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Executive Summary
The following report will give you an overview of the organisation Admiral Group illustrating when the company was established and how it has developed over the years in regards to customer growth and profits. It also gives you an understanding of the meaning of strategy and how is evolved over the years as well as a understanding of what and how strategy management effects businesses to reach their objective. The strategy tools used were SWOT, PESTLE and also Michael E. Porter’s five forces and shows how these relate to Admiral Group with the consideration of McKinsey and Company’s report on “Hyper personalization of Customer Care”. 
With the conclusion of the report there are also the authors recommendations that has been created taking in the data found through the vast research using the strategy tools listed to help grow the business with the findings.  










Introduction
Admiral Group was founded in 1993 by Henry Engelhardt and David Stevens targeting the car insurance market. The company then expanded by establishing other brands and targeting specific areas within the market, example being Diamond targeting female drivers, Elephant was targeting young male drivers and Bell Direct was set up as a test brand but now has settled being a telematic brand. With setting up unique brands the group was then headed by the EUI Limited group being originally made up of Admiral, Diamond, Elephant and then Bell Direct (know now as Bell) all targeting different areas within the Car insurance market. Admiral is the biggest subsidiary of the EUI group and is now within other financial markets including Home Insurance and loans. The group has also adapted and has other companies within the UK such as Veygo targeting temporary and learner driver insurance and Admiral Pioneer which is exploring the market and investing where the consumer needs lie. (Admiral Group 2022)
Working within the Admiral Group, the way the group look at targeting different parts of the insurance market is by working with other companies to see if there is a gap in that market as well as using the company to use as a steppingstone to get into this part of the market. Taking into consideration the profit and growth availability into the market. 
The EUI group started within South Wales and still holds its headquarters in South Wales also, but as expanded their business to many other countries such as the US, Spain, France, and India to name a few. Admiral floated on the FTSE on the 23rd of September 2004 and is currently the only Welsh company in the FTSE 100 with the current share price being £21.19. (MSN Money 2022) This has been completed by having grown to over 7 million customers and also over ten thousand members of staff across the world. (Admiral Group 2022)

Admiral also created Confused.com in 2001, which was one of the first comparison websites for the insurance industry before selling this on to the company which own Uswitch for £508 million in 2021. (Business 2021)
Admiral Group state their purpose is “to help more people to look after their future. Always striving for better together.” They do this by following their business model which is “Prioritising satisfied customers and happy staff.” (Admiral Group 2022)

What is strategy and strategic management. 
The definition of strategy as per the Cambridge Dictionary is “a detailed plan for achieving success in situation such as war, politics, business, industry, or sport. Or the skill of planning for such situations.” (Cambridge dictionary 2022).
Alfred D Chandler defines strategy as ‘The determination of the Long-term objectives and goals, and the courses of action and allocation of resources to achieve those goals.’ (Chandler 1962)
Within the article written by Michael E. Porter in the Harvard Business Report 1996, he brings an understanding that “The essence of Strategy is choosing to perform activities differently to rivals”. What Porter means by this is using what your rivals do to become unique. Taking into consideration what they have created and make it work for your company and customers. Find a gap in what they have suggested by using similarities but adapting to make it work for your business and your customers. (Porter 1996).
Mintzberg explains that strategy is defined using five P’s, being Plan, Ploy, Pattern, Position and Perspective. 
1. Plan being mapping a way to get to your outcome based on the company’s long-term goal.
2. Ploy being how you are going to be unique to your competition.
3. Pattern is recognising where the business is and where it needs to go.
4. Position is a rection to the internal and external factors that have or can have an impact of the business.
5. Perspective is looking at the position of the business and utilising similarities between the group of thinkers to select the correct behaviour to get the correct results. (Cambridge University 2022)
So, taking the above into consideration we have an understanding that strategy is a plan to reach your objective whether that be in a conflict, political, personal situation or even a work situation. Without a strategy in place, you have not got the direction to reach your objective for yourself, the company, or the customer. 

