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1.Introduction
Havencares Insurance is an insurance provider based in South Wales. It has call centers in Swansea and Cardiff. The site in Cardiff has issues with human resource management. This site has 300 employees, mainly front-line claims handlers. The staff turnover rate at the Cardiff site is high. Absences due to mental health problems and physical illnesses occur frequently, and the employees' performance declines. These problems reflect the deficiencies in the work environment and management of the call center at the Cardiff site.
This article aims to explain how to solve these long-standing problems through health and well-being strategies, and explores the causal relationship between the physical and mental health of employees and individual and organizational performance. Throughout the process, the analysis is always based on the actual situation of Havencares Insurance to ensure that the analysis is targeted. The article first outlines the organizational background, analyzes the relationship between health and well-being and performance, assesses the role of employee development, and concludes with strategic significance at the end.

2.Organisational Context and Problems
2.1 The Cardiff call center
Havencares Insurance's call center located in Cardiff is situated within the highly competitive business services sector of South Wales. Such call centers and customer service positions are quite common here, but they often suffer from low employee engagement and high turnover rates(Call Center Staff Turnover: Trends, Challenges, and Solutions, 2025). At the Cardiff site, the majority of positions are claims handlers who handle customer issues, and most of their work is done sitting down, with repetitive tasks. Performance indicators such as call handling time, first resolution rate, and customer satisfaction scores are closely monitored(‘The UK Contact Centre Decision-Makers’ Guide’, 2023).
From a hierarchical perspective, this center follows a traditional structure, with only a few team leaders and senior managers, limiting the upward promotion opportunities for front-line employees(12 Call Center Employee Retention Strategies to Reduce Turnover, 2023). Sitting in front of a screen for long periods and having a cramped workspace is not conducive to the employees' physical health(Lin et al., 2024). Continuous customer pressure and insufficient control over workload can lead to long-term stress, emotional exhaustion, which are common problems in large customer service centers(Lee et al., 2026).

2.2 Three key issues
The Cardiff call center is facing three problems that will undermine stability and performance. Firstly, the high turnover rate reflects low job satisfaction and limited career development opportunities. Employees will leave in search of more promising positions. In a market with a tight labor supply, frequent departures will increase recruitment costs and undermine team cohesion(Stepowany, 2023).Secondly, the high absenteeism rate may stem from work pressure or other physical illnesses. Frequent absences will disrupt the continuity of services, increase the stress on remaining employees, and create a vicious cycle, leading to more stress and absenteeism(CIPD | Workplace absence levels soar to nearly two working weeks per employee each year, 2025).Thirdly, the poor performance of long-serving employees indicates a long-term stagnation in skills. Experienced employees were originally the guarantee of organizational stability, but long-term repetitive work and limited management support make them feel exhausted. Over time, this leads to employees continuously losing enthusiasm for work and a decline in efficiency(Call Center Burnout Statistics: 2026 Verified Data & Trends, no date).
In summary, if the physical and mental health of employees and their career development are not given due attention, operational efficiency cannot be sustained.

3.Wellbeing and Performance
3.1 How wellbeing affects performance
Wellbeing is a comprehensive state encompassing physical health, psychological resilience, emotional balance, and social support. Research in the JD-R model indicates that adequate personal and organizational resources can protect employees from the effects of stress and enhance their motivation and performance(Bakker, Demerouti and Sanz-Vergel, 2023). In the Cardiff call center, low happiness impairs employees' ability to regulate emotions, which is detrimental to accurately handling claims and conducting professional communication with customers.
Long-term stress reduces behavioral control, leading to a decline in service quality. The need to suppress or manage negative emotions when dealing with dissatisfied customers consumes psychological resources and leads to job burnout, which in turn predicts absenteeism and turnover(Grandey and Gabriel, 2015). From the perspective of the Resource Conservation Theory, employees will continuously seek to retain and accumulate resources. When the demands of the work environment exceed the existing support capacity, people will reduce their input to conserve energy, resulting in a decline in work performance(Holmgreen et al., 2017).
Wellbeing can also enhance attendance rates and participation. Physically healthy employees take fewer sick days, while employees with stronger psychological resilience can more effectively cope with stress. In the call center environment, continuous happiness helps maintain a stable work state, indirectly improving customer experience, which is undoubtedly beneficial to the development of Havencares Insurance(Centres, 2024).

