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1. Executive Summary
This report looks at Havencares Insurance. The Cardiff call centre has 300 staff. Most work as claims handlers. The call centre faces high turnover, high absenteeism due to mental health and colds/flu, and poor performance among long-service employees. Some have long-term illnesses. This report studies how a well-being strategy can help. Call centre work is stressful. Staff face high workloads, low control, and constant monitoring. This leads to burnout and sickness. A good well-being strategy must change the work environment. It recommends training for managers, giving staff more control, mental health support, and career development for long-service staff. These changes will improve well-being and performance.
Table of Contents
1. Executive Summary	2
2. Introduction	2
3. Main Body	2
3.1 What is Well-being and Why Does it Matter for Call Centres?	2
3.2 Problems at the Cardiff Call Centre	3
3.3 The Link Between Well-being and Performance	3
3.4 Using the Job Demands-Resources Model	4
3.5 Employee Development as a Well-being Strategy	4
3.6 Addressing the South Wales Context and Employee Voice	5
4. Conclusion	6
5. Recommendations	6
6. Reference List	7


[bookmark: _Toc228393511]2. Introduction
Havencares Insurance runs two call centres in South Wales. One is in Swansea. The other is in Cardiff. The Cardiff call centre has 300 employees. Most are claims handlers. They answer calls from customers who have had accidents or damage.
The Cardiff call centre has several problems. First, high turnover. Staff leave often. Second, high absenteeism. Staff call in sick due to mental health problems and colds/flu. Third, poor performance and long-term illness among long-service employees. Some have worked for years but do not work well anymore. This report studies how a well-being strategy can help solve these problems. It looks at the link between well-being and performance, and how employee development improves well-being.
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[bookmark: _Toc228393513]3.1 What is Well-being and Why Does it Matter for Call Centres?
Well-being means how people feel. It includes physical and mental health. The World Health Organization (WHO,2022) says health is complete physical, mental and social well-being, not just the absence of disease.
Call centre work is very stressful. Employees face high workloads, low control, and constant monitoring (Brakenridge et al.,2025). They talk to angry customers. Managers measure every call. These things cause stress and burnout. A systematic review found these are major health barriers in call centres (Brakenridge et al.,2025). When staff feel bad, they make mistakes, take sick days, or leave. Industry turnover is 40-45 percent yearly (Call Centre Helper， 2025). Losing staff costs money. Therefore, Havencares must care about well-being for business survival.
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The Cardiff call centre has 300 claims handlers plus team leaders and managers. Four main problems exist.
High turnover. Industry average turnover is 40-45 percent (Call Centre Helper， 2025). Havencares likely faces similar rates. Hiring and training new staff is expensive. New staff make more mistakes and work slower.
High absenteeism. Staff call in sick for mental health reasons and colds/flu. A systematic review found digital health interventions can reduce depression, anxiety and stress (Kundi et al., 2020). When staff are absent, others do extra work. This creates a stress cycle.
Poor performance among long-service employees. Long-service employees know the job but now perform poorly. Some have long-term illness. Contact centre workers have higher risk of depression and anxiety (Brakenridge et al.,2025). The job is repetitive and wears them down.
Long-term illness. Some cannot work for long periods or perform poorly due to chronic conditions.
All problems connect. Poor well-being leads to high turnover. High turnover gives others more work. More work causes more stress and absence. South Wales has higher long-term sickness rates than UK average. This matters for strategy design.
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The link between well-being and performance is not simple. The UK Government‘s rapid review found an established link between employee wellbeing and organisational benefits like improved performance (Dachner et al., 2021). However, motivated workers may come to work sick. This is presenteeism. They are at work but cannot work well. Poor health lowers productivity. Well-being strategies must create a culture where staff stay home when sick.
A systematic review found health promotion barriers are psychosocial work characteristics and unhealthy cultures, not just individual choices (Brakenridge et al.,2025). Therefore, a well-being strategy must change the organisation, not just add yoga classes. Studying found wellness programmes fail due to organisational barriers like no time to participate and unsupportive managers (Parker, 2014).
Employee development helps. Dachner (2021) found learning and development (L&D) improves wellbeing. When people learn new skills, they feel confident and valued. For long-service employees, training and new challenges improve well-being and performance. A meta-analysis showed the relationship is bidirectional: poor health lowers productivity, and poor performance also harms health (Mharapara, 2016). Havencares must address both together.
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The Job Demands-Resources Model (JD-R) by Bakker and Demerouti (2017) is useful. Every job has demands (things that take energy) and resources (things that help cope). For call centres, demands include high call volume, angry customers, and monitoring. Resources include manager support, job control, and training.
When demands are high and resources low, employees burn out. A study applying JD-R to a call centre found emotional demands predicted burnout, while team support and job control predicted engagement. Up to 59 percent of contact centre agents are at risk of burnout. The solution is to increase resources. Managers should implement workload caps and enhance autonomy (job control).
