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Introduction 
The purpose of this essay is to evaluate how a wellbeing strategy can address key people management challenges within Havencares Insurance’s Cardiff call centre. It will explore the relationship between employee wellbeing and organisational performance and assess the role of employee development in improving wellbeing outcomes. Havencares Insurance operates two call centres in South Wales, in Swansea and Cardiff, with the latter employing approximately 300 staff, primarily claims handlers. Following success at the Swansea site, HR has been tasked with addressing several issues at the Cardiff centre.
The Cardiff site is currently experiencing significant challenges, including high employee turnover, increased absence due to mental health issues and common illnesses, and poor performance among longer-serving employees. These issues are particularly concerning in a call centre environment characterised by high targets, repetitive tasks and emotional demands.
Employee wellbeing can influence both individual experience and organisational outcomes. According to Simpplr (n.d.), it “encompasses various components, including physical, financial, career satisfaction, emotional and mental health.” This essay will evaluate how a structured and evidence-based wellbeing strategy may address these challenges, critically analyse the link between wellbeing and performance, and consider the role of employee development in supporting sustainable improvements. It will argue that a well-designed wellbeing strategy can enhance employee health, retention and performance within the Cardiff call centre.
Organisational Context
The Cardiff call centre at Havencares Insurance operates within a highly demanding environment typical of the industry. Employees, primarily claims handlers, are required to meet strict performance targets and key performance indicators (KPIs) while managing repetitive tasks and a high volume of customer interactions. This work often involves emotional labour, as employees deal with distressed or frustrated customers, contributing to emotional exhaustion. Additionally, monitoring systems and performance tracking can create a sense of constant surveillance, increase stress and reduce job satisfaction.
The organisational structure may further contribute to these challenges. With approximately 300 employees and relatively few managers, there may be limited support for frontline staff. This can result in reduced guidance, fewer feedback opportunities and lower levels of employee engagement, negatively impacting wellbeing.
The South Wales location also provides important context. The regional economy has historically relied on service sector employment, which may limit alternative job opportunities. While this could reduce voluntary turnover, it may also lead to disengagement if employees feel restricted in their career options. Cultural and community factors may also influence attitudes towards work and health, particularly in relation to presenteeism or reluctance to seek support. This is reinforced by the fact that “Colleagues from different cultures can also bring with them different workplace attitudes, values, behaviours, and etiquette,” as stated by Reynolds, K. (2019), which can influence how individuals perceive stress, illness and the need for support. As a result, some employees may be less likely to seek help for mental health concerns, contributing to increased absence and reduced wellbeing.
These factors help explain the issues at the Cardiff site. High job demands and limited support are likely contributing to burnout, increased absence and mental health concerns. A lack of development opportunities may be driving high turnover, while long-serving employees may experience declining health and performance due to prolonged exposure to workplace stressors.
Diagnosing the Problem & Developing a Wellbeing Strategy
A systematic and evidence-based approach is essential in diagnosing the causes of the challenges at Havencares Insurance’s Cardiff call centre and in developing an effective wellbeing strategy. As an HR Officer, the first step would be analysing organisational data to identify patterns and trends. Absence records provide insight into sickness levels, particularly mental health and common illnesses, while exit interviews highlight reasons for high turnover, such as workload, lack of support or limited career progression. Performance data is also important in identifying underperformance and whether it is linked to stress or burnout. Collectively, this data helps to “reveal insights that help guide decisions,” as stated by Linkedin.com. (2025), ensuring that interventions are targeted and evidence-based rather than based on assumptions. However, relying solely on quantitative data may overlook deeper cultural or behavioural issues, highlighting the need for a combined approach.
In addition to quantitative data, qualitative insights from employee feedback are equally important. Staff surveys can measure engagement, job satisfaction and perceived support, while focus groups allow for more in-depth discussion of workplace challenges. According to ClearCo. (2026), employee feedback helps "improves employee morale when employees feel their input matters and is valued by the company,” emphasising the importance of involving employees in these processes. This ensures that employee voice is captured, enabling HR to develop a more accurate understanding of the issues.
Analytical tools such as SWOT and PESTLE analyses can further support this process. SWOT analysis is described by CIPD (2025) as “a planning tool which seeks to identify the Strengths, Weaknesses, Opportunities and Threats involved in a project or organisation for accurate understanding of the issues.” It can identify internal strengths and weaknesses, such as support systems or gaps in management capability, as well as external opportunities and threats. According to Walton, A. (2024), “A PESTLE analysis is a strategic planning framework that has you examine six types of external factors that can impact an organization: Political, economic, social, technological, legal, and environmental factors.” This allows HR to consider wider influences, including economic conditions in South Wales and social attitudes towards health and work.
