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WHAT WILL
I'T TAKE FOR
WELLBEING TO
BE TAKEN
SERIOUSLY?

EVEN BEFORE THE PANDEMIC, MANY BUSINESSES WERE
FAILING TO ADDRESS EMPLOYEE WELLBEING. COVID
ILLUMINATED SHORTCOMINGS AND AWAKENED EMPLOYERS
TO A REALITY, THAT PEOPLE DON'T ONLY IMPACT
ABSENCE FIGURES, BUT SUPPLY CHAIMNS, PROFIT MARGINS
AMD - IF THEY SEE BETTER "WVALUE" ELSEWHERE - TALENT
RETENTION METRICS., CRITICALLY, AS WE ENTER MORE
TURBULENT TIMES, PHYSICAL AND MENTAL WELLBEING
NEEDS TO BE KEFT AT THE TOF OF THE AGENDA,
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WHAT ARE THE MENTAL HEALTH IMPACTS
THAT ¥YOU ARE MAMAGING ACROSS THE
WORKFORCE, IN THE AFTERMATH OF
COVID AND WHAT RISKS LIE AHEAD?

Arusha Gupea: Lack of social interaction and
isolation for many, brought about the
underlying conditions that were missed or
ignored in the hustle and bustle of the
workplace pre-pandemic, Now, reactive
measures are critical to support, before the
damage is irrecoverable, crearing support
groups and safe working environment to
build resilience.

Chive Bryane-Dunn: We have rwo different
groups and challenges: colleagues who have
been in branches during this difficult time,
serving people under challenging
circumstances and homeworkers, for which
loneliness and disconnection was a key
concern throughout. We have done a huge
amount of work with Menrtal Heath UK as
our charity partner of the year to empower
colleagues and customers to understand and
manage their mental health. We have reached
1.5m people through the dedicared Mental
Health & Money Advice website, 115k young
people on their mental health resilience,
through Bloom and wrained 2.5k colleagues as
mental health first aiders. Looking ahead, 1
believe that line management in businesses
will be key to supporting wellbeing in the
hybrid work era.

Richard Eastmond: Unlike other illnesses -
where there was a work impacrt if people
thought they were ill, sympromatic or
contagious - with COVID, it was a grey arca.
If you're ill everyone is generally clear that
you don't work, Bur with COVID, it blurred

the lines, which still persists.

Mark Taylar: We're trying to manage COVID
as just another illness - it has been normalised
to an extent - but in terms of wc]”:ncing per se,
key for us is to ensure we support and educate
line managers w have those wellbeing
conversations and provide further support.

Awshoo Kapoor: There is fatigue and as hybrid
working looks set to be the future, we need ro
support wellbeing breaks and give people the
confidence thar they don't have to fill their
diaries with virrual meetings, for fear of
missing out. There has to be a holistic
conversation and consistent communicarion,



both to support people, but also to
make sure they are in the picture, parr
of the vision and can understand how
they can contribure.

Dean O Connor: As the pandemic
impacted, we had to encourage managers
to regularly check in with people. But we
have made great progress and the
pandemic response team has moved intwo
“business-as-usual” activities, to support
[]'IL' new \\-’n}'s OF“-'DF]’Ci.HE. WC o rcfcr
to ourselves as “a connected workplace”.
But that is not a féte complete, that can be
left o its own devices, in terms of mental

and physical wellbeing, going forward.

Lana Hooper: The retail business part of
Rank had always had a rather operational
approach and then the COVID crisis
meant we had to help our line managers
with their new role in ]cading wv:l]bcing
for their venues. Our digital teams on the
other hand, had a completely different
environment to contend with. They had
to suddenly think about who to furlough
and how to manage high wage costs. The
experience has taught us that we must
consider how to communicate about
wellbeing support and be clear about whar
we have implemented in different parts of
our business and become more inclusive,

Nick Reader:Traditionally, managing
wellbeing has been reactive and employee
support has not been communicated well
- there could be 30-to-40 wellbeing
initiatives across a big company and
people probably only know about around
seven of them and then subsequently only
use abour two or three. It has been very
scattergun historically, but now we're
starting to move into the realms of Al and
predicrive analytics. Nor only are we able
to analyse what is happening now, but

we can forward predict whar is coming,
This enables HR to move away from the
administration side of looking after
people's wellbeing, to a much clearer
understanding of what current and future
issues will be, We can pinpoint where

there are likely to be problem areas, what
is happening with employee demographics
and then start predicting wellbeing issues
ahead of time and forward planning for
that. We're able to garner very accurate
predictive modelling and analytics, which
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can look up to three years ahead. This will
be increasingly imporranr as hybrid and
remote working calls for employers to ry
and do things a little bit differendy and
come at wellbeing from more organised
and proactive angles.

