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[bookmark: _Toc122268300]Abstract 

This assignment will provide the reader with a clear understanding of how to raise staff morale and connect that to customer satisfaction and business advantages. A literature review was conducted to determine the topic's goal and the pertinent questions that would support it. After setting the objectives and posing the questions, the results were evaluated and will be displayed in a review of the subject. Additionally, this evaluation will provide a thorough background on the corporate values. The report writer used literature review techniques to link the company values to stakeholders and demonstrate how doing so boosts staff morale.
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[bookmark: _Toc122268302]Introduction
The heart of our business is the agent. In order to keep customers satisfied and open to returning, engaged, motivated employees can elevate your customer experience above the industry norm. Therefore, the report's author decided to focus on raising staff morale because it is crucial that your call centre employees stay motivated and inspired to give customers the best service possible. These agents are, after all, the leaders of your company. It is hard to face any problem when it comes to boosting morale without first creating a baseline. Some managers might solely do evaluations based on observations. It can be difficult for contact centre managers to maintain high levels of team morale. The report's author discusses how her contact centre procedures contribute to employee satisfaction and customer satisfaction throughout her project. By fostering a sense of psychological wellbeing among all levels of employees, which serves as the catalyst for such improvements, high morality produces all these favourable impacts.
(Bowles & Cooper, 2009).

[bookmark: _Toc122268303]Main Body

The report writer's primary goal for this assignment is to raise staff morale. She will conduct two distinct studies as she adopts an academic research methodology, which requires her to evaluate research methods from an academic perspective in order to conduct successful business research methods. As you already know, published literature (textbooks, journal articles, professional articles, pertinent website content, firm literature, etc.) must be considered in any academic work. In order to better comprehend the chapters and use the material in her evaluation, she will therefore be looking at research techniques literature. She will continue her studies and complete higher-level academic work; once more, she will draw on research techniques, concepts, and theories from the literature.
The second research will consider her responsibilities as a manager who must conduct research to find answers to crucial concerns for the company she works for. Research will be conducted across the entire organisation. Instead of being focused on just one aspect of the business or only being "management's responsibility," everyone has a responsibility to think systematically and logically when writing reports.
There is a proper method to use these words, but many authors use them interchangeably. We must understand the distinction as "Research Methods" students. It is what? Different textbooks address this, however
Research "methodology" is more about your attitude toward and understanding of research, as well as the strategy or approach you choose to address research questions. Research "methods" typically refers to specific activities designed to generate data (e.g., questionnaires, interviews, focus groups, observation).
This chapter will look at research methodology in depth before moving on to research methodologies.
There is a proper method to use these words, but many authors use them interchangeably. We must understand the reverence as "Research Methods" students. It is what? Different textbooks address this, however