Overall, this approach identifies root causes rather than symptoms, ensuring that the wellbeing strategy is evidence-based, tailored to the call centre environment and focused on prevention as well as support, reducing the risk of ineffective, one-size-fits-all interventions.
Link Between Wellbeing and Performance
The relationship between employee wellbeing and organisational performance is widely recognised, with wellbeing seen as a key driver of effectiveness. According to Li, Y., Chen, C. and Yuan, Y. (2025), the Job Demands-Resources (JD-R) model “distinguishes between two key elements: job demands and job resources. Job demands refer to aspects of a job that require sustained physical or psychological effort, such as high workloads or role ambiguity, which may lead to physiological or psychological costs.” In Havencares’ Cardiff call centre, high demands such as strict targets, repetitive tasks and emotional labour are likely contributing to stress and burnout. However, while the JD-R model emphasises balancing demands and resources, it may oversimplify reality, as additional resources may not fully offset consistently high-pressure environments.
Maslow’s Hierarchy of Needs suggests employees must meet lower-level needs before achieving higher motivation. According to Alison Edgar MBE. (n.d.) “Maslow's original hierarchy defines human needs into five categories; physiological, safety, belonging and love, esteem and self-actualization.” However, the model has been criticised for its rigid structure, as individuals may prioritise needs differently. At Havencares, some employees may continue to perform despite unmet wellbeing needs due to financial pressures or limited alternative employment, suggesting the relationship is not always linear.
The PERMA model, within positive psychology, further highlights wellbeing as multi-dimensional. Australian Government (2023) describe PERMA as a “model which steps through five elements essential to human wellbeing and flourishing: positive emotions, engagement, relationships, meaning and achievement.” While this provides a comprehensive view, it may be difficult to fully apply in a target-driven call centre, where autonomy and meaningful work may be limited. Similarly, employee engagement theory suggests that supported employees are more productive however, engagement alone may not overcome structural issues such as excessive workloads or limited managerial support.
Research shows that improved wellbeing can increase productivity, reduce absenteeism and enhance job satisfaction. However, this relationship is not always straightforward. Wellbeing initiatives can be costly, and their return on investment is often difficult to measure. In addition, some organisations adopt superficial “tick-box” approaches, which may fail to address underlying issues.
Overall, while there is a clear link between wellbeing and performance, the relationship is complex and influenced by multiple factors. Wellbeing strategies must therefore be carefully designed, critically evaluated and embedded within organisational culture to achieve sustainable improvements.
Characteristics of an Effective Wellbeing Strategy
An effective wellbeing strategy should address all aspects of employee health rather than focusing on a single area. This includes physical health (e.g. sickness and fatigue), mental health (e.g. stress and anxiety) and social wellbeing (e.g. workplace relationships). Wellbeing initiatives can “improve employees' mental and physical health, reduce lost productivity, and could be an appealing incentive for attracting new staff,” as sated by british-business-bank.co.uk. (n.d.), highlighting their value for both employees and the organisation. In Havencares’ Cardiff call centre, this is particularly important due to repetitive tasks, high targets and emotionally demanding interactions, which affect employees in different ways and require a multi-dimensional approach.
A wellbeing strategy should also focus on prevention rather than reaction. Instead of only responding to sickness absence, organisations should reduce the likelihood of employees becoming unwell through workload management, stress support and early identification of burnout. This is especially relevant at the Cardiff site, where high absence linked to mental health and illness suggests current approaches may be too reactive.
In addition, an effective strategy must be inclusive and tailored to diverse employee needs. Within a workforce of 300 employees, individuals will experience wellbeing differently, making flexibility and employee input essential to ensure support is accessible and relevant.
Wellbeing initiatives should also be integrated with wider HR practices, such as performance and absence management and employee development, to ensure consistency and long-term impact. Leadership support is critical, as managers influence workplace culture and employee experience. According to Gallup (2021). “Effective leadership aligns people and guides them successfully toward a shared goal by inspiring action, developing others and leading from your own unique strengths,” emphasising the role of leaders in promoting wellbeing and engagement.
Overall, for Havencares, a wellbeing strategy must be tailored to the pressures of the call centre while supporting both short-term health concerns and long-term wellbeing. According to Personio (n.d.) “Effective job design can result in greater productivity that moves a company towards its goals. For employees, it can mean lower stress levels, higher engagement and a decreased likelihood of burnout.” This is particularly important in a high-pressure environment, where job design directly impacts wellbeing, performance and retention.
Drivers of Wellbeing & Recommended Interventions
A range of targeted interventions is required to address the key challenges at Havencares’ Cardiff call centre, focusing on mental health, physical wellbeing, job design, leadership and employee development to ensure both short-term improvements and long-term sustainability.