Mark Taylor: Organisations probably
had ser scripts and expecrations - in terms
of how various employee groups were
expected to work - but COVID threw
those sCripts up in the air. It has become
more personalised and more complicated,
The current labour marker and the
attraction and retention cha"cng{.‘s add to
the complexity, as there is a need to be
even more flexible,

Richard Fastmond- The timing isn't
linked just to COVID, [ would dare the
heightened focus on wellbeing to wen
years ago. It is also worth drilling into
contexrual and cultural factors.

Nick Reader: There is always more that
needs to be done. Absence and
presenteeism is rising, staff turnover is up,
as is liability, grievance and diseiplinaries
related to wcl]bcing ISSLCS.
Fundamentally, all of thar comes down

to managers moving into that proactive
space and ]'mading things off before thc}:
become bigger problems.

Lana Hooper: Previously, mental health
wasn't something thar was easily spoken
of, as we were led to believe thar being
vulnerable was derrimental to our careers.
Now we have lived thmugh an experience
that has rouched us all, so when a
colleague says’, “I'm struggling”, we can
draw from our own personal experiences
and respond with real empathy. The
minute you make something personal,
you create emotion and its that emotion
that drives change.

Nick Reader: Understanding that it's okay
to have those conversations is a significant
game changer, bur that requires purting in
frameworks to enable thar to happen and
being supportive of individuals across the
business. Managers may be good ar doing
their job - they may be experts in their
fields - but it doesn't necessarily mean thac
they are good at managing people from

a wellbeing perspective.



WEHAT WILL IT

WHAT CAN OTHER SECTORS LEARN
FROM THE MENTAL HEALTH CRISIS IN
HARD-IMPACTED SECTORS SUCH AS
RETAIL, HEALTH CARE, THE NHS AND
HOSPITALITY?

Richard Eastmond: When I was at
Amnesty, we explored best practice from
the NHS's use of somerhing called
Schwartz Rounds. This is where, for
example, clinical groups are brought
together not ro talk abour how the
operation went and debate issues such as,
“did we all do the right things?” But to
focus on how the individuals felt or were
impacred by an operarion. It's a menral
health conversation about “how we all
emotionally feel about that particular
case.” We rook rhart idea and devised our
own version, for example, with a group of
people that had been interviewing rape
victims for a parlicular report and how
this had impacred them,
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only do this by having the right dara, in
order to rrack results, make progress and
find momenoum,

WHERE DOES MENTAL HEALTH FIT
WITHIN YOUR WELLBEING STRATEGY
AND ARE BUSINESS LEADERS TAKING
IT SERICUSLY?

Lana Hoaper: Our mental health activity
is mostly delivered through our EDI
strategy, bur we are not rracking ir,
although employee opinion surveys show
colleagues appreciate it [ts important not
to become so busy building straregies that
sound great on paper and forger abour the
lictle things cthar make a big difference.

Mark Taylor: Wellbeing is just part of our
overall people approach, but it's not a
specific wellbeing strategy per se. We have
the standard elements around mental
health awareness training for line

"THERE COULD BE 30-TC-40 INITIATIVES ACROSS A BIG COMPANY
AMD PEQPLE PROBABLY KNOW ORNLY ABOUT SEVEMN OF THEM AND
THEMN SUBSEQUENTLY ONLY USE ABOUT TWOC OR THREE"

Mark Taplor: Like counscllors have
supervision, it's the holistic way in which
people and leaders deal with the emotien
to build their ongoing resilience.

