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[bookmark: _Toc228544635]Introduction
Employee wellbeing is turning out to become a key issue in determining organisational performance, productivity, and employee retention (Murphy, 2024). Employees in high demand service jobs like call centres can have high workloads, emotional labour, strict performance targets which adversely impact on their wellbeing. Havencares Insurance, which has its Swansea and Cardiff sites with call centres, is on the verge of facing a number of people-management challenges at its Cardiff location, such as high employee turnover, frequent absence rates due to mental health and diseases, and weakening performance of long-term employees. As an HR Officer who has been assigned the role of addressing such problems, a holistic approach to wellbeing would assist in enhancing the health, employee engagement, and organisational performance in the Cardiff call centre.
[bookmark: _Toc228544636]Main Body
[bookmark: _Toc228544637][bookmark: _yx339z99at6l]The Call Centre Environment and Wellbeing Challenges                                                                                                                                                                                                                                                                                      
It is well known that call centres are taxing workplaces which sometimes have adverse effects on the welfare of the employees. The employees usually have to work with a large number of calls, have to meet severe performance standards like the time of calls, and have to deal with emotionally stressful customer interactions (Willems et al., 2021). In the Havencares Insurance, the claims handlers will most likely encounter pathetic customers who might have suffered accident, loss of money or personal suffering. Dealing with such discussions on a day-to-day basis may become emotionally exhausting and stressful. The Cardiff call centre has 300 employees, and this implies that absenteeism or turnover in the proportions of the medium range is likely to impact the performance of such operations in an enormous way. In call centres, high turnover is not an uncommon occurrence because of repetitive work, low career advancement as well as the pressure of performance. In situations where customers have left the organisation frequently, the organisation has to incur extra costs on recruiting and training employees besides losing experience and skills.
The other significant problem in the Cardiff centre is high sickness absence especially in mental illnesses, seasonal illnesses like cold and flu. Psychological issues such as stress, anxiety and burnout are common among the call centre workers whose workloads are high, and the monitoring systems are harsh. The issue is further compounded in workplaces where the staff believes that there is little they can do about the work or management shows little assistance. The Cardiff call centre has contextual implications with the location in South Wales. Throughout Australia, economic restructuring and employment repositioning in the areas of South Wales has in the past occurred due to the loss of older industries like the coal mines and heavy manufacturing (Sharma et al., 2023). The region has seen a lot of establishments of many call centres as a way of economic regeneration efforts. Although these occupations are important sources of employment, they are typically linked to a comparatively high level of stress and low control that could lead to wellbeing issues.
[bookmark: _Toc228544638]The Relationship Between Wellbeing and Employee Performance
Employee wellbeing has a close connection with the performance of the organisation. Studies always indicate that highly productive, engaged, and committed employees have positive wellbeing (Ibrahim et al., 2020). On the other hand, poor wellbeing may result in poor presenteeism, absenteeism, lack of concentration and poor work quality. One useful model that can be applied to understand this relationship is the Job Demands-Resources (JD-R) model. In this model, employees get stressed whenever there are more job requirements to them in the form of workload, emotional pressure and time constraints than they have at their disposal. The resources can be in capacities of managerial assistance, freedom, training and good working relationships. Employees receive more resources enabling them to manage the work pressure better and achieve better wellbeing and performance.
Employees who work in the Havencares Cardiff call centre have been exposed to great job pressures such as adherence to a set rule of handling call targets, a lot of customer calls, and emotionally challenging dialogue regarding insurance claims. These demands may cause burnout, disengagement, and deteriorating performance of employees unless adequate support is provided. This could be one of the reasons why performance among the more senior staff is poor. Wellbeing programs have the power to mitigate such problems by removing stress and making more resources available to employees (Sonnentag et al., 2023). As an illustration, access to mental health support services, flexible working and stress management training can be used to enable employees to effectively deal with the stress of being a call centre employee.
Additionally, strategies of wellbeing help in performance, because of enhanced employee involvement. The highly engaged employees will be more discretionally motivated and offer better quality customer service as well as commit themselves to organisational objectives. One of the most sought-after aspects in a call centre environment, where customer satisfaction and reputation of a company directly depend on service quality, high levels of engagement is especially crucial. Absenteeism can be lowered by a better wellbeing. When employees feel important, they have not many reasons to use sick leave when they are not sick and tend to be punctual. This would go a long way in enhancing stability in the operations of the Cardiff call centre where absence is a major flaw that is disrupting the delivery of services.
[bookmark: _Toc228544639]Developing a Comprehensive Wellbeing Strategy for Havencares
To curb the issues experienced at the Cardiff call centre, Havencares Insurance ought to apply the holistic approach of wellbeing that addresses physical and mental wellbeing. This type of strategy must be incorporated into the wider HR policies of the organisation, and it must be aligned with its goals of operation. Introducing mental health support programmes is one of the aspects of this strategy. Due to the stress that the claims handlers encounter, there should be confidential counselling, awareness training on mental health and employee assistance programmes (EAPs). Through these services, employees have professional assistance with work-related stress or personal challenges.
