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[bookmark: _Toc10116347]Abstract

This dissertation establishes the amount of wellbeing within call centres in West Glamorgan. Call centres are renowned for their sales, but in a sales environment there is often a higher level of stress, with often employees’ mental health being at stake. Two call centres were looked at and compared for their levels of wellbeing and structure. Through the literature review, patterns and themes emerged which were research and used within different chapters. 

The dissertation used both primary and secondary research which is discussed within chapter three. Other methods such as qualitative and quantitative were also used to generate a vast variety of results. The research and methods from chapter two and three were then used to generate two primary data collection methods: 
· Survey
· Focus Group

The research was then used within chapter four which showed the lack of wellbeing in some parts of call centres whilst highlighting the difference within the two organisations; with one call centre helping to tackle their stressful environment. 

The dissertation ends at chapter five with a conclusion, recommendations for future improvement for this industry. The conclusion highlights an issue within the call centre industry and a greater need to improve wellbeing within work.  

[bookmark: _Toc10116348]Chapter One ~ Introduction
1. [bookmark: _Toc10116349]Introduction

The purpose of this chapter is to highlight the key aspects of this dissertation. Aims and objectives will be clearly laid out with information used from relevant professional sources. A background into the topic of call centre wellbeing will provide context. Scopes and limitations will also be clearly outlined with the chapter finishing off on a rationale to justify the research topic. 

[bookmark: _Toc10116350]1.2. Aims and Objectives 

The aim is to critically analyse how call centres affect wellbeing.
· Objective One: to conduct an extensive literature review examining wellbeing in the call centre environment.
· Objective Two: to evaluate the attitudes of staff in local call centre(s) to gather opinions on wellbeing practises within their work environment(s)
· Objective Three: to produce recommendations to improve and enhance wellbeing within the call centre environment

[bookmark: _Toc10116351]1.3. Scopes and limitations

1.3.1 Scope  

For the purpose of this dissertation call centres in general will be used for secondary research to help provide context to compare with findings from the primary research. The secondary research will use mainly literature within the last 10 years. 

1.3.2 [bookmark: _Toc10116352]Limitations 

By limiting to Swansea for primary research, this dissertation will centre on the experiences of local companies, in a city close to home. By limiting to one area, it provides more scope for further research within the same group. The dissertation is limited to look at two call centres for research, with an option on the survey for third party participants.

[bookmark: _Toc10116353]1.4 Background 

Call centres can be found all over the world, but specifically in the UK they employ 4% of the population with over 6,200 contact centres (Ward, 2016). But as a working environment carries out high levels of mental health issues due to the harsh targets and the treatment from the occasional customer (Woodcock, 2017, Talk Desk, 2013). Through reading articles on newspapers, blogs online and comments on recruitment sites call centres are a tough place to work. With the average ‘life span’ of two years for a call centre agent, it is clear that some contact centres are not doing enough to keep their staff (Call Center Helper, 2018, Miller & Hendrickse, 2016).  
[bookmark: _Toc10116354]1.5 Rationale

Fostering employee well-being is good for people and the organisation. Promoting well-being can help prevent stress and create positive working environments where individuals and organisations can thrive. Good health and well-being can be a core enabler of employee engagement and organisational performance (CIPD, 2019).

The justifications of this topic is that it is important to improve or implement wellbeing measures as it is becoming more present in a person’s working day. The world of work has entered generation five of working, with Traditionalists, Boomers and Generations X, Y, Z all working within the UK industry. With this vast amount of age gap it has never been so important for more diversity to bring together those who are young and old who are still within employment (Miller-Merrell, 2016, Shah, 2015). 
· To evaluate the levels of wellbeing within a stressful work environment
· To help and change the culture in call centres
· To inform managers of possible issues within their organisation
· To highlight issues that may be looked over
· To aid towards a better change for future workers
· To contribute towards the greater understanding of the topic

1.6 [bookmark: _Toc10116355]General theories and models

[bookmark: _Toc10116356]1.6.1 CIPD Factsheet
The Chartered Institute of Personnel and Development (CIPD) factsheet will be used within this dissertation to highlight the five domains of wellbeing. CIPD’s five domains are:
· 



· Health
· Work
· Principles/Values
· Collective/Social
· Personal Growth


Each domain will be carefully looked at and compared in accordance with the research results and discussed within chapter two and four (CIPD, 2019).
[bookmark: _Toc10116357][image: ]1.6.2 Wellbeing Workwell Model

Dr Paul Litchfield CBE, has designed a wellbeing model to help link wellbeing in work along with diversity and inclusion. Litchfield (2012) places people ‘thriving’ at the centre of his model with a priority of elements that can achieve this. Litchfield argues that Health, Engaged, Excelling, Advocates, Empowered and being Present are important for employees to thrive. By having these six elements Litchfield expands that these are important to have for the whole person to thrive but also for the company to benefit (Litchfield, 2012). Figure 1.6.2 Wellbeing workwell model


[bookmark: _Toc10116358]Chapter Two ~ Literature Review
[bookmark: _Toc10116359]2.1 Introduction

The aim of this chapter is to understand how call centres can affect wellbeing. 

· Objective One to conduct an extensive literature review examining wellbeing in the call centre environment.

The purpose of a literature review is to place each work in the context of its contribution to understanding the research problem being studied (Labaree, 2019).  
By carrying out a literature review it provides a contextual understanding of the topic before theories are tested out using primary research. Firstly, to look at the literature surrounding the call centre environment and also wellbeing and the effects it has on the workplace, the importance it carries for an everyday working life. Wellbeing will then be looked at through two call centres using primary research method to evaluate their working life, to then moving on with issues that people may face within this role. Wellbeing has been a major topic within the business world for the last few years with businesses working harder than ever to try and create a better working environment within businesses in the UK (Johnson, et al., 2017). 
With wellbeing a large topic, it will also be broken down into segments on bullying, reward and recognition, toxic workplaces with the main focus being on general mental health and wellbeing at as a whole and then applied to the call centre environment, these topics were identified when carrying out the research proposal. The aim is to see how important wellbeing is to a work place and whether it is being implemented in the workplace, whether the management team are taking an extra step to help the wellbeing of their staff. The CIPD five domains of wellbeing will also be included to help structure the findings. 

[bookmark: _Toc10116360]2.2 The Call Centre Environment

Through looking at articles online there are very distinctive two types of call centres, one professional such as reputable household names and others that are temporary popup centres hoping to entice their custom to purchase or claim…otherwise known as a cold caller. 
Although sitting down all day in front of a desk seems like the ideal job for some, but contact centre roles are not for everybody. Studies show that call centre agents on average spend 80% of their day on the phone, which can reduce personal productivity due to mundane tasks (Brown, 2018). 
The news ‘boom’ on call centres all seemed to have happened at around the release of the BBC3 documentary of ‘the call centre’ (BBC Three, 2013). Although the programme highlighted ‘work life’ in a call centre there are other reports on call centres and the effect they can have on a person’s wellbeing. It would be argued that these reports are just page fillers, however, it could be that these reporters have a genuine interest in improving the work lives of others. Many years ago call centres were hand dialling, having to use the phonebook to call people, contact centres have come a long way with manual dialling systems, but is that all that’s happened to improve the wellbeing of call centres. With press releasing articles every few years regarding call centre environments to highlight the issues within these walls. But a pattern emerges of majority of the literature seems to be of the same nature but in different years. This dissertation aims to look two insurance call centres, one a household name and another which is an insurance marketing company (Matt, 2016).
Back in 2016 when The Call Centre programme ended on BBC Three, the programme showed one aspect of working in a ‘fun’ call centre, the staff they had and how they liked them to work. Although the programme was created for ‘entertainment’ it documented a working day in a real life call centre.  But by completing the programme, it highlighted the issues of working in a call centre. Since filming Neville Wilshire sacked the majority of his workforce and has been in trouble with the law regarding his company (Turner, 2016). By looking at his call centre as one example (although portrayed for entertainment) the programme shows the disregard bosses have towards their staff, 
With mental health being a large cause of sickness, wellbeing is being focused on more than ever. Working in a call centre can be stressful with issues like role conflict and ambiguity, lack of appropriate sources, bullying on and off the phone, lack of support, feeling undervalued, unfairness and no opportunity for advancement or development (Talk Desk, 2013).

[bookmark: _Toc10116361]2.3 Wellbeing

Wellbeing, a state of being comfortable, healthy or happy (Copperman, 2018). But is it possible to have a work-life balance and less stress working in an environment accidentally designed to heighten stress levels. It is also a tool used by businesses to ensure that they have a healthy and happy team. Although HR’s role is multifunctional their job is to look out for the business and the employees. An important aspect of a business is the employees and ensuring their wellbeing is a fundamental part of a business. Some businesses opt out of having a HR team as it is not a legal requirement. HR is a ‘tool’ that can be outsourced and rather interpersonal to a business (Van Veldhoven & Peccei, 2014).
Wellbeing is a measurement being taken by business to ensure the health of their staff is at their focal point by managing resilience. The topic of wellbeing can mean a different thing to everyone, it is unique to the individual, yet shares the same values to achieve and maintain a healthy workforce. Psychology plays a big part in wellbeing but it is implemented into the business via HR or the management team. Wellbeing also helps the performance of a company building a resilient team, helping members to work together and model positive behaviour throughout the office (Crane, 2017). Having a happy workforce equals higher productivity (Johnson, et al., 2017).  
Wellbeing has been quite a large topic over the recent years with other companies such as glass door adding an insight into the company before a person applies (Glassdoor, 2019). By reading comments from previous employees, a candidate can choose whether or not to apply, this could be damaging to a company’s reputation. Although Glassdoor publish these, they are opinions and experiences facts delivered by experience from previous or current workers. Employers are more exposed these days than they ever have been and employees are more outspoken to give their opinion or help to make changes. Having more freedom of speech through platforms like Glassdoor, could improve the workforce, but this does not prevent a member of staff be stripped of a small amount of their human rights (2-minute toilet break as described in one company (Pringle & O'Leary, 2019)) and eventually leading to poor state of wellbeing. 
The CIPD are a HR professional organisation that specialise in helping HR departments get the most out of their career in going forward. Within their premium website, articles and reports can be accessed to provide a framework for HR staff. They believe that having low wellbeing in a business contributes towards poor mental health. Mental health contributes to longer-term illnesses compared to viral illnesses. The CIPD state that some companies do not have employee wellbeing as their primary objective but have some wellbeing practise in place (Cooper & Suff, 2018). With companies wanting to ‘be the best’ their focus is based on growth which in time is effecting staff wellbeing. 
Wellbeing has become a large factor in some working practises in order to change for a sustainable future for their staff. By creating a happy working environment staff are more than likely to stay with the company for a lot longer as their work life is a lot happier (NSMC, 2016). As a nation people are living and working longer thus is important to keep up to date on wellbeing for the sakes of their staff. Wellbeing also ensures our mental health in general is being looked after, by encouraging keeping healthy and also active. Mental health affects one out of six people within the UK with an average age of developing a mental health is 24 (Mental Health Foundation, 2016).  
With mental health, sickness and productivity being a key player within a call centres, companies are changing their tactics to improve wellbeing, while others may not be making so much of an effort (Bubonya, et al., 2017). In either scenario, the importance of someone’s mental wellbeing should equal the importance of the company succeeding but mental health rates in the UK keep rising year on year. Some companies are taking more measures to look after their staff by adapting the company needs and values. With mental health being a major topic, companies are now adapting to a more flexible environment to attract and retain their staff but also to help with their staff’s mental wellbeing. By using a more flexible approach, companies are able to adapt to a changing workforce, build a future for the organisation and create better leaders (Morgan, 2014). 
Companies like the CIPD and ACAS produce a large range of informational fact sheets to help business with wellbeing and promoting better mental health services in work.  Both these companies are recognised throughout the UK as they give free advice to companies…but it is up to the company if they choose to seek advice. This quote below is a summary of how CIPD recommend how a business should contribute towards employee wellbeing:

Promoting and supporting employee well-being is at the heart of our purpose to champion better work and working lives because an effective workplace well-being programme can deliver mutual benefit to people, businesses, economies and wider society. We believe that work should do more than meet our basic financial needs and contribute to economic growth; it should also improve the quality of our lives by giving us meaning and purpose and contributing to our overall well-being (CIPD, 2018). 