Understanding research methods enables us to be more particular about the study we discuss and to ensure that it was properly collected and analysed, as well as that it comes from a reliable source. Every day, several surveys are carried out all across the world to support an ideology, establish a particular point, or simply sound authoritative. In the news media, we frequently hear and see them. Some of this "research" is vox pops, where a journalist asks a few people on the street for their opinions.
In both corporate and academic research, the report writer will ask fair and valid questions that directly relate to the information needs of the organisation. In other words, her study must have a specific objective so that she is not just gathering data for its own sake.
Each and every piece of information will be gathered fairly and systematically. For instance, the report writer considers who she will enquire from and how they will interpret her inquiries. If she is unable to ask everyone involved, she must explain why she is asking only a particular subset of that population.
She will carefully and methodically do her data analysis. Whether or whether her research findings are reliable depends largely on how rigorously she conducted her analysis. This analysis will show whether it was successful or not.
The report writer will apply a literature review to her subject in order to develop her objectives and come up with good questions that will help the subject succeed.
Literature reviews provide a number of advantages, including the ability to offer much-needed topic inspiration. It increases knowledge overall. It is a record of the facts or information the report writer has periodically gathered. Identification of the gaps in private knowledge is what it is. 
The literature review aids in choosing research questions that will enable one to succeed. The purpose of the topic can also be determined through the literature review. The best way to approach this is to conceive of the process of choosing questions and the topic's purpose as a literature study.
Reviews of the literature are a type of study, thus they must further our understanding. They must include more than just a comprehensive synopsis or a cursory study of the articles under consideration in order to achieve this. For valid and trustworthy outcomes, a comprehensive research method is necessary.
(Haddaway & Macura, 2018; Luijendijk et al., 2020).
When studying and interpreting the literature of the data set, authors should consider their positionality, or the assumptions, beliefs, and values that shape how they perceive the literature and produce insights. Analysis is the evaluation or criticism of the literature.
Callahan (2014).
The reader may be able to assess these by looking at the authors' disciplinary field, research question, and the stated study limitations. It is not customary for authors of literature review research to critically reflect on their assumptions, beliefs, or values that may have influenced their interpretations. Maybe when this research methodology is improved, authors will be expected to reflect critically.
The process of gauging a project, programme, or portfolio's success is called project evaluation. This is accomplished by obtaining project-related data and employing an evaluation strategy that enables evaluators to identify areas for performance improvement. Maintaining communication with stakeholders on the project's status and any potential adjustments to the budget or timeline is also essential.
Project evaluation is usually advised and can assist the company in a variety of ways. As mentioned above, the project evaluation process can be used to gauge a variety of factors. You can quickly identify opportunities for improvement in how you manage your budgets, tasks, resources, and time by using project evaluation. You can monitor your team's performance and boost accountability using project evaluation. For improved planning and estimating, it helps you compare your project baseline versus actual project performance. project assessment Being able to work well with stakeholders is essential for project management success. A project evaluation report must be produced in order to keep them informed.
(Landau, 2022).
The report writer will outline all of the preceding strategies for improving the morale of the contact centre personnel in her firm below, step by step with illustrations and explanations.
[bookmark: _Toc122268304]Literature Review/Background/Research 

The question of how to improve employee morale at call centres is a hot one in the workplace. The report writer has spent the last five years working in a contact centre. The primary reason she chose this topic is that call centre employees frequently have the initial interaction with both current and potential clients. In order to effectively handle the increasing degree of client expectations, service providers need both the knowledge and abilities, as well as a setting that fosters their ability to employ them.
The report writer will first narrow her topic and conduct a pertinent literature review. The workplace for report writers places a larger priority on morals and values. Employee morale must be taken into consideration in order for the organisation to live up to its values. As a result, the report's author decides to work on a project to raise employee morale by connecting it to business values. Because employees are intimately related to everyone in the organisation, effort will be applied everywhere in the workplace, which is a significant area for improvement. High motivational company values lead them to prioritise bettering customer service. If someone wants to make the customer happy inside, they must have happy employees that are prepared to give. Happy employees are the reason for happy customers. Organizations are built on their core beliefs. Values in organisations have become a subject of significant concern among organisational scholars and practitioners as they are thought to be important deterrents of attitudes, work behaviour, and decision making. Values direct action by denoting what is desirable or appropriate. They do not, however, provide specific or uniform recommendations for how to act. 
(Bertolaccini & Spaggiari, 2020).
Organizations that prioritise values-based work are better positioned to enhance their practises and service standards. Using values to guide behaviour can explain why individuals behave in certain ways inside an organisation.
the location of the report writer the catering business Nisbet's Next Day upholds five corporate ideals. Working together, sincerity, a passion for the customer, adaptability, and accountability.
These values are of extremely high quality. A corporation must hire people who share its values in order for them to be able to follow them. Therefore, the relationship between the company and its employees begins on the employee's first day of work. Now that the objectives of the issue have been established, the report writer will address in her literature study how she will connect her project topic to the company's values.
Nisbet has been losing money over the last three years as experienced employees leave. An internal evaluation of the workplace found that several employees were unable to handle the demands of their jobs and eventually departed the organisation. Since there is a severe lack of communication between management and employees—no one seems to care why an experienced employee left—and as a result, the company lost a significant amount of earnings, this is the key problem the report writer chose to focus on. In order to get to the bottom of it, she organised a meeting with an experienced employee who had elected to stay and raised some service money for the new hires.
The report writer used primary sources for the literature research to acquire inspiration for the employee assessment. She uses the sources to accurately appraise the situation. The least accessible sources are frequently corporate literature, unpublished research, private communication, and conference proceedings. What are they worth? In some circumstances, this is incredibly important knowledge that is relevant to the particular study issue you are interested in. Consider studying sensitive corporate advertising to youngsters as an illustration. Company documents and emails will include a lot of information regarding the decisions made by organisations and their justifications. However, since the internet offers an instant publishing platform, access to original sources is getting simpler. 
(Phillips, 2022).
The author of the report develops a straightforward question-and-answer assessment based on reviews made by former employees on social media in order to be able to pinpoint the primary causes of the employee's stress.
This assessment showed in Appendices A.
Assessment results showed a score of 34 or below, which means that everything needs improvement because employee trust in the organisation is extremely low. Th e report's author lists her criticisms of this review below:
Do you feel you get recognition for your work?   
Very little trust indicates inadequate managerial communication, according to the responses. 
How do you perceive the morale in the company?
Low trust in this response indicates that the organisation needs to raise employee morale.
Is stress in your workplace affecting your life outside the organization?  
Low mark imply has to change the workplace so that it is enjoyable rather than dull.
Are you able to manage your workload effectively?                        
Low trust in this area necessitates reducing the employee's workload.
Do you feel respected in your workplace?                
Low trust in this response indicates that the organisation needs to raise employee morale.
What is the relationship you share with your supervisor or manager?
Very little trust indicates inadequate managerial communication, according to the responses. 
Do you feel your organization cares about you?                        
Very little trust indicates inadequate managerial communication, according to the responses.       
How do you define your communication with top-level management?       
Very little trust indicates inadequate managerial communication, according to the responses.                                                                                             
9. How satisfied are you with the salary and other compensations provided in this organization?     
Due to the low level of trust, the corporation should examine everyone's salaries and give them a recognition award for their job happiness.                                                                                         
10. Do you think your opinion matters to your team?   
Very little trust indicates inadequate managerial communication, according to the responses.                                                                                                                  
11. How often do you receive recognition or praise at your workplace?              
Due to the low level of trust, the corporation should examine everyone's salaries and give them a recognition award for their job happiness                                                                                   
12. Do you know the organization’s expectations of you?                
As employees' luck with job descriptions means they won't be able to accomplish their jobs correctly, a low level of trust indicates that this area needs to be worked on severely.
(Brackett & Batten, 2020).
Nisbets values described below-