For Havencares, build resources. Train managers to be supportive. Provide sit-stand desks. Create peer support groups. Brakenridge et al. (2025) found individual sit-stand desks, education sessions, wellbeing breaks, and group programs were acceptable to call centre workers. These improve well-being and performance.
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The UK government rapid review (Dachner et al., 2021) found L&D has positive effects on wellbeing. Training where employees learn how to improve their own job may have the greatest benefits. For Cardiff call centre, long-service employees need new challenges. They feel stuck. Targeted L&D giving employees control over their skill development works best.
What development works? First, cross-training. Claims handlers could learn team leader skills. This creates career paths. Second, skill-building workshops on communication or stress management. Third, mentorship programmes. Long-service employees mentor new staff. This gives purpose and helps new staff learn faster. Mentoring can enhance well-being (Chaudhry et al., n.d.).
Manager training also matters. Boehm et al.(2026) found health-oriented leadership training can reduce sickness absence, though evidence quality is low. Still, training is likely cost-effective. For Havencares, investing in development reduces turnover and improves performance of long-service employees. Staff feel valued and stay. South Wales has higher unemployment; good development gives competitive advantage.
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The Cardiff call centre is located in South Wales. This region has specific features that affect well-being. South Wales has higher rates of long-term sickness and mental health problems than many other UK regions. The local economy also has higher unemployment. This means staff at Havencares may have fewer job options outside the company. Some people might stay even when they are unhappy or sick. This can hide the real problems. Managers might think staff are okay because they do not quit. But in fact, staff may be suffering in silence. This makes presenteeism worse. People come to work but cannot perform well. Therefore, the well-being strategy must be proactive. Havencares cannot wait for staff to complain. The company must ask them directly.
One way to do this is to use employee voice. Employee voice means giving staff a real say in decisions that affect their work. Research shows that when employees feel heard, their well-being improves. They also feel more committed to the company. For Havencares, employee voice can be built through regular well-being surveys, suggestion boxes, and joint health and safety committees. Staff should help design the well-being strategy. For example, long-service employees can tell management what changes would help them the most. New staff can share what stresses them. Team leaders can report what they see daily. This bottom-up approach works better than top-down programmes. Top-down programmes often fail because they do not fit real needs. The Griffith University (2025) study showed that wellness programmes fail when workers have no time or manager support. Employee voice prevents that.
South Wales also has a strong sense of community. People in this region value mutual support and helping neighbours. Havencares can use this cultural strength. Peer support groups are very acceptable to call centre workers (Brakenridge et al.,2025). The company can set up volunteer wellbeing champions. These are staff members who get basic training to support colleagues. They listen and point people to professional help when needed. They also help organise wellbeing activities. This fits the local culture. It also reduces the burden on managers. A community-based approach can make staff feel more connected. Feeling connected reduces loneliness and improves mental health. For long-service employees, becoming a wellbeing champion gives new purpose. This is a form of employee development too.
Finally, the strategy must be reviewed regularly. One-off programmes do not work. Havencares should measure turnover, absenteeism, and employee feedback every three months. Adjust the strategy based on what the data shows. If absenteeism for mental health does not go down, try a different approach. If staff say training times are bad, move them. The JD-R model (Bakker & Demerouti, 2017) says resources must match demands. The only way to know is to ask and measure.
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Havencares‘ Cardiff call centre (Mastorci et al., 2024) has serious problems: high turnover, high absenteeism, and poor performance among long-service employees. These connect to poor well-being. Call centre work is hard. High workloads, low control, and monitoring cause stress, burnout, and sickness (Brakenridge et al.,2025). A well-being strategy must change the work environment, not just tell staff to be healthy.
Well-being and performance are linked. Poor health lowers productivity. Presenteeism hides the problem. Employee development improves wellbeing (Dachner et al., 2021). The Job Demands-Resources model (Bakker & Demerouti,2017) provides a framework. Havencares should increase resources like supportive managers, job control, and training. Long-service employees need new challenges and career paths. South Wales’ higher sickness rates require attention.
A comprehensive well-being strategy addressing work environment, mental health support, and development opportunities will improve both staff health and call centre performance.
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First, train managers to be health-oriented. Managers need to support teams, not just monitor. Health-oriented leadership training can reduce sickness absence (Boehm et al., 2026).
Second, give staff more control. Allow flexible hours, choice of break times, and a say in call handling. Autonomy reduces burnout (Bakker & Demerouti,2017).
Third, implement mental health support. Provide digital well-being tools. Digital interventions reduce depression and anxiety (Kundi et al., 2020). Offer counselling and train mental health first aiders.
Fourth, create career development paths for long-service employees. Offer cross-training and mentorship programmes. L&D improves wellbeing (Dachner et al., 2021).
Fifth, improve the physical workspace. Provide sit-stand desks and quiet break rooms. These are acceptable to call centre workers (Brakenridge et al.,2025).
Sixth, address systemic barriers. Change work culture. Reduce excessive workloads. Give protected time for wellbeing activities (Brakenridge et al.,2025).
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