[bookmark: _Toc10116362]2.4 CIPD five domains of well-being

As the CIPD are the charted institute for human resources, this dissertation will use the CIPD theories and models on wellbeing and apply within the call centre organisation. 

[image: ]
Figure 2.4.1 CIPD well-being model (2016)

[bookmark: _Toc10116363]2.4.2 Health
Health may seem like something that is personal and individual to look after, but it is important for health to be looked after in work. Good health can promote better physical and mental health in the workplace. By increasing health, productivity and concentration will increase and also make a happier workforce (CIPD, 2016). 

[bookmark: _Toc10116364]2.4.3 Work
For any establishment a good working environment is key for growth. Having the correct line managers in place to ensure that work demands are met, that there is a level of control and that the company is working like clockwork. It is equally important to have fair pay and reward scheme incentive for good work and aim to provide a work-life balance for staff (CIPD, 2016). 

[bookmark: _Toc10116365]2.4.4 Values/Principles 
When looking at wellbeing it is important to haver core ethical values and standards for the company. There needs to be a clear mission for all staff to understand the expectancies of the company. There needs to also be room for objectives for staff to be able to air their concerns and build trust. It is also important to look at the diversity of the team, ensuring that everyone is happy but also ensuring that there is leadership (CIPD, 2016). 

[bookmark: _Toc10116366]2.4.5 Collective/Social
Although a company can have a small to a large range of employees, it is important to create positive relationships on all levels, to create team working, healthy peer and management relations but above most is respect for each other. By creating good working relationships, employees also gain a voice to be able to air any concerns with managers with dignity and respect (CIPD, 2016). 

[bookmark: _Toc10116367]2.4.6 Personal Growth
By having leaders within teams, they can help encourage members to develop their career further by coaching, mentoring, performance appraisals and management. By offering staff career development there is room for more creativity, introducing lifelong skills and learning to develop within work. By helping staff with their personal growth, positive relations are formed and trust built on (CIPD, 2016). 
Further, these issues were identified through the literature as being an issue within a call centre environment, and the impact it has on the workplace. 

[bookmark: _Toc10116368]2.5 Mental health

Mental health has always played a big impact on the workplace, 48% of workers each year are affected by mental health issues (Mind, 2019). Mental health is also the leading cause of sickness absence with the government and companies both looking closer at the wellbeing of their workforce as the CIPD have recorded around 37% of people had absences within the last year (CIPD, 2019). Unfortunately, over 300,000 people lose their jobs each year due to their state of mental health (Whitehead, 2017). With these statistics in place over mental health there is a wonder how many people are just leaving their jobs due to mental health but keeping it to themselves.
‘Employers ‘cannot ignore’ mental health in the workplace’ words used by reporter Brian Meechan (2018) within his BBC report within Wales. According to the Equality and Human Rights Commission in Wales by looking and acting on mental health it can reduce sick days but equally boost productivity (Meechan, 2018).  
Call centres have a high turnover of staff with staff often not turning up to work or leaving half way through the day or a lot of sickness (Huebsch, 2019, Wilson, 2018). This would suggest lack of care of staff wellbeing and more focused on their productivity. 
By researching common issues, the following seem to be the main issues in call centres. These issues are also common across all job roles and the literature will reflect on the effects of these conditions on working life. The CIPD still feel there is a stigma surrounding mental health with more needing to be done to support it. Mental health has an impact on sickness within the company and companies need to have the framework in place in case people experience poor mental health to combat long-term sickness. High levels of stress in work can also cause mental health and it is important to show or even promote good and positive mental health throughout the workforce (Suff, 2018). 


[bookmark: _Toc10116369]2.6 Bullying 

Bullying is an everyday issue and something that a person has experienced or witnessed in their lifetime. Unfortunately, it is a common theme throughout the literature (Plopa, et al., 2017). Bullying is usually a problem for teenagers down to children in the playground but can be taken into work. But as adults, people expect a small level of respect and not to conform to childlike tendencies. But looking at the literature, workplace bullying is something that affects many people in different sectors (Garbe, 2018). It is something that the government are trying to help combat as the world of work keeps revolving, the CIPD also offer courses and help to be able to spot the signs and to help in those situations (Suff, 2019).
Reading an article published seven years ago, it goes ahead to highlight the bullying issues within a call centre which highlighted that bullying can come from any form (Winch, 2011). Bullying in this environment does not have to be a management issue, it could simply be a rude customer. Call centre agents take an ‘ear bashing’ from customers and occasionally from their own colleagues. Despite the article being an old one, it highlighted an issue that has not changed by much and that would be the rudeness of some customers down the phone. With staff constantly being in the firing line this articles shows that managers are not doing enough. 
Although the world of work is changing, with more research being carried out to ensure that their staff are more content in work, still half of employees in the UK are experiencing a form of work bullying, according to O'Beirne (2019). Bullying can take form in many ways from overbearing supervision, untrained managers, being overworked and being left out at lunch. These sorts of bullying often happen in call centres with inexperienced managers and egotistical team members ‘peacocking’ around the floor. With a call centre being a high driven environment (in some cases) banter has become an issue that is borderline bullying even though regarded as playful and light humour (Pallot, 2017). The difference is someone claiming to be ‘joking’ regarding a comment that can cause offence directly to that person or the team. 

[bookmark: _Toc10116370]2.7 Stress, Anxiety, Depression

Two out of five organisations (41%) in 2015 reported that there was an increase in mental ill-health within the workplace according to the CIPD compared to 24% 2009 (CIPD, 2015). These forms of mental health are the most common when it comes to work situations and feelings. Mental health over the last decade has had more and more acknowledgement and media coverage. The world of media in its way are forcing people to open their eyes to individuality and diversity. Work related stress accounts for over 15.4 million working day absences per year according to Willson (2018) for 2017-18. 
Victor Lipman (2019) from Forbes has written a number of articles relating to stress in work and has found out through his research that 35% of work related stress has been directed at the manager and 80% felt that it was the leadership style and a change in the organisational structure (Lipman, 2019).  Over all his study showed that in three decades, stress levels had risen by 20%, with this affecting peoples work and personal relationships. Through his survey Lipman cites a recent survey by Korn Ferry (2018) that reads ‘workplace stress continues to mount’ (Lipman, 2019). According to Ferry’s survey nearly two-thirds of professionals say that their stress levels are higher than they used to be, with 2000 professionals surveyed. With the results calculated 76% say that work has a negative impact on their private lives with 66% saying they have lost sleep over work (Korn Ferry, 2018). 
With 15% of the world’s workers actually happy within their role at work. With the British being more reserved there are more chances of people being embarrassed regarding their work related stress and keep quiet. Reading an article by Andrew Papworth (2019) he claims that workers struggling with stress or mental illness are often too embarrassed to raise the issue. He stresses that measures need to be put in place to reduce stress in work. Reading a report by Process Bliss, they claim that nearly half of the UK’s employed have changed their jobs due to work-related stress and frustrations (Process Bliss, 2019).  
An article released by Magazine Business Matters, backs the report by Process bliss regarding the stress issues in work (Business Matters, 2018). With lack of control over situations, no training or guidance and a bad management style, the small businesses are affected by undertrained staff. With the biggest problem being the lack of clarity from management there is no wonder why everyone is stressed. 
It is clear that some call centres are generally a highly stressful role with hierarchical dominance, symbolic violence and a high turnover of staff with very little concern over the employees’ mental state of mind (Kjellberg, et al., 2010, Brannan, 2015). With new call centres opening up and business owners are getting younger there seems to be little leadership and more greed when it comes to a management style with managers behaving ineffectively regarding to supervision and leadership (Leon, et al., 2017). In a report by Open Access Government (2019) a large number of young adults are more stressed in work, trying to carve a career path and taking work-related stress home (Open Access Goverment, 2019).  
Anxiety is an issue that someone would have felt at some point but it is an emotion for some that is easily pushed to the side. Having anxiety and working in a high stress role is bad for mental health. ‘The adverse effects of high-stress work environments on mental health’ is an article written by Anxiety.org highlighting the negative impact on call handling jobs for your mental health (Anxiety.org, 2015). Work related stress and anxiety can affect someone 24/7 from sleeping patterns, physical health and even social life. 

[bookmark: _Toc10116371]2.8 Recognition and Rewards

When it comes to recognition and reward it is important that a company structures it to ensure consistency and to incentivise the team to work their best (Cotton, 2019). But recognition can be done badly as managers themselves also need coaching to mentor staff. Employee recognition remains undervalued by managers. In some cases, these is no room for progression so there is no need for recognition which is a negative structure to have. In turn the staff help to look after the business but do need to be appreciated for their efforts. 
Within many call centres there are rewards, some take form in cash bonuses, others offer gifts or prizes to their staff but these rewards are what encouraging workers is in. Without there being a silver lining many people would not be attracted to a high stress role. 
Majority of cold calling call centres offer cash incentives to drive sales up but often change the structure so the company earns more, there is also a pressure around you with targets and a ‘leader board’ to compete with for sales (Woodcock, 2017). There are many more incentives such as free food, even holidays but essentially the holiday has been paid out of everyone’s commission. With these high sales environments you often find unfortunately the bosses are driven by greed (Pitts, 2015).
On the other hand, these are some call centres out there that offer their staff a chance at an education, health and fitness and even shares within the company. When Admiral’s co-founder Henry Engelhardt retired in 2016 he gifted each member of staff with up to £1000 as his show of appreciation into building the company to what it is today, the transaction cost the billionaire seven million but his appreciation was so much more (BBC News, 2016). The company has been established for nearly 28 years and for the last 18 years running has been recognised as a ‘great place to work’ (South Wales Argus, 2018). The company also offer their staff fitness, daily fruit and also a book scheme that helps to educate the employees and push them towards their future goal (Admiral, 2019).
Sales can be a harsh male dominated environment and mainly in cold calling call centres which is highly commission based for the workers. But with Admiral they have been voted the third best place in the UK to work for women. For Admiral to have achieved this there is more than just reward but something that is equally as important is recognition.
To be really effective in your job, you need to understand the importance of praising others for their good work, to apply the principles of employee recognition yourself and to encourage others to initiate it in their working relationships (Harrison, 2019).
By linking in recognition with reward, the Admiral Group have managed to create a benefit package that any employee would be happy with. In some cases, in a call centre a person could be rewarded with a higher position just on their sales which could result in bad or poor management. But reading Admiral’s story it has taken Henry Engelhardt and David Stevens 28 years to get Admiral to where it is today and highly credit their staff for getting there, but who would not mind being rewarded with parties with the likes of Olly Murs (Tegeltija, 2014). 

[bookmark: _Toc10116372]2.9 Human Resources (HR)

It is not a legal requirement to have a Human Resources (HR) team, but is incredibly valuable to have in place, some companies opt for managers in place of HR and outsource their HR needs (Amadeo, 2018). HR itself branches out all over the workplace covering different processes. An important part of HR is employee engagement and wellbeing. Working in the same job can be monotonous, boring and can occasionally cause people stress. With a HR structure a company is able to tackle any employee issues, deal with the issue and hopefully resolved in harmony. Through HR it is important to recognize and value people within the workforce to create a sustainable environment (Withers, et al., 2010). 
But there are businesses out there that outsource their HR needs, this is completely legal but perhaps not as effective. With an in-house HR system, all staff files and information is all dealt with within company walls, on the other hand by outsourcing there is an element of data protection, also needing to brief the HR Company on situations and arrange for them to attend the office (Taylor, 2018). Outsourcing, it seems to be impersonal which could affect the dynamics of the business. If there is a complaint that needs to be handled by a HR professional on behalf of the business there may be a delay in getting a result which could cause tension within the office. 
There are implications of not having a structured HR system, but that is down to the individual business and the success rate they would like from their staff. But there are also implications of having no structure at all which could be catastrophic to a business (Reilly & Williams, 2016). HR is there to play the advocate for the business, but they are a vital part to implement business law and for the safe guarding of the employees. HR also highlight and restate company policies and procedures whilst holding up the companies’ values. The role of HR is to ensure a smooth running for the company to alleviate stress from management and promote staff wellbeing. HR can support all staff. With staff attending HR meetings with issues such as bullying, workplace harassment and other workplace concerns (Taylor, 2018). 

