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Mental Health and Wellbeing in the workplace
Executive Summary
This report will give you an insight into the Absence issue relating to Mental Health within Webhelp, why we have decided to focus on Mental Health and Wellbeing and how we plan to move forward. There will be Primary Evidence from Focus Groups and Surveys from employees who are currently suffering with Mental Health and Wellbeing issues and Secondary Evidence from Articles that have been used to help support and guide how we can make this a success. The key focus will be on a Lunch and Learn Methodology which will support Absence within the workplace. 
Key findings which include ensuring our line mangers are well equipped to support our employees, employees feeling engaged within the workplace and communicated too and allowing us to build a better culture around Mental Health and Wellbeing. 
Recommendations after completing this report will be to retain all managers on Absence and Wellbeing policies, the use of the newly trained Mental Health first Aiders and to continue with completing the lunch and learn sessions for all work levels to ensure we are capturing everyone and ensuring a safe and inclusive workplace. 
1. Introduction
What do we want to achieve?
· To critically analyse strategies to reduce absence due to mental health in call centres
· To establish the effectiveness of awareness raising sessions at Webhelp UK
· To produce recommendations to further reduce the absence at Webhelp UK

How are we going to achieve this?
· Focus groups as mentioned above to help build knowledge and confidence around these sensitive subjects.
· Follow up with support after these focus groups with the employee to ensure we are offering support and their understanding of what support is available is clear.
· Review absence stats of people who have attended these sessions over a 12-week period to see if the impact has been positive since the start of these sessions.

2. Literature Review
Upon reviewing several different articles around employee Mental Health and wellbeing, I found that there were several key themes which kept coming up, a few of the top ones was: 
2.1 Line Mangers
XpertHR state that Line managers and the role they play within absence, Mental Health and wellbeing is key, they describe the need for training in allowing them to develop the soft skills needed to encourage the disclosure of Mental Health Problems Silcox, S. (n.d.).  Line managers should be approachable and knowledgeable within their role as these are often the main people who employees are going to turn to for support. Line managers should be comfortable with their knowledge of their organisations policies around supporting these subjects and how best we can support someone who is suffering with their mental health or wellbeing.
2.2 Communication
This was another key theme which linked to employee voice, Employees often feel that they are not appreciated within the workplace or that they feel out of the loop which tends to have an adverse effect on their mood. Being able to know what is going on in your organisation and feeling as though your more than just a number is important to employees and often gives them a sense of meaning allowing them to want to go to work. Hemus, F. and Hemus, F. (2018) state that by creating a climate of communication helps to looks after your colleagues whilst at work encouraging them to talk if they are not coping well.
2.3 Environment and Culture
Having read through many articles the workplace environment and culture seemed to be a common denominator as to why someone would suffer with their mental health or wellbeing. It has been said that the workplace environment often left people feeling down and that use of natural lights and air conditioning was hindering employee's wellbeing. Plants are often used in these large organisations to help improve the way people feel whilst at work.  Culture is also something that reoccurs with Mental health due to the Stigma attached and people have said that they would rather ring in sick than discuss their mental health and wellbeing. Mind has published statistics around Mental Health and the stigma attached including 56% of employers have stated they would like to do more to improve staff wellbeing but don’t feel they have the right training Mind.org.uk. (n.d.)
2.4 Recruitment
One of the biggest themes that I noticed whilst completing this research was that during the recruitment stage there is a fear that if employees put on their application form that they suffer for a Mental Health issue that they may not be hired for a job. This ties in with training and ensuring that people who are in roles of hiring candidates should be aware of the Equality Act and how we cannot directly discriminate someone who is suffering with Mental Health and Wellbeing. Education on Mental health and Wellbeing is imperative within all organisations. Delaney, A. States that the recruitment stage can often be a minefield due to the prevention of asking any health related questions before offering a job, however with the right guidance and training anyone who suffers with mental health of wellbeing should at all stages including the recruitment stage feel supported. 

