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EXECUTIVE SUMMARY
The ‘Wellbeing on Call’ project was an innovative 
collaboration between SuperFriend and five organisations 
in the superannuation and insurance industry. Supported 
by WorkSafe's WorkWell Mental Health Improvement Fund, 
its aim was to protect and promote the mental health and 
wellbeing of Victorian contact centre workers.

Introduction
The 250,000 contact centre employees in Australia are at 
higher risk of poor mental wellbeing for a variety of reasons.  
As a group they are younger with less formal training, and 
their workplaces face unique challenges including poor job 
design, excessive performance monitoring, lack of leader 
support, lack of variety in work, and lack of access to leave 
and training. As a result, they are more likely to report job 
strain, leading to higher staff turnover and intention to leave, 
absenteeism, and anxiety and depression. 

The Wellbeing on Call program was designed to promote 
the mental health and wellbeing of Victorian contact 
centre workers. It was funded through a grant awarded 
to SuperFriend via WorkSafe's WorkWell Mental Health 
Improvement Fund.

Five organisations within the superannuation and 
insurance industry participated in the program: UniSuper, 
Sunsuper, Link Group, MLC Life Insurance and Concentrix.  
It was overseen and delivered by SuperFriend, with 
assistance from The Strengths Lab and Pracademia.  

Co-design
Wellbeing on Call embraced and applied the principles of 
co-design. In interviews, workshops and observations 
facilitated by Symplicit, participants raised questions and 
generated ideas around leadership, performance, 
psychological capital, training and resources, and culture 
and values. This made it possible to tailor the program to 
the unique demands of their workplaces. 

Program details 

What was it?
The Wellbeing on Call program was an integrated suite 
of training and activities designed to promote and 
enhance wellbeing across participating organisations. It 
was informed by positive psychology approaches/
principles and consisted of:

• Mental health and wellbeing workshops and webinar
• Team psychological capital workshops and coaching calls
• Strengths-based coaching workshops and coaching calls
• Networking sessions
• Mentally healthy workplaces webinar, and
• Job design webinar�

Who took part?
The program was tailored to three distinct roles within 
each organisation:

Team Members working in the contact centre managing 
calls, chat and emails, directly supporting customers

Team Leaders directly responsible for the oversight and 
wellbeing of Team Members

Human Resource (HR)-based staff involved in strategic 
oversight (including Occupational Health and Safety)�

How was its success measured?
To get an accurate gauge of impact, the delivery of 
the program followed an experimental design� In each 
organisation, a participating team (Team Members and 
their Team Leader) received the interventions, and an 
additional control group consisting of Team Members  
and their Team Leader did not� 

Data collection from the project primarily took the form of 
surveys (Team Members) and interviews (Team Leaders 
and HR-based staff)� Both participants and the control 
group provided this feedback at the very beginning, 
immediately after the program had finished, and at the 
final evaluation four months later� 

Impact 

Mental health literacy
Team Members who took part in the program gained 
important practical skills related to mental health literacy, 
becoming more adept at recognising and responding 
to the signs of mental illness� At the end of the program, 
participating Team Members were more likely to look 
after their diet and engage in exercise/physical activity� In 
interviews, Team Leaders consistently described increased 
ability to effectively identify and talk to members of their 
team who might be struggling with mental health issues� 
They saw value for their organisations in the shared 
commitment of taking part in the program� 

Leadership
Every participating Team Leader reported greater 
leadership confidence following the program� This 
stemmed from greater mental health literacy, learning 
more about their team, and from implementing practical 
strategies in the workplace� The program’s strengths-
based coaching was particularly popular� The follow up 
survey responses from the Team Members confirmed that 
while Team Leaders were not implementing all the post-
intervention strategies, they continued to hold regular 
discussions about strengths� 
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Workplace satisfaction and engagement
Team Members had missed, on average, fewer days 
of work in the 6 months prior to the final evaluation 
than they had at baseline� Job satisfaction stayed 
relatively constant throughout the project, with both the 
participating and control group each improving slightly in 
one of three measures� Some of the Team Leaders said 
they had noticed behaviour that indicated their teams 
were more engaged and connected� 

Organisational capacity
HR-based staff found workplace mental wellbeing a more 
familiar topic� The program was reported as a valuable 
addition to and potential catalyst for existing organisational 
efforts related to mental health and wellbeing� Some 
noticed a reduction in mental health-related stigma� 
One participant did feel that the program had not quite 
delivered what they had expected, providing constructive 
and useful feedback� However, the program was extremely 
well received overall� Team Members in the participating 
group were much less likely to cite organisational barriers 
to improving workplace mental health� 

Indicators of a Thriving Workplace (ITW) scores:
Team Members rated their workplace across the 
‘Indicators of a Thriving Workplace’, consisting of 40 
separate indicators to generate scores for five domains� 
Teams who took part in the program made real gains, 
consistently outscoring those who did not�

CONTACT CENTRE WELLBEING 
Creating Thriving Contact Centres: Wellbeing on Call

Conclusions
The Wellbeing on Call program was effective in 
promoting the mental wellbeing of Victorian contact 
centre workers� Participating Team Members 
demonstrated increased mental health literacy, increased 
self-care activities, and reduced absenteeism� Team 
Leaders gained confidence and autonomy in their 
leadership styles� HR-based staff generally viewed the 
program as a valuable complement to existing initiatives� 
In delivery, the program was described as practical and 
well organised� Overall, the program appeared to achieve 
its overarching aim: supporting contact centre staff and 
workplaces to thrive� 

Future directions
The Wellbeing on Call program took a collaborative, 
integrated and prevention-focused approach, and 
had a positive impact on individuals and workplaces� 
Implementing its components more broadly is likely to be 
beneficial for participating organisations, other contact 
centres or similar work environments� 

Indicators of 
a Thriving  
Workplace 
domains

Mean scores

Control group Participating group

Final evaluation Change from baseline Final evaluation Change from baseline

Leadership 64�5 +0�2 76�7 +6�2

Connectedness 64�9 +1�2 74�1 +0�9

Policy 52�3 -3�1 71�6 +2�7

Capability 56�5 +3�5 71�0 +0�6

Culture 56�3 +2�2 71�7 +3�9

Overall 58.9 +0.8 72.8 +2.6
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INTRODUCTION

Background 
There are over 250,000 contact centre workers in 
Australia1. International evidence suggests that these 
workers are at a higher risk of poor mental wellbeing 
compared to other workers with similar jobs due to poor 
job design, excessive performance monitoring, lack of 
team leader support, lack of variety in work, and lack of 
access to leave and training2,1. Job strain reported by 
these workers was caused by, but not limited to, job 
insecurity, phone call monitoring, and less opportunities 
for breaks and annual leave1. This is exacerbated by the 
demographic of contact centre workers who are more 
likely to be younger and have attained lower education 
and skills3.

These factors result in higher job turn over, intention to 
leave, absenteeism, sickness absence, emotional 
dissonance, anxiety and depression4,3,5,6.

Contact centre team members are typically the front line 
in customer interactions for an employer. How contact 
centre team members ‘turn up’, engage, and work with 
customers over the phone directly impacts on the 
customer experience. Due to the service interaction 
with the customer, the quality of interaction has a direct 
impact on the mental health, safety and wellbeing of the 
worker2.