Strategy has developed and evolved over time going over the ages. Freedman (2013) explains that it wasn’t created but spread during the conflicts and have evolved during the years with rather than being the actions, it can be plans and communication of how to get to a better position than what you are currently in. Its not looking at what you have done but looking at what’s in front of you and how you are going to react. He explains that strategy management started more around military but has adapted into business strategy but also now you see game strategy books. When you investigate this though they all have a similarity which is working to get to the main objective whether that be war, business (Profit/growth) or completing the game.

Strategy management is defined as creating a plan, with the management utilising the tools you have to achieve your objective in an effective and timely manner. And this is used to get a competitive advantage by taking into consideration the analysis of the market and your own company. (Wall Street Mojo 2022)
Boxall and Purcell (2016) explain that Strategic management is more of a process to ensure the business reforms with the changes happening within the environment. 
Johnson et al (2005) approaches strategic management as the making choices to prepare for the future of the company by analysing its current position and turning the strategy into appropriate action. 
Upon taking the above into consideration my understanding of Strategic Management is ensuring we have an understanding of firstly our long-term objective. Taking into consideration of what resources we have as a business internal and what external factors there are also such as the current environment. Is there something that is happening that could impact us or preparing for the what ifs. With utilising this data, we can map out the road to how we as a company can turn these speed bumps in the way into benefits and plan a way to get point our current point to our long-term objective to make the company a success. 






Analysis
There are many different strategic management tools available, with all having a similar goal in my mind which is to analyse the company to have an understanding of where the company is, what hurdles will or does it have and also what the future could entail for the company or even the industry that the company is within. So, with this data you can map up the road to success/failure for any given company. Some of the tools available include Bowman’s Strategy Clock, McKinsey 7’S and The Delta Model as well as Drucker’s five questions to name a few. 
During the next few pages, you will see that we have illustrated three different strategy tools with also giving an understanding of how they work in general and for Admiral which will analyse and give the evidence needed for my recommendations.

First strategic tool we are going to utilize is the SWOT analysis. SWOT is an abbreviation for Strengths, Weaknesses, Opportunities and Threats. This tool can be used both personal and company orientated and takes into consideration both the internal and external factors that have an effect on your objective. Using this tool, the results can adapt frequently depending on what you or the company develop on a weakness could become a strength as you make developments within the company or personally. And also, threats or opportunities could change depending on what others do to develop or change these. (Welwyn 2021), (Teoli et al 2022).
Strengths and weakness are internal factors that you or you company have control over, quite similar to a self-evaluation. To find your strengths ask yourself what you are good at, what makes you unique/stand out from the crowd.  Weakness would be what areas do you need to work on, what lets you down, what do you rely on others to do. 
Opportunities and threats are external factors that you or your company don’t have control of. An opportunity would be what is happening within the industry that you can gain from, what is available for you to utilise the make yourself better. Whereas a Threat would be what is currently going on which could harm you or your company, what new companies are out there and what makes them different to you. 
	Strengths 
· Leading insurance company
· Part of a bigger organisation
· Profits and growth 
· Several countries
· Multiple products
· Variety of customers
· Underwrites own policies
	Weakness
· Behind with online technology
· Underwrites own policies
· Location of UK offices
· Attrition of staff 


	Opportunities 
· Online banking
· High street bank closures

	Threats
· Change within laws
· Political views
· Other companies 
· Current economic climate
· New and growing companies
· Customer change of behaviour