[bookmark: _Toc122268305]Working together- 

A group can do far more than a single person working alone. That much is clear. However, by working together, a team should be able to accomplish much more than any one member could do on their own. Since the problems we're attempting to solve are becoming more complex, it requires more than one bright mind to accomplish a task. No one person possesses all of the knowledge, context, and abilities required. The realisation of outstanding ideas requires a collective effort. One of the key competencies for any employee's professional success is collaboration. For both the success of your team and yourself as a leader, it is crucial that you identify strategies to promote and enhance teamwork.t is not possible to just gather a gathering of people in a room and hope for miracles. A team has the ability to develop and prosper when it makes use of the many skills and viewpoints of its members, has a clear common goal, and works well together.
The report writer chooses teamwork and communication as the first target for her project while looking at the assessment results and attempting to have a relationship with the business values.
(The Importance of Teamwork for Agility at Work, n.d.).
[bookmark: _Toc122268306]Authenticity- 

Being able to express or act in accordance with one's true values, views, motives, culture, and personality while interacting equally with co-workers, bosses, clients, and other stakeholders is fundamentally what authenticity at work refers to. Being genuine is crucial for your overall wellbeing since it promotes contentment, fulfilment, and good self-esteem. You're more inclined to pursue your passions, have confidence in yourself, and hold strong opinions when your behaviours reflect your genuine personality. Being genuine has numerous other advantages. respect and confidence When you are genuine to yourself, not only do you trust your judgements and choices, but also other people do. They will respect you for upholding your morals and principles. Integrity: Being real also entails having integrity. Authenticity does refer to collaboration and communication as the primary goals. By considering the results of the assessment, the report's author decided to focus on respect and relationships in order to raise employee morale and improve the organisational culture and environment, thereby achieving the goal of the company's expansion. 
(Pauwels, 2012).
[bookmark: _Toc122268307]Customer passion-