The other action plan is the enhancement of the workplace culture and management practice. Team leaders are of paramount importance because they determine the wellbeing of the employees. Consequently, supportive leadership, communication, and mentally aware managers should be trained. Managers willing to identify the early symptoms of stress and offer the necessary assistance can considerably decrease chances of the staff getting long-term diseases or being stressed (Govindaras et al., 2023). Wellbeing can also be increased with the help of flexible working arrangements. In cases where operationally possible, granting the employees more control over their work schedules where they are able to do so could assist them in juggling their personal functions as well as minimizing the work-life conflict. A case in point is staggered working or hybrid work arrangements, which could allow the employees to manage their workload and family obligations.
The physical health programs are also critical in treating common sickness in the workplace. The workplace health programmes that the organisation may implement are clinics to take the flu vaccination, health promotion programmes and activities within the workplace that promote physical exercises among people. Physiological issues related to long working hours at a desk can also be alleviated with improved office ergonomics (comfy chairs and adjustable workstations), which also lowers physical stress caused by prolonged desk work. Employee voice is also another significant element of the wellbeing strategy (Royce et al., 2019). Workplace policies and conditions should be provided with the occasions when employees could present their feedback. Frequent employee polls, suggestion boxes, and group conferences should assist the management in realizing the grievances of the employees and the level of improvement that can be undertaken.
[bookmark: _Toc228544640]The Role of Employee Development in Enhancing Wellbeing
The development of employees is significant towards increasing both the wellbeing and the organisational performance. Development opportunities not only enable the employees to acquire new skills, gain confidence, and feel appreciated in the organisation (Moloney et al., 2020). Conversely, lack of development may result in stagnation and lower morale among employees and high turnover. In the Cardiff call centre, a large number of workers will feel that their job description is not very demanding or does not offer long term career opportunities. The work of claims handling is usually routine and requires a high level of performance observance, which sometimes adds disengagement and boredom to the job. These problems can be mitigated through the provision of organized development opportunities.
Introducing career progression pathways in the organisation is one of the approaches. Clearly, employees should be given an opportunity to advance and become senior claims handlers, team leaders, or even specialist support roles. Clear promotion policies and career development can motivate workers to stay within the organisation and work towards their career development. Employee training may also be used to promote employee wellbeing through competence and confidence. As an illustration, educational programs on customer communication, conflict management and emotional tenacity might enable the employees to cope with difficult customer interactions in a better way (Groves et al., 2024). The employees will not be stressed and frustrated as much when they have a feeling that they are able and ready to take part in their work.
Mentoring programmes may also come in handy, especially when the longer serving employees have witnessed a drop in performance or when these employees have been ill over an extended period. Experienced personnel combined with the assistance of caring mentors can assist such personnel to re-skill with their work, locate areas of development and recover their self-belief in their skills. Cross-training is another useful activity because workers get an opportunity to acquire new skills and switch between various positions in the organisation (Catalano et al., 2025). This not only can open monotony but also enhance flexibility in the workforce. Such as, the claims handlers may be trained in quality assurance, training support or administration. Psychological wellbeing is also achieved through employee development, which helps one have a sense of purpose and gain a sense of achievement. Employees are easily influenced to form positive attitudes in their work when they feel that their organisation is invested in their development; hence, they are bound to be loyal to the organisation.
[bookmark: _Toc228544641]Addressing Absence and Retention Through Wellbeing Initiatives
Some of the objectives of the wellbeing strategy at the Cardiff call centre should involve reducing absenteeism and turnover. The level of absence is high, affecting the workflow and creating even more pressure on the rest of the employees, which may further harm stress and burnout even more. Enhancement of absence management policies is one of such interventions. Instead of concentrating on disciplinary actions, the organisation needs to embrace a helpful outlook whereby an attempt is made to identify the root causes of absence (Batistič and van der Laken, 2019). It can be noted that managers can recognize possible problems and offer proper assistance by using return-to-work interviews and wellbeing check-ins.
In long-term sickness, the organisation should look into using customised return to work programmes to the employees. These can be the use of phased returns, increased or decreased workloads, or transitional role changes. Helping employees is a way of improving retention as well as showing employer interest in employee wellbeing as the organisation assists their recovery efforts. Another area of improvement of retention strategies is to increase job satisfaction. When employees feel appreciated, nurtured and involved, chances of them leaving their organisation are considerably reduced. Improved retention can be achieved by recognition programmes, equitable reward systems, and allowing employees a chance to participate in the decision-making process (Ayi, 2023). Community engagement programs can also be applicable considering the location of the organisation is South Wales. The partnership with local wellbeing organisations or community health programmes can be a source of extra support to the employees as well as reinforcing the local image of the organisation.
[bookmark: _z6k5o1ruz4rx][bookmark: _Toc228544642]Conclusion
A properly formulated wellbeing plan or strategy may be essential in addressing the workforce issues experienced in the Havencares Insurance Cardiff call centre. The organisation can incorporate programs where employee wellbeing, engagement, and performance are viewed as one of the strong relationships enabling them to promote both physical and mental health. Mental health support, flexible working, efficient absence management and employee development programmes are only some of the measures that can assist in mitigating the turnover, enhancing attendance and high productivity levels. In the high pressure of call centre operating retained employees in South Wales, employee wellbeing must be appreciated to ensure a healthy working environment to benefit the employees as well as the long-term sustainability and overall organisational performance.
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