The aim of this project was to pilot a program that would 
protect and promote the mental health and wellbeing of 
Victorian contact centre workers in the superannuation 
and insurance industry. 

The program was funded through WorkSafe's WorkWell 
Mental Health Improvement Fund.

Project overview

Participating organisations
Five organisations within the superannuation and 
insurance industry participated in the program� 

UniSuper
UniSuper is the super fund dedicated 
to people working in Australia’s higher 
education and research sector� With more 
than 450,000 members and $85 billion in 
net funds under management, it is one of 
Australia’s largest super funds�

Sunsuper
Sunsuper is one of Australia‘s biggest 
and fastest growing super funds with 1�4 
million members, and as at October 2019, 
$70 billion in funds under management�

Link Group
Link Group administers financial ownership 
data and drives user engagement through 
technology� They work together with 
clients to deliver solutions and technology 
platforms that increase efficiencies, 
enhance the user experience, and connect 
people with their assets� 

MLC Life Insurance
MLC Life Insurance provides better life 
insurance options for every Australian 
to make sure they have access to life 
insurance products that are innovative, 
competitive and flexible enough to change 
as their needs change�

Concentrix
Concentrix is a technology-enabled global 
business services company specialising 
in customer engagement and improving 
business performance�

CONTACT CENTRE WELLBEING 
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Facilitating organisations
SuperFriend
SuperFriend advocates for, equips 
and empowers profit-to-member 
superannuation funds and insurers to 
achieve mentally healthy workplaces for 
their staff and members�

SuperFriend focuses on:

• Evidence-informed solutions (programs, training, 
resources and events)

• Advocacy (collaborations, national working groups, 
Government forums), and

• Insights (regular national and local research analysing 
trends, impact and outcomes)�

SuperFriend was responsible for developing and 
managing the project, as well as delivering several 
aspects of the intervention�

WorkSafe Victoria
WorkSafe Victoria is the state’s health 
and safety regulator and the manager of 
Victoria’s workers compensation scheme� 
Through the WorkWell Mental Health 
Improvement Fund, WorkSafe Victoria 
has provided large scale investment for 
workplaces to promote positive mental 
health and prevent mental injury� 

The Fund targets Victorian workers identified at greatest 
risk of mental injury, including: younger workers, ageing 
workers, frontline workers and workers in industries in 
transition�

WorkSafe Victoria’s role in the program was to provide 
funding and oversight� 

Symplicit
Symplicit is a design consultancy 
specialising in innovation and human-
centred design� Symplicit conducted initial 
interviews and observations with the 
participating organisations and facilitated 
the co-design workshops�

The Strengths Lab
The Strengths Lab specialises in 
translating cutting-edge research from 
positive psychology and neuroscience into 
practical strategies for health, happiness, 
and business success� The Strengths Lab 
facilitated the strengths-based coaching 
component of the program�

Pracademia
Pracademia is a boutique consultancy 
organisation representing a network of 
highly trained health and social scientists 
who are passionate about creating 
positive collaborations and impacts� 
Pracademia facilitated the psychological 
capital component of the program�

Project aims
The Wellbeing on Call program had four main aims:

• To promote the mental health and wellbeing of contact 
centre workers in financial organisations in Victoria

• To help Team Leaders build their own positive 
leadership style

• To improve levels of job satisfaction and engagement, 
and 

• To support organisations’ overall capacity to thrive�

CONTACT CENTRE WELLBEING 
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A CO-DESIGN APPROACH
The Wellbeing on Call program embraced and applied 
the principles of co-design� Co-design refers to a process 
where the individuals who will receive an intervention 
help create it� This process has several benefits including:

• Generating ideas that are relevant for those who will 
receive the intervention

• Improved knowledge of the specific challenges they 
face 

• Immediate validation of ideas or concepts

• More efficient decision making

• Better cooperation between different people and 
organisations, and

• Increased levels of support and enthusiasm for the 
intervention�

Feedback from the co-design process was extremely 
positive, and participants valued the opportunity to be 
part of both understanding the challenge and designing 
the solution� 

The co-design process
The Wellbeing on Call co-design consisted of four 
elements�

• Desktop research – Two practitioners completed one 
day of research using 23 relevant resources

• Onsite observation – Two practitioners completed 
12 hours of observation across the five participating 
organisations

• Interviews – 18 interviews were completed across the 
five participating organisations through a mix of online 
and face-to-face

• Workshops – Three co-design workshops were 
run with participants from SuperFriend and the five 
participating organisations�

Workshop one was a three-hour discovery workshop 
designed using SuperFriend’s five domains of a thriving 
workplace: policy, leadership, capability, culture, and 
connectedness� Participants were asked to express 
what they thought was “working well” and “areas of 
improvement” for each domain� They then voted for 
the items that would be most useful to focus on for 
improvement� 

Six focus areas were identified through the workshop: 
leadership support, resilience, training and resources, 
performance, culture and values, and physical 
environment�

Workshop two was a three-hour co-design workshop 
where participants were split into six groups with a 
mix of people from each organisation� Each group was 
given one of the six key themes to focus on� Individuals 
explored ideas for how to improve their focus area before 
sharing with the group, who then collectively selected 
one ‘super’ idea� Each group presented their chosen idea 
to the workshop, before everyone voted which were the 
more feasible and desirable� 

Workshop three was a three-hour prototype workshop 
that was attended by the SuperFriend project team and 
key contacts representing the participating organisations� 
It involved working through an outline of proposed 
interventions and timeline to get feedback and input from 
each organisation� Following the workshop, the feedback 
and ideas were incorporated into the final design for the 
intervention� 

5
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Implementation
Of the six key themes identified during the co-design 
process, five of these were addressed within the 
Wellbeing on Call program interventions: leadership 
support, resilience, training and resources, performance, 
and culture and values� The physical environment of 
the contact centres was not addressed by the program 
as it was determined by the participating organisations 
that they could implement solutions to address physical 
environment issues without requiring the support of 
SuperFriend�

The co-design process generated insights that led to 
the holistic, system-wide program approach� Many of the 
identified themes and ideas related to leadership and 
system-level practices and therefore a multilevel program 
intervention was developed for contact centre Team 
Members, their Team Leaders, and HR-based staff� 

Leadership support

Ideas / Themes Training and resources delivered in the program

• Availability of leaders at 
critical moments

• Meeting frequency and 
content 

• Career pathway support
• Leadership style and skills
• Flexibility in work 

conditions�

Team Member Team Leader HR-based staff

N/A • Information about the 
impact leaders have on 
the wellbeing of Team 
Members

• How to have one-on-one 
conversations with Team 
Members about their 
mental health

• How to have strengths-
based coaching 
conversations with Team 
Members that focus on 
development, in addition to 
performance metrics

• Effective leadership 
practices to enhance 
wellbeing

• Obligations leaders have 
relating to mental health�

• Job design and the 
importance of considering 
the support mechanisms 
in place when designing 
contact centre roles

• Suggestions and case study 
examples of flexible contact 
centre work practices

• Obligations organisations 
have relating to mental 
health�

Resilience

Ideas / Themes Implementation through training and resources

• Life events and emotional 
drain

• Emotionally charged 
communications

• Coping strategies
• Mental health related 

policy
• Job rotation�

Team Member Team Leader HR-based staff

• Self-care practices
• How to manage negative 

mindsets
• Information on available 

support resources
• How to use the 

psychological capital 
framework to develop 
and implement a team 
wellbeing goal