3.  Methodology
Having started in Webhelp 14 months ago, one if the first things that soon became evident was the Long-term Absence through Mental Health. Whilst there were certain procedures in place it was evident that there was very little support aside from having a welfare policy.
I was offered an opportunity to complete a new initiative to Webhelp called a Lunch and Learn, the principles behind this was to give agents an hour of the phones 30 minutes of this would be their break and we would give them an additional 30 minutes off the phone whilst providing their Lunch and giving them information about a relevant topic. There would be no more than 14 agents in each session to ensure it wasn’t too overwhelming and allowed for a comfortable, safe environment. The first one I chose was Mental Health. 
The format of the meeting was a general introduction, their understandings of what Mental Health means, opportunity to share experience around Mental Health and any key learnings they have taken from the session. Over the last 14 months we have completed 20 sessions with 250 Agents going through a Lunch and Learn, this has also been rolled out across all other Webhelp sites since the huge success in reducing Long-term Mental Health absence in Cardiff.
Long Term Mental Health Absence was at a high of 20% of 640 agents in May 2018 when we first started the Lunch and Learn sessions, we now have 1040 agents in Cardiff, and we have 5% of our population off with Long term Mental Health Absence. The stats show how hugely improved Long-Term absence now is and the popularity of the Lunch and Learns are proving to be a huge success. 
When having to pitch this idea to senior stakeholders was a challenging task, asking for them to release agents from the business and having to compensate the cost they wanted guarantees that we would have a positive impact on reducing Mental Health within the workplace. Having spent such a long time researching Mental Health what works and what doesn’t within challenging environments such as a call centre it was decided the best way was to get this evidence by trialling the sessions and gaining feedback and analysing certain agents who was known to have a struggling absence record with Mental Health. 
Off the back of this being rolled out in our Cardiff site which involved stakeholders such as the Head of Operations and Head of people services we then decided if it was having such a positive impact in Cardiff why would not do this for every other site too? So, we decided to put a Business case together showing the Head of HR for Webhelp exactly why these sessions were beneficial and when we should be doing them across all sites. 
As with anything that we are asking our stakeholders to invest in we needed to understand how we could make this work, was it affective and what our colleagues actually thought of this process. The evidence collated was from other companies to understand what they did with Mental Health and Wellbeing within the workplace and then speak to our colleagues to understand what it is they got from the sessions what they would like to see different and how we could continue to improve on these Lunch and Learn sessions.  
The completion of both primary and secondary research into Mental health and wellbeing within the workplace has proved to be a great exercise with this project. Through Primary research there has been an opportunity to speak to employees directly, to understand how they feel and if what their organisation is doing is enough for them to feel supported within work. There is also a Valid point of gaining first-hand feedback of what employees would like to see differently allowing the organisational an opportunity to be able to engage employees with their thoughts on what is often a taboo subject. The use of Secondary research has also been beneficial being able to get an insight and understanding into theories which have been tried and opportunities for employers to try. 
4. Findings/Discussions
As described focus groups and surveys were completed to gain feedback into the Lunch and Learn Sessions to allow us to ensure that what we were doing was relevant and actually worthwhile to our employees. There were several agents who struggled with coming into work due to having anxiety, depression, PTSD and bipolar. These agents shared their experiences with other agents and helped to find a way to support everyone. These agents attended a focus group to allow us to discuss the importance of their feedback in helping us to support other agents within the call centre. They went on to complete a survey including personal details about them including their illness, how long they have suffered, if they take medication and indicators which show what would help them when they are struggling and to help us shape ideas of how the lunch and learn sessions would work.
Feedback from the focus session
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Feedback from Survey
	Name
	Feedback

	Morgan Jay
	I loved the Lunch and Learn sessions; I felt the topics were relevant and left feeling better about my own Mental Health.

	Jade Guy
	This session made me feel safe and was a lovely calm environment.

	Jordan Harries
	Great to see a company actually wanting to support Mental Health.

	Amy Latimer
	Nice to be myself for an hour, friendly tips in a safe environment.

	Carole O’Brien
	I want this session to continue, but I think Managers should also go through them to better improve their knowledge.

	Abigail Phillips
	I suffer with a personality disorder and this session has allowed me to feel normal for the first time in a long-time.




Some of the main themes were:
4.1 Comfortable Environment
Many employees said that the Lunch and Learn environment allowed them to be their self, they felt safe and relieved that they weren’t the only ones who were feeling as though they were struggling with their Mental Health or Wellbeing. The environment was very relaxed, and calming was stated by one employee.
4.2 Supported
Employees said that they went away feeling support by these sessions and was glad that after a long time of Mental Health and Wellbeing off topic that it was very relevant and was pleased that the topic was being highlighted as they felt it was helping to remove the stigma. Employees that also attended these sessions said that they felt as though they were supported by other colleagues who experienced shared during the session allowing it to feel more inclusive. 
4.3 What’s next?
One of the key themes from the focus groups and Survey was that employees felt as though All employees including Line Mangers and Operational Mangers should attend these session as it would help educate everyone around such a taboo subject. They have also asked for there to be a supportive space for someone who is having a bad day with their Mental Health and Wellbeing and for more promotion around the tools we offer to support everyone such as Employee Assistance Programme and Mental Health First Aiders and this was not something that everyone was aware off.  
5. Conclusion
In conclusion I feel as though the introduction of Lunch and Learn has been a positive change for Webhelp Cardiff. These sessions have allowed us to improve the communication for individuals who are suffering, giving them time to help balance their thoughts and feel as though they have a safe environment for them to go to.
 Whilst not everything that has been described is going to be able to be implemented, the introduction to Lunch and Learn has been a great starting point in reducing Mental Health absence. Following on from the primary and secondary research which has been completed there is an opportunity for this to continue.
6. Recommendations
Following on from this report there are some recommendations which I am going to put into place there has been a business case sent for approval for Mental Health First Aiders. This will allow Webhelp to have 12 training employees, including Operation Managers, Team Leaders and support staff to be on hand to help any who is struggling with their Mental Health and Wellbeing. Once this has been completed it will provide an opportunity to improve communication, support and hopeful remove the taboo feeling around Mental Health and Wellbeing whilst also continuing to decrease Absence.
7. Limitations
Having only receiving feedback from 6 individuals and only having 10 people attend the drop-in session I would say the biggest limitation is sample size. Mental Health affects many employees across the whole of Webhelp so to gain a better understating of what other individuals though about the Lunch and Learn process and how as an organisation Webhelp manages Mental Health would greatly improve the support Webhelp could offer.
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