As shown in the above table the Strengths shown outweigh the Weaknesses, but then the Threats are currently also outweighing the Opportunities. This could be deemed as a negative impact on the business, but we could also see this as an opportunity with the right strategy and management in place to grow as a business and challenge or be ahead of our competitors. 
With the strengths listed above Admiral, has been for numerous years one of if not the leading insurance company. They are known within the industry to make the changes to their pricing structure to be ahead of their competitors based on market changes to balance the loss ratio to which the competitors will then start to follow suit. Admiral also underwrites their own policies so any claim would be paid for by them and all decisions are made by them also, which should overall make a better journey for shareholders of the company as Admiral will only take on the risks, they seem acceptable. As mentioned within the introduction Admiral now not only do Car, Van and Home insurance but also have branched out to financial ventures such as loans. Admiral also has many offices supporting the UK based business being in Canada and India so can support the ever-busy phone lines and also support on UK public holidays. With being abroad also starting business out there this is opening markets and becoming a more attractive product to Investors as with the international side of Admiral now starting to make profit.
When you analyse the feedback from customers, a reoccurring point you see is the frustration of their customers having to call in to cancel their policies or to get a better price. The Admiral customer online portal is not open to cancel, Admiral still wants to speak to their customers but with the ever changing and adapting technology customers now want to be more efficient and want to be able to do this online. When you also look at the challenges of the job, staff are leaving the company due to the culture change especially since the difficulties with COVID and more staff now working from home and the atmosphere being different compared to pre COVID. Also comparing the basic salary of front-line staff, Admiral is amongst the lowest compared to other local call centres within the South Wales area, DVLA Call Handlers for example start at £22,497 (DVLA 2022) compared to Admiral Call Centre Handlers who start on £19,820 but with the chance to earn up to £13,000 in incentive. (Admiral Jobs 2022)
As mentioned within the introduction to admiral they are not just an insurance company but have also started exploring the money side of the financial industry with loans. With the changes in the current economy, consumers are not using high street bank branches anymore but are not using online or telephone services more. Also, you see within advertising now that they are more unknown names within the banking industry so with admiral already having their foot in the door with loans could they see this as a n opportunity to expand their business into banking with their already well know name. 
Regarding the Threats shown in the SWOT analysis, Admiral alongside other financial businesses is overseen by the Financial Conduct Authority (FCA) as well as the Financial Ombudsman Service (FOS). Back in December 2021 the FCA included a new ruling within the insurance renewal world where Insurance companies now must stop quoting higher prices at the renewal stage compared to if the customer was new. This should save the customers millions of pounds over approx. a decade. (FCA 2021). 
The economy has also changed during the past twelve months with the cost of living crisis and also since COVID the cost of motoring repairs and car’s themselves increasing are having an impact on customers behaviour as well as higher claim costs. 

Secondly using the PESTLE or PEST strategic tool which analyse the external factors. PESTLE is an abbreviation for Political, Economy, Social, Technology, Legalisation and Environmental. Over the next few paragraphs, you will get an understanding of how PEST influences Admiral and its consumers. 
According to Oxford Dictionary (2016) ‘Issues that could significantly affect the strategic development of a firm’.
According to Curvearro who are an online company who help brands grow, they see PESTLE as a good way to understand the macro environment to gain a positive influence on your business’s goals. (Curvearro 2022)
Political is the understanding of what the government control that could impact or benefit the company working towards the company goal. Such as changes within laws or the impact of changing laws have on businesses and the industry. Also looking at what the governments goals are and what their strategy is to get there. The last alone could have a massive impact on industries and businesses. 
Economy or Economical would be taking into consideration how the finances could impact or benefit the company’s objective. Such as the change in the interest rate. This again is influenced by many factors and one of them being political changes as well as changes within the industry. 
Social what are the consumers and competitors, now doing within the market. What trends are going on and with social media being a massive part of nearly everyone’s daily lives its more known to what people are doing so not only could social be used as a marketing tool but also could damage businesses if they are not up to date with the social side of their targeted customers. 
Technology is adapting daily- how is this effecting the company and the objective. Is the company keeping up with the trend for both the industry and making it more effective for both the business and consumers. 
Legalisation do the company know the upto date laws around the business is the goal achievable with the laws around the industry changing and how is this impacting customer behaviour.
Environment is the goal achievable and in line with current environmental targets and pressures. Especially around climate change and carbon footprint targets set by the government currently and being a huge focus within the daily news and politicians talks. 
(Pestel Analysis 2019)
With the understanding of the above applying this to Admiral, we get the following results.
Political: With the ever changing of Prime Minister and also the chance of changing the political groups running the country, there are many changes or adaptions that businesses need to do so stay in line with the current laws and overall objectives set by them to keep compliant to reach their objective. So, the leaders of businesses and industries need to keep a constant review of the political views. The politics also have an impact on the economy, legalisation and also the environmental factors of businesses and industries. This has had impacts on share prices, which has had an overall impact on the investments and investors of businesses.  
Economy: With the current economical climate, this has had a negative impact on the car insurance industry as claims costs have increased which then has had a negative impact for customers as premiums have increased causing the market to be so competitive and encouraging customers to shop around. Previous to the current climate premiums were able to reduce due to the lack of claims and cost of claims with less cars being on the roads due to lockdowns and consumers working from home with the COVID restrictions that were set in place by the government. This is also impacting the number of customers wanting to contact insurers to get a better price or cancel their policies to move elsewhere.
Social: With social media being part of almost everybody’s lives its so easy to share personal points of view and influence consumers decision making based on their experiences. Also, the majority of businesses in many industries use social media as a marketing tool and also a way to communicate with consumers again having an impact on the consumers experience based on response time, wording and outcome of the conversation. 
Technology: As mentioned above technology is advancing quickly and it’s a struggle to keep up to date with the most up to date technology with it costing so much to keep up with it. Consumers are now mainly wanting to complete more daily tasks by utilising technology such as Apps and online services rather than the more usual way of conversation in person or on the telephone. There are also new ways to get cheaper prices for your insurance by utilising Apps on your phone which evaluate your driving by using the application. 
So overall, if business don’t keep a regular eye on the PEST or PESTLE analysis this could have a negative impact with businesses working towards their set objective.