• How to apply job crafting 
in the contact centre 
environment�

• How to support their teams 
during challenging times

• Information on factors that 
may cause stress in contact 
centres

• Information on available 
support resources

• How to use the 
psychological capital 
framework to develop 
and implement a team 
wellbeing goal�

• Strategies to support 
resilience in workers 
through policies and 
practices such as job 
rotation, mental health 
policies, and flexible  
work practices

• Information on 
psychosocial risk factors�

6
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Training and resources

Ideas / Themes Implementation through training and resources

• Training provided during 
onboarding

• Inadequate education and 
mental health resources 
and policies

• Coaching program for 
training and upskilling�

Team Member Team Leader HR-based staff

• Overview of mental health 
statistics

• Overview of what mental 
health and wellbeing is

• Information on available 
resources related to mental 
health and wellbeing�

• Overview of what mental 
health and wellbeing is

• Overview of mental health 
statistics

• How to have strengths-based 
coaching conversations with 
Team Members that focus on 
development

• Information on how to 
incorporate wellbeing into 
the onboarding process�

• Overview of what mental 
health and wellbeing is

• Overview of mental health 
statistics

• Policy information on 
mental health and 
wellbeing�

Performance

Ideas / Themes Implementation through training and resources

• Performance measurement
• Performing with scripted 

responses�

Team Member Team Leader HR-based staff

N/A • Information about the 
importance of managing 
beyond performance�

• Overview of the benefits 
of Team Members 
managing their own time

• Overview of the positive 
impact of letting people 
choose their roster

• Information about the 
benefits of providing 
service without scripts�

Culture and values

Ideas / Themes Implementation through training and resources

• Setting an example
• Interpersonal relationships
• Promoting participation in 

meetings
• Involving staff in 

constructing policies�

Team Member Team Leader HR-based staff

• Several teams identified 
connectedness as part of 
their psychological capital 
wellbeing goal and developed 
ways for their team to connect

• How to apply job crafting 
to build relationships within 
their team, the organisation 
and with members�

• Information about the 
importance of leaders setting 
examples that promote 
wellbeing

• Strengths-based coaching 
and psychological capital 
gave Team Leaders the 
skills and opportunity to 
give Team Members more 
responsibilities in meetings, 
and for teams to create 
solutions together�

• Case studies were 
provided that gave 
examples of contact 
centres with cultures that 
promoted interpersonal 
relationships, Team 
Member participation, and 
a focus on wellbeing�

Note: Some of the ideas developed during the co-design workshops were technical in nature (e�g� apps to monitor and support wellbeing or manage rostering)� It was 
agreed that the scope of this project did not encompass such developments, however each of the participating organisations were free to work with their IT teams to 
pursue these ideas if they chose to� 

CONTACT CENTRE WELLBEING 
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PROGRAM DETAILS
The co-design process informed the development of 
an integrated suite of training and activities designed 
to promote and enhance wellbeing across participating 
organisations� Overseen by SuperFriend, it also 
incorporated a positive psychology approach to 
workplace mental health and wellbeing�

Who took part?
The Wellbeing on Call program was delivered to 
employees in one contact centre team per organisation� 
These are the participating group. 

In order to gain some extra insights into the impact of the 
program, an additional team did not participate, but still 
completed surveys and took part in some interviews (see 
below)� They are known as the control group� 

The groups comprised of employees in three distinct roles:

Team Members – staff working in the contact centre 
managing calls, online chat and email, directly supporting 
customers�

Team Leaders – line managers directly responsible for 
the oversight and wellbeing of Team Members�

HR-based staff – those involved in strategic oversight 
(including Occupational Health and Safety, Learning and 
Development, Wellbeing)� Some senior leaders within the 
contact centres also participated as part of this group� 
Note: there was no control group for HR-based staff� Only 
participating HR-based staff were involved in the project� 

What did the program consist of?

Team Members participated in:

Mental health and  
wellbeing workshop 
Overview of mental health and 
wellbeing, mental health statistics, 
self-care, positive mindset, job 
crafting�
Number of attendees   44

Team psychological capital 
Teams set a wellbeing goal and 
developed a plan to achieve it using 
the psychological capital framework 
of hope, efficacy, resilience and 
optimism� 
Number of attendees  49

Team Leaders participated in:

Mental health and  
wellbeing workshop 
Overview of mental health and 
wellbeing, common types of mental 
illness, factors that may cause stress 
in contact centres, the importance of 
leadership, obligations for employers 
and managers around mental health, 
how to have care conversations, 
performance management with 
consideration for mental health� 
Number of attendees  6*

Strengths-based coaching 
Two workshops and three coaching 
calls covering what strengths are, how 
to use them in coaching sessions, 
how to build strengths into teams� 
Number of attendees  5#

Team psychological capital 
Teams set a wellbeing goal and 
developed a plan to achieve it using 
the psychological capital framework of 
hope, efficacy, resilience and optimism� 
Number of attendees  6

Networking session:  
Catch-up for Team Leaders to 
discuss progress, challenges, and 
program sustainability� 
Number of attendees  4

HR-based staff participated in:

Mentally healthy  
workplaces webinar  
Thriving workplace statistics, 
obligations for employers around 
mental health and wellbeing, 
psychosocial risk factors, how 
to have care conversations, 
performance management with 
consideration for mental health�
Number of attendees  7

Practical strategies for  
improving mental health in  
contact centres webinar  
The positive impact of mentally 
healthy workplaces, Zappos and 
WorkSafe Victoria case studies, 
practical strategies for contact 
centres, strategies relating to 
leadership, connectedness, policy, 
capability and culture� 
Number of attendees  4

Job design webinar  
Definition of job design and job 
crafting, case study examples, 
principles of good job design, the 
Demand-Control-Support model, 
steps to redesign the contact  
centre role� 

Number of attendees  4

CONTACT CENTRE WELLBEING 
Creating Thriving Contact Centres: Wellbeing on Call

* One additional Team Leader attended but left 
their role soon afterwards�  

# One additional Team Leader attended a 
coaching call but did not attend the workshops�
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Measuring impact  
Data collection throughout the project was conducted at 
three timepoints: baseline, immediately post-intervention, 
and at the final evaluation, four months later� Team 
Member data came via responses to an online survey� 
It included 40 ratings for ‘Indicators of a Thriving 
Workplace’ (ITW), cumulatively creating scores for their 
team across five domains: leadership, connectedness, 
policy, capability and culture� The annual ITW survey has 
been conducted nationally for several years, allowing 
comparisons to national and industry norms�

The survey featured additional questions on topics 
including: engagement and satisfaction with work, self-
care practices, mental wellbeing, strengths, psychological 
capital, and reflections on the program interventions� 

Team Leaders and HR-based staff offered feedback 
and insights through semi-structured interviews, again 
at baseline, post-intervention and final evaluation� The 
interviews represented a significant time investment by 
participating organisations� They generated invaluable 
feedback and allowed for nuanced and sometimes 
unexpected insights� 