Two of the most crucial characteristics a customer service representative must possess are passion and warmth. In some cases, excellent customer service can be learned. However, the desire to resolve someone's problem must come from within the customer care representative. Find someone who desires a career in customer service rather than someone who is simply looking for work. They must have a strong desire to assist others in order to provide exceptional customer service. Friendliness and a friendly attitude go hand in hand with a desire for service. Candidates who smile, look you in the eye, behave friendly and confident are the ones you want to place in front of customers to create a good first impression of your company. How can a candidate be helpful and kind to a stranger if they aren't likeable to you during the interview—especially under pressure? Your consumers can read and hear qualities like passion and warmth in emails as well as over the phone. Your consumers are more likely to feel "warm and fuzzy" inside, which results in loyalty, when a customer care representative seems authentic and kind and acts like they are genuinely interested in fixing an issue (and is even willing to fight policies in order to help you). And it's difficult to find someone today who is loyal to a company. 
(Hockey & Allen-Collinson, 2009).
The report's author chose customer service as her third objective by considering the assessment results and their connection to the company's core values. Customer service will be her key goal as well as other things because the report writing job will boost employee morale and benefit the client.
[bookmark: _Toc122268308]Agility-

Increased productivity, improved employee engagement, and a stronger ability to adjust to outside pressures like market shifts, consumer behaviour, and economic conditions can all result from agility in the workplace. In the end, it comes down to having the capacity to modify and adapt to environmental changes. The adaptability of the report writer immediately rises if she achieves success by changing her goals at work. Flexibility, balance, and control are all improved by agility exercise. We must prioritise work on the most valuable products and concentrate on identifying where the true value is for our clients and our business in order for us to adopt "agility" as a value in our organisation. Understanding that value doesn't come from technology alone can help us to change our behaviour, have an open mind, and make better judgments for end users (and for ourselves). The amount of time it takes us to give value to our clients and end users must be consistently reduced. Understanding agility as a workplace value and keeping an eye on the results of assessments helped the report's author decide that her goal would be to support her project's goal with training and awards.
(Dowling, 2006).
[bookmark: _Toc122268309]Accountability-

Accountability in the workplace is crucial because people are more likely to do their responsibilities effectively and efficiently if they feel accountable for their activities. Accountability is valued at work, which could lead to higher dedication and happier staff members. Each and every goal is crucial for responsibility. The report writer wants to choose confidence as the final aim since this should be on the personality otherwise none of the objectives can achievable if organisation able to achieve the previous objective the employee can become accountable for their duty.
The report writer will go into more detail about her goal of being able to ask the right questions of the employees in order to enhance worker morale in the contact centre.
(Hattie & Timperley, 2007).
[bookmark: _Toc122268310]Teamwork and communication-

Both good and negative effects of communication on teamwork are present. Teamwork is influenced by the volume and calibre of communication from the leadership and among team members. Work is at risk when a team is not actively and effectively communicating. Team members will be better able to collaborate and work together to accomplish a common objective more quickly when they can communicate clearly with one another. A team that communicates well can exchange ideas, carry out initiatives, and work together more effectively. The report writer will now craft a question that ensures a connection to the subject and business values and supports these goals.
(Kara & Khoo, 2022).
Customer happiness and staff satisfaction with teamwork and communication are two crucial factors to consider. Customers could be reluctant to use call centres due to the bad reputation they can have. How often have you considered phoning a helpline, only to decide whether you have the patience to wait on hold and the desire to work with many departments to find a solution? This could result in circumstances where customers are dissatisfied with a product or service but go to Google rather than you. They're more likely to be disappointed and submit unfavourable reviews than delighted with their purchase. When a customer does get in touch but receives subpar service, the situation only becomes worse. 
However, not all of the issues that call centres face are related to customers. The Call Center Management Association (CCMA) estimates that worker turnover is about 26% per year. When you consider that the national average is 15%, it is obvious that the position is exceptionally difficult. Considering how expensive it is to hire and train new employees, overcoming some of the difficulties we'll cover here could help you cut your recruitment costs. Employees who are unhappy are not productive employees. Happy and engaged workers are less likely to hunt for new jobs, according to McKinsey & Company. They are 3.3 times more likely to feel strongly empowered to address customer difficulties, which increases their likelihood of excelling at their employment.
Although certain industries are better than others, on average, 20% of call centre employees are not happy with their jobs. In the sphere of technology and telecommunications, this increases to 30%. By fixing these problems, you can attract top talent to your company and reassure prospective customers that you can deliver superior customer service.
(Dhami, 2020).
Industry-specific employee satisfaction is listed in Appendices C.
The average agent now employs more tools in the contact centre where the report writer works. Answering calls and giving information is no longer sufficient. The staff must instead be able to record outcomes and take appropriate action across a range of platforms. Many businesses continue to use antiquated technology, adopting new solutions as and when they are required. Staff members may use a variety of resources as a result of this. You miss out on a lot of potential if you can't link client interactions across several platforms. No of the platform, having a history of prior communications gives agents the knowledge they need to offer top-notch customer service. Individuals must make sales calls in three different departments.
[bookmark: _Toc122268311]The present agent productivity and efficiency at the contact centre are shown in Appendices D.