Lana Hooper: The learning is to try and
spot the head winds and truly listen to
rcam ITICITll'.H:rS. Thl:}" wi" tf.'l]. s Whﬂ[ our
customers think, they will tell us whar the
impact of the decisions we make are on
thCITI and tht‘}" w1|| t{.‘". us Whﬂ.t tht:f I'ICCd.

Anshoo Kapoor: The dara will play a crucial
part, looking at it holistically and then we

need to be sure thar on an individual basis,
we are really connecting with people.

Arusha Gupta: Agreed, for people to take
ownership of their own wellbeing, we
must invest time into building thar
culture and promote that behaviour.

Nick Reader: Also, understanding the
family circumstances of employees builds
uncl:r.sl:ancling, SUPPUTEE I'If'ﬂltl'l and
wellbeing and pays dividends in
productivity and loyalty. Bur you can
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managers, online support and more first
aiders. It's infrtdi[')l}’ important to ensure
thar the human welfare aspect remains an
integral part of improving individual lives
31'1(1 thtrtf'urt I:ll.lSiFlCSE PCTFDI'ITI&I'IEIT.

Anshoo Kapoor: Wellbeing is part of our
employee value proposition and is a very
important pillar. Ie will overlap with DEI
and health & safety and we've linked it
to meaning, purpose and values.
Importantly, it's not paternalistic, it's a
very adult-ro-adult conversarion and
empathetic to individual circumstances
and everyone is given a safe space.

Chive Bryani-Dunn: The challenge could
be that once integrated, can we show it as
a strategic enabler and demonstrate the
benefits and impacts? Inevirably, thar
leads to the importance of data which is
something we are actively looking at to
ensure we integrate all types of insight to
inform our decisions,

DARE WE DRAW THE LINES BETWEEN
WELLBEING AND ROI?

TAKE FOR WELLBEIMNG TO BE TAKEMN SERIDUSLYT

Mark Taylor: Yes, | believe that if you
need to make a case and you wanr to
influence senior leaders, you have to
demonstrate the tangible business benefits
of any wellbeing initiative.

Richard Fastmond: Take the education
world and safeguarding, every week, there
is data generated about mental health and
the amount of cases dealt with by the
safeguarding and student support teams.
Where is the ROI on that? This is tracked
and linked into the outcomes and results.
Is it going to improve their chances of
their dcgmr. their GCSEs or their
A-levels? Are l;}:ey going to stay in
educarion for longer?” It is a hugely rich
data-based outcome, so educational
Institutions are taking it o a different level
and I suspect commercial organisations
could rake a leaf our of this book.

WHAT IS THE ROLE OF LINE
MANAGERS IM OPTIMISING EMPLOYEE
HEALTH AMD WELLBEING FOR YOUR
CORGANISATION?

Mark Taplor: If we consider causation,
line managers are fundamental to
managing workloads - the strategy, the
planning and most importantly the
prioritisation - in order to guard against
work-related stress.

Arusha Gupta: 1 absolutely agree, but the
empbhasis from line managers must be to
encourage and support self-responsibility,
in areas such as development and career
direction and wellbeing too.

Nick Reader: This has to be supported and
developed and backed up by providing
managers with the right informarion,
driven from the data, in areas such as
managing absentecism, where early
intervention and signposting can lead to
improved outcomes. If somebody has an
issue, absences can be kept to a short-term
spell and you can deal with them much
more quickly and effectively.

Dean O'Conner: To a degree, we're going
back to people management basics, bur
we are also asking managers to go through
and pick a solution, although there is
probably a thousand different ways that
you can do colours or scrength finders.

DECEMBER 2022 | ™HRDIRFCTOR | 19



WHAT

HOW DO YOU CURREMNTLY MEASURE
WELLBEING SCLUTION
EFFECTIWEMNESS?