[bookmark: _Toc10116373]2.10 Toxic Workplace

“A toxic workplace can be defined as any job where the work, the atmosphere, the people, or any combination of those things cause serious disruptions in the rest of your life” (Tyan, 2019).
A toxic workplace can affect your life, especially if you are prone to being stressed in work. Poor line managers, lack of autonomy and lack of respect are issues that can cause or contribute to a toxic workplace (Tyan, 2019). Through research facts were found that all point towards the same direction... not to get a job within a call centre, but what is so bad about a job that employs over 4% of the UK.
Sitel is a company that is contracted by Virgin Media to carry out their call centre requirements. But Sitel itself has been in the media due to only allowing their staff 1% of their daily working hours in time to go to the toilet (Pringle & O'Leary, 2019). For some who are working part time that is less than 2 minutes a day. It is almost like being back in school, taking toilet privileges away from workers and these rules are down to management (CIPD, 2019)
Being a part of the faceless army and speaking to millions per day is soul destroying according to many online with a large amount of confessions of a call centre worker. 
“Working in a call centre is just as soul destroying as you thought” (Morse, 2016)
Morse goes on to explain that she often feels that this job is not for her, feels like a school with people being told off for reading at their desks.
With call centres they are easy jobs with a high turnover of staff, but there is a lot of advice out there not to enter into this environment. Sarah Hagi (2017) from Vice gives her advice to graduates not to take summer jobs within call centres. Hagi goes on to state “you won’t save any energy or ambition for that career you want to launch” (Hagi, 2017). 

[bookmark: _Toc10116374]2.11 Conclusion

Looking at the literature online, it is clear that a lot of reports has been generated over the years relating to wellbeing and call centres.  With reports on the poor wellbeing in call centres, primary research will be taken out to see if first-hand what has already been written is still correct and whether anything has been done to help improve mental health and wellbeing within the workplace.   
There seems to be a pattern with call centres wanting a lot more from their staff without wanting to help mentally. There seems to be a lot more negatives than positives to working in a call centre, but wellbeing is a major factor that needs to improve. 
With bullying being a daily occurrence, there is a need to prevent all types of bullying in the workplace. But with inexperienced managers and lack of a HR function, call centres are inefficient to support their staff in this area. Although the environment often comes with a ‘reward’ (commission), how the staff can be treated to gain high sales is borderline bullying and failing to meet the needs of the employee.
Wellbeing in the workplace is a large topical debate, with how to change or implement in constant view and needs. More companies need to visualise a new aim to taking mental health more seriously and implement a stronger wellbeing structure. 
The staff need a voice, usually gained through HR but if there is no structure in place, a member of staff may be unable to highlight an issue or gain support. With mental health affecting 1/6 people in the UK, workforces need to recognise this as it is growing year on year.
Wellbeing covers a large area, and could be tailored to the individual company. To tailor it to a call centre would benefit the high stress environment by reducing fatigue, promoting health and wellness, boost productivity. Managers also need to be better trained in tackling issues within the teams (if any). Bullying needs to be addressed, whether deemed as ‘banter’ or something more serious. Adults should not be bullying and neither should others stand around and watch.  



[bookmark: _Toc10116375]Chapter Three ~ Methodology
[bookmark: _Toc10116376]3.1 Introduction

This chapter will seek to achieve Objective Two to evaluate how call centre staff feel about their working environment. The methods will be discussed fully in this chapter.
 ‘Methodology is a system of ways of doing, teaching or studying something’ (Saunders, et al., 2009).
In order to conduct this dissertation several methods of research will be used to gain a holistic overview on wellbeing in a call centre. Call centres are renowned for their sales and repetitiveness, but this research will show the life on the other side and the effect that this potentially monotonous sounding workplace has on its staff’s wellbeing. 
This chapter will highlight research aims and methods used to conduct the research. These methods have been chosen as the best suitable options for the topic. Both primary and secondary research will be carried out to produce a fair outcome to conclude the dissertation (O'Gorman & MacIntosh, 2015). 
A literature review will be carried out for the first part, but mainly data collected from call centre staff will be used as a primary data. Although newspaper articles are printed every few years regarding work in a call centre but this area does not seem to get expanded upon. Collecting more primary data will enable a clearer result of how work life is within the call centre, and the effect on wellbeing.

[bookmark: _Toc10116377]3.2 Aims and Objectives 

The aim is to conduct a critical analysis to determine whether wellbeing is an important factor in this line of work for keeping staff engaged.
The aims of doing the research is to highlight the need for more wellbeing within a call centre to gain a more positive environment. In recent years wellbeing has been focused on in many companies to ensure the health of their staff is being looked after. This study will look at wellbeing in a call centre. Call centres tend to carry higher levels of workplace stress, and with the 4% of the UK’s population working in one this research aims to analyse any issues raised. From analysing the data, an assessment will be carried out on how HR can improve workplace wellbeing. 
[bookmark: _Toc10116378][image: ]3.3 Data analysis methods 

Figure 3.3 Saunders et al (2009)
Each layer of Saunders’ research onion will be looked at and compared to the research methods needed to gather the information required for the completion of the dissertation (Saunders, et al., 2016).
Saunders’ Onion has been used for many years to gather and triangulate different research approaches.  The onion is used to also plan out the direction of research chosen by the researcher. 

[bookmark: _Toc10116379]3.3.1 Data Collection and Analysis	
The research methods below will be used to look at the data collected from the survey and focus group. The data will be analysed by comparing the survey results and looking at each section of the data. The survey results will be looked at against the information found in the literature review to ascertain if there are any similarities and differences in opinions. Results will be collected by cross examining the results from both call centres, and further analysed to generate different results that may not have been highlighted in the initial research. SPSS will also be used to gather the information from the focus group and used to analyse against both discussions. From the analysis, data can be used against each other to look if there is a difference in the research.   

[bookmark: _Toc10116380]3.3.2 Cross-Sectional 
“A cross-sectional study involves looking at people who differ on one key characteristic at one specific point in time. Cross-sectional studies are observational in nature and are known as descriptive research, not causal or relational, meaning that you can't use them to determine the cause of something” (Cherry, 2019). 
By using a cross-sectional approach to the research, more methods of research can be added but looking over the length of time for the dissertation project, there will also be focus groups and distribution and collection of survey answers. The research will aim to look at how call centres have changed since early 2000s. The literature gathered covers majority of the early 2000’s. The research methods have been used to see if those working in call centres have seen change in their careers (Levin, 2006).  
In contrast to Cross-sectional, a longitudinal study involves researchers conducting several observations of the same subjects over a period of time, sometimes lasting many years (Institute of work and health, 2015). 

[bookmark: _Toc10116381]3.4 Philosophical stance

[bookmark: _Toc10116382]3.4.1 Interpretivist –
“Interpretivism is associated with the philosophical position of idealism, and is used to group together diverse approaches, including social constructivism, phenomenology and hermeneutics; approaches that reject the objectivist view that meaning resides within the world independently of consciousness” (Collins, 2010).
The purpose of the research is to find out how important it is to have a HR structure within a company for an organisation to push their staff to grow and succeed by implementing a wellbeing strategy. By using an interpretivist method opinions can be gathered by using a research questionnaire that can be elaborated upon in a focus group. By using this method, it can be established what the accepted knowledge is but also its explanations. The questionnaire will highlight any issues faced within the role, but equally a focus group will be held to dive deeper into the topic and have real first-hand answers. By testing the need of a HR presence in work the research carried out will look at two different companies with two different HR stances (Ray, 2017). 

[bookmark: _Toc10116383]3.4.2 Realism -
Realism is similar to positivism, both look at results from reality and the real world in the belief that the researcher is acting independent and is not trying to create a biased result. By using a focus group more than one opinion can be voiced, but also opinions discussed over. Occasionally when it comes to creating a survey the results are not perfect and so the theory can be tested using other methods to triangulate making them more reliable. Therefor the Realism approach may use several types of research in order to come to an outcome (Hale, 2017). 

[bookmark: _Toc10116384]3.4.3 Survey – 
By using a survey method, all answers can be pooled together for a result. By having the use of an online survey, the survey can reach a wider audience and get more responses and mixed views. A survey is also a little private, can be completed alone without any input, but can also be a group experiment to highlight different views (Andres, 2012). 
The survey will be conducted with members of CCA and CCB, but also shared on social media targeted at current and previous call centre workers. The aim is to question 10-20 from each call centres as well as general information from those with previous experience in the environment. The sampling method will be non-random, convenience, and purposive. 
“The main goal of purposive sampling is to focus on particular characteristics of a population that are of interest, which will best enable you to answer your research questions. The sample being studied is not representative of the population, but for researchers pursuing qualitative or mixed methods research designs, this is not considered to be a weakness” (Laerd.com, 2012).
By using a purposive method, call centre workers will be the population of interest for both the survey and focus group. By using this method this sample is chosen to fit the research criteria. The sample will be convenience sampling, as the respondents will be those who work within the call centres targeted. Other respondents will be those who choose to answer an online survey.  

[bookmark: _Toc10116385]3.4.4 Focus Group – 
By conducting a focus group, people are able to express how they feel regarding their job vocally. By using a survey, answers are limited to the questions. By holding a group more staff are able to personally express their opinions and perhaps bring up new research areas (Carey & Asbury, 2012). There will be two focus groups held, one for CCA and another for CCB. The aim is to gather as much opinion and comparisons on both companies. The focus group will also bring different opinions on each participant’s daily life in work and how they compare to those of their peers. 

3.4.5 Deductive –
A deductive approach helps to develop themes within the results. By using this method, a test will be carried out to test the theory of the importance of HR within a workforce for wellbeing. Deductive research along with positivism will try to find out if a theory is true (Tjora, 2018).  Wellbeing can cover a large area so a second hypothesis will look to see if call centres are doing enough to combat the stressful environment and reduce the risk of poor mental health to the staff

3.4.6 Multi-method – 
Multi-method research allows the use of both qualitative and quantitative research, however; the focus must remain on the one source. Qualitative research will be the backbone of the research with quantitative research being introduced as the results are produced from the primary research. By using both types of research, it is possible for data to be analysed under the same point of view but also gives a larger area of theories and a collective of different opinions (Goertz, 2017). 

[bookmark: _Toc10116386]3.5 Primary Research

This dissertation aims to look at two call centres; a household name insurance broker that throughout this will be known as CCA, and a second call centre that is an insurance broker that will be known as CCB both call centres will be kept anonymous. This dissertation will be conducted within Swansea for both businesses.
“Qualitative research is primarily exploratory research. It is used to gain an understanding of underlying reasons opinions and motivation” (Silverman, 2016). By using this method, it will provide insight into the life of call centre workers and hear first-hand how the position may be affecting their life in some way.
“Quantitative research is a structured way of collecting and analysing data obtained from different sources” (Silverman, 2016). By collecting data from a different variation of call centres, some with amusements for staff and other “pop up” call centres, it will give a clear indication on staff wellbeing and welfare. By using this method, it will bring together the various opinions that workers have regarding their company and their day to day work-life. After collecting the information, it will be expressed as statistical data to see the majority opinion and if this varies between each call centre. 

[bookmark: _Toc10116387]3.6 Secondary research 

 “Secondary research is a type of research that has already been compiled, gathered, organized and published by others. It includes reports and studies by government agencies, trade associations or other businesses in your industry” (The Hartford, 2018).
A lot of information can be found on the web regarding issues around the UK but also the world. Looking after a company’s wellbeing is more important these days, with articles, adverts and some companies ensuring that wellbeing information is available for their staff. A lot of larger companies such as google have social areas for example, a slide and micro scooters round the office (Lynley, 2012). Not every company can afford those luxuries, but it is still equally as important to have a relaxing social area.  With changes in businesses happening daily, wellbeing has become more of a focal point for bosses to ensure that their staff are happy, but also more productive in work. Through looking at the literature it is clear that wellbeing has many points and is wildly covered in some working environment(s) but it is important to determine the salient factors of wellbeing and the importance of HR to a company. 