Finally, we will be utilising Porter’s five forces. The five forces are a framework to analyse the industry, market and profitability with the outcome to drive competition. (Boyce 2021) The tool was originally created in 1980 and is still being used throughout business today to analyse the profitability of a company with its adaptiveness to be used in any industry whether a service or product. (Prasad 2011)
[image: See the source image](Bruin 2016)
The image above shows what the five forces are and a brief explanation of how they are used. It illustrates that the five forces are used for the basis of the consumer and also the resources that the company require as well as looking at the competition that’s within the industry. 
Threat of new Entrants
Working within the insurance industry has shown that there are many costs to utilise the tools available to help your business succeed, using the easiest way to shop for insurance is online services as they search many insurance companies for you within minutes but this doesn’t cost the consumer but costs the business that you chose to buy from as well as the business using the service available. A lot of times consumers would prefer to buy from a known company especially when it comes to insurance and having to deal with them in difficult times.  After researching it shows that on average you would require approximately £1.5 million pound in capital dependant on the type of insurance company you want to be. On top of having the capital mentioned you also are required to have licences from both the FCA and also the Prudential Regulation Authority (PRA). (Park Insurance 2018)
Bargaining power of buyers and suppliers
[bookmark: _Hlk121739874]On average according to Statista (October 2022) the average cost of car insurance is £642. The average cost of an insurance claim in 2018 again according to Statista (2018) was over £7 billion pounds and the gross written premium was over £20 billion making 35% of the written premium going out on claims not including the cost of setting up the policies, staffing and other costs such as buildings. 
Also, consumers like to shop around to get the best price and with the cost of living increasing this is more of an important factor to them currently.  Insurance premiums have increased since the lockdowns have stopped based on the cost of claims increasing based on parts being more expensive, mechanics charging more for labour and also second hand car prices being higher comparing to pre COVID.
When you look at the benefits of what insurance companies include with their product as standard, they are not many differences but there are many companies who have different levels of cover available to suit the consumer needs as well as cost to suit their budget. (Confused 2022) 
Threat of substitute products
In regard to the threat of other products to substitute car insurance, there are not many for personal reasons but are for business purposes. In relation to personal reasons the options available are temporary insurances but admiral has this available to them with Veygo. The other options for both personal and business	purposes would be motor traders’ insurance and also fleet insurance. These are available normally to people within the motor trader or a business with more than one vehicle but many drivers. In regard to the cost of these types of insurance compared to personal insurance, Temporary insurance is an average of £184 (Hello safe 2022) and Motor trade insurance starts from £477 (Bollington 2014).
Rivalry among existing competitors
Jennifer Rudden of Statista (2022) confirmed that currently there are ten companies who make up 70% of the insurance industry consumers with Admiral currently being the leader of this with 14% when taking into consideration the whole group. (Statista 2022) 
This shows that you have to be challenging the top ten companies in regard to the market share to be in with a chance to be successful in the market of car insurance. When looking at the top ten companies they all have a variety of products within the insurance market. Example being Direct Line also target household and landlord insurance (Direct line), Aviva also have home insurance as well as investments. (Aviva)
As shown above the leading insurance companies do not just have an eye on one product within the industry, they have many options within the insurance market and tend to target them as their brand means something to the consumers who tend to buy not just based on premium but also on the reputation of the brand.
When you look at the Defaqto ratings which is a standalone company who rate businesses based on what they think is important to the consumers. All three companies mentioned score 5 start overall and across more than one of the products they sell to their consumers show on here also which shows that the consumers don’t just want the premium but the backing of what independent evaluations show also. (Defaqto 2022)
Porter’s five forces show that with continuous research and evaluation of the organisation and related industries, the business can also be the business to follow and be ahead of the trends but also with an eye on other markets which are close to the current business then there is always space to grow with the aspect of growing profits also. 