Arusha Gupta: The beauty of data is it
tells you mulriple stories and you can
build your own narrative around it.
Currently, there isn't a standard
benchmarking process in wellbeing space.
Given multi-generational and mult-
cultural workforce, providing personalised
experience is becoming important, yet
challenging, Training line managers o
equip them to address these changing
dynamics is needed.
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some don't, they either follow policy or
they won't - the consistency can vary
greatly across an organisation. Bur if you
can centralise the absence function, and
you can link darasets around employee
surveys, customer engagement, P&L and
staff turnover, through the analysis of
those different datasets, you can start to
fully understand what impact each of
them is having on the other. If you have
a finite HR function constantly chasing
managers for informarion that :hr:y have
not collected in the first place, there's a
real question mark around the quality of
that dara and how reliable it is to

"MANY ORCAMISATION'S HAVE NO CLASSIFICATION IN ABSENCE AT ALL
AND IF YOU HAVE NO CLEAR STEER ON WHAT'S GOING ON, HOW DO
YOU FOCUS ANY OF YOUR WELLBEING INITIATIWESY

Richard Eastmond: | think the two sources
of data we are all likely ro have is employee
opinion survey data, which is likely 1o
have a number of wellbeing type questions
in there, which can be tracked. We are also
likely to have sickness dara. If you then
link the data, you gather from this and can
bcnchrnark j.t agﬂinst |:-lrg:.'r datasr:ts.

Do WE THINK OF ABSENTEEISM AS
BEING PART OF BENCHMARKING?

Mark Taylor: Like any measures and
I'CPL]Itiﬂg - you hal'f o tl'liﬂk Ebl:ll.lt W}lﬂ[ls
really going to move the wellbeing dial.
One of the biggest facrors in moving the
needle and really changing behaviour is, as
always, senior leadership role modeling.

Lana Hooper: We are now moving towards
I'I'I'I.'I.l'l.'I.E.I SuPPOIti\"f 5|:||uti1:|-ns and W nf-t\d.
to help our line managers ser good
boundaries, as they try to gain a grip on
issues - such as the menopause and mental
I'ICEl[h - oﬁ:cn subjr_‘cts tl'l':'}" knﬂ'ﬁ" very
lictle about. They need to feel thar they are
being supported and that making mistakes
is inevitable in the course of these fast
changing workplace dynamics.

Nick Reader: Absence management is the
foundation of good wellbeing. Managers
are not always consistent in their

approach - some capture absence reasons,
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benchmark. Link the dots together with

a really solid data foundation in real-time
and you can l'}l:fﬂmf ﬂ'lIJCI'I more
productive and much more focused and
have a clear picture of the wellbeing issues
your PCI’JPIC FH.L_C dEl}"‘tU"dﬂ)’.

Lana Hooper: What we don't want to do
is create distance in the pursuit of pure
dara. I believe it is that pcrsnnal, caring
relarionship with the manager thar
supports lower absence numbers. This
doesn't mean data has no placc, it is
imporeant for us to understand which
leadership teams and which general
managers need support. Our HR team
works in partnership with our Regional
Operations Leaders, then all work ro
understand what is happening with a
holistic mindset and approach.

Nick Reader: Agreed. vou can't just rely
upon data - it can be cold and caleulated
- bur it gives context o interpretation.

[ think that is around the quality and the
breadth of that data because chat will
give the manager a lot of needed context.
For example, many organisations don’t
classify absences or have a high
percentage classified only as “other™...

If you have no clear steer on what's
going on, how do vou focus any of your
wellbeing initiatives and turn them into
a strategy? Data provides the power to

WILL IT TAKE FOR WELLBEING TO BE TAKEMN SERICUSLY?

make decisions and react quickly,
efficiently and proactively. The minure
that somebody goes off, if we see any
patterns emerging, you can instantly
notify the manager and tell them what is
going on, so that they can pick up on that
quickly and signpost those individuals
into the various different wellbeing
services that are available.

Lana Hooper: 1 suppose we would expect
our managers o kI'ID“-’ IF lhl.'[f Was a |:-1rgt:r
problem before they were contacted by an
outsourced service. When a colleague is ill
they call their manager and the manager is
C'XPCCtL'd o I.')C as CI.CQ.I' as pmsihlc abl.'.ll.l[
the reasoning. On the colleagues return
there has to be a wellbeing conversation
with their manager, this would be
irrespective of them calling into a service.
This process, if done correctly, helps build
the relationship and trust. The data would
hC more [‘:c‘ncﬁcia] to [hC VCMCs Sl.lpPﬂl'r
funcrions giving the HR and Operarions
teams a window on the rypes of absence
W I'Ia\’t.',

