	
	
	



[bookmark: _Int_oSNRQLXo]Assignment 2 report 
Chloe Evans (2304519)


This report aims to inform the Directors why our company is the best choice for improving employee engagement. Gallup (2024) defines engagement in a business to measure the enthusiasm of the employees. Enhancing the engagement of the call centre would improve work morale and the quality of work produced. The report will explore various aspects, including product offerings, manager roles and costs.

To start, we would conduct a survey to understand better where the problems lie in the company. This would allow us to make necessary changes to develop a more suited plan for improving employee engagement. Santhos (2023) recognises the benefits of conducting an anonymous survey because it allows employees to voice their workplace issues more honestly. Through this, we can pick up on any underlying problems that could be causing employee engagement to plummet. Surveys also allow employers to gather valuable feedback and insights from employees. By understanding their needs, preferences, and areas of improvement, organisations can make informed decisions and implement changes that positively impact employee engagement. This can include addressing specific issues, improving communication, or enhancing work-life balance. Moreover, surveys can help identify areas where employees feel disengaged or disconnected. By pinpointing these areas, organisations can take targeted actions to address them, such as providing additional training, recognising achievements, or fostering a positive work environment.

As a company, we decided our team building event would contain an escape room. This would allow for everyone to bond and communicate as a team. An escape room is a popular choice for team-building events due to several reasons. Firstly, it promotes collaboration and teamwork among participants. In an escape room, team members must work together to solve puzzles, find clues, and ultimately escape within a given time limit. This encourages communication, problem-solving, and the sharing of ideas, fostering a sense of unity and cooperation within the team (Exiting escapes, 2024). Additionally, escape rooms often require individuals to utilise their diverse skills and strengths. Each team member can contribute their unique perspectives and expertise to overcome different challenges within the room. This not only highlights the value of individual contributions but also emphasises the importance of teamwork. Furthermore, Mindtools (2023) explain how escape rooms can help improve communication skills within a team. Participants must effectively communicate their findings, observations, and ideas to ensure everyone is on the same page. Clear and concise communication is crucial for success in an escape room, and this skill can be transferred to the workplace, enhancing overall team communication and collaboration. Overall, an escape room can be a valuable team-building event as it promotes teamwork, encourages collaboration, improves communication skills, and offers a unique and enjoyable experience for participants.

Knowing most companies would stop with just one event; we wanted to provide an exercise that could be used repeatedly to improve the workplace atmosphere. Nairy (2023) is one of many who have elaborated on the positive values a constellation exercise can have on group dynamics, even explaining how it can give more energy to the group. The Constellation exercise is a common therapeutic technique in group settings. The facilitator may ask participants to share their thoughts or feelings in their respective positions. Through this process, insights and patterns can emerge, allowing participants to gain a deeper understanding of the system and potential areas for growth or resolution. Moose (2024) can identify this exercise as a way to grow trust within a group. Therefore, using this as a team-building activity can lead to a more coherent team with everything running smoothly through the many people in the office.

As we know, a call centre can be heavily impacted by its managers. Therefore, we took our time to understand how a manager can impact a company carefully. Morel (2023) recognises that managers heavily affect the work ethic of an organisation. Morel also identifies how managers are the critical link between the business and their employees therefore, how a manager acts can heavily impact the employees. As a result of this, we decided to give extra training to the call centre managers in hopes that this can provide a more positive work dynamic between the managers and its employees. Baker (2023) would agree that reinforcing training to managers is vital to fostering an engagement culture. Baker also recognises that training managers can strengthen motivation that had previously declined and encourage unison in the workforce, leading to better communication and overall engagement from all departments. We offer competitive pricing that provides value for money to its customers. The pricing strategy is carefully designed to balance affordability and profitability. Research makes it clear that employee turnover has significant cost implications. There are the costs of hiring a new employee, the costs of recruitment and advertisement, legal expenses, and training costs (Centric HR, 2024). Palmer (2026) has discovered that it costs £6,125 to replace one person in a call centre, and because the directors have noted that their turnover rate is high through assumption, this would be over ten people a year, which means it would cost over £61,250 a year. Through this, we recognise our pricing as an apparent option as it is much cheaper. The activity would cost £400, and then we come at a rate of £1099 a day; therefore, if you used us for ten days, you would still save £45,000 at a minimum. This approach ensures that customers perceive our services as cost-effective without compromising quality.


In conclusion, our company is well-equipped to provide the qualities needed to improve employee engagement. We understand the importance of creating a positive and engaging work environment. The events and activities we give would significantly enhance employee engagement, create a positive work environment, and lower employee turnover rates. In summary, our company is dedicated to improving employee engagement by prioritising open communication, taking action based on feedback, investing in employee development, and fostering a positive work culture. By continuously striving to provide these qualities, we are confident in creating an engaging and fulfilling work environment for our employees.
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