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Improving engagement in a call center is crucial for enhancing employee satisfaction, productivity, and overall performance. By implementing the following eight strategies, call center managers can foster a positive work environment and cultivate higher levels of engagement among employees (De Meuse Et. Al. 1981). First, clear communication is essential. Providing transparent information about goals, expectations, and performance metrics helps employees understand their roles and responsibilities, fostering a sense of clarity and purpose. Next, recognition and rewards play a pivotal role in motivating employees. Acknowledging and rewarding exceptional performance through incentives, bonuses, or public recognition boosts morale and reinforces desired behaviors. Investing in training and development opportunities also demonstrates a commitment to employee growth and career advancement. Ongoing training programs enhance skills, increase confidence, and empower employees to handle diverse customer interactions effectively. Empowerment and autonomy empower employees to make decisions and solve problems independently, leading to increased job satisfaction and engagement (Huang Et. Al. 2003). Another important strategy is Promoting work-life balance for preventing burnout and improving employee well-being. Offering flexible work schedules, remote work options, and paid time off demonstrates an understanding of employees' personal needs and commitments.

Next is organizing team building events to bring everyone in the call center together. According to, “Does Team Building work?” (2009) by Klein Et. Al., organizing team-building activities fosters camaraderie, collaboration, and a sense of belonging among team members, enhancing overall morale and engagement. Creating channels for feedback and suggestions enables employees to voice their opinions, share ideas, and contribute to process improvement, fostering a culture of open communication and continuous improvement. The last strategy is providing career advancement opportunities to demonstrate a commitment to employee growth and development. Offering paths for promotion, additional responsibilities, or professional development encourages employees to stay engaged and committed to their roles. By implementing these strategies, call center managers can create a supportive and engaging work environment that fosters employee satisfaction, retention, and ultimately, customer satisfaction.

A great way to get everyone's input in a work environment is conducting a survey. Conducting a survey within a company is instrumental in evaluating various issues and gathering valuable insights. Surveys provide a structured approach to collect feedback from employees, customers, or stakeholders on specific topics such as organizational culture, customer satisfaction, product/service quality, or employee engagement (Lacerenza Et. Al. 2018). By soliciting anonymous responses, surveys encourage honest and candid feedback, uncovering underlying issues that may otherwise go unnoticed. Analyzing survey results enables management to identify areas for improvement, address concerns, and implement targeted interventions to enhance organizational performance (Fapohunda 2013). Additionally, surveys facilitate communication and transparency, demonstrating a commitment to listening to stakeholders' voices and fostering a culture of continuous improvement. Overall, conducting surveys is an invaluable tool for assessing organizational issues, informing decision-making, and driving positive change within the company.

A great event that can bring everyone together and work on their synergy as a team is participating in an escape room. An escape room event is a highly effective team-building activity that fosters collaboration, communication, and problem-solving skills among employees. In an escape room scenario, participants are tasked with solving puzzles and challenges within a limited time frame to "escape" from a themed room. This experience encourages teamwork as employees must work together, leveraging each other's strengths and expertise, to overcome obstacles and achieve a common goal. The immersive nature of the activity promotes bonding and trust among team members as they collaborate under pressure to solve complex problems. Moreover, the shared experience of successfully completing the escape room cultivates a sense of accomplishment and camaraderie, strengthening interpersonal relationships and fostering a positive team dynamic. Overall, an escape room event provides a fun and engaging platform for employees to develop essential teamwork skills that are transferable to the workplace.

An additional monthly exercise that will help bolster teamwork in a company is a teamwork-based game called “constellations”. This requires all participants to be in the same room and a room big enough for the participants to have space to move around. You put an object (can be any object such as a football or lamp etc.) in the middle of the room and then have everybody stand around it. After this You have someone read out statements such as, "I don’t feel comfortable sharing my thoughts/opinions" or "I feel we have a successful commitment culture established at the workplace". The center is supposed to be an issue that your team is facing. If they agree with the statement, they move closer to the center of the object, but if they disagree, they move further away creating a "constellation". You can all talk about why you agree or disagree and why you feel the way you do. Do not move on to the next question until everybody has shared and a resolution has been made to fix the issue. This exercise enables everyone to learn a lot about one another as a team and how to handle challenging situations that arise during work (Klein Et. Al. 2009). For example, things such as confrontation or making mistakes. 


Here are some ways the managers can step up and contribute to improve upon the workplace. Managers can effectively train employees by following the four stages of training evaluation. Firstly, in the reaction stage, managers gather feedback from employees to assess their satisfaction and engagement with the training program. Secondly, in the learning stage, managers measure the knowledge and skills acquired by employees through assessments and evaluations. Then in the behavior stage, managers observe and evaluate employees' application of newly acquired knowledge and skills in their work environment. Finally, in the results stage, managers analyze the impact of training on organizational goals, such as increased productivity, improved customer satisfaction, or reduced errors, to determine the overall effectiveness of the training program (Tannenbaum Et Al. 1992). 


The Conclusion and costs of this transformative program are as follows. The company aims to enhance team building and overall team dynamics by conducting biannual surveys to gauge employee satisfaction with activities and work environment (Saraswat and Khandelwal 2015). Additionally, they monitor employee turnover rates to assess the cost-effectiveness of training new personnel. Compared to the £25,000 expenses and 28-week training period for new hires in 2023, investing in team building experiences at £1,099 per day, plus activity fees of £400 per team, yields significant cost savings exceeding £20,000. This approach prioritizes fostering a cohesive and compatible team environment, ultimately benefiting the company's efficiency and financial resources.
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