[bookmark: _Toc10116388]3.7 Scope and Limitations 

The focus of the secondary literature will be on the UK, but as CCA has call centres abroad there will be a small number of articles included from other counties where relevant. Relating to secondary research most of the literature will come from several different online resources and newspaper articles this is because majority of the information in this area. 
Looking at the information to hand, a lot of the articles are older. There does seem to be a pattern of journalists that attempt to gain employment in a call centre to be able to investigate the conditions and report to the general public. The older articles are able to guide the research in examine the conditions within the last 10 years but more importantly to see if there has been any change. 
The primary research will be conducted within the Swansea County in the form of ‘market research’ with a short online survey to be conducted around the two call centre locations. This will require approaching workers and asking if they would like to participate, in addition two focus groups will be held with three members from each call centre participating on their own free will. The restriction is choosing a small city to carry out research, however, more direct answers regarding working in the local area will be attained in this way. To improve on the slight limitation, the survey will also be shared on an online platform.
The survey will focus mainly on wellbeing and if there is a HR structure within the company. The survey will remain anonymous. 

[bookmark: _Toc10116389]3.8 Research strategy and method 

[bookmark: _Toc10116390]3.8.1 Surveys
Surveys will be used to gather a general consensus on call centres and the wellbeing factor. The survey will also ask questions relating to topics found through the literature review (i.e. mental health and bullying). Research for the individual companies will be conducted anonymously outsider the premises. The survey will also be published on social media to gather general information from people that could have previously worked in a call centre. From using the general information from the survey a focus group will be carried out. 

[bookmark: _Toc10116391]3.8.2 Group interviews
From the answers given in the survey, two focus groups will be carried out to gather a more real opinion. The questions will be tailored to gain conversation from the attendees and highlight issues that had not been brought up using the other two methods. Group interviews will also show the social aspect of the company, how well the staff interact with each other, it will also highlight how positive or negative they feel in relation to the company and their job. 

[bookmark: _Toc10116392]3.8.3 Evaluate studies
The survey answers will be evaluated online, comparing both call centres but also implementing the opinion of those who have previously worked in a call centre. The focus group will be evaluated using SPSS Statistics analysis, uploading the collective data onto the system and comparing the results of each question to ascertain the results.

[bookmark: _Toc10116393]3.8.4 Triangulation
By using both primary and secondary research the results will be triangulated to ensure they are valid and reliable. 

[bookmark: _Toc10116394]3.8.5 Validity
Validity measures how well a scientific test actually measures. With looking at wellbeing, questions to ask in relation to mental wellbeing and health as found these factors through research (Csikszentmihalyi & Larson, 2014). It is important to look at these factors to see what answer that is given. It is important to see the factors on how wellbeing effects the mind in a workplace. The primary research was valid as all the questions were relevant to the topic.  

[bookmark: _Toc10116395]3.8.6 Reliability
“Reliability refers to whether or not you get the same answer by using an instrument to measure something more than once. In simple terms, research reliability is the degree to which research method produces stable and consistent results” (Dudovskiy, 2016). 
Reliability is important in research to show that the research has been carried out correctly and not featuring any bias results. The primary research was reliable as the questions were designed not to future bias results. Like validity, this way if assessing the data is also important for the dissertation but equally important to achieve similar results if the test were to be repeated (Csikszentmihalyi & Larson, 2014). 

[bookmark: _Toc10116396]3.9 Conclusion

By carrying out mixed methods of research, more triangulated results are available to compare. It is important to use these methods as the sources from the results need to be reliable to ensure that a similar test can be redone with similar results. By using both primary and secondary research the secondary theory can be tested through primary data. By using two methods of primary research (survey and Focus groups) different amounts of data will be collected from both results and used to compare. By opening up the research to a focus group, more first-hand experiences can be expressed and used to triangulate the results further. 



[bookmark: _Toc10116397]Chapter Four ~ Analysis of Primary Research
[bookmark: _Toc10116398]4.1 Introduction

Throughout the analysis the online survey will be compared to focus groups findings. The focus group answers are scattered throughout this chapter inline to where they categorise. Additionally, at the end of the survey, ‘further comments’ were asked and those results have been added into this chapter also. Key words were taken from the comments and added into the correct section for additional analysis. 
25 people took the online survey all currently working in call centres with a further 22 having previous call centre experience. Six people attended the focus groups, three from CCA and three from CCB. Although not a large number of people participated, enough results and comments were gathered to be able to analyse and compare views to the literature review. 

[bookmark: _Toc10116399]4.2 Aims and Objectives 

The aim of the analysis is to evaluate how call centres can affect wellbeing in the words of call centre staff. This chapter will highlight any issues first hand from both call centres that have taken part in both survey and focus group. Answers will also be used from previous workers to see if there are any patterns. 
· Objective Two: to evaluate the attitudes of staff in local call centre(s) to gather opinions on wellbeing practises within their work environment(s)

[bookmark: _Toc10116400]4.3 CIPD

The literature review highlights how Wellbeing is important within all organisations. The CIPD have their five domains of wellbeing:
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Figure 4.3.1 CIPD Wellbeing Model (2016)
The CIPD wellbeing model highlights five domains of employment wellbeing. All domains should be adhered to in order to achieve greater wellbeing throughout the company. As all of the analysis has shown is that both call centres are slightly adhering to a few out of the five. All five attributes fit into the themes within this chapter (CIPD, 2016). 

[bookmark: _Toc10116401][image: ]4.4 General informationFigure 4.4.1


Through initial literature research, Call Center Helper (2018) highlighted that the average lifespan of a call centre agent is two years it does not seem a job for life, just a job for now. Only seven out of 45 have worked in a call centre over for over four years with one commenting ‘too long’ in relation to their time with a company. A majority of the people interviewed had been working within the industry for around 12 months. Although not a high significance to how well being is affected, but it shows the high turnover of staff, and perhaps shows that it is an environment where staff cannot work for a long duration. 

[bookmark: _Toc10116402]4.5 The call centre environment

This next section will take a look at the overall business structure, whilst looking at other factors such as training, relation, reward and HR. participants were asked to rank the aspects of their working environment out of 10, with graphs available at the bottom to display the mixed results. The majority of those interviewed have worked in more than one call centre, two questions were asked to describe their current call centre but also their worst call centre position (if applicable). Both graphs are available in the Appendix section. Current experience will be graph A and worse will be Graph B. 

[bookmark: _Toc10116403]4.6 Business Environment/Culture

Although call centres are generally the same in context of their jobs, the results from the survey shows the difference in both. Looking at the themes in graph A (appendix one), business structure is the highest scoring for responses with structure with the highest scores being 5/10 for CCB but a higher score also of 8/10 for those in CCA which has the most votes. It also shows that a good business structure is important for success. By having such staggered numbers in the results shows that the structure in CCA is better (not by that much) compared to a less effective structure of CCB this indicated that a more public facing company will have better structure as they are more visual to the world. An important part of the CIPD five domains of wellbeing (CIPD5) is work demand but also collective and social. The research has shown that this environment has the potential to offer job satisfaction but bad management is a common theme in the results which acts as a barrier for job satisfaction (CIPD, 2019a, CIPD, 2019b). This shows that this environment has a high work demand which can disrupt the potential of a work-life balance. 
When looking at the worse experience (Graph B appendix two), a larger number of 1/10 have been ticked for all the themes but a mixed result also for other themes which shows that not all have had a bad experience. Although 1/10 is high for business structure, a higher level of 4/10. Looking at how the structure has scored, and compared to the last question, call centres hit an average for their business structure with a few people unhappy in work. 
Another branch under structure would be training. Through the literature reviewed Geraghty (2017) spoke about training being an issue within call centres. However, the primary results show a different opinion with training hitting a medium to high on the matrix scale for both. 
has also been rated lower with all high scores being below average with 1, 3 and 5/10 being the highest score.
A theme appeared in the literature that workers were unhappy in work feeling that the work was mundane and feeling undervalued (Brown, 2018). To address this, statements were prepared for the primary research to gather any further information.
[image: ]The highest and probably the most alarming is how many people in CCA and CCB that feel undervalued within work. CCA is a high street name with CCB being a smaller more independent call centre, but shows that within the walls of both businesses that people feel undervalued. With only five people questioned feeling valued as an employee, and nine feeling that their job gives them the drive to succeed. Figure 4.6.1

21 out of 44 on this question believe that call centres are badly managed. Although looking at this from a HR perspective, there needs to be more in relation to management as bad management can result in poor performance. Majority of the negative questions were answered which shows that it is not only smaller companies that struggle to keep their staff motivated and valued in work.
After seeing the results, a question about feeling valued was also added into the focus group. All three participants from CCA were happy in work but also felt valued. The participants also all agreed that they enjoy their roles with one happy to increase company sales and revenue (which shows good reward structure). One mentioned that it is not a high stress environment, which conflicts with results from the secondary research (Lipman, 2019).
The same questions were laid out for three participants from CCB with a general feeling from them of going to work is more of a chore. Two participants were happy with their level of pay and what they were able to personally gain from their sales, with one feeling more undervalued than the other two mentioning feeling ‘braindead’ in work with the amount of calls they make per day. Rejection is also part of their day with one quoting “nearly 99% rejection it’s hard to feel valued”.  Pushing was mentioned as part of the job and only feeling valued when putting up sales on the board which would show that money and sales is more important in this environment. 
From both results a further comment was added to see if their organisation recognises their hard work.
All participants agreed that CCA recognises their hard work with all three mentioning that the company does recognise and a good commission structure. Two went ahead to explain that they benefit a lot from the company with money off offers plus other benefits. One believes that the reason they all stay is because of the great incentives that they offer at CCA. 
Within CCB one member feels recognised as they help to train new staff on a weekly basis for the company, but on the other hand feels that it holds them back as it slows down sales which results in HR meetings. One feel that they only recognise them when there is money on the sales board next to a name. The last member believes that they only recognise the things that are done incorrectly.
The results show that all workers have felt valued at some point, with CCA’s employees feeling valued for longer. CCB reflects the results of the secondary research with one-member stating that they did not feel valued in work (Talk Desk, 2013). 

[bookmark: _Toc10116404]4.7 Human Resources and Wellbeing

As spoken about in the literature review, Human Resources is not a legal requirement for a company to have in place, but it does contribute towards the success of the company and how it is run (Lewis, 2014). Having a HR department can help implement any ethical standards or diversity into the company. Under the CIPD5 it is important to implement both into the company for the company to be more diverse. Leadership is an important attribute within CIPD for a company to succeed, bad leadership can cause difficulties for some companies (CIPD, 2019). 
When asked about business structure (appendix two) Human resources support pulled in the lowest score on the graph. The most selected score for HR was 1/10 with all their highest scoring scores being under 5/10. 
There is a clear answer here in relation to the support but the scores also tie in to having low wellbeing scores with all the highest scores also being under 5/10. A HR department is designed to look after and supporting staff, but with low scores for both compared to the ‘best experience’ there is an indicator that CCB are not as active with HR as its competitor (Taylor, 2018). 
Although good business structure scored high results, there were also a few lower results which shows a mixed reaction for overall structure (appendix one). Support from HR for CCB has the lowest score of one out of the questions compared to CCA, which has an average score of 7/10 for HR support. 
Wellbeing receiving lower scores than CCA (1/10). This shows a correlation between HR support and wellbeing. For CCA the scores have a mode average of 7/10 for support from HR although, the scores in this department have been as high as 8-10. 
Although not essential, HR plays a good part in company growth and the wellbeing of staff (Withers, et al., 2010). The highest amount said yes, that HR play an in-house role within their company, but, the second highest did not even know if there was a HR within the company. The third highest were just management within the company. 
A small percentage said that their HR was outsourced which would result in management being more present within the company possibly taking just over a quarter of the chart. With nearly half in-house HR teams, perhaps more could be done to alleviate the stress levels within the company.
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Figure 4.7.1
Leading on from the above question, almost half of the people surveyed think that more needs to be done from HR to ensure positive well-being. Only nine out of 45 believe that their HR take an active role to ensure positive wellbeing, with sixteen thinking that their HR team do not take an active role towards wellbeing.
Seven people ticked ‘don’t know’, but with 10 people unsure if they had HR in the previous question perhaps they were unsure if they had a HR team at all. 
With more needing to be done, and the UK call centre industry employing 4% of the British workforce, it may be time for the industry to catch up and retain their staff. This environment has a high turnover of staff (Ward, 2016). 
Questions were also asked in the focus group in relation to HR: 
Have you ever needed to use your HR department?
All three employees have used HR from CCA with the three saying they would have needed to in order to get the position. One person sought further employment advice, but on the whole their HR department does not seem to get used much after employment. 
CCB’s HR department also deals with all aspects of recruitment, with all three having their interview stages with HR. two out of the three had used the HR department further with one having a grievance, and the other was called in for a warning. 
This suggests that the HR departments are active in both call centres but based on the answers there almost seems no need for HR to be on site. This contrasts some of the reviews from the secondary research from Withers, et al, (2010) that suggests that it is impersonal to outsource HR. With people needing advice. CCB has used their HR department to give a warning but this suggests nothing about their working environment. 
Do you feel that HR ensure that all jobs are carried out correctly? 
From this question, both call centre workers highlighted how important HR is to their company with one member from CCA describing it as the backbone of their company, with CCB suggesting for better HR processes. Withers, et al, (2010) also reiterated how important HR are for employee engagement and wellbeing. The workers in CCB did also request more training for managers and wanted fair working practises which suggests that the HR department and managers are not doing enough to meet the needs of employees within their flagship, thus causing issues.
Do you feel employee wellbeing is important in your role?
All six candidates agreed that wellbeing is very important their role, but two candidates did not realise how vast wellbeing was. The three candidates from CCB agreed that they would like more to be done for wellbeing to boost productivity in work which suggests that wellbeing is not a priority in CCB. A second question was asked (Do you feel that HR play an active part in your day to day, helping managers promote productivity with the mind-set of helping staff succeed?) one person from CCA had recently been promoted and used the HR department for training. The other five all suggested that they would like to get the managers retrained in some departments. The three from CCB would like the managers to have less ‘egos’ and help to push to succeed. Both answers indicate that managers need some form of retraining at some point. This is especially true for the management at CCB. 