Firstly, mental health and absence represent a significant concern. One key intervention is the introduction of an Employee Assistance Programme (EAP), which provides confidential counselling and support. According to the gazette (n.d.) EAPs also support organisations in “ensuring the safety and wellness of employees, while providing management advice on areas such as management referrals, occupational health and dedicated case management.” This is a moderate-cost initiative that can be implemented quickly through external providers. Training mental health first aiders would offer immediate peer support at a low to moderate cost. In addition, “Organisations can offer flexible working arrangements and encourage a healthy work-life balance, while allowing staff to use sick (personal) leave to look after their mental health”. As stated by business.gov.au. (2024) These interventions can reduce absence and improve wellbeing.
Secondly, physical health initiatives can reduce sickness absence. Providing annual flu vaccinations is a low-cost, quick intervention with a direct impact on short-term absence. Wellness programmes, such as health campaigns or subsidised fitness initiatives, may involve moderate costs but improve overall health. According to Johns Hopkins Bloomberg School of Public Health (n.d.) these can “create a healthier workforce, increase employees' productivity, and decrease employees' risk of developing costly and debilitating chronic diseases,” highlighting wider benefits. Enforcing regular breaks is a simple, low-cost way to reduce fatigue and improve productivity.
Thirdly, improving job design and the working environment is essential in addressing burnout and poor performance. “Burnout leads to poor productivity, loss of revenue, high rates of employee illness and injury, and increased turnover rates.” as stated by Pladdys, J. (2024). Reducing excessive monitoring and increasing autonomy are low-cost changes that may require management training. According to IOSH (2024) “By protecting your workers, you reduce absences, ensuring that your workplace is more efficient and productive.” Ensuring realistic workloads can also reduce pressure and prevent burnout, improving performance over time.
Leadership and organisational culture also play a key role. Training managers in supportive leadership styles may involve moderate costs but can improve the work environment. According to Gandhi, K. (2025). “A strong organisational culture not only shapes brand reputation and financial performance but also directly enhances employee wellbeing, diversity, and inclusion.” Regular one-to-one meetings and open communication are low-cost approaches that can improve engagement, trust and retention.
Employee development is a key driver of long-term wellbeing and retention. Training programmes can improve skills and confidence but may require higher investment. Such initiatives “can help prevent stress and create positive working environments where individuals and organisations can thrive.” as stated by Suff, R. (2024). Clear career pathways can increase motivation and reduce turnover, while coaching and mentoring provide low-cost ongoing support. These approaches improve job satisfaction and long-term wellbeing.
Overall, these targeted interventions can address the root causes of poor wellbeing, reduce absence and turnover, and improve organisational performance in a sustainable and cost-effective way.
Critical Evaluation of Strategy
While the proposed wellbeing strategy offers clear benefits, several challenges may limit its effectiveness. One key constraint is budget, as initiatives such as training programmes, Employee Assistance Programmes (EAPs) and wellness schemes require significant investment. For Havencares, allocating resources to wellbeing may be difficult, particularly if short-term cost savings are prioritised over long-term gains.
Resistance from management may also present a barrier, especially if wellbeing is seen as secondary to performance targets. In a high-pressure call centre environment, managers may be reluctant to reduce monitoring or adjust workloads due to concerns about productivity. As noted by Slack (2023) “When there are issues with workflow, poor decision-making or scope creep, it can cause low morale within your entire team,” highlighting how ineffective management practices can negatively impact wellbeing. Employee scepticism is another risk, as initiatives may be viewed as superficial if not implemented genuinely or consistently.
Measuring the effectiveness of wellbeing interventions is also challenging. While absence and turnover can be tracked, changes in wellbeing or engagement are harder to quantify, making return on investment difficult to demonstrate. In addition, not all interventions suit every employee, as individual needs vary, emphasising the importance of flexibility and ongoing evaluation.
Overall, without careful implementation, strong leadership support and continuous monitoring, there is a risk that the wellbeing strategy may not achieve its intended outcomes.
Conclusion
In conclusion, the Cardiff call centre at Havencares Insurance faces significant challenges, including high turnover, increased absence linked to mental health and illness, and declining performance. These issues reflect the demanding nature of the call centre environment and highlight the need for a targeted response. A well-designed wellbeing strategy is essential to address both the root causes of dissatisfaction and key outcomes such as absence and low productivity.
The evidence shows a strong link between employee wellbeing and organisational performance, with improved wellbeing contributing to higher engagement, reduced absence and increased retention. Employee development also plays a key role in supporting long-term wellbeing by enhancing skills, motivation and career satisfaction.
Overall, a strategic, well-implemented wellbeing approach is essential for sustainable organisational performance at Havencares.
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