Note: Changes throughout the program
Effort was made throughout the project to maintain its 
experimental design� However, this was not a clinical 
trial and the participating organisations operate in 
a dynamic industry� To a greater or lesser extent, 
every participating organisation underwent changes 
to personnel and structure through the duration of 
the program such as turnover of senior leaders and 
organisational restructures� That said, the project 
spanned quite a unique time� The period between 
conception and completion saw regulatory changes 
to the finance industry, the Australian bushfires and, 
towards the end of the project, the emergence of 
the COVID-19 pandemic� These external influences 
presented additional challenges to the mental health 
and wellbeing of the participating organisations� All of 
the participating organisations saw some degree of staff 
turnover among Team Members throughout the program� 
The sample of Team Members in both the control and 
participating groups are therefore not exactly consistent 
from baseline to final evaluation� Some Team Members in 
the participating group may not have taken part in all of 
the Wellbeing on Call interventions� However, their team 
as a whole, including their Team Leader, did�

CONTACT CENTRE WELLBEING 
Creating Thriving Contact Centres: Wellbeing on Call

Timeline of program delivery and data collection

March 2019:  
Baseline evaluation  
(surveys and interviews)

November 2019:  
Post-intervention evaluation  
(surveys and interviews)

February 2020:  
Final evaluation  
(surveys and interviews)

May – October 2019: 
Intervention delivery 

October – November 2018:  
Co-design phase
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IMPACT
For Team Members, this section focuses on differences 
over time in the outcomes of the participating group� 
The results compare survey responses for this group at 
two time points: before they took part in the program 
(baseline), and 4 months after it finished (final evaluation)� 
Comparisons are drawn with the control group where 
relevant� An in-depth look at the intermediary (post-
intervention) results, can be found in this report� 

Team Leaders and HR-based staff took part in interviews 
at each stage of data collection� The excerpts and themes 
presented here are drawn from the 10 semi-structured 
interviews conducted at the final evaluation (one Team 
Leader and one HR-based staff member per organisation)� 
Team Leaders and HR-based staff did complete a shorter 
questionnaire, but due to small numbers, these results are 
not reported� 

CONTACT CENTRE WELLBEING 
Creating Thriving Contact Centres: Wellbeing on Call

Baseline Final evaluation

Participating Control Participating Control 

9 8 7 3

8 10 7 3

10 7 3 7

9 9 5 6

8 10 6 4

TOTAL 44 44 28 23

Survey sample size (Team Members)

https://www.superfriend.com.au/app/uploads/2020/06/Contact-Centre-Wellbeing-Post-Intervention-Report.pdf
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Mental health literacy  

Increased confidence around mental health
Team Members who took part in the program gained skills and confidence in important, practical areas related to mental 
health literacy� Participants became more adept at recognising and responding to signs of mental illness, particularly 
among their co-workers�

The control group made similar aggregate gains, with the 
biggest gain in relation to knowing how to help someone 
who was having suicidal thoughts� However, their scores 
were notably lower, both at baseline and final evaluation� 

For Team Leaders, increased confidence was the single 
strongest theme across all interviews�

Understand the life events that may 
put someone at risk of developing a 

mental illness

Can handle calls from  
customers who are experiencing 

emotional distress

Know how to get help for someone 
who says they are suicidal

Know what to do if they think 
a co-worker is experiencing 

psychological distress

Can spot signs and symptoms of 
mental illness in a co-worker

75.5%

83.6%

75.7%

63.0%

84.4%

84.2%

82.1%

86.5%

Baseline

Final evaluation

68.4%

81.0%

Participating group (either ‘agree’ or ‘strongly’ agree)

“I think it just helped them handle their 
conversations better as well… [They’re] not afraid 
to approach things head on� It helped roadmap 
those conversations in their head�” 
– Team Leader, participating

“I believe before I started, I was a little bit nervous 
about it all� I’ve got a team of around 16 Team 
Members and you can’t really tell that there’s 
things happening outside of their everyday life�

After this program though… I feel a lot more 
confident� I’m able to identify some of my Team 
Members getting to that stage where they might 
want to reach out or I might want to engage with 
them as well…

I know how to approach it, who to go to, exactly� 
It’s been an amazing program for me personally�”
– Team Leader, participating

CONTACT CENTRE WELLBEING 
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9.3%
12.7%

44.3%

33.7%

0.0%

4.7%

13.5%

37.4%

42.1%

2.3%

Participating group “I actively try to take care of my mental health” 

Participants gained greater knowledge around mental 
health issues in general as well as about signs and 
symptoms� All the Team Leaders interviewed described 
greater confidence to talk to their team around mental 
health� For some, these conversations helped them 
connect with their staff more deeply�

The benefits weren’t limited to supporting their teams� 
One Team Leader outlined how the program helped them 
take charge of particularly sensitive calls with members, 
such as those around suicide�

Putting wellbeing first
When it came to self-care, participating Team Members 
again began and concluded the program ahead of the 
control group, becoming a little more enthusiastic about 
taking care of their mental health�

“I’m also really confident to have those chats 
now with people if they are in either distress 
or struggling, whereas prior to that, I wasn’t 
confident at all�” 
– Team Leader, participating

“It hasn’t happened yet, but I feel like I’d be 
much more confident if [it did]� Prior to this 
course, I wouldn’t have a clue what to say� I’d 
feel like I would have said everything wrong and 
made the situation worse, potentially escalated 
it� Now I’m more confident to have those calls�” 
– Team Leader, participating

“It’s helped me engage more with my team on 
a more personal level I think, rather than just 
focus on their performance metrics, all of that 
sort of stuff�” 
– Team Leader, participating

12

“I think I’m just more comfortable in actually 
having a conversation… about what they’re 
struggling with, whether it’s work related or not�” 
– Team Leader, participating

Disagree Neutral Agree Strongly agree Prefer not to say

Baseline

Final evaluation
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Baseline

Final evaluation

Self-care activities
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They also became more likely to engage in positive self-care activities, particularly in relation to diet and exercise�  
Their gains were much larger than those of the control group�

Many Team Leaders saw value in simply entering a 
shared commitment to mental wellbeing� For some 
this was quite new, while others found emphasis in 
something familiar� The involvement of SuperFriend, an 
external organisation focused on wellbeing, may have 
helped too�

Exercise  
(at least 3 times a week for 20 minutes)

Keep a journal

Meditate / practice mindfulness

Volunteer

Spend time with family / friends

Eat a healthy diet

Take a lunch break away from my desk

Go for a walk outside

Reflect on the successes in my day

None of the above

42.4

6.4%

36.8%

76.6%

47.3%

75.0%

44.7%

24.6%

4.0%

6.4%

68.0%

10.8%

34.5%

81.6%

67.8%

70.8%

64.0%

30.0%

6.3%

10.6%

“I’ve always known it’s a pretty important thing� 
Having had a history throughout high school 
of panic attacks and stuff… I know meditation 
and medication can be beneficial� To have that 
reinforced was good�” 
– Team Leader, participating

“There’s only so much that they’re going to  
listen to their boss for and be like who’s this guy? 
He thinks he’s a professional� What does he 
know? Whereas I think if SuperFriend were  
there delivering it, there would be a bit more 
focus and attention�” 
– Team Leader, participating

“Perhaps, just the overarching effort we’ve made 
with regards to this wellbeing space and how 
it has snowballed into effect… with doing this 
course, it’s ignited my passion and I’ve even 
looked for other reasons and other ways to 
support my team�” 
– Team Leader, participating

CONTACT CENTRE WELLBEING 
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Hope 
My team thinks of  
many ways to reach  
our current work goals�

Resilience 
My team usually 
manages our 
difficulties one way or 
another at work�

