
Employee mental health has been in the 
spotlight over the last two years and we had 
a lot of measures in place in the first instance 
to support employees. But when our data and 
research showed us that 34% of work-related 
ill health was a result of stress, anxiety and 
depression, we knew we had to do more. 

Contact centres can be especially stressful for 
employees who are speaking with customers 
and helping to solve their problems daily. 
These environments can be intense and 
emotionally draining, many advisors deal with 
customers experiencing distressing personnel 
circumstances.

Work from home mandates during the 
pandemic also meant many of the new people 
we employed found themselves living and 
working alone. Without the immediate support 
from their colleagues and managers, dealing 
with difficult or vulnerable customers could be 
an intimating task.

In response, we worked with our clients 
to reduce the likelihood of upsetting calls, 
introduced fixed pay to alleviate financial 
worries and decided to develop our managers 
to have the advanced people skills needed to 
really support our advisors.

How Kura is Equipping 
Managers with Wellbeing 
Leadership Skills
Lynn Middler, Human Resources Business 
Partner at Kura, explains training managers to 
support mental health is helping Kura to boost 
the wellbeing and loyalty of its people.

As the UK’s largest outsourced customer 
service centre, we know our people are what 
makes us great. Above all we understand the 
importance of creating a healthy and positive 
working environment for the 2,500 people we 
employ.

We invited PAM Wellbeing, 
our Employee Assistance 

Programme (EAP) provider, 
to review our data and 

together created a three-year 
mental health strategy.
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The final module delivered on building 
a positive culture really helped them to 
understand their role in this, as well as the 
importance of sustaining camaraderie and 
making sure employees working from home 
felt included.

If someone was struggling with low mood, 
managers were able to signpost them to the 
support services available, checking in with 
them on a regular basis, helping them to 
access our EAP 24/7, 365 days and helping 
them navigate the self-help Pam Life App. 
These resources covered everything from 
how to create a Work Life Balance whilst 
working from home to getting enough sleep, 
exercise, eating properly and much more.

As a result, we’ve seen a positive shift 
in the business culture and the quality of 
relationships, which has made our advisors 
feel cared for and remain loyal to the 
organisation. Managers who may have before 
been focused on output and targets, have 
been reminded of the human side of leading 
a group of our people, which has helped them 
develop into more empathetic and effective 
leaders.

Find out more about our mental health training 
and webinars

To help us, we invited PAM Wellbeing, our 
Employee Assistance Programme (EAP) 
provider, to review our data and together 
created a three-year mental health strategy.

This led us to enhance our existing 
counselling by adding Cognitive 
Behaviour Therapy (CBT), Eye Movement 
Desensitization and Reprocessing (EMDR). 
We also introduce a Wellbeing App Pam Life, 
a holistic approach to wellbeing and training 
for our managers which included E Learning 
and four Modules focusing on:

Each module was developed by PAM 
Wellbeing psychologists in keeping with 
our company values and delivered in 
small groups of 16 to a total of almost 250 
managers. It helped the managers understand 
the importance of managing people, both 
supporting their people within their roles 
and emotionally, by showing empathy and 
listening.

We’ve seen a positive shift 
in the business culture and 
the quality of relationships, 

which has made our 
advisors feel cared for 
and remain loyal to the 

organisation.
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https://www.pamwellbeing.co.uk/mental-health-training--webinars/mental-health-training--webinars/
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