People generally aspire to advance in their careers. There are frequently little prospects for advancement in call centre occupations, let alone changing roles. Both high attrition rates and low employee morale may result from this. Of course, not everyone aspires to advance into a managing position; many agents may not be interested in the additional duties involved. They yet continue to look for possibilities and recognition. The report's author decided that the query for her subject would be We treat our team members and customers equally. Everyone is involved in this question. hence, it's essential to establish defined professional routes that encourage advancement. Provide education and upgrading Implement pay raises and benefits based on length of employment. must establish distinct departments for each inquiry.
(Janson, 2022).
The following query is: Does the team leader employ a successful coaching method to assist when a team member is having performance issues? this query enhances communication with the team's leaders as well as among team members. Additionally, the leader will approach a relevant procedure to enhance performance by keeping track of each member's performance.


[bookmark: _Toc122268312]Respect and relationships-

Respect can be an expression of decency for individuals, but it can also be a feeling that arises when you treat someone properly because of their attributes or character traits. In the job, respect should be expected regardless of one's feelings. Respect between staff members and management fosters a positive work atmosphere that raises productivity. Your colleagues may possess particular qualities and skills that you admire, and you might build your respect for them on such qualities and skills. The issue that many businesses are having these days is that employees do not grasp the meaning of respect in the workplace. Every workplace needs respect because it encourages employees to put in their best effort because their contributions are valued. Not every team member will adore or respect you.
For the wellbeing of workers at the workplace, stress reduction is very crucial. Employees who aren't stressed out are more comfortable discussing ideas and collaborating with co-workers to accomplish goals. The wellbeing of employees is impacted both mentally and physically by increased respect and decreased stress. Respect encourages people to work hard and think creatively because they know their ideas will be valued. Such workplaces provide an opportunity for learning from one another, where managers and employees may both advance their careers. Cross-training and informal learning can be done throughout all departments of your business once your employees begin interacting. Employees might feel content with their work and pleased of what they accomplished when they leave the office at the end of the day. Employers can gain from employees' sense of contentment.
(Donahue, 2022).
To support her project theme, the report's author chose the next question by considering relationships and respect in the workplace.
Team members are skilled at utilising a positive approach to communicate unfavourable information to customers because they respect them and don't want to upset them or cause them to respond negatively; instead, they always want to assist and provide an alternate solution.(Cox, 2022).
[bookmark: _Toc122268313]Customer service-

Supporting current and potential consumers is known as providing customer service. Customer service representatives frequently respond to inquiries from customers via social media, chat, phone, email, and in-person contacts. They may also be in charge of writing documentation for self-service assistance. Although your support team is a fantastic place to start, consistently providing excellent customer service needs work and alignment across your whole organisation. It's crucial to hire people who actually care about seeing your clients succeed and to offer competitive remuneration to qualified professionals. It can be difficult to find the ideal candidate for a support staff hire. There is no set combination of educational background, work experience, and degrees that makes the ideal applicant. Instead, you're searching for intangible traits that are difficult to teach.
(Susskind et al., 2003).
When managing client phone calls, all team members must utilise a uniform predefined greeting, the report's author decided after demonstrating a greater interest in customer service. Because customers are the primary source of their employees' job satisfaction, it should be in their nature to provide excellent customer service. To be able to provide comprehensive customer service, a company should provide thorough training to each and every employee. The next question will thus focus on whether team members are knowledgeable about how and when to use different questioning techniques in their customer interactions.
(Ray et al., 2005).
[bookmark: _Toc122268314]Training and awards-