Efficacy 
My team are confident 
analysing a long-term 
problem to find a solution�

Optimism 
My team approaches 
this job as if “every 
cloud has a silver lining”�

14

Team psychological capital
One of the most collaborative components of the program was the Team Psychological Capital Workshop and follow up 
session� It used the following psychological capital framework�

Wellbeing goal Actions taken

To create an environment with a positive 
outlook to work�

Developed a committee and created team 
building activities including positive storytelling 
and watching TED Talks and inspirational 
videos� 

1� Improve induction training and development 
(resources and systems) to improve 
confidence of new Team Members

2� Increase staff morale and engagement 
leading to a reduction in unplanned leave�

1� Adjustments to induction and training, 
greater integration of Team Leader 
responsibilities with the team

2� Adjusted rostering practice to increase 
staffing and set up a committee to focus on 
wellbeing�

To have a supportive work environment that 
focuses on self-care at work and improves 
social connection�

1� Created an innovative way for Team 
Members to check up on each other 
(laminated Bitmojis)

2� Scheduled regular social events�

Increase recognition and reward so Team 
Members feel valued�

Gave Team Members additional responsibilities 
(e�g� running team meetings, organising team 
celebrations), had more regular team social 
events, and held meetings in the park�

Increase skills, collaborate with other teams / 
departments and increase social connection 
and fun�

Created a leadership program to enable 
learning and opportunities� Had regular team 
lunches and dinners�

In the final evaluation survey, Team Members were also asked a series of team-focused questions* about levels of 
Hope, Efficacy, Resilience and Optimism� At each time point, those whose had taken part in the psychological capital 
workshops scored higher than the control group� The participating group’s scores for Efficacy and Resilience rose a 
little, while scores for Hope and Optimism decreased slightly�

CONTACT CENTRE WELLBEING 
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Psychological capital mean scores

Efficacy

6.0

5.5

5.0

4.5

4.0

3.5

3.0

2.5

2.0

Hope Resilience Optimism

Baseline

Final evaluation

Team Leaders viewed the psychological capital 
workshops as a key collaborative element of the program�

“One of the main things was when we had 
the working group [where] the participants 
in my team came up with their own activities 
to implement into the workplace� To this day, 
we still do the video in one of our meetings to 
expand their growth mindset and set them up for 
success during the week, and that allows them 
to connect more with their team�” 
– Team Leader, participating

“Yes, I think it all started when SuperFriend came 
into one of my team meetings and we had a 
three-hour session where they [my staff[ would 
identify what they want to see in the workplace� 
I think SuperFriend really helped with them 
starting to open up about that�” 
– Team Leader, participating

CONTACT CENTRE WELLBEING 
Creating Thriving Contact Centres: Wellbeing on Call

Psychological distress 
Team Members were asked to complete a recognised 
scale of psychological distress, the ‘K10’� A score of 10-15 
is indicative of low levels of distress, 16-21 moderate, 22-
29 high, and 30-50 very high�

The participating group’s scores did not differ much between 
baseline and final evaluation, increasing slightly from 18�5 
to 19�6� The control group’s scores were slightly higher 
throughout (23�4 at baseline and 21�9 at final evaluation)� 

In the interviews, participating Team Leaders consistently 
pointed to notable improvements in their team’s wellbeing�

“You can tell that within the team they’re 
friendlier, they’re happier and they’re more willing 
to share� And because they’re more willing to 
share, they kind of come up with more ideas and 
they might be silly ideas, they might not be, but 
I think they’re just thinking about it more and 
happy to just put things out there because of  
the increased communication�” 
– Team Leader, participating

*The 12 (short) item ‘PsyCap’ Questionnaire� Minimum possible score = 1, maximum score = 6�  
The score for ‘Hope’ was calculated from three questions instead of four as one question was omitted from the survey�
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Indicators of  
a Thriving  
Workplace scores

Mean scores (Participants)

Norms 
(ITW 2019  

national survey)

Baseline
Post-

intervention 
Final 

evaluation 

Difference between 
baseline and final 

evaluation  
(percentage points)

For 
Australia 

For the 
industry

Capability  
Leaders and staff 
are trained in 
mental health

70.4 68.7 71.1 +0.7 62.5 62.0

*  Findings from the 2019 Indicators of a Thriving Workplace National Survey, (n=10,028)�  
Sector results refer to people working in the insurance and superannuation industries only (n=123)�

** A Score of 80 indicates a thriving workplace� 

The overall results for ITW domains, including the scores for the control group, are discussed in more detail at the  
end of the ‘Impact’ section of this report�

Leadership 
Leadership was a big focus of the Wellbeing on Call 
program, with participating Team Leaders engaged in 
training and activities designed to help them support the 
wellbeing of their teams� Feedback from the interviews 
was extremely positive� 

Confidence
Increased confidence was the most prominent theme to 
emerge from the interviews� Mental health literacy played 
a big part in promoting confident leadership� A participant 
explains how they made the material their own�

Practical strategies
New leadership strategies were implemented in the 
workplace throughout the program� Here, one Team 
Leader describes the effect of simply taking the team out 
of the office, and later of tailoring strategies as they learnt 
more about their team�

“I feel like a more confident leader� I feel like I can 
speak to anyone about their health and wellbeing 
now without being nervous about, oh, what are 
they going to say? What do I do next? What should 
I say next? I’ve got my own steps and rhythms, in 
terms of how I would approach that conversation�” 
– Team Leader, participating

“[Referring to strategies] Definitely more recognition 
for my staff for what they do… even though they 
were crying out for monetary rewards, really they 
were seeking more responsibilities, and something 
more that they could sink their teeth into and be 
rewarded for rather than just having a Visa gift card�” 
– Team Leader, participating

“…Take them out of that environment put them 
in the park and give them some down time, 
treat them like adults, that’s when the change 
started happening and they started appreciating 
the workplace more, themselves more, my 
management more and that’s that tangible 
effect when I’m saying that they were just…  
they were happier�” 
– Team Leader, participating

The ITW domain of capability gauges ability to get the most out of staff as well as the skills and training that exist to 
support mental wellbeing� From a starting position well ahead of national and industry norms, the participating group’s 
scores improved, up 0�7 percentage points to 71�1�
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The survey responses from Team Members in the participating group shows how often leadership strategies were 
implemented by Team Leaders following the program� 

“Since you last did the survey, has your Team Leader  
done any of the following?”

