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Abstract
This report has investigated the feasibility, benefits, and consequences, of consolidating Admiral's South Wales business to a single office location in Cardiff. Due to the recent events of covid-19, the organisation has noticed they have surplus office space not being used. The literature reviewed has looked at the pros and cons of the remote working model as well as researching the newest work model known as hybrid working. Not only looking at ontology but also epistemology. A combination of qualitative and quantitative data was reviewed, surveys were carried out and self-assessments were also carried out. 
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1.0 

1.0 [bookmark: _Toc119189832]Introduction
Admiral is a UK based insurance company, initiated in 1993 originally specialising in car insurance.  Since then, Admiral has come a long way, offering more than just your average car insurance policy, they also specialise in mutli cover insurance, merging home, travel, even pet insurance under one policy and have also most recently launched Admiral loans. The company originally begin with just 57 employees based in Cardiff, South Wales, it now employs over 11,000 staff in eight different countries such as Canada and Delhi. Majority of their offices are based in South Wales they have two offices in Cardiff, one of which is their main headquarters Ty Admiral, Newport, and Swansea. Their philosophy is people who like what they do, do it better Engelhardt (2014). They like to ensure that they have an open and inclusive workplace, where individuals  can have fun, work hard and most importantly be rewarded for their achievements.
 Admiral is not only renowned for its award-winning products but it is also recognised as an award winning workplace. They have recently been named the fourth best super large workplace in the UK, as well as receiving a life time masters award, which recognises companies who have been named on the list every year since it was launched 20 years ago, Admiral being one of just two companies to be branded with this award. As well as that they have also been named recently as a Centre of Excellence in Wellbeing for the organisations focus on wellbeing in the workplace. 
Admiral has always been an office-based company pre-covid they had plenty of office space, so with the increase in new products they could always recruit and expand their business in more ways than one. Pre covid Admiral was very much set in its ways of not needing to look at the working from home option, they worked well office-based, staff were happy and importantly their customers. As Admiral CEO  (2022) explained how the immediate shift to home working did cause issues for some of her employees, mainly the younger generation, predominantly due to the fact they lived at home alone, they were involved more in the social aspect of office life. Therefore now the organisation are in a position where office life can resume they are more open to allowing staff into the office environment if they believe this will benefit them. Head of Admiral property Llewelyn (2021) states how the Covid-19 pandemic changed the way in which Admiral worked, believing that the business can now continue to operate effectively whilst working remotely. 
"Our business continues to grow but our people are embracing a more flexible, hybrid approach and are telling us it's how they want to work moving forward, as they've seen a positive impact on their wellbeing and work-life balance."
Llewelyn (2021)


[bookmark: _Toc119189833]1.1 Background
With the arrival of COVID-19, Admiral has had to find ways to adapt to the new regime of maintaining social distancing to protect their employees. The pandemic has changed how the organisation is run. Hill (2021) explains how Llewellyn (2022) states how Admiral can continue to operate effectively whilst working remotely. Therefore, the business has found a way to not only offer more flexibility in which its employees work, but they have also realised the money that can be saved due to their offices barely reaching full capacity. So moving forward as a business they need to think how it is best to consolidate moving forward such that they are able to respond to challenges of the marketplace that they find themselves in whilst structuring their facilities and infrastructure to maximum efficiencies.
[bookmark: _Toc119189834]1.2 Aims and Objectives
The aim of this project is to investigate the feasibility, benefits, and consequences of consolidating Admiral’s South Wales business to a single office location. Implementing a hybrid work model, which involves a mixture of office-based and remote working in an employee’s schedule. 
[bookmark: _Toc119189835]1.3 Research
Primary and secondary research will be carried out via various methods. The student will look at qualitative and quantitative methodologies such as a survey which will be filled out anonymously by Admiral employees. As well as looking at macro and microenvironments which are contributing factors in regard to the project. Looking at ontology also to get an insight into what is known about the students aims and objectives as well as epistemology will be based upon some primary research to evaluate the thoughts and feelings of Admiral employees themselves.



















