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[bookmark: _Toc228487325]1.0 Introduction
This essay examines the role of wellbeing strategies in addressing organizational challenges within Havencares Insurance’s Cardiff call centre. The organization is currently experiencing high employee turnover, increased absence due to mental health issues, and declining performance among staff.

Employee wellbeing has become a critical concern in high-pressure environments such as call centres, where employees are exposed to emotional demands and performance targets. Improving wellbeing is increasingly linked to enhanced employee engagement and organizational performance.

This essay will critically analyse how wellbeing strategies can be used to address these challenges, with particular focus on the relationship between wellbeing and performance, as well as the role of employee development in supporting overall wellbeing.

The discussion will draw on relevant leadership and human resource management theories and apply them to the context of the Cardiff call centre.
[bookmark: _Toc228487326]2.0 Wellbeing and Performance
Employee wellbeing refers to the overall health, happiness, and satisfaction of individuals within the workplace environment. It encompasses various dimensions to improve employee wellbeing, including physical, mental, emotional, and even financial health. A robust employee wellbeing program recognizes that employees are not just workers but whole individuals with multifaceted needs. (Ganesh, K. ,2024)

The organization's research extensively explored the relationship between employee well-being and performance. One of the most influential viewpoints is the "Happy and Productive Employees" theory, which posits that the happiness, satisfaction, or positive well-being experienced by employees, as well as the perception of a pleasant, meaningful, and valuable work-life, collectively constitute well-being (Rossum, D. van, 2026). This theory states that employees with higher levels of well-being are more likely to exhibit greater enthusiasm, commitment, and productivity. This indicates that organizations that invest in employee well-being may benefit from improved performance. However, some studies suggest that this relationship may be reciprocal, meaning that higher performance can also enhance well-being, highlighting the complexity of this relationship.

Furthermore, the theory of employee engagement further explains how happiness affects performance. Kahn (1990) proposed the concept of engagement, which indicates that when employees feel psychologically safe, valued, and supported, they are more likely to fully devote their cognition, emotions, and physical strength to their work. Therefore, welfare Measures that promote mental health and reduce stress can enhance employee engagement, and engagement is closely related to higher performance levels, lower absenteeism rates, and lower employee turnover rates.

Job Demand - Resource Model (JD-R Model) is a career stress model which posits that stress is a response of an individual to the imbalance between their own needs and the resources they have to cope with those needs (Wikipedia Contributors, 2019). Work demands, such as workload, time pressure, and emotional labour, if not managed properly, can lead to stress and job burnout. On the contrary, work resources, including management support, autonomy, and development opportunities, can enhance employee motivation and buffer the negative impacts of work demands. From this perspective, welfare strategies play a crucial role in ensuring that employees have sufficient resources to cope with work stress, thereby improving their well-being and performance.

However, the relationship between well-being and performance is not always straightforward or universally positive. Factors such as leadership style, organizational culture, reward system, and individual differences can also have a significant impact on employee performance. For instance, an employee might be physically and mentally healthy, but due to insufficient skills or unclear expectations, still fail to meet the expected performance standards. This indicates that although employee well-being is an important component of organizational effectiveness, it must be combined with broader human resource and leadership strategies in order to achieve sustainable improvement in performance.

[bookmark: _Toc228487327]3.0 Call Centre Context Analysis
The challenges faced by the Havencares insurance company's call centre can be better understood when analysed within the context of the call centre’s working environment. The call centre typically features high work intensity, strict performance evaluations, and frequent interactions with emotionally stressed customers. These factors impose significant pressure on the employees and have a negative impact on their physical and mental health.

One of the key issues is the high employee turnover rate. This might be related to the high-intensity nature of the call centre work, where employees often have to handle repetitive tasks, limited autonomy, and face strict performance evaluations. According to the Job Demand-Resource (JD-R) model, excessive job demands with insufficient resources can lead to employee burnout and a decline in work enthusiasm, thereby increasing the likelihood of employee turnover. In such cases, a lack of support, development opportunities, or career advancement prospects may further reduce employees' loyalty to the organization.

The high absenteeism rate, especially due to mental health issues and illnesses, also indicates that employees may be experiencing significant stress and fatigue. The emotional labour involved in handling customer complaints and claims can cause psychological stress, especially when employees need to maintain a positive attitude to deal with difficult interactions. This is consistent with the research results on job burnout, which shows that long-term exposure to stress can lead to exhaustion, decreased motivation, and an increase in absenteeism rates. Additionally, strict work schedules and limited rest time, as well as other physiological factors such as a high-density office environment, may increase the risk of illness.

The issue of poor performance, especially among older employees, may also be related to low employee engagement and limited development opportunities. Over time, if an employee's job content lacks diversity or they cannot see opportunities for career advancement, they may become disengaged and slack off. From the perspective of engagement, employees who feel their value is undervalued or lack support are less likely to fully commit to their work, leading to decreased productivity and performance.