After the program  
(post-intervention)

Four months later  
(final evaluation)

Discussed the wellbeing goals agreed to in the psychological capital workshop 52.9% 14.6%

Checked in with you after a difficult exchange with a customer/member 50.8% 42.3%

Discussed your strengths 40.6% 43.8%

Discussed how your unique strengths might be developed or used at work 32.4% 29.2%

Spoken to you about your mental health and wellbeing 34.7% 23.7%

Spoken to you about your self-care 34.0% 28.5%

None of the above 11.3% 25.2%

“[We] did a calculation and about 60% of the 
participants in the SuperFriend group have 
moved on to other roles� They’ve moved on to 
QA or Team Leader or subject matter expert or 
our case management team� I think going back to 
the strengths and the goal setting… has helped 
people say… this is the direction that I want to go 
in and here’s what I have to do to achieve it� It 
really, really helped those guys�” 
– Team Leader, participating

Some strategies seemed more popular than others� 
Wellbeing goals, for example, were less favoured four 
months on, while the emphasis on strengths was more 
enduring� The interview data also shows that some 
strategies evolved over time, and that participating teams 
went on to devise their own strategies� However, it’s 
also likely that staff movement (some participating Team 
Leaders were replaced, and some Team Members moved 
teams) may have contributed to some of the drop-offs�

Promoting strengths 
The strengths-based coaching approach of the program 
appears to have been influential� When it came to 
leadership, Team Leaders found it opened new avenues, 
helping them reframe challenging conversations about 
mental health in a more positive way�

This participant subsequently attended further training 
in strengths-based leadership and became a ‘go-to’ 
subject matter expert among their peers� It seems they 
weren’t alone in doing so� Different interviews connected 
focusing on strengths with career progression�

“I’ve identified new ways to support wellbeing 
in the workplace, specifically having more open 
conversations about mental health and wellbeing� 
I found it really positive to be able to adapt work 
to support wellbeing� So, for example, do new 
sorts of activities to support their strengths, which 
will leverage on their wellbeing�” 
– Team Leader, participating
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My organisation is committed to 
developing the strengths of its 

employees

My supervisor regularly has 
meaningful conversations with me 

about developing my strengths

My team was a safe place to 
experiment with my strengths and they 

regularly gave me strengths feedback

My team was a safe place to bring up 
problems, be honest about mistakes 

and share ideas

My team has the opportunity to do 
what we do best each day

I have the opportunity to do what I do 
best each day at work

I can easily name my top five strengths

50.7%

58.2%

40.4%

59.8%

59.8%

56.5%

Baseline

Final evaluation
Strengths-focus – Participating group

CONTACT CENTRE WELLBEING 
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43.5%

50.2%

44.9%

43.6%

41.7%

47.7%

54.3%

41.9%

*Note: participants responded to each statement with a score between 0 (do not agree at all) and 10 (agree completely)� Scores of 8 or higher were counted as an endorsement�

“They were able to sell themselves and talk 
themselves up a little bit� Here are my strengths, 
here’s what I’m currently working on� Here’s 
where I intend to be in this time�” 
– Team Leader, participating

The benefits were reflected in Team Leaders’ 
interviews too�

Some believed that the approach had helped to 
promote career ambition in their team:

“We did an exercise to discover what their top 
five strengths are� There were these really cool 
cue cards that SuperFriend provided us to share 
with them� Just talking about what their strengths 
are in their everyday life that they can actually 
embed in their workplace has been quite 
powerful for them�” 
– Team Leader, participating

“[Strengths-based training] gives them a bit 
more hope for their career goals and where they 
want to get to next� And when people are happy 
about where they think they’re going to get to, 
they’re going to be happier at work� So, for me, 
that would be the most important thing�” 
– Team Leader, participating

The strengths-focus of the program appeared beneficial for Team Members too� The participating group became more 
likely to endorse all but one statements about workplace positivity and safety� The control group also made gains, again 
from lower baseline scores�
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Indicators of  
a Thriving  
Workplace scores

Mean scores (Participants)

Norms 
(ITW 2019  

national survey)

Baseline
Post-

intervention 
Final 

evaluation 

Difference between 
baseline and final 

evaluation  
(percentage points)

For 
Australia 

For the 
industry

Leadership  
Setting a good  
example, providing 
recognition and creating 
meaningful work

70.5 73.5 76.7 +6.2 61.5 63.0

Culture 
People are supported 
through change, open 
discussion around  
mental health

67.8 67.7 71.7 +3.9 63.8 63.8

*  Findings from the 2019 Indicators of a Thriving Workplace National Survey, (n=10,028)�  
Sector results refer to people working in the insurance and superannuation industries only (n=123)�

** A Score of 80 indicates a thriving workplace� 

Workplace satisfaction and engagement
The survey results from Team Members indicated subtle benefits to workplace satisfaction and engagement� 

There was a small increase in confidence of remaining in their role: 76�3% of the participating group thought they  
would either ‘definitely’ or ‘probably’ stay for the next year, compared to 69�8% at baseline�

The overall scores for relevant ITW domains (Leadership and Culture) increased markedly from baseline to final 
evaluation� These were the two biggest ITW gains across the board�

How likely are you to stay with your current employer  
over the next 12 months? (Participating group)

Baseline

Final evaluation

2.0%

49.6%26.7%12.8%6.8%4.0%

51.3%18.5%28.2%

Definitely will stay

Probably will stay

Not sure/depends  
on what happens 

Probably will leave

Definitely will leave
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Participating Team Members’ self-reported engagement 
at work did not change much throughout the course 
of the program� They were much more likely than the 
control group to agree with the statements, ‘Generally 
speaking, I am totally into my work’, and ‘When I am doing 
my work, I rarely feel bored and disengaged’� However, 
their responses were very similar at baseline and final 
evaluation� 

On average, participants missed fewer workdays 
(unplanned) in the last six months preceding the final 
evaluation (6�0) than before the baseline data was 
collected (7�9)� Measures for job satisfaction largely 
remained constant, though from starting levels higher 
than the control group� Extrinsic satisfaction (satisfaction 
with their working conditions and benefits) and overall 
satisfaction remained the same, whilst intrinsic satisfaction 
(satisfaction with the kind of work they do) saw a slight 
increase� The control group saw a slight increase in 
overall satisfaction�

Mean scores  
at baseline

Mean scores  
at final evaluation Change 

Control group
Participating 

group Control group
Participating 

group Control group
Participating 

group

Intrinsic 
satisfaction 3.0 3.5 3.0 3.7 None +0.2

Extrinsic 
satisfaction 3.4 3.9 3.4 3.9 None None

Overall 
satisfaction 3.1 3.9 3.4 3.9 +0.3 None

Note 1� Satisfaction scale used for this table: 1 = very dissatisfied and 5 = very satisfied� 
 2�  Overall satisfaction is measured through a separate question, and is not an average of the intrinsic and extrinsic satisfaction measures the control group�
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Many of the interviewees felt that the program had 
brought about positive change in the satisfaction levels of 
their team�  One Team Leader described how their team 
had taken steps to stay connected amid the constraints 
of the call centre environment�

Team Leaders themselves enjoyed the process of 
collaborating with their team on the program� They also 
appreciated the opportunity to hear from their peers at 
other organisations, when attending training together�

“I’ve seen a reflection in that in my staff where 
they’re coming to work smiling, they’re enjoying 
these team outings and team dinners� They’re 
coming to work, they’re talking about it, it’s 
creating a sub-culture within the team� It’s had a 
positive impact�” 
– Team Leader, participating

“Building the rapport with the other leaders 
and their participation� I found so much value in 
hearing their stories and connecting with them 
and just leveraging of how they approach things� 
That was an unexpected bonus�” 
– Team Leader, participating

“I got so much value out of talking to them� I do 
the learning and development training here, but 
there’s something about talking with peers that 
worked for different organisations and stuff that 
you just get a lot of value out of that�” 
– Team Leader, participating

“Within the Team Members, communication was 
a real factor for them and one of the key things 
was to ensure that they had created their own 
link group so they could just talk throughout 
the day to help feel connected because, on the 
phones, you’re not able to always just go and 
chat to someone whenever you like� So, they 
stay in constant contact throughout the day� It 
feels like they’ve got the support throughout the 
day from each other�” 
– Team Leader, participating
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Indicators of  
a Thriving  
Workplace scores