The desire to feel important and acknowledged is a basic human urge. And one of the primary means through which individuals can meet this demand is through their employment. Employees are motivated to perform more when they receive praise and appreciation, which raises production levels for the business. It's not about bestowing praise every two hours. Simply recognising someone or a group's actions, efforts, and successes at work that reflect the objectives and values of your organisation constitutes this practise.
(Beevers et al., 2019).
Professionals must adapt their knowledge and abilities to keep up with changes in workplace techniques and technological advancements. Training is one of the best strategies to improve knowledge and abilities. Giving staff members continuous, pertinent training can boost productivity and performance at work. Programs for training employees assist them gain the knowledge and skills they need to keep up with the many changes occurring in the sector. These enhancements will have a favourable impact on employee productivity, which can boost an organization's profitability and effectiveness. Employees may receive training in a variety of topics, including safety, human relations, and work ethics.

Every single query the report writer privately raises to support her project's theme is supported by training and awards.
[bookmark: _Toc122268315]Confidence-

Since confidence enables you to talk succinctly and clearly, you'll be able to communicate more effectively. Confident communicators can make their points to clients and colleagues in a way that is clear and effective. Career advancement depends greatly on effective communication. Regardless of what people may think of you, always do the right thing. having the courage to try new difficulties and leave behind what is familiar. recognising your own flaws and putting strategies in place to overcome them. accepting accolades for work that has been done.
According to research, many people experience confidence issues in the early stages of their jobs, particularly women. In reality, compared to men, women are less inclined to advertise themselves, according to a number of recent surveys. Women are frequently at a disadvantage since they are less likely to be hired or given competitive compensation as a result.
(Parvin, n.d.).
When you're new to a profession or don't have enough experience in a high-stakes position, low confidence may be normal. However, in other situations, such as Olivia's, low confidence can be caused by a variety of things. Early childhood messaging, a lack of diversity in your workplace or in the media, your personality, prior experiences, or other factors could be to blame.
It's crucial to keep in mind that lacking confidence is not a character trait and doesn't have to define you. One can study and practise confidence. Increasing your level of self-awareness, shifting your perspective, and learning to be your whole self wherever you go are the first steps.
(Saunders, 2022).

Every single query the report writer privately raises to support her project's theme is supported by confidence too.
The report writer's complete set of queries appeared in Appendices E.

[bookmark: _Toc122268316]Analysis 

Analysis is crucial, and not simply for your comprehension of the subject. It may occasionally need to be included in the introduction to your work or the discussion of the subject. Since it gives the author actual depth and legitimacy, many experts insist on it, but authors frequently flout it. Early problem analysis can help you narrow your study and has a tangential relationship to how you see the logic relationships that are present in your paper's flowchart. The remaining portion of your research will take shape and result in sound conclusions if you are successful in establishing the connection between the perspective and the current understanding, hypothesis, and aims in this situation.
Furthermore, it clarifies and quantifies the drawbacks and advantages of a desired topic, hence enhancing the study's accuracy and robustness. It also aids in summarising a significant and difficult part of the literature or issue. In conclusion, there are no software or physical tools available to help you correctly express your ideas and arguments. The best method to approach this is to engage in as much conversation as you can with your teachers and peers while improving the quality of your analysis.
(Bertolaccini, & Spaggiari, 2020).
The report writer's topic is improving worker morale at contact centres, which is crucial because personnel frequently quit because of poor workplace morale. Employees leave their jobs without giving notice for a variety of reasons, both related to an unrelated to their jobs and the businesses they work for. the business Exit interviews provide insightful information on the positive aspects of working for your firm and the reasons behind a quick departure. Send them an email requesting an exit interview and give them the option of coming into the office, having it over the phone, or responding to questions in an email format. This enhances their likelihood of staying by demonstrating your concern for their reasons for leaving.
(Kara & Khoo, 2023).
This assignment will provide the reader with a clear understanding of how to raise staff morale and connect that to customer satisfaction and business advantages. A literature review was conducted to determine the topic's goal and the pertinent questions that would support it. After setting the objectives and posing the questions, the results were evaluated and will be displayed in a review of the subject.
The report writer must use an analysis approach on the workplace, such as the following, in order to get a majority of employees to answer with a strong majority agreement.
[bookmark: _Toc122268317]Active calls-