When speaking further about wellbeing in the survey, the majority voted yes for wanting more to be done in relation to wellbeing. This shows there is a clear indicator for the industry to be revamped and introduce anti stress methods to help their staff. 
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Figure 4.7.2
A further comments box was added in hope for some suggestions for change but also showed new findings, the focus group can be found in appendix three. 

[bookmark: _Toc10116405]4.8 Recognition and Reward

Personal growth can come from being rewarded or recognised for your hard work within an organisation. The CIPD5 report shows how important it is to have career development. Performance management, mentoring and coaching, performance development plans are all essential to be able to encourage staff within a business to succeed for themselves but also for the company (CIPD, 2019). 
Reward and recognition have a mixed review on the graph (Appendix one). Although a few low numbers, this category is majority pulling towards the middle with 7, 8, 9 and 10 (out of 10) being rather high. Call centres are renowned for their commission based sales and seems that the majority of those that took part are happy with their rewards from work. Training is required in most call centres in order to be a ‘sales person’ over the phone. CCA have a high mark for training with some of CCB happy with their level of training before speaking to customers. Although some of CCB are happy, the scores are quite average for the training given.  
The highest scoring on the board for graph B would be an average 5/10 for reward and recognition, significantly lower than before, but also shows that people are in some way happy with their reward scheme. However, it shows that there is clearly a need for some change within their structure. 
From carrying out a focus group, this question was added in to compare the results:
Do you feel rewarded at work? Does your organisation promote recognition?
All three participants from the focus group were happy with their rewards in work with one-member quoting “The company do all they can and more to help develop their staff but also promoting deserving staff members to be a vital part to the team”. Compared to the results of CCB who claim they get the occasional treat but come across unhappy with the way the rewards are dealt with in work. They go ahead to say that if they do well for sales and are earning a high level, that the structure then gets changed to make it harder. 
On both graphs ‘Reward and Recognition’ scores high, but with a few unhappy with theirs. With three scores each, Pushy, Sales and Money were mentioned which were not highlighted in the initial research. Comments were added with a sense that money is more important in this world of work, with three adding they would like a less ‘pushy’ environment. Two have also mentioned on training as a theme needing to be addressed and further training required. 
Does your organisation promote anything to keep your productivity high? (Anything with your wellbeing in mind)
Both call centres offer their own reward schemes and both seem happy with food being on offer. CCA have an option to progress their career forward with a ‘buy a book’ scheme in work and also are allowed to design their own desk which they commented that it also comes under wellbeing. CCB seem to have it worse with being forced in harsher way by using air-conditioning, making the department colder than usual to help keep concentration high. One worker claimed to have been stood for over two hours. This suggests that CCB prefer quantity over quality in how their staff are treated and how they earn their commission.

[bookmark: _Toc10116406]4.9 Mental health/ stress

With a call centre environment being unpredictable, it can affect people in different ways. Another theme within the literature review but also part of the CIPD five domains on wellbeing, was around mental health issues in work (CIPD, 2015). Although a high stress environment, a call centre can have an effect on a person(s) mental wellbeing with a joint score for these feeling a strain on their mental health and that it has been negatively affected within work. 
[image: ]With twelve responses for ‘not at all’, it seems that it depends on the environment as well and the person. This question was expanded on within the focus groups to determine the sorts of mental health problems a person would encounter within a call centre. Additionally, two left a comments in the survey asking for stress to be diminished or train managers in combating stress. Another further comment called for a sort of counselling service.
Figure 4.9.1
Further research was added into the focus group to gather their opinions of work related stress and how it has effected them. 
Out of the three interviewed in CCA, all three had a mixed answer. One worker felt that they are stressed in work, but not as stressed when they worked in a cold call centre. They also highlighted that the management do all they can to help. The second worker felt that the company take measures to ensure work stress is kept at a minimum, they also mentioned the games and PlayStation they have to keep their mind active. The third had a mixed reaction to feeling the strain on some days more than others. A lot of the stress in this environment can be avoided, they added. They all agreed that it helped to have activities around them to help their stress levels. This is supported by Taylor, (2018) who suggested that a smooth running HR can help towards stress management and help promote wellbeing. 
Members of CCA have all witnessed, know someone or has a mental health issue themselves. One feels that it is on the media more now and highlights issues, but would want training to deal with mental health in work but is unsure if it is possible with the staff volume but would like to know more about it. Another said that they feel that mental health is a common reason to call in sick about and went ahead to say a member of their team has depression and sees work being supportive due to being off work a lot. 
Another opened up to share that they suffer with anxiety themselves and only feels a little at the start of each working day but feels that their work is not adding or creating pressure on their mental health.
In contrast all three workers in CCB had had work related stress from their position, with the majority putting it down to the environment or the day they are having. 
“I feel it’s unnecessary but it’s all about the sales, the shouting, and the pushing it’s all a bit too much some days”
One worker suggested a shouting room for a good scream, they also went on to say how easy it is to argue with team members or managers because of the way they have come across and spoken. It is an easy place to ‘flip out’. 
Another went ahead to say that a worker needs self-control to work in a call centre due to the stress and the abuse off staff, it is tempting to argue back with the customer, they also claimed that is not a job for those who are nice, they need to be tough for this job.  Worker three said they feel stress 50/50, and feels it is about the luck of the day. 
CCB has had a mixed review with all three feeling the strain, but some not as much as the others. One worker feels that they want to run out and cry daily, saying how awful it is to work and feeling more depressed at the end of the day. The third worker has felt their mental health tested in work but leads on to say that it’s the environment and sometimes it can be a colleague that puts a person in a bad mood. The second worker put stress levels down to not being able to get leads on the board and admits he digs himself a hole but also has good days happy, it is the good with the bad. 


[bookmark: _Toc10116407][image: ]4.10 Bullying
Figure 4.10.1

Through initial research, bullying was a theme that came a few times in the literature review.  Garbe, (2018) suggests that workplace bullying happens in most departments, so the question was added to see how the results would show within a call centre. As part of CIPD5 it is importnant in work to create positive relationships with management stle, team building and maintaining healthy relationships with peers (CIPD, 2019). 
Working in a call centre can be hard with bullying and ‘banter’ around but the highest scoring question is being bullied by customers. The Primary research highlighted that bullying was an issue in call centres with results with 23 responses out of 44 on the question have experienced bullying over the phone. The literature reviews highlighted bullying or ‘banter’ as an issue within this environment (Winch, 2011). The questions were put to the text to see if this was an issue in both CCA and CCB.
Both with 22 marks each, witnessing bullying and banter are nearly at the top spot. Followed closely by experiencing bullying in work. 
Although 4 people in their workplace had not seen anything in work, the question did highlight that 4 people have made bullying remarks themselves in work.
Through these questions you can see that a call centre environment can be intense but also a workplace that has a lot of issues with bullying or banter.
CCA found that most of the bullying came from the customer, with calls coming through an agent is completely unprepared for what could be on the other end of the phone. Another had witnessed some bullying in work claiming it was a joke that went a bit far and the college ended up getting ‘pulled in’ for bullying. They went ahead to say “depends what you see as a joke or more serious”.
All three in CCB have witnessed a form of bullying, but also pushing forward banter which both seem to be unfair on the person. 
“Bullying and banter have a fine line. I banter with people I have worked with for ages but it can be a bit brutal and borderline bullying but the lads know where we stand”. 
Another has witnessed a person having a sort of breakdown at their desk and has also admitted to suffering with their mental health since becoming a call centre worker. The worker hates Monday to Fridays as their stress levels fluctuate all week, and they dread the day ahead.
One worker has mentioned being bullied in a previous position, but feels that the current call centre is ‘alright’ with a bit of banter going around, but mentioned that they were not sure if the managers were having a laugh or just having ‘sly digs’ about sales and productivity. Figure 4.10.1


[bookmark: _Toc10116408]4.11 Toxic workplace

The research showed that a call centre environment can be quite toxic and soul destroying (Morse, 2016). When asked participants to rate their experience within a call centre from toxic to amazing, there were mixed reactions for both CC A and B. The highest with seven out of 44 is 6/10 which is just above average for a place to work with a higher score from 1-5 than 6-10 for a call centre being a toxic environment. Looking at the results for bullying there seems to be a lot of management and business issues. From the response for this question, additional questions were added in for the focus group for further research into the matter. 
[image: ]With a mixed reaction one and two both have higher scores than eight and ten. A workplace experience depends on how much a person enjoys their job, it does not matter if they are a small or large companies, and both seem to have an issue in this region.

Figure 4.11.1
[bookmark: _Toc10116409]4.12 Main findings

Analysis of the data collected has produced the following main findings:

· Overall stress has been an implication in both call centres with call centre A having more facilities to help combat stress, and call centre B adding stress.
· Both call centres have a level of HR, but both feel that their presence should be felt more. 
· All staff have unhappy days with call centre B having the worse marks compared to call centre A.
· Call centre B feel that management could be retrained and feel that it is the manager fault.
· Both call centres have a level of wellbeing but both feel that there still could be more done.
· Both call centres feel that training is important for any job role in order to be happier in work. 


[bookmark: _Toc10116410]4.13 Conclusion

The mixture of results highlight that there is an issue within the two call centres in general. Although CCA take a different approach to how their staff are rewarded compared to CCB, yet both seem to have similar issues when it comes to job satisfaction. Through the analysis it is clear that CCA have found small solutions to improve wellbeing, but, it is up to their staff to take advantage. With CCB’s staff claiming wellbeing is not a top priority, more could be done in both call centres to improve their working culture and environment. 


[bookmark: _Toc10116411]Chapter Five ~ Conclusion 
5.1 [bookmark: _Toc10116412]Introduction

This chapter will conclude the main findings and the recommendations to the dissertation. The original aims and objectives are:
· Objective One: to conduct an extensive literature review examining wellbeing in the call centre environment.
· Objective Two: to evaluate the attitudes of staff in local call centre(s) to gather opinions on wellbeing practises within their work environment(s)
· Objective Three: to produce recommendations to improve and enhance wellbeing within the call centre environment
5.2 [bookmark: _Toc10116413]Aim and objectives

· Objective Three: to produce recommendations to improve and enhance wellbeing within the call centre environment.