Mean scores (Participants)

Norms 
(ITW 2019  

national survey)

Baseline
Post-

intervention 
Final 

evaluation 

Difference between 
baseline and final 

evaluation  
(percentage points)

For 
Australia 

For the 
industry

Connectedness  
Work feels like 
a community, 
workers involved  
in work planning

73.2 74.8 74.1 +0.9 61.5 63.0

*  Findings from the 2019 Indicators of a Thriving Workplace National Survey, (n=10,028)�  
Sector results refer to people working in the insurance and superannuation industries only (n=123)�

** A Score of 80 indicates a thriving workplace� 

Organisational capability 

Complementary impact
Mental wellbeing felt a more familiar topic for HR-based 
participants� Most framed the program as a valuable 
addition to existing efforts in the space� There were 
echoes of the view that the program offered a juncture to 
take stock and refocus�

“I think there was a good level of understanding 
around mental wellbeing and health and 
wellbeing more generally, and ensuring that 
people have the opportunities to access both 
things at an organisational level… These sorts 
of things just remind you of where your gaps 
are, remind you to put it front and centre of your 
mind… I wouldn’t say that there’s been specific 
changes because of this program, but I think it’s 
just… a cumulative effect of a number of factors�” 
– HR-based staff“I don’t think my attitude has changed, but I think 

that it has validated… the importance of focusing 
on wellbeing as part of the overall employee 
proposition�” 
– HR-based staff

The ITW domain of ‘connectedness’ is closely related to work satisfaction and wellbeing� The participating group’s 
scores again rose from a solid starting position� 
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One of the five HR-based staff was less inclined to 
attribute impact to the program� They provided mixed 
feedback, indicating that it was not altogether what 
they had expected�

Reducing stigma
Some HR-based staff saw a reduction in stigma as the 
biggest difference the program had made� One had seen 
evidence of this through an increased level of help-
seeking amongst their employees� Another offered an 
explanation as to why�

However, the dominant narrative to emerge was that 
Wellbeing on Call, particularly through its strength focus, 
complemented what HR teams were doing, acting as a 
catalyst for progress�

“There have been changes, not necessarily 
due to the program� Going into this, we’ve been 
working on our policies so there may have been 
some contributions as a result” 
– HR-based staff

“What I see as being the real value from the 
program is that we’ve been able to develop 
a culture focused on wellbeing, focused on 
identifying those strengths and how we operate 
and use them� We’ve also then been able to 
develop those individuals which has been really 
successful for them�

I think that continuous communication and focus 
on whether it was strengths or the goals meant 
that we sort of had a step change improvement�” 
– HR-based staff

“The more we educate, the more we take the 
stigma away, the more we remove the myths and 
we actually put facts on the table, the more that 
we have a better conversation�” 
– HR-based staff

“There were some parts that worked really well, 
some parts that didn’t… there could be a number 
of factors that particular group didn’t engage in 
certain topics so they didn’t really hit the mark� I 
think the trouble and the struggle [was that the] 
intervention was probably different from the 
initial conversations of what we thought it would 
be and the key objectives, key areas, so I think 
for us there’s a bit of a disconnect�” 
– HR-based staff

“I think the main thing is awareness… the biggest 
shift we’ve seen is people seeking advice 
from HR earlier… It’s broken down a lot of that 
stigma when someone’s actually struggling 
and struggling with customer interactions or 
struggling with personal issues… They raise 
it earlier with us so that they can get earlier 
intervention and help�” 
– HR-based staff
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Breaking down barriers to workplace mental health 
The survey data also supports the notion that the program helped reduce stigma� Participating Team Members were 
asked to indicate which factors may impede their employer in doing more to improve workplace mental health and 
wellbeing� Overall, perceptions of barriers were lower at final evaluation than at baseline� Notable reductions included 
the perception of lack of awareness and lack of time as barriers to improving workplace mental health� Lower scores for 
‘more important issues to address’ and ‘the focus tends to be on physical health’ also suggest participants felt mental 
health and wellbeing had become a higher priority� In contrast, associated costs and lack of targets became a commonly 
perceived barrier�

Barrier to improving workplace mental health and wellbeing

Proportion of Team Members who perceive 
barrier (Participating group)

Baseline
Final 

evaluation 
Difference 

 (% pts)

Lack of time 53.5% 39.3% -14.2

Not knowing where to start in taking practical steps 31.0% 26.7% -4.3

More important business issues to address 35.9% 25.4% -10.5

Lack of appropriate skills held by managers 24.8% 22.7% -2.1

The costs associated with taking action 10.4% 19.9% +9.5

Nobody is responsible for driving action 12.2% 17.6% +5.4

Compliance culture so employers only do what they have to do 12.9% 15.9% +2.9

No targets or KPIs set within the organisation 4.4% 13.6% +9.2

Lack of commitment among managers across the organisation 11.3% 13.6% +2.3

The stigma of mental illness 16.9% 13.1% -3.8

Lack of understanding around mental health and wellbeing issues 31.0% 10.8% -20.2

The focus tends to be on physical health not mental health 18.7% 8.3% -10.4

Lack of commitment at the very top of the organisation 8.2% 6.8% -1.4

Not enough of a problem to justify action being taken 9.2% 2.3% -6.9

Other 2.4% 3.0% +0.7

In contrast, perceptions of barriers among Team Members in the control group increased in every category�
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Indicators of  
a Thriving  
Workplace scores

Mean scores (Participants)

Norms 
(ITW 2019  

national survey)

Baseline
Post-

intervention 
Final 

evaluation 

Difference between 
baseline and final 

evaluation  
(percentage points)

For 
Australia 

For the 
industry

Policy  
Mental health, 
return to work 
and bullying 
and harassment 
programs exist and 
are applied

68.9 70.5 71.6 +2.7 58.6 62.4

*  Findings from the 2019 Indicators of a Thriving Workplace National Survey, (n=10,028)�  
Sector results refer to people working in the insurance and superannuation industries only (n=123)�

** A Score of 80 indicates a thriving workplace� 

The ITW domain of policy can provide an indication as to how organisational capability is tracking� 
Rating their organisation, participating Team Members again indicated solid gains� 
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In focus: The Indicators of a Thriving Workplace

Throughout the survey, Team Members were asked to 
respond (from ‘strongly disagree’ through to ‘strongly 
agree’) to statements about their organisation� These 40 
‘Indicators of a Thriving Workplace’ span and generate 
scores for five domains, offering a snapshot of an 
organisation’s overall mental health and wellbeing� 

Each of the above ‘Impact’ sections have concluded with 
the participating group’s scores for the relevant domains� 
The table below brings these results together and 
compares them with those of the control group� 

The differences at baseline are important to note and will 
be discussed further in the following section� However, 
whilst the overall score of both groups increased over 
the course of the project, the participating group made 
bigger gains� For the control group, the exceptions 
were for policy and capability, which saw more sizable 
decreases and increases respectively� The largest 
increases made by the participating group were in the 
domains of leadership and culture�

Indicators of  
a Thriving  
Workplace 
domains

Mean scores

Control group Participating group

Final evaluation Change from baseline Final evaluation Change from baseline

Leadership 64�5 +0�2 76�7 +6�2

Connectedness 64�9 +1�2 74�1 +0�9

Policy 52�3 -3�1 71�6 +2�7

Capability 56�5 +3�5 71�0 +0�6

Culture 56�3 +2�2 71�7 +3�9

Overall 58.9 +0.8 72.8 +2.6

CONTACT CENTRE WELLBEING 
Creating Thriving Contact Centres: Wellbeing on Call 26