Nick Reacler: The feedback from employees
is that talking to an outsourced medical
prnf'cssicnal abour their health and
wellbeing breaks down the barriers with
the individual and they have much more
honest and mtaningﬁﬂ conversations with
them than they would necessarily with
their manager. There are times when the
managet is the issue also of course. To your
point on traditional occupational health,

I couldn't agree more - refer somebody to
a dUC[DT Or Nursc WI'IU' I'J'ICH ‘.\u’TitCS a note
and gives the individual’s employer advice
- but nothing more - is inefficient and nor
proactive. They should be case managed
through thar process. We work with some
very proactive organisations thar are not
Oceupational Health - but operate in the
same space - where they have links into
GP nerworks as well as the NHS. An
example being, rather than wair 12 weeks
for an operation, they can see there's a
cancellation next week for thar type of
operation in the employee’s local NHS
Trust and they ger that person seen much
more quickly. These little proactive steps
can reduce long-term absence down by

as much as 70 percent which saves
organisations huge amounts in lost
productivity.

THEHRDIREC TOR.COM



Richard Eastmond: We need o be alive
to the issue of how wellbeing is seen in
different culrtures. I suspect much of this
debate has been through the lens of UK
organisarions. As spon as you y o
export elements of this o other countries
you will uncover issues - either the
concept of wellbeing is not accepted or is
seen very differently - so this challenges
the idea thar an organisation can provide
an equity of provision globally.

Lana Hoeoper: Mental health is a broad
term for many conditions and managers
can to .‘Ctl.'l.lgglt' o SL].FPUFE i COI[CE.EUC. I
can then see how an outsourced service
would be helpful ar that peint.

Nick Reader: It comes back to data again,
understanding the snapshot of that
individual, but alse the bigger picture.
Tl!.k(.‘ ﬁ}r n::xam]:llt' SUH'ICI'.'IUL{:;' W'I'Iﬂ gl'.)(.'.‘;

off with three spells of care of dependant
absence and then they subsequentdy go
OH'- I:IL'L'EI.LISC UFStﬂZSS. HLT'\A’E\'L‘F, \\’hﬂt 15
actually happening is that they have run
out of “goodwill” from the organisadon in
terms of their care obligation and therefore
ha\'c o gi\'f.‘ EnUThCT rcason to b(_' abh: to
continue to look after their dependant.

DO YOU BELIEVE THAT YOUR
CURRENT WELLBEING PACKAGH
IMPACTS POSITIVELY?

Chive Bryant-Dunn: From a culoural
perspective, | think it does engage and
retain people and Lloyds Banking Group
is gcnuinc]}f known as quite a fr]'u:nd]}-'
place to wark, as can be seen on
Glassdoor. We have got some good ratings
and we are very good at flexible working,
As to whether the wellbeing strategy has
contributed to that is a good question.
But certainly, the culture has enabled us to
trial and implement many good initiatives
thar are seen as a parr of the EVE.

Dean O 'Connor: We traditionally artract
ralent from the large banks and so the
wellbeing offering has to be comparable,
because people expect those services and
arrangements almaost as standard. Where
we win an advantage is around our
flexibility and that is highly desired in
our markets. It’s interesting to analyse the
boomerangs - those who have left but
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returned and often ir's a case dthar the
salary has gone up - but the quality of life
is diminished.

Mark Taylor: Those that come from the
wraditions of ‘a job for life” tend ro be
happier and more grateful and to accept
whatever & offered by an employer,
whereas the younger generations tend ro be
more challenging with higher expectarions.

Richard Eastmond: | agree, students are
immersed in a safeguarding first and
healthy mental health wellbeing space.

SD as tl'll'_'}r cmcrgc ﬂ.I'ICI. into thc “’OII‘:PIECC,
they expect the same from sociery and
their employer, in a way that was not the
case 15 years ago.

ROUNDTABLE

WILL IT TAKE FOR WELLBEING TO BE TAKEMN SERICUSLY?

inhouse by HR, Health & Safety and
a cross funcrional Team thar supports.

Dean O'Connor: | guess it is how you
define outsourcing. Until recently, [ don't
know any organisation thar would've had
an in-house EAP provider and counsellor,
It takes time and specialist expertise, so it
makes sense to oursource this acrivity.