[bookmark: _Toc119189836]2.0 Literature Review 
The literature that will be reviewed will look at the impact Covid-19 has had on businesses specifically those in the contact centre environment. The call centre industry was massively disrupted by Covid-19 as White (2021) explains there were an estimated 2.5 million call centre workers that were shifted to a working-from-home model within a matter of weeks.
[bookmark: _Toc119189837]2.1 The challenges facing contact call centres due to the covid-19 Pandemic
There is no doubt that the recent Covid-19 pandemic has caused disruption in call centres and customer service operations on multiple levels. According to CGS (2021) based on a survey, they collated 68% of service leaders stated that the customer’s expectation has increased. Demand for call centre staff has remained high due to customers’ behaviours and requirements changing. As Withers (2021) explained, customers were spending more time at home which has led to an increase in demand for call centre services. This in turn has increased call wait times which has caused frustration for customers. Kiesewetter (2022) explains how 64% of companies reported downsizing their contact centre operations in response to the pandemic. Suggesting new challenges were created due to increased customer demands. The increase in customer demand can also have a negative impact on employees, working from home meant individuals lost out on that team player vibe. Less communication between employees meant employees could start to feel isolated, as Hurd (2020) suggests this can decrease an element of teamwork amongst your colleagues, as you become less involved. This, in turn, can impact an individual’s motivation, it can be effortless to lose motivation quite quickly, which not only impacts the individual directly but also risks achieving the business’s desired outcomes. Ikram (2020) explains how a lack of motivation can not only make an individual’s life difficult it can adversely affect their productivity, which impacts the business also. Working home alone lacks the normal workplace environment, you are not surrounded by other employees who share the same goals and purpose so it can be hard to motivate one another when isolated from others.
[bookmark: _Toc119189838]2.2 The benefits that covid-19 had on contact call centres
It goes without saying that working from home due to the pandemic presented a curveball in the contact centre industry. Companies had invested heavily in office facilities that were conducive to call centre efficiency’s, with a mixture of technologies, such as CRM databases, high quality PC terminals, headsets, phone software as well as things such as i.t security and virus protection. In addition to the technicalities organisations also provided office spaces which were designed to provide environmental comfort, air-con, suitable chairs, desks even things such as optimised lighting as well as meeting facilities, and more importantly enabling efficient communication between team members and management.
In 2020 businesses had to divert all resources into their working-from-home transition, having objectives such as strengthening security, which meant company growth would take a bit of a back seat. However, Withers (2021) states that 45% of organisations experienced growth in staff numbers as well as a further 40% anticipated growth within the coming year. So organisational growth in regard to introducing new products may have taken a step back, but these statistics in regard to staff numbers increasing is in fact a positive in terms of helping the unemployed find work. The requirement to support a much greater degree of flexible working has also led some employers to increase their overall headcount number with great ease. This is because offices are not necessarily required, as employees can work remotely from home successfully.  Therefore, as Barnes and Hammond (2021) suggest, there are opportunities for call centres to get rid of costly office space due to staff working from home. For example, Capita saved £10m from office closures during the first lockdown, they have now permanently closed 49 sites worldwide. Research also suggests that sickness rates were also heavily reduced in the workplace, as Beecham (2021) states, the number of sick days taken by UK workers had almost halved since 1993, when the average employee would spend 7.2 days a year at home due to illness, this has fallen to just 3.6 days in 2020 according to the office of national statistics. This suggests that employees are more inclined to attend work if they literally have to go downstairs in the comfort of their own homes compared to waking up, commuting etc. In addition to this, organisations also noticed direct benefits for their employees, Xiao, Lucas et al (2021) explain how employees were saving not only time but also money on their daily commute, which in turn also offered more flexibility for employees to take care of their families, implementing a healthier work/life balance.