In summary, these issues are interrelated and reflect the imbalance between the work demands of the Cardiff call centre and the available resources. The high work pressure, combined with limited support and development opportunities, seems to have had a negative impact on the physical and mental health of the employees, leading to a high employee turnover rate, increased absenteeism, and decreased performance.

[bookmark: _Toc228487328]4.0 Wellbeing Strategies
To address the challenges faced by the Cardiff call centre, a comprehensive employee well-being strategy needs to be developed. This strategy should focus on enhancing work resources while reducing work demands, based on the Job Demand-Resources (JD-R) model. By doing so, the organization can improve employee well-being and, consequently, enhance organizational performance.

An important component of the employee well-being strategy is to provide mental health support. This may include accessing counselling services, employee assistance programs (EAPs), and stress management programs. Given the unique nature of call centre work, employees often need to handle customer complaints and complex insurance claims. Such support helps alleviate psychological stress and prevent burnout. However, it must be recognized that due to social biases or concerns about privacy, employees may be reluctant to use these services, which could limit their effectiveness.

In addition, improving the work design and working environment is also of great significance. This may involve introducing more flexible working arrangements, ensuring adequate rest time, and reducing excessive performance monitoring. Maximizing employee autonomy helps to enhance employee motivation and reduce stress. From the perspective of Job Demand-Resource (JD-R), these changes contribute to rebalancing job demands and resources, thereby improving employee well-being and performance. However, in an environment where call centres typically prioritize efficiency and standardization, such changes may be difficult to implement.

Leadership also plays a crucial role in supporting the well-being of employees. Adopting more supportive or transformational leadership styles helps create a positive work environment, making employees feel that their value is recognized and understood. Managers who provide regular feedback, recognize employees' contributions, and offer emotional support can enhance employee engagement and reduce turnover rates. However, the effectiveness of leadership interventions depends on the manager's ability and consistency and may require additional training and development.

Finally, employee development is a key component of any effective well-being strategy. Offering training, skill development, and career advancement opportunities can enhance employees' sense of mission and self-efficacy. In the context of the Cardiff call centre, the development plan can help address the issue of poor performance among older employees by increasing their enthusiasm and dedication. Additionally, career development opportunities can reduce employee turnover by encouraging them to stay with the company. However, development plans require investment and time, and their benefits may not be immediate, which can pose challenges for management.

Overall, a combination of mental health support, improved work design, effective leadership, and employee development is most likely to have the greatest impact on employee well-being. However, for these strategies to be successful, they must be implemented carefully and in line with the actual operational circumstances of the call centre environment.

[bookmark: _Toc228487329]5.0 Critical Evaluation
Although the employee well-being strategy may potentially address many of the challenges faced by the Cardiff call center, its effectiveness is likely to be influenced by a range of organizational and environmental factors. A key limitation is that if underlying issues such as work pressure, performance targets, and organizational culture are not resolved, merely relying on employee well-being initiatives may not be sufficient to enhance performance. In an environment where efficiency and productivity are often prioritized in call centers, there may be structural conflicts between operational needs and employee well-being.

Furthermore, the needs of employees are not uniform, and different employees may respond to employee well-being initiatives. For instance, some employees may benefit from flexible working arrangements or development opportunities, while others may prioritize economic rewards or job security. This indicates that a one-size-fits-all approach to employee well-being is unlikely to be effective.

Furthermore, the implementation of employee well-being strategies may be constrained by organizational resources, including time, cost, and management capabilities. Training programs, leadership development, and mental health support services all require investment, and their effects may not be immediately apparent. This can make it difficult for the organization to justify such initiatives, especially in a performance-oriented environment.

Finally, it must be recognized that the relationship between employee well-being and performance is complex and not always a straightforward causal relationship. While improving employee well-being can lead to higher employee engagement and reduced absenteeism, other factors, such as skills, experience, and management practices, also play a significant role in determining performance outcomes. Therefore, employee well-being strategies should be integrated with broader human resources and leadership practices to achieve sustainable improvements.

[bookmark: _Toc228487330]6.0 Conclusion
In conclusion, the challenges faced by the Cardiff call center, such as high turnover rate, rising absenteeism rate and declining performance, are closely related to the well-being issues of employees in a high-pressure work environment. This article argues that employee well-being plays a significant role in influencing employee engagement, motivation and overall performance.

The analysis indicates that a series of well-being strategies, including mental health support, improved work design, effective leadership, and employee development, are helpful in addressing these challenges. In particular, it is worth noting that employee development seems to be a key factor in enhancing employee well-being and long-term organizational performance, as it can increase employee motivation, commitment, and retention rates.

However, it is obvious that relying solely on welfare strategies is not sufficient. The success of these strategies depends on the effectiveness of their implementation and the degree of integration with broader organizational practices (including leadership, corporate culture, and performance management systems).

In summary, in a call center environment, adopting a comprehensive and integrated well-being approach is crucial for achieving sustainable improvements in both employee performance and organizational performance.
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