Mark Taylor: For the various tools,
frameworks and support, then I think it
works, because they require a level of
specialism. For example, EAL
occupa[innal health and financial
wellbeing roo - which requires a level of
independence and carries business risk
with it. But what doesn't work is trying

"YOUMNMGER PEQPLE ARE NOW BETTER INFORMED AND THEY HAVE
HIGHER EXPECTATIONS OF HOW WELL THEY SHOULD BE LOOKED
AFTER. THIS IS WHAT THEY EXPERIENCED IN EDUCATION"

Chive Bryant-Dunn: This is informing on
the cvul\'ing world of work and drives us
as cmp[n}f:rs to do betrer and thinking

maore around ESG.

Nick Reader: Through social media and
untapped access ro informarion, they live
their entire lives discussing everything all
of the time. Younger people are now
better informed and II]'lI:‘}-’ have highr:r
expectations of how well they should be
looked after. They are well looked after at
University in thae regard, so why would
they not expect exactly the same in their
working lives?

HOW ARE YOUR PROVISIONS
DEVELOPING WITH ¥OUR PARTHERS?

Arusha Gupra: Our wellbeing agenda is
part of the EVI and we are working
towatds personalised journeys and provide
support through specialised pariner
systems. We developed a framework to
enable managers for hybrid working and
caqre is one of the six core pillars in it.

Anshoo Kapoor: Similar for us, we are not
outsourced. If you talk about outsourcing,
of course, the EAP the virmual GE would
be sourced, bur nor the straregy. Our
strategy and action plan are developed
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to OUTEOLTCE YOUr ofganisations’
responsibility for wellbeing,

Lana Hooper: We have outsourced parts
of our business in the past and find that
agencies are not able to really understand
our cumpan}’, tl'lt nature I'JF our induslr}',
or our culture. Where we do outsource,
will be because there is a need for a
specialist. This is especially true in the
mcntal hﬂlth and wl:llbcing spacc.

Nick Reader: Agreed, | don't think that
blanker outsourcing is the right way o
do things because organisations and the
people within them know their business
far better than any external source ever
will. Like the overall changes we have
recently experienced, the best approach is
a hybrid, whereby you bring in certain
specialisms, tools and ways of working
which can augmenr your existing policies
and procedures.

WHAT DOES YOUR WELLBEIMNG
STRATEGY NEED TO LOOK LIKE TO
PROVIDE A SUSTAINABLE FUTURE?

Dean O'Connar: | think organisations
have to work very hard to dial up the
ather aspects of wellbeing. We need to
benchmark, provide a great offering and

we have o communicare it well, thar this
is the wellbeing strategy and here's how
you can experience and benehit from ir,

Anshae Kapoor: As employers we have to
approach wellbeing in the righr way. It's
important that we provide psychological
safety and trust and develop cultures that
show that :lsking for help is not a sign of
weakness. We need to break the tradirional
sense of hierarchy whereby ves, top-down
Is great, but let's also look at bﬂttnm-up,
in terms of sharing stories. Encourage
people to be part of networks, contribute
and b[ing meaning and purpose,

Lana Heoper: We are building wellbeing
into our employee value proposition, so
that it is part of our DNA. [ agree with
everyone thar it has to be more holistic
than just mental health. It is
fundamt:mall}r core to the susrainal:lilit}-'
of our business as we look to keep our
customers safe and cared for as they enjoy
our environments,

Arusha Gupra: Personalising individual
experience is the key as each person is in
a stage in life with different needs and
expecrations. Painting it with one stroke
won't serve the purpose. Indeed, we need
to provide choice and let them decide
what works for them and take ownership
of the decisions.

Nick Reader: Tt is around engaging people
through clear communication and then
it's about measuring impact and
und:r&tanding whar is working and whar
isn't. It’s about being fleet-af-foor with
adaptive and proactive wellbeing
initiatives, Traditional initiatives tend to
be put in place for a year or two and just
left there. But people’s needs now are
going to be different in six months, so
that adaprability, going forward, will be
essential to promating positive wellbeing
outcomes and being able to react very
quickly to emerging problems. That can
only be achieved, as has been said many
times today, by having reliable, accurare
and real-time data tha is gathered
consistently across entire organisations.
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