3.2 Limitations of wellbeing interventions
Although there are obvious benefits, poorly designed strategies for enhancing happiness also have limitations. Many organizations adopt symbolic intervention measures, such as awareness days or generic health apps, which merely address symptoms rather than addressing the root causes(Geerts, 2024). Such symbolic happiness cannot solve problems like excessive workload and restricted autonomy.
At the same time, intervention measures often lack compatibility with the environment. Generic solutions often fail to fully consider the specific stress factors of call center work, including sedentary working conditions and emotionally challenging customer interactions. Moreover, without genuine management support, any health promotion measures are unlikely to succeed. If management does not demonstrate supportive behavior, employees will consider these intervention measures insincere, thereby reducing participation(Azila-Gbettor et al., 2024).

4.Employee Development and Wellbeing
4.1 Development as a resource
Employee development is a key factor in enhancing employee engagement and maintaining employee loyalty. It can enhance self-confidence, autonomy, and a sense of achievement, which are crucial for individual self-actualization(Krauter, 2023). In the Cardiff call center, one of the significant factors contributing to the increase in turnover rates includes the lack of growth opportunities for employees(clientsFPS, 2026).
Skill enhancement and personal growth can improve employees' perception of their status, control, and fairness, which aligns with the SCARF model, which considers status, certainty, autonomy, affiliation, and fairness as key triggers of intrinsic motivation. When employees acquire new skills and receive formal recognition, they experience a greater sense of purpose. Development also functions as a tangible resource in the COR theory, helping to reduce stress and job burnout(‘(PDF) Conservation of Resources Theory’, no date).
It is crucial that the promotion effect of development on employee retention is more reliable than short-term benefits. In the labor market of South Wales, employees are increasingly placing career development opportunities above minor economic incentives. Investment in personal development indicates the organization's commitment, which can enhance employees' psychological sense of belonging and reduce the voluntary turnover rate(Rogers, 2026).

4.2 Helping long‑term employees
The long-term employees of the Cardiff call center are at various risks such as physical and mental exhaustion and long-term illness. Years of repetitive work can demotivate them, and a fixed job role can lead to a decrease in motivation(Wu, 2023). Developing intervention measures can bring back challenges and alleviate this situation.
Developing through promoting recognition and social connections can support older or senior employees. When experienced employees are trained to become mentors or supporters, they gain status and social connections, thereby enhancing happiness and job retention rates(Rinfret, Young and McDonald III, 2023). Therefore, development is not only a performance tool but also a preventive and therapeutic resource that helps maintain employees' health and the continuity of their contributions(‘CIPD: Health and wellbeing at work 2025’, no date).

5.Wellbeing Strategy for Havencares Cardiff
5.1 Principles
The employee well-being strategy follows three practical principles to ensure its feasibility. Firstly, it needs to take into account physical health, mental health, and development support needs comprehensively. Secondly, it is preventive, focusing on process optimization, improvement of managers' capabilities, and early support. Thirdly, specific issues should be analyzed specifically, and tailored to the actual situation of Havencares Insurance.

5.2 Priority interventions
Training on caring leadership for managers: Team leaders need to attend relevant courses, which cover empathy, stress identification, and supportive communication. External trainers and internal human resources coordinators are required. This helps address the issue of employees lacking effective support and establishes a continuous human resource management system. 
Health and work environment improvement: The improvement measures include upgrading ergonomic chairs, increasing time for physical breaks, enhancing ventilation in the workplace, and the need to hire a facilities team and external health consultants. 
Employee Support Program: Provide 24/7 free consultation and support services for all employees, and conduct promotional activities to make the use of these services a regular practice. This requires promotion by the human resources department. 
Structured development path: Establish a hierarchical development framework: Provide core skills training for new employees, professional claims training for senior employees, and designate mentor roles for long-serving employees, and establish a clear promotion path to team leadership positions. This requires the collaborative support of the human resources department, senior management, and external training partners.

6.Conclusion
This article explores how employee well-being strategies can be employed to address the high turnover rate issue at the Havencares Insurance Cardiff call center. There is a certain correlation between employee well-being and performance. Enhancing employee well-being helps alleviate stress and promotes performance. However, if the management situation remains unaltered, the intervention measures will be ineffective. Employee development is a key factor in employee well-being, but it is often overlooked, especially for those long-term employees who may experience a decline in work enthusiasm and health problems. Employee development support can enhance employees' autonomy and sense of purpose, becoming a psychological resource. An effective strategy must be comprehensive and targeted. The intervention measures include leadership training, health improvement, employee support, and planning employee development paths. Without genuine management support, any employee well-being strategy will not succeed. Employee well-being must be integrated into daily operations rather than being regarded as an occasional add-on.
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