5.3 [bookmark: _Toc10116414]Conclusion 

5.3.1 [bookmark: _Toc10116415]Main findings of the secondary research 

· Stress along with anxiety and depression, affects nearly half of the UK workforce with 37% of people each year calling in with stress related sickness and nearly 300,000 losing their jobs due to this fact. Implications for society wide; NHS, government, individuals.
· Two-thirds of professionals say that their stress levels are higher than they used to be. This needs to be looked at as it is a serious problem which the government should look at.
· 76% say work has a negative impact on their private lives with 66% saying they have lost sleep over work. Taylor (1909) talked about a fair day’s pay for a fair day’s work; so it appears that work is now such a huge part of people’s lives and is having a negative impact on workers, their families, and quality of life. 
· Wellbeing is being implemented into companies with fitness, fruit and books on offer, but not for all companies. However, this appears to be in the minority of cases.
· Bad management is an issue within call centres but also being ‘pushed’ to generate sales in a non-professional manner. There could be a link with great efficiency required in organisations having this negative impact on workers.
· Bullying is an issue within the workplace with a few articles written about call centre bullying. Bullying may need to be a matter taken up by the police, if we are serious about improving the situation.

5.3.2 [bookmark: _Toc10116416]Main Findings of the primary research

· Overall stress has been an indication in both call centres, with call centre A having more facilities to help combat stress, and call centre B adding stress.
· Both call centres have an in-house HR department, but both focus groups commented that their HR presence should be felt more across the business to promote wellbeing. 
· All staff have clearly indicated to having bad days in work, but, call centre B had the worse marks compared to call centre A.
· Call centre B feel that management could be retrained and feel that it is the manager fault.
· Both call centres have a level of wellbeing but both feel that there still could be more done.
· Both call centres feel that training is important for any job role in order to be happier in work. 

[bookmark: _Toc10116417]5.3.3 Main Conclusion
From the analysis it is clear that both call centres are similar in their ways, both have their fair share of implementations to improve for the future. Stress is a feeling that is felt in both call centres, with pressure for targets and leads. This is supported in the literature review which highlighted that stress is a major concern for call centre workers (Mind, 2019, Meechan, 2018). Some of the articles in chapter two were dated several years ago, but through this research it has highlighted that the issues continue and only get documented online. CCA have found some solutions for stress (games, books, personalised areas) but, it has not taken the stress away, just found a way to make it more bearable. In contrast CCB reward their staff for hard work through finances and the odd treat but do not benefit their wellbeing long term (Cotton, 2019). 
Wellbeing within both businesses are looked at with more being concentrated in CCA as they are more public facing, but they also go ahead and win countless awards for the way they run their business. CCB have some wellbeing factors but need to improve on wellbeing and bring in stronger measures to ensure positive mental attitudes throughout the company (Suff, 2018). As shown in chapter two, wellbeing is a highly mediatised subject so it is important for companies to ensure that their staff are happy within work (CIPD, 2016). As mentioned with CCA’s awards, it is a clear indicator that staff wellbeing is on their agenda. 
Through looking at the primary results, new findings came to light that were not highlighted before in the literature review. Pushy, Sales and Money were mentioned in the surveys when asked for additional comments. Management in CCB are perceived by the staff as pushy, indicating a lack of compassion and highlighting managerial flaws. This also coincides with the lack of wellbeing compared to CCA who have had no complaints about their managers, with one member of the focus group recently being promoted in CCA. 
Bullying is a factor within both call centres with some determining it as banter. Bullying is also an indicator that was highlighted in chapter two with some finding bullying a daily occurrence (Garbe, 2018, Pallot, 2017). Although some people deem some bullying as ‘banter’, it can still take an effect on someone’s day. Chapter two highlighted that inexperienced managers and lack of HR functions are to blame for the insufficient support to staff (CIPD, 2019).
Comments were added from staff in CCB with a sense that money is more important in this work sector, with comments saying they would like for a less ‘pushy’ environment. Two from CCB have also mentioned on training as a theme needing to be addressed and further training required. An article written by Business Matters (2018) highlights the need for futher training and guidance within buinesses. 
The focus group in CCA highlighted how they have similar day to day issues such as wellbeing or work-related stress to CCB but in a more relaxed and open environment. Both call centres seem to have a different way of doing business with CCB being a lot harder and pushier towards their workers thus causing issues with wellbeing in their working environment. 

5.4 [bookmark: _Toc10116418]Recommendations

Five have commented on the fact that call centres are badly managed with one mentioning that managers are promoted too young in call centres. Comprehensive management training and evaluating should be introduced before promotion into management (CIPD, 2019). 
One worker highlighted that this working environment is not good for stress with another wants people to have further training to help stop stress within work. With work related stress challenging nearly everyone that works, a call centre should look into ways to combat high stress in their working environment (CIPD, 2015, Business Matters, 2018). 
Bullying had three mentions throughout the comments on the survey with banter having one mention, which is a clear indicator for change in this department. A worker commented on how they would like to be treated fairly within this industry, with two further comments on bullying from managers and customers. This environment seems that it can turn from a good day to a bad day in seconds. Managers need to rule out any forms of bulling and banter in work, and think of a calming measure for those who have been abused by customers (Garbe, 2018, Winch, 2011). 
One out of seven comments on HR highlighted how they promote healthy living and showing HR in a positive light. Four out of the remaining six comments think that HR show a lack of care with two unsure of what the role of HR is. Although not essential, it is important for HR to make themselves known (if applicable). With HR being described as the backbone of a company, it is recommended that they make themselves visible to employees and the support on offer (Withers, et al., 2010). 
On both matrix systems ‘Reward and Recognition’ (RR) had good scores, but also some negative comments. RR is down to what the company would like to offer the employee. Equally as important as pay, it shows gratitude for the hard work and give the employee a level of appreciation and acknowledgement (Cotton, 2019).

5.5 [bookmark: _Toc10116419]Further research

Further research into management style is needed including ‘what makes a good manager’ and investigating good and bad work practises in order to achieve a higher level of wellbeing. This will also involve identifying a recruitment process in how management are recruited and trained before obtaining the position within the company. In addition, further research into combating stress levels within an organisation should be carried out to improve productivity and longevity
5.6 [bookmark: _Toc10116420]Limitations

By limiting to Swansea for primary research, this dissertation was centred on the experiences of local companies, in a city close to home. By limiting to one area, it provides more scope for further research within the same group. The dissertation was limited to look at two call centres for research, with an option on the survey for third party participants. Another limitation was having to be anonymised for confidentiality.  

[bookmark: _Toc10116421]5.7 Final summary

Is there enough being done in UK call centres to create better working environment?

