“BrightLine Services” has just merged two customer contact centres into one big team. Management says the goal is “one high‑performing, unified culture.”
· Centre A (old site): Known for friendly atmosphere, lots of informal help, managers open‑door.
· Centre B (old site): Known for strict targets, clear procedures, and strong performance focus.
After the merger, the new manager, Sam (from Centre B), introduces changes:
· Everyone must follow one strict script and set of procedures designed by managers from Centre B.
· Big screens in the office show live rankings of agents by calls handled and average handling time.
· Each month, the “Top 10” agents are praised in an all‑staff email; others are not mentioned.
· Team meetings are mainly Sam going through numbers; there is little time for questions.
· Informal catch‑ups and team socials are paused “until results improve.”
How it feels:
· People from Centre A feel their way of working (taking time to help colleagues and customers) is no longer valued.
· Newer staff feel unsure what is really expected and are nervous about asking for help in case it hurts their numbers.
· Some staff say it now feels like “every person for themselves,” and there is quiet resentment about who gets recognised.
1. Spot the threats
Status: Where do people feel less valued or overlooked?
Certainty: Where is it unclear what will happen or what “good” looks like?
Autonomy: Where do people lack any real choice?
Relatedness: Where do people feel less connected or “us vs them”?
Fairness: Where might things feel unfair or biased?
2. Suggest fixes
One practical change for each SCARF domain (Status, Certainty, Autonomy, Relatedness, Fairness) that would make the merged team feel safer and more motivated