The workers in the contact centre handled each shift while sitting and counting the number of calls they received. Each active phone number for an individual is given a target that must be met by the contact centre.
[bookmark: _Toc122268318]Total call lost-

Those who have lost calls should take steps to determine why. It's possible that the operator did not notice the ringing or that there are system problems that can be found later.
[bookmark: _Toc122268319]Ring time average-

To improve its reputation in the market and increase customer happiness, the company set a goal of answering every call within 5 seconds.
[bookmark: _Toc122268320]Wrap time total and wrap time Average-

Every day after work, stats are tracked and shared with everyone to help them reach their goals.
[bookmark: _Toc122268321]Average of handling time-

The business established goals to reduce phone handling times by 6 minutes. This monitor is also used to be able to reach the targets.
[bookmark: _Toc122268322]AWOL-

This component keeps track of everyone's schedule from beginning to end and applies brakes if necessary. If the schedule is not followed, a minute system marks it as red, forcing everyone to scramble to keep to their schedule.
[bookmark: _Toc122268323]Email-

When there are no customers on the phone, customer-facing employees also keep an eye on the email team for assistance as a backup, which is set by 1 to finish the day.
[bookmark: _Toc122268324]Notes-

When necessary, notes should be left on the customer end of the conversation to provide information to other team members. The objective percentage for notes that should be left on client accounts is 30%, and this is monitored daily.
[bookmark: _Toc122268325]Adherence-

Adherence scores higher when all stats are followed accurately, which is something we constantly check for.
Every morning, the team leader sends out stats to everyone via group email, allowing anyone to view other stats. This can be very upsetting for individuals who did not meet their goals.
statistics or fact of the day in Appendix F.

additional platform for the workplace of the report writer where they track people's satisfaction and collect consumer feedback on their service. After a call, a survey is issued to the consumer asking them to describe their interactions with the phone operator.
The team leader keeps an eye on these comments and takes appropriate action to instruct or reward the employee. 
consumer contentment Share your five-star ratings on Appendices G and H.
[bookmark: _Toc122268326]Call quality monitoring-

Each week, the team leader conducts a call quality monitoring to a random telephone operator without the operator's knowledge, and the team leader records each call by checking the following areas: call introduction, security check, data entry, process, soft skills, and lastly, the stage where they leave a positive or negative comment for feedback to the colleagues. The 90 percent average aim for this call quality monitor. call quality monitor from share is described in full in Appendices I.
[bookmark: _Toc122268327]Evaluation

Employee morale refers to how they feel about going to work each day, how they tackle the duties they are given, and how they feel about the way the business is going. Employee morale can be defined as the result of three factors: job satisfaction, outlook on life, and attitude. Increased staff morale within the contact centre is the primary area the report writer wants to evaluate because it will also result in higher customer satisfaction. High staff morale can lead to high performance, which in turn can lead to higher customer satisfaction, which will increase productivity and profits for the business.
(Connelly et al., 2010).
The report's author will use the following procedures to assess employee morale and explain how doing so will help customers feel positive about the company's benefits-
[bookmark: _Toc122268328]Implement the right tools and technology-

The report writer workplace used a new software system called maginus where they may quickly identify client details in order to reduce disagreement in the job role. A new telephone system has been implemented to categorise calls by department. In order to move job roles forward, there is also a customer service team that is independent from sales and service and where people are responsible for particular areas. Hire the best candidates for the job so that the interviewing process is scene-based rather than face-to-face at the outset. Individuals that successfully complete the scenario-based interview questions advance to the next level.
[bookmark: _Toc122268329]Share your vision and the mission of the business-

Every morning at ten o'clock, the management at the report writer's workplace holds a team meeting where all the managers discuss any concerns or problems they may be having with any other departments. In this meeting, the daily sales target was also covered. Each team leader solicits feedback from their team regarding any problems, such as system problems, delivery failure, etc., and then brings it up in the management meeting to explore potential solutions. On the meeting, each team leader also discusses the achievement of their goals from the previous day. This gathering was mostly held to discuss how everyone felt about the company. Each team has a weekly meeting with the team leaders during which the members of the team can voice their concerns and opinions.
[bookmark: _Toc122268330]Give some power to employees-