To answer the question, in a nutshell… no. There are some call centres who have put practises in place for wellbeing, and there are others who have considered it but not acted fully on it. With issued being raised in both call centres studied, there is obviously room for improvement with both. However, call centre A has gone to some lengths to ensure the health and happiness of their staff are a priority.
The secondary research highlighted issues and themes within this industry, and has contributed to the knowledge and understanding of the topic of wellbeing within call centres. The secondary research has also highlighted a growing concern in mental health issues within this industry. For a deeper understanding, more research is required into management styles within call centres and how they can be improved to implement wellbeing strategies. Equally as important further research needs to be carried out on fair working practises within these environments, there needs to be a regulation in place to safeguard wellbeing for the future. 
The primary research brought the attention forward with how workers were feeling in these environments. Mental health is a large topic, but it shows that this working environment exacerbates the situation and can often decline a persons’ morale but also result in high turnover in the industry. Managers also need to discover the most optimum ways to help alleviate any signs of stress within their organisation to ensure future growth of the company.
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[bookmark: _Toc10116426]7.3 Appendix three – further comments from the online survey
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[bookmark: _Toc10116427]7.4 Appendix four – Call centre A focus group
Focus Groups – 
How is everyone feeling today?
Good
Fine thank you
Good thanks
How’s the shift?
Day off today
I’ve not long finished
Same
Introduction – why they are here.
How do you all feel about work in a nut shell? Do you feel valued?
I feel that every day I come into work that I am a valued member of the team, there is not much stress with my role in customer services.
I work in sales and I feel I bring value to the table with new business and increasing company revenue.
I would agree and say I feel valued in work and that I enjoy my job, not every day is the same.
Do you feel your organisation recognises your hard work?
Yes, the commission structure we have, plus all of the other benefits that the company offers I feel that we get recognised. We also benefit a lot from the company which is a great incentive to stay.
Yes, this reflects in my pay packet per month, having this extra is a drive to succeed further in work, with my role not being stressful I feel I gain more in work. 
I would agree with my peers, I feel that the company recognises everyone’s hard work and dedication
Do you feel rewarded at work? Does your organisation promote recognition? 
I do feel rewarded as I said in the previous question, the company do all they can and more to help develop their staff but also promoting deserving staff members to be a vital part to the team.
I would agree.
Yes, I get rewarded every month, with also a yearly reward for being with the company, you couldn’t ask for more.
Does your organisation promote anything to keep your productivity high? (Anything with your wellbeing in mind)
This is not for everyone but I have used the service. The company offer a book scheme that they buy you a book to read on the condition that it will help your personal growth in work. We are also allowed do design our own desks, not exactly wellbeing but its creating a happy vibe around the desk which keeps you happy. 
I think that is part of wellbeing, to be able to make your workspace the way you want it
There is also free fruit and gym membership with work plus a load of benefits around Swansea town for food and drink, you couldn’t ask for a better company. 
Have you ever needed to use your HR department?
One time.  The HR department are a vital part of the recruitment and occasional training, other than that I haven’t used them.
I have had some employment advice in the past but have no need to use them.
I went through a process with them when I got promoted they were a great help. 
Without giving detail, did you feel that your issue was resolved?
Yes, I had the advice that I needed. 
Do you feel that HR play an active part in your day to day, helping managers promote productivity with the mind-set of helping staff succeed?
As a recently promoted team leader, I have used the help of HR to be correct in my terminology and the team, I went through the importance of keeping up productivity and wellbeing management for my team.
Yes, I feel it is important for management to have knowledge available to them on business law and to help a team succeed.
I feel that the HR team push forward the values of the company and ensure that all senior staff are on the correct path. 
Have you ever felt mentally drained/exhausted due to work?
Yes, but we have plenty of breaks. The constant looking at the screen and flickering from each one. I actually get talked out as well, I prefer to not talk for an hour or 2 after work to gain energy.
Yes, if I am not on target I get exhausted from being happy and trying down the phone, but as a whole it doesn’t affect me greatly. 
Yes, and no, call centre work is draining anyway. 
As call centre workers, do you feel that your job carries a high amount of stress?
If yes – elaborate – Do you feel this stress is unnecessary? 
If no – elaborate – What do you think your organisation does differently to avoid stress?
I personally say yes. I have worked in a cold calling one before and that was stress I have never felt before, but this stress in work is like general work stress. Just end of day panic if I’ve been a bit too relaxed in work or when it gets busy through peak times, the stress can get quite high, but we have great management that do all they can to help. 
No, I feel appropriate measures are taken to ensure that I don’t feel high stress. There is a load of stuff around to do, Ping-Pong, play stations so you can unwind. I like to keep my mind active so I use these on my breaks.
I do and I don’t, a lot of stress that call centre agents feel could be avoided, but I feel it is down to the individual and how they cope. The point that was just said is that we have loads on offer to do to help alleviate stress. 
My research found that 48% of people in the UK each year suffer with mental health due to work. Further research highlights these issues in call centres. The next part is a discussion.  Do you feel that these are a part of your working day?
Bullying
I feel that if the customer does in these roles, the abuse an agent can get isn’t nice, especially when they phoned us. At the end of the phone you don’t know what you are expecting next.
Yes, and no, it was a joke that went a bit far on the team and a member got pulled in for bullying, depends what you see as a joke or more serious.
I agree with both
Mental Health (Stress, Anxiety, Depression)
Yes, I feel that this is out in the media more now and highlighting issues. Perhaps some training would be nice on dealing with mental health but I know that would be impossible with the staff volume we have. I’d like to be educated more on mental health.
I suppose it’s down to the individual, although it is a common thing for people to call in sick about. There is a person on my team with depression, she’s off a lot but work is supportive. 
I suffer with anxiety and feel a little at the start of each day with sales as you can never plan a day. But I wouldn’t say I felt pressured due to my mental health in work.
Do you feel that HR ensure that all jobs are carried out correctly? 
i.e. manager’s jobs, fair working practises, wellbeing.
Yes, all this is highlighted in the training, and through the year we have extra training so feel that this is important so managers are refreshed also. As for polices etc. that they implement, I haven’t read but I’m guessing they could help me if I had an issue.
Yes, they play a vital part in recruitment and get all the managers involved also to help select the candidates. But it’s already been said, refreshing courses are good. 
Yes, it’s the HR that is the backbone of the company so it’s important that they keep everyone trained and up to date. 
Do you feel employee wellbeing is important in your role?
Yes, I do, as we have spoken I’ve realised how important wellbeing is to our role to keep us upbeat and healthy. All the extras the company throws in are there to help you develop and become a better worker. Wellbeing is in place but I suppose it’s up to us to grab it to its full potential.
Yes, I had no idea how much wellbeing did, but listening to my peers talk I think I will use the services more to push myself for the future. 
Yes! I feel health is important and with the offer of free gym, fruit and books to keep me occupied I couldn’t have asked for better perks.
Lastly, is there anything you think that HR or the workplace can do to improve employee wellbeing?
Keep on doing what they are doing, keep pushing for better health and mental health for their staff.
Keep developing staff into leaders and growing the company.
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Focus Groups
How is everyone feeling today?
Alright thanks.
Yeah fine
Good thank you.
How’s the shift?
Long and stressful, feel like my ear is about to fall off
Not too bad, done alright on the board for sales
Losing the will to live at the min, it’s stressful. 
Introduction – why they are here.
How do you all feel about work in a nut shell? Do you feel valued?
I feel that work is work, pays for my clothes and my nights out. I feel like I need a good night out after a week in work. I suppose I feel valued when I’m putting leads up but when I’m not it’s all push push push.
I feel like I arrive in the morning and leave at night more braindead than I was in the morning ha-ha. The job itself is draining, talking to about 400 people a day with nearly 99% rejection it’s hard to feel valued anywhere. I’d say I wouldn’t though because I’m trying my best but it doesn’t seem enough. 
Yeah I’d say the same as the last 2, its good money for now, pays the car and that but it’s not a job for life, I can’t see me being here long
Do you feel your organisation recognises your hard work?
I don’t know what you’d class as hard work, they recognise when there is money on the board next to my name and I get commission but that’s all we get as far as recognition in work.
Well I have new people sit next to me on a weekly basis for training, so that’s a good thing, but then I get pulled into HR for not having good sales but they don’t take into account that I train. So on one hand yes they notice as I get new recruits but then no they don’t. 
I feel they recognise when something is done incorrectly more than correctly. I feel like it’s any excuse to be a *beep* and get away with it.
Do you feel rewarded at work? Does your organisation promote recognition? 
We get rewarded with commission, the odd flapjack here and there and they out teams against each other for pizza but that’s about it. I find that every time we are smashing the sales the structure changes and we earn less so I suppose they recognise when their pockets are filling up and when it’s emptying. 
I’d say so, we also have an attendance bonus in which we have to be back early from each break and early to work, its common sense to hit it but you do feel governed by it, there is no second chance if you lose it.
I never get my attendance bonus, but I try and make up for it in sales but since the structure changed again I’ve lost my go if you get me. 
Does your organisation promote anything to keep your productivity high? (Anything with your wellbeing in mind)
Well along with the flapjacks we can have an apple and that’s about how healthy we are, but nothing really to promote it. Like if we are tired and they can see that, the aircon goes on and we have to stand on our feet until we get a lead.
2 hours before that I stood there and I was left to stand there but no wellbeing really, apart from lunch time we can take it upon ourselves to go for a walk. 
I suppose the staff help more with wellbeing and keeping you sane, the bosses just want the dollar. (Asked to elaborate)
I think it’s the friendships in work and the healthy competitions with each other that keep you going, bosses just want someone sat at the desk making money.
Have you ever needed to use your HR department?
Yeah for my interview and my induction and I haven’t seen them since.
Yeah I did, I had a grievance against a member of staff in which was dealt with effectively
I did for my interview and I did when I had a meeting about my sales and had a warning. 
Without giving detail, did you feel that your issue was resolved?
Yeah
NA
Do you feel that HR play an active part in your day to day, helping managers promote productivity with the mind-set of helping staff succeed?
Not really, I don’t even know what they do in there to be fair, but the managers just have big egos who want to boss people ha-ha. Managers just do what they want. They push us to succeed because they make money from us. 
Yeah I feel that they should. More could be done to boost us and stop us feeling tired without having to stand on our feet all day, I see the managers talk to HR but I doubt they give advice for helping staff.
No I don’t think so. I consider myself to be fairly fit and look after my own wellbeing with what I eat and exercise. But yeah I’d be happy if they did some proper stuff in the office so that it doesn’t get boring. Thing is with call centres it’s full of fatigue.  
Have you ever felt mentally drained/exhausted due to work?
Yes all the time. Having ear phones on all day fries your head, especially when you’ve said hello, how are you a million times.
It effects a little bit of my social life, I always agree to plans but often cancel as I’m too drained and talked out from work. The last thing you want to do is talk when you arrive home as that’s all you’ve done all day. 
I feel that my brain is turning into mush, I used to read a lot but since working in a call centre my concentration isn’t what it was and I can’t read for long without feeling a strain (I wear glasses and still find this)
Not that this is relevant but I worked in a call centre a few years back where you had a key of cocaine to wake you up and help you sell. Mad. 
As call centre workers, do you feel that your job carries a high amount of stress?
If yes – elaborate – Do you feel this stress is unnecessary? 
If no – elaborate – What do you think your organisation does differently to avoid stress?
Yes – and yes I feel it’s unnecessary but it’s all about the sales, the shouting, and the pushing it’s all a bit too much some days. It will be good to have a shouting room to go in and just have a good scream. There is also a high possibility of an argument with another team member or manager, depends how they speak to you, if you’ve had a negative day sometimes working in a call centre isn’t the best to be because I can easily flip in that situation. 
Yeah I’d say so toon it’s easy to argue and it’s easy to want to tell a rude customer where to go. You need good self-control to work in a call centre and high stress levels. It’s not a job for those who are nice, I was nice once ha-ha had to toughen up or lose my job. 
I’d say I’m stressed but I’m not. Some days I could kiss the computer and other days its lucky it’s still on the desk ha-ha
My research found that 48% of people in the UK each year suffer with mental health due to work. Further research highlights these issues in call centres. The next part is a discussion.  Do you feel that these are a part of your working day?
Bullying
Bullying and banter have a fine line. I banter with people I have worked with for ages but it can be a bit brutal and borderline bullying but the lads know where we stand. 
Yeah I’ve witnessed bullying and a person having a breakdown at their desk, it’s not nice. I’ve suffered with my mental health since being in a call centre, I hate Monday – Friday as I can feel my stress levels up and down all week. I don’t know if others get this but I wake up in the morning dreading the day ahead and the leads and sales is a worrier. 
I’ve been bullied in my last call centre but this one seems alright, banter floating around and banter from managers but I don’t know if it is banter from managers. It’s usually sly digs about productivity and crap sales.
Mental Health (Stress, Anxiety, Depression)
Yes, daily I want to run out and cry. It can be such a hard day if you feeling down. It’s just awful! I definitely feel more depressed leaving work than when I come in the mornings.
I find it stressful when I can’t get leads and then it sends me into a downward spiral and I just keep digging myself a hole, but then on good days I’m bouncing around the room happy with leads, there isn’t winning in this environment. It’s the good and the bad.
I’d say I do feel like my mental health has been negatively affected by work, but generally it’s just everything. Even a colleague can but you in the grumps for the day and that’s it then you just don’t function like usual. 
Could you highlight what you mean.
Well you’re not as happy as you were and you just tend to stick your head down and try and work 
Do you feel that HR ensure that all jobs are carried out correctly? 
i.e. manager’s jobs, fair working practises, wellbeing.
In a sense yeah, but HR only go off the evidence supplied by the manager for stats etc. managers need to be trained in how they speak. I get it’s a fast paced environment but no need to talk to me like I’m beneath them. 
Yeah they need to make sure that no one is getting bullied or “bantered” at and that our health is looked after. 
Yeah they need to help role out fair working practises, perhaps a bit of a break and downtime when things get too much.
Do you feel employee wellbeing is important in your role?
Even though we don’t have it I think it would help massively
Yeah I agree, it’s meant to boost how we work and how we feel so I don’t see why we can’t have more wellbeing and more things to keep us active. 
Lastly, is there anything you think that HR or the workplace can do to improve employee wellbeing?
Yes, pay more attention to the staff, maybe ask for suggestions into changing the future.
Err put managers on wellbeing courses, implement more activities into the day
They could teach managers how to talk properly to a person, maybe hold a meeting and a suggestion box?
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APPLICATION FOR ETHICAL APPROVAL

In order for research to result in benefit and minimise risk of harm, it must be conducted ethically. A researcher may not be covered by the University’s insurance if ethical approval has not been obtained prior to commencement.

The University follows the OECD Frascati manual definition of research activity: “creative work undertaken on a systematic basis in order to increase the stock of knowledge, including knowledge of man, culture and society, and the use of this stock of knowledge to devise new applications”. As such this covers activities undertaken by members of staff, postgraduate research students, and both taught postgraduate and undergraduate students working on dissertations/projects.

The individual undertaking the research activity is known as the “principal researcher”.

Ethical approval is not required for routine audits, performance reviews, quality assurance studies, testing within normal educational requirements, and literary or artistic criticism.

Please read the notes for guidance before completing ALL sections of the form.

This form must be completed and approved prior to undertaking any research activity. Please see Checklist for details of process for different categories of application.  


SECTION A: About You (Principal Researcher)

	Full Name:
	Aaron Jeffreys

	Tick all boxes which apply:

	Member of staff:
	☐	Student:
	☒	Honorary research fellow:
	☐


	Faculty/School/Centre:
	Swansea Business School

	Campus:
	Swansea

	E-mail address:
	Ajeffreys.149993@student.uwtsd.ac.uk

	Contact Telephone Number:
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	For students:

	Student Number:
	P149993
	Undergraduate
	☒
	Programme of Study:
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	Taught Postgraduate
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	Director of Studies/Supervisor:
	Julie Thomas
	Research
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SECTION B: Approval for Research Activity

	Has the research activity received approval in principle?
(please check the Guidance Notes as to the appropriate approval process for different levels of research by different categories of individual)
	YES
	☒	NO
	☐
	     
	Date

	If Yes, please indicate source of approval (and date where known):
	Research Degrees Committee
	☐	

	
	Faculty Research Committee
	☐	

	
	Supervisor 

	☒	01/11/8


Approval in principle must be obtained from the relevant source prior to seeking ethical approval.
SECTION C:  External Ethical Guidance Materials

	Please list the core ethical guidance documents that have been referred to during the completion of this form (including any discipline-specific codes of research ethics, and also any specific ethical guidance relating to the proposed methodology).  Please tick to confirm that your research proposal adheres to these codes and guidelines.

	Advice from advisor
	☒
	Dissertation handbook
	☒

	
	☐



SECTION D: External Collaborative Research Activity

	Does the research activity involve collaborators outside of the University?
	YES
	☐
	NO
	☒

	
If Yes, please provide the name of the external organisation and name and contact details for the main contact person:

	Institution
	

	Contact person name
	

	Contact person e-mail address
	



Where research activity is carried out in collaboration with an external organisation
	Does this organisation have its own ethics approval system?
	YES
	☐
	NO
	☒

	If Yes, please attach a copy of any final approval (or interim approval) from the organisation



SECTION E: Details of Research Activity

	Indicative title:
	Wellbeing of staff in contact centres. 

	Proposed start date:
	15/01/19
	Proposed end date:
	15/02/18

	Purpose of research activity (including aims and objectives)
Outline the purpose, aims and objectives of the research activity, including key research questions. Show briefly how existing research has informed the proposed activity and explain what the research activity will add and how it addresses an area of importance. (Maximum 300 words)

	The purpose of this research is to look at the wellbeing in call centres. The questioner will be based on how their wellbeing is being looked after in work and whether there is a link in call centres between how motivated staff are from what the company offer.