Conclusion
Summarising the analysis completed, there are many factors that can influence the direction of a business to reach the short term and long term objectives. The factors are not just internal factors that the business or industry control but also external factors that can come from political elements as well as technology influences, and the consumer needs. Strategy tools should not just be used when setting the objectives and planning how you are going to get there but should be reviewed on a regular basis as to be a sustainable business you need to be adaptable and constantly reviewing the competitors around you as well as the consumers needs and being ahead of the rest- the trend setters. 
It also shows that it’s important to open your mind to various strategies and not just use the one set. Communicating this to all levels of staff and ensuring you are not looking with a tunnel view but keeping your mind open to different outcomes and looking to adapt your business values to maintain and grow the consumer base you have as well as profits. 
The above shows that Admiral insurance group is in a strong position being a FTSE 100 company but with a scope of investment needed in the technology side of the business to keep up to date with the industry and consumer needs.
 





Recommendations
Upon analysing the business and utilising the strategy tools that have been used, the recommendations for admiral to continue to reach its objective would be the following:
· Look at upgrading and utilising the website functionality to make it more efficient for both the company and consumers to make changes and cancel policies online. This would help with both the answer rate of calls for customers as well as helping keep staff levels based on a better work balance for your staff. 
· Looking at growing your business in the banking industry use the closing down of high street banks and the reputation of your company to grow in the banking are as well as growing long term profits based on interest rates. Look into expanding the Admiral Money part of the company to include mortgages, credit cards on top of the current loan business as well as everyday banking.
· Utilise the consumers comments on social media and use these to help make your decisions to reach your goals.
·  Find ways to lower the cost of claims- is there availability to purchase or invest in franchises or companies within the mechanical part of the motor industry such as garages, body repair shops. 
With looking at the above recommendations this will look to grow the admiral group within the financial industry which they have already paid for the licencing mentioned such as the FCA and PRA. This will also lower the risk of economy strains such as the current inflation affecting the cost of claims but if you look at the inflation rate in the banking industry this has increased interest rates so will create profit in this current situation with loans and mortgages so should balance or create a lower decline in profit as well as growing customer base with the ever changing climate. 
Also with taking into consideration of the journal written by McKinsey and Company (2020), Admiral has over 10,000 members of staff and a selection of these can help with the “Hyper personalization of customer care” that is getting the relevant feedback to what can help the frontline staff get the relevant tools needed to reach the right outcome for the consumers in a timely and effective manner by taking the consumers needs into consideration as well as the information found through the relevant data found above in the analysis with the strategy tools used. 
Upon taking these recommendations into account the author predicts that the admiral group will go from strength to strength and with the adaptations not only grow customer basis but also profits both in the UK and overseas. 
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