Each and every telephone operator at Nisbets has the same authority as a manager. They hold that their first point of contact, such as a phone operator, better understands their customers than anybody else. As a result, when a consumer calls with a problem, the operator can address it right away because they are not dependent on a manager for permission. Due to the authority, they have from management, every single operator has a high level of confidence.
[bookmark: _Toc122268331]Encourage risk-taking-

The workplaces where the report writers work foster cultures where taking healthy risks is valued. Managing customers is not always simple. It is quite difficult to be tough with the consumer because the operator has complete decision-making ability. When a customer calls to request a free repair after the warranty has expired, Nisbets is unable to do so. In this case, the operator must manage the situation calmly and find an alternative solution even though the consumer will likely be unhappy with the result. When a customer reports a damaged item they received during delivery outside of the allotted time period, Nisbets is unable to replace the item owing to terms and conditions, which greatly affects the outcome. Team leaders recognise risk-takers and reward them so that others will be inspired by their example.
[bookmark: _Toc122268332]Use reward systems-

For example, if you meet your sales goal, Nisbets will award you with vouchers as the first, second, and third place prizes. Customer service perks include getting the entire day or a full day off as a reward if you satisfy your customer.
[bookmark: _Toc122268333]Plan social and athletic activities-

Every team enjoys a team-building activity once a month where they go out together. get to know one another and establish social ties. When employees reach their sales goals, companies will occasionally pay for their lunches.
[bookmark: _Toc122268334]Build a safe and open communication environment-

The company has a feedback board where anyone is allowed to contribute their ideas in an open forum. It also has a feedback box for those who prefer to discuss ideas discreetly. Team leaders are always willing to email their teams. The corporation routinely updates its staff on sales. Open the product margin to view each employee on the sales page.
[bookmark: _Toc122268335]Let your agents' voices be heard-

If any feedback benefits the business, the management rewards them in a transparent manner, helping everyone understand how significant their voice is to the enterprise.

[bookmark: _Toc122268336]Conclusion-

Numerous studies show a connection between morale and output. The findings also demonstrate that morale has a major impact on an employee's level of engagement and that employee engagement directly improves productivity. Employee morale refers to team members' view, satisfaction, attitude, and confidence at work. It reveals the strength of the corporate culture, the calibre of employee care, and the level of engagement. Higher morale results in happier workers. Employees are more likely to create higher-quality work when they are content and have a healthy work-life balance. Stress-free workers are more concentrated, creative, and receptive to new ideas and changes. Increasing staff morale enhances productivity was the primary goal of the report's author for this project.
(Browne & Keeley, 2022).
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[bookmark: _Toc122268338]Appendices A
Respond to each of the following statement as if the other members of your service team were evaluating you as a group member. Rate yourself according to the scale below and then identify your perceived areas for improvement.
5-Always   4-Usually 3-Sometimes 2-Rarely 1-Never 
1. Do you feel you get recognition for your work?                                 5   4   3   2   1
2. How do you perceive the morale in the company?                           5   4   3   2   1
3. Is stress in your workplace affecting your life outside the 
organization?                                                                                                5   4   3   2   1
4. Are you able to manage your workload effectively?                        5   4   3   2   1
5. Do you feel respected in your workplace?                                         5   4   3   2   1
6. What is the relationship you share with your supervisor or 
manager?                                                                                                     5   4   3   2   1    
7. Do you feel your organization cares about you?                              5   4   3   2   1    
8. How do you define your communication with top-level 
management?                                                                                             5   4   3   2   1    
9. How satisfied are you with the salary and other compensations provided in this 
organization?                                                                                              5   4   3   2   1    
10. Do you think your opinion matters to your team?                        5   4   3   2   1    
11. How often do you receive recognition or praise at your 
workplace?                                                                                                  5   4   3   2   1    
12. Do you know the organization’s expectations of you?                5   4   3   2   1    
                                                                                                                      Total _______
Scoring
55 or more Excellent trust level
45-54 High trust level
35-44 Low trust level
34 or less needs work
[bookmark: _Toc122268339]Appendices B
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The present agent productivity and efficiency at the contact centers.
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Below is a collection of pertinent queries to support the project topic.
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