	Proposed methods
Provide a brief summary of all the methods that may be used in the research activity, making it clear what specific techniques may be used. If methods other than those listed in this section are deemed appropriate later, additional ethical approval for those methods will be needed. (Maximum 600 words)

	Through this dissertation the stages are –
· Cross sectional – by using cross sectional study it will highlight information from a snapshot of call centre workers in Swansea being interviewed. 
· Mixed methods – to gain a varied outcomes of data collecting and the varied responses through using online and paper based questioners. Primary and Secondary research will also be carried out. 
· Survey – by using questions and answers, the data collected will show the majority opinion or outcome within Swansea.  
· Inductive – the reason for using inductive research is to see if there is a generation of new theory emerging from the data collected. There is also need to look at new opinion of current workers to see if anything has changed since the early 00’s.
· Direct realism – by using direct realism the data will show the independence of reality from the human mind.





	Location of research activity
Identify all locations where research activity will take place.

	Call centres within Swansea
Computer at home
Swansea business school

	Research activity outside of the UK
If research activity will take place overseas, you are responsible for ensuring that local ethical considerations are complied with and that the relevant permissions are sought. Specify any local guidelines (e.g. from local professional associations/learned societies/universities) that exist and whether these involve any ethical stipulations beyond those usual in the UK (provide details of any licenses or permissions required). Also specify whether there are any specific ethical issues raised by the local context in which the research activity is taking place, for example, particular cultural sensitivities or vulnerabilities of participants.
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SECTION F: Scope of Research Activity

	Will the research activity include:
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NO

	Use of a questionnaire or similar research instrument?
	☒
	☐
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	☒
	☐

	Use of diaries?
	☐
	☒

	Participant observation with their knowledge?
	☒
	☐

	Participant observation without their knowledge?
	☐
	☒

	Use of video or audio recording?
	☐
	☒

	Access to personal or confidential information without the participants’ specific consent?
	☐
	☒

	Administration of any questions, test stimuli, presentation that may be experienced as physically, mentally or emotionally harmful / offensive?
	☐
	☒

	Performance of any acts which may cause embarrassment or affect self-esteem?
	☐
	☒

	Investigation of participants involved in illegal activities?
	☐
	☒

	Use of procedures that involve deception?
	☐
	☒

	Administration of any substance, agent or placebo?
	☐
	☒

	Working with live vertebrate animals?
	☐
	☒

	Other primary data collection methods, please explain in this box

	☐
	☒



If NO to every question, then the research activity is (ethically) low risk and may be exempt from some of the following sections (please refer to Guidance Notes).
If YES to any question, then no research activity should be undertaken until full ethical approval has been obtained. 
SECTION G: Intended Participants

	Who are the intended participants:
	
YES
	
NO

	Students or staff at the University?
	☐
	☐

	Adults (over the age of 18 and competent to give consent)?
	☒
	☐

	Vulnerable adults?
	☐
	☒

	Children under 18?
	☐
	☒

	Prisoners?
	☐
	☒

	Young offenders?
	☐
	☒

	Those who could be considered to have a particularly dependent relationship with the investigator or a gatekeeper?
	☐
	☒

	People engaged in illegal activities?
	☐
	☒

	Others (please identify):

	☐
	☐



	Participant numbers and source
Provide an estimate of the expected number of participants. How will you identify participants and how will they be recruited? 

	Number of participants 100.
They will be recruited based on their current or previous role in a call centre




	Information for participants:
	
YES
	NO
	
N/A

	Will you describe the main research procedures to participants in advance, so that they are informed about what to expect?
	☒
	☐
	☐

	Will you tell participants that their participation is voluntary?
	☒
	☐
	☐

	Will you obtain written consent for participation?
	☒
	☐
	☐

	Will you explain to participants that refusal to participate in the research will not affect their treatment or education (if relevant)?
	☒
	☐
	☐

	If the research is observational, will you ask participants for their consent to being observed?
	☒
	☐
	☐

	Will you tell participants that they may withdraw from the research at any time and for any reason?
	☒
	☐
	☐

	With questionnaires, will you give participants the option of omitting questions they do not want to answer?
	☒
	☐
	☐

	Will you tell participants that their data will be treated with full confidentiality and that, if published, it will not be identifiable as theirs?
	☒
	☐
	☐

	Will you debrief participants at the end of their participation, in a way appropriate to the type of research undertaken?
	☒
	☐
	☐

	If NO to any of above questions, please give an explanation 
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	Information for participants:
	
YES
	NO
	
N/A

	Will participants be paid?
	☐
	☒
	☐

	Is specialist electrical or other equipment to be used with participants?
	☐
	☒
	☐

	Are there any financial or other interests to the investigator or University arising from this study?
	☐
	☒
	☐

	Will the research activity involve deliberately misleading participants in any way, or the partial or full concealment of the specific study aims?
	☐
	☒
	☐

	If YES to any question, please provide full details 

	
(this box should expand as you type)



SECTION H: Anticipated Risks
	
Outline any anticipated risks that may adversely affect any of the participants, the researchers and/or the University, and the steps that will be taken to address them. 
If you have completed a full risk assessment (for example as required by a laboratory, or external research collaborator) you may append that to this form.  

	Full risk assessment completed and appended? 
Yes                               ☐
 No                                   ☒

	Risks to participants
For example: emotional distress, financial disclosure, physical harm, transfer of personal data, sensitive organisational information

	none

	

	If research activity may include sensitive, embarrassing or upsetting topics (e.g. sexual activity, drug use) or issues likely to disclose information requiring further action (e.g. criminal activity), give details of the procedures to deal with these issues, including any support/advice (e.g. helpline numbers) to be offered to participants. Note that where applicable, consent procedures should make it clear that if something potentially or actually illegal is discovered in the course of a project, it may need to be disclosed to the proper authorities

	None

	Risks to investigator
For example: personal safety, physical harm, emotional distress, risk of accusation of harm/impropriety, conflict of interest

	none

	

	University/institutional risks
For example: adverse publicity, financial loss, data protection

	none

	

	Adverse outcomes
List measures put in place to limit any adverse effects or outcomes of research activity where appropriate. Include any emergency protocols. 

	none



	Disclosure and Barring Service

	If the research activity involves children or vulnerable adults, a Disclosure and Barring Service (DBS) certificate must be obtained before any contact with such participants.
	
YES
	
NO
	
N/A

	Has a DBS certificate been obtained?
	☐
	☐
	☒


SECTION I: Feedback, Consent and Confidentiality

	Feedback
What feedback will be provided to participants, how will this be done and when? 

	Feedback will be offered to the participant if they wish to be kept informed. This will be done after all data is collected and analysed.

	

	Informed consent
Describe the arrangements to inform potential participants, before providing consent, of what is involved in participating. Describe the arrangements for participants to provide full consent before data collection begins. If gaining consent in this way is inappropriate, explain how consent will be obtained and recorded.

	The information and consent will be provided in a letter that will be sent out with any questionnaire. 

	

	Confidentiality / Anonymity
Set out how anonymity of participants and confidentiality will be ensured in any outputs. If anonymity is not being offered, explain why this is the case. 

	There will be an option to state their name or to be kept anonymous. But no names will be used within the dissertation itself. 
(this box should expand as you type)



SECTION J: Data Protection and Storage
In completing this section refer to the University’s Research Data Management Policy and the extensive resources on the University’s Research Data Management web pages (http://uwtsd.ac.uk/library/research-data-management/).
	
	YES
	NO

	Does the research activity involve personal data (as defined by the Data Protection Act)?
“personal data” means data which relate to a living individual who can be identified—
(a) from those data, or
(b) from those data and other information which is in the possession of, or is likely to come into the possession of, the data controller, and includes any expression of opinion about the individual and any indication of the intentions of the data controller or any other person in respect of the individual.
	☐
	☒

	If YES, provide a description of the data and explain why this data needs to be collected:

	
(this box should expand as you type)

	

	Does it involve sensitive personal data (as defined by the Data Protection Act)?
“Sensitive personal data” means personal data consisting of information as to –
(a) the racial or ethnic origin of the data subject,
(b) his political opinions,
(c ) his religious beliefs or other beliefs of a similar nature,
(d) whether he is a member of a trade union (within the meaning of the Trade Union and Labour Relations (Consolidation) Act 1992),
(e) his physical or mental health or condition,
(f) his sexual life,
(g) the commission or alleged commission by him of any offence, or
(h) any proceedings for any offence committed or alleged to have been committed by him, the disposal of such proceedings or the sentence of any court in such proceedings.
	☒
	☐

	If YES, provide a description of the data and explain why this data needs to be collected:

	Data will be collected on an individual’s wellbeing. The question will ask regarding their general feelings in their workplace, this could affect an individual’s mental health which may be stated in the answer reply within the questionnaire.
(this box should expand as you type)



	Will the research activity involve storing personal data on one of the following:
	YES
	NO

	Manual files (i.e. in paper form)?
	☒
	☐

	University computers?
	☒
	☐

	Private company computers?
	☒
	☒

	Home or other personal computers?
	☒
	☐

	Laptop computers/ CDs/ Portable disk-drives/ memory sticks?
	☒
	☐

	“Cloud” storage or websites?
	☐
	☒

	Other – specify:

	☐
	☒

	For all stored data, explain the measures in place to ensure data confidentiality, including details of password protection, encryption and anonymisation:

	
To password protect all data and to keep safely and securely.

(this box should expand as you type)


	Will the research activity involve any of the following activities:
	YES
	NO

	Electronic transfer of data in any form?
	☒
	☐

	Sharing of data with others at the University?
	☐
	☒

	Sharing of data with other organisations?
	☐
	☒

	Export of data outside the European Union or importing of data from outside the UK?
	☐
	☒

	Use of personal addresses, postcodes, faxes, emails or telephone numbers?
	☐
	☒

	Publication of data that might allow identification of individuals?
	☐
	☒

	Use of data management system?
	☒
	☐

	Data archiving?
	☒
	☐

	If YES to any question, please provide full details, explaining how this will be conducted in accordance with the Data Protection Act (and/or any international equivalent):

	To adhere and follow the data protection rules and keep data with the strictest security and protection.

(this box should expand as you type)



	List all who will have access to the data generated by the research activity:

	
Aaron Jeffreys
Julie Thomas


	

	List who will have control of, and act as custodian(s) for, data generated by the research activity:

	
Aaron Jeffreys


	

	Give details of data storage arrangements, including where data will be stored, how long for, and in what form. Will data be archived – if so how and if not why not.  

	
The results of the questionnaire will be stored on the survey provider (such as survey monkey, google survey). They will then be stored in a password encrypted file on a memory stick. 

(this box should expand as you type)


SECTION K: Declaration

	The information which I have provided is correct and complete to the best of my knowledge. I have attempted to identify any risks and issues related to the research activity and acknowledge my obligations and the rights of the participants.
In submitting this application I hereby confirm that I undertake to ensure that the above named research activity will meet the University’s Research Ethics and Integrity Code of Practice

	Signature of applicant:
	A.Jeffreys
	Date:
	19.11.18



For students:
	Director of Studies/Supervisor:
	Julie Thomas

	Signature:
	

	Date:
	



For staff:
	Head of School/Assistant Dean:
	

	Signature:
	

	Date:
	



Checklist: Please complete the checklist below to ensure that you have completed the form according to the guidelines and attached any required documentation:
	☒
	I have read the guidance notes supplied before completing the form.

	☒
	I have completed ALL RELEVANT sections of the form in full.

	☒
	I confirm that the research activity has received approval in principle

	☒
	I have attached a copy of final/interim approval from external organisation (where appropriate)

	☒
	
I have attached a full risk assessment (and have NOT completed Section H of this form) (where appropriate)


	☒
	I understand that it is my responsibility to ensure that the above named research activity will meet the University’s Research Ethics and Integrity Code of Practice.

	☒
	I understand that before commencing data collection all documents aimed at respondents (including information sheets, consent forms, questionnaires, interview schedules etc.) must be confirmed by the DoS/Supervisor, module tutor or Head of School.
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How many years have you worked in a call centre? (all together)

Number of responses: 45
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Which Statement(s) would you agree with -
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Does your company have a Human Resources Department?

Number of responses: 45
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Do you feel more could be done for Well-Being? If so, How?
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Do you feel that your mental health has been negatively affected by your call centre role?
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Have you witnessed any workplace bullying in a call centre?
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Thinking of your current experience in a call centre rate the following from 1 - 10 with 1 being the lowest
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Thinking of your worst experience in a Call centre rate the following from 1 - 10 with 1 being the lowest
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