27
CONTACT CENTRE WELLBEING 
Creating Thriving Contact Centres: Wellbeing on Call

CONCLUSIONS

Mental health and wellbeing
The results indicate that the Wellbeing on Call program 
achieved its main aims: promoting the mental health 
and wellbeing of call centre staff and supporting the 
workplaces to thrive� Compared to baseline, Team 
Members who participated in the program were more 
likely at the final evaluation to report:

• Confidence in identifying and responding to signs and 
symptoms of mental illness

• Looking after themselves better, particularly in relation 
to diet and exercise

• Receiving the encouragement and opportunities to 
develop their strengths’, and

• Perceiving fewer organisational barriers to improving 
workplace mental health and wellbeing�

The program also made a positive difference to the 
way Team Members viewed their organisation� The 
participating group’s consistent improvement across ITW 
domains is particularly notable given they began the 
program with baseline scores far ahead of national and 
industry norms� At the final evaluation, every domain was 
in the 70s, with an overall score of 72�8� These are hugely 
impressive results for staff in working environments 
known to pose unique challenges�

Whilst their ITW scores did not increase as much, the 
control group also demonstrated progress throughout 
the program� A few areas, such as some aspects of 
mental health literacy, indicated larger gains than 
participants� These results speak to the success of 
ongoing, organisation-wide workplace mental health and 
wellbeing efforts described by HR-based staff� 

It is important to note that there were considerable 
differences between the groups from the outset, with 
the participating group’s baseline scores higher than 
the control group’s for almost every measure� There are 
various possible explanations why that might be the case� 
Non-participation may have had some effect� This was 
not a ‘blinded’ study, and the control group were aware 
that another team had been chosen to take part and they 
had not� This might also have contributed to the control 
group’s increased perception of organisational barriers to 
improving workplace mental health� 

Leadership 
Leadership was a significant focus of the Wellbeing 
on Call program, and the Team Members’ survey data 
suggests participating organisations experienced 
real benefits in this area� The large ITW increase for 
leadership is particularly welcome� The semi-structured 
interviews conducted with Team Leader and HR-based 
staff were designed to hear from those in leadership 
roles in more detail�  

Team Leaders spoke at length about how the program 
has helped develop their leadership styles� Above all, 
this stemmed from increased confidence in having the 
conversation with their staff about mental health, and 
from knowing what to do if issues did arise� Some felt 
the program had also helped them connect with their 
team on a more personal level� The strengths-focus of 
the program was particularly appreciated, and there were 
even multiple anecdotal accounts of program participants 
going on to take on more senior and/or wellbeing-
focused roles� 

Feedback from HR-based staff was generally positive, 
though there were some reservations around the 
familiarity of the material, and they were less likely to 
attribute progress to the program itself� Rather, they 
viewed the program as concurrent and complementary  
to their existing efforts�

There are several possible reasons for this:

• Lack of time on the part of HR-based staff due to heavy 
workloads 

• The co-design process was generally targeted at the 
contact centre team, rather than organisational level

• Participating HR departments already had specific 
initiatives in place and/or some program elements 
could not be prioritised due to business needs, and

• There are many different job functions within HR; not 
all of them focus on mental health and wellbeing in 
the same way� Therefore, not all program content was 
relevant to all roles�

All the above emphasise the importance of working 
closely with organisations to custom develop wellbeing 
strategies that align with their specific needs� However, 
it’s worth noting that overall, the findings indicate positive 
impact at both an individual and organisational level� 
The program also demonstrates the strong impact 
Team Leaders can have on their team and that mental 
health and wellbeing are shared responsibilities within 
organisations; we can all make a difference� 
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Program satisfaction and feasibility
It was important the program made sense in its context 
of the unique demands and challenges of the contact 
centre environment� Team Leaders found it both valuable 
and practical�

Nonetheless, there were some lessons to be learnt 
around duration and specificity�

“I got real value out of every session that I went 
down to… I think it was a really, really well-run 
program and I can’t think of any particular feedback 
about how we could have managed it better, 
especially when it was so chaotic at this end�” 
– Team Leader, participating

“There were times where I felt like it went off on 
a tangent where it was more suited for someone 
not restricted by the scheduling requirements of 
a call centre where as they’ve got a strict nine to 
five you need to be on the phone here, you need 
to be on break here�” 
– Team Leader, participating

“My only feedback would be around the length 
between the program� Sometimes, I find when a 
program goes too long, we have all these other 
things to focus on� The focus in this can sort of 
drop off and go by the wayside�” 
– Team Leader, participating

“It was perfect, the organisation was spot 
on� I think that needs to be on record… very 
organised, always knowing exactly what our 
expectations were�” 
– Team Leader, participating
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HR-based staff were also happy with how the program 
balanced the demands of their staff� 

There were some mixed views on the issue of the pros 
and cons of online versus face-to-face learning (the 
program incorporated elements of both, but leaned 
towards the latter)�

In the surveys, Team Members reported a high degree 
of satisfaction in the program� Four in five participants 
(79�3%) scored the program an eight out of ten or 
higher when asked whether they would recommend 
the program�

“Our learning needs to be flexible in how it’s 
delivered more broadly� I think that this program 
did that really well…” 
– HR-based staff

“No, I don’t know if it [doing more of the program 
online] would [have] had the same value� I think 
that the face-to-face touch points have been really 
significant… I think the team really valued that face-
to-face time�” 
– HR-based staff

“The way we work in contact centres, time off the 
floor… that off phone activity can be really difficult 
to manage� The practices that were worked 
through and were put in place… It all went really 
seamlessly� Considering we work in such a fast-
paced environment where we’re very time poor, I 
think that it’s worked really well�” 
– HR-based staff 

“[Regarding webinars] Being able to get that learning 
wherever and whenever they can is really good�” 
– HR-based staff

“Yes, I think so [regarding advantages of doing 
more online]… I think that the value would come 
from how you integrate this program in with 
every other bit of learning that you do� It has to 
be embedded somehow�” 
– HR-based staff
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FUTURE DIRECTIONS
The results from the Wellbeing on Call program suggest 
the approach used can have a positive impact at the 
individual and organisational level within a workplace� 
Similar initiatives could be implemented on a broader 
scale within the participating organisations, or within 
other contact centres or similar work environments� The 
statistical significance of any gains that were made could 
also be tested (the sample size was unfortunately too 
small for this project)� SuperFriend is currently assessing 
the interventions delivered to incorporate elements into 
ongoing training solutions�  

Now more than ever, the role of contact centres is 
vital within the Australian community� This exceeds far 
beyond the superannuation and insurance industry, with 
industries such as government, travel and healthcare 
being inundated with calls� Supporting the mental 
health and wellbeing of these workers is a priority 
for organisations, and the Wellbeing on Call program 
offers learnings and initiatives these industries could 
implement�

A key finding from the program was the benefit the 
participating Team Leaders found from attending training 
with peers from other organisations� A community of 
practice could be created within the superannuation and 
insurance industry with members in management roles� 
This would enable members to develop ideas together, 
and to share challenges and learnings�
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