[bookmark: _Toc119189839]2.3 Hybrid Working 
2020 was the year when remote working was a hot topic, with the focus being on how to do it effectively, looking at the challenges organisations were facing. Toniolo-Barrios and Pitt (2020) explain how this sudden and unexpected change, meant individuals were faced with challenges such as juggling work without childcare, personal relationships, household chores and family demands in general. A year on and 2021 has shifted the conversation from remote working to the hybrid work model. The hybrid work model incorporates both office and remote working. Employees will have days where they are expected to work in the offices and the remainder of their working week at home. With that being said there is no one size fits all hybrid model. Every organisation will develop a hybrid model based on the needs of the company as well as the needs of its employees. Griffis (2021) believes that an effective hybrid work model encourages autonomy, collaboration, as well as positive work relationships and effective work habits. This appears to make sense because individuals will need to take ownership, making more decisions for themselves, due to managers not being in physical sight to approach, therefore it may seem that they are not as available as they once were. However, this also suggests that for the hybrid work model to be a success there is a need for excellent teamwork and this needs collaboration. Ee (2022) explains how team work is one of the main key factors that contributes to the rise of hybrid working environments, suggesting that collaboration and communication are essential for maximising productivity and efficiency in today’s fast pace world. Also as Dumitrascu (2020) believes, that the most effective teamwork happens when individuals within a team harmonise their efforts, working towards a common goal. This suggests that  effective team work is vital in order to reap rewards of higher  productivity and fewer  internal struggles, ensuring a more enjoyable work experience.
Change and flexibility will be constant themes within contact centres that work on a hybrid working model. Although businesses are now able to resume to normality, companies have happily agreed to move to hybrid working on a permanent basis. T-Mobile has moved large numbers of their contact centre employees to hybrid working, as Kiesewetter (2020) explains it took 20 days for T-Mobile to move 12000 customer care employees to a working-from-home platform. To ensure their employees weren’t to be impacted by some of the negative factors of working from home they implemented VPN access providing them with remote collaboration tools such as Skype, which ensured their employees still felt they could connect with each other sharing their job knowledge and skills with other colleagues. CRF (2022) carried out a study in May 2021, statistics show that 83% of organisations wanted to stick with hybrid working after the pandemic, so in theory, it appears that hybrid working suits both the employer and employee. However, it is important to be aware that there is no one size fits all approach, in such a diverse global business environment, organisations will need to be open to various approaches to determine what hybrid model works best for their organisation. Starling (2022) argues that hybrid working can weaken loyalty, due to employees spending less time in the office their attachment to the organisation may diminish.
 “If workers spend less time together, their social ties will weaken, as will the attachment to an employer.”
Starling (2022)
Therefore, as previously discussed in section 2.1, employees may feel isolated so it is important that actions are taken to help eradicate this, looking at different ways this can be overcome, this will be focused on in greater deal in section 3.3.
[bookmark: _Toc119189840]2.4 Organisational Change
Covid-19 has introduced strong burning platforms for change within organisations in many unforeseen areas. As Orsmond (2021) explains many organisations and individuals have struggled or have even been unable to cope with the pace of change that they have had to encounter. With organisations being forced to do business differently, with staff required to work from home, this has meant business processes have had to change rapidly and efficiently for businesses to survive. The pandemic has accelerated unprecedented transformations as organisations all over the world had to respond and act imminently. Peters (2020) states how their has been innovation, collaboration and integration of functions, as teams had to pull together to enable business operations. This has altered the normal working tradition, propelling us to accept vast changes to the way we work at great speed. New working practices such as mass homeworking are changes which would have previously taken years to imbed, however due to recent events took a matter of weeks.
Looking at Admiral specifically, homeworking was initially a transformational change due to Covid-19, it was out of the organisation’s hands, they had to protect their staff and follow government guidelines, as well as this they also had to carry on and find a solution to ensure they could still provide a service to its customers. There were key workers who would need insurance, customers on furlough who still needed their insurance but were in a vulnerable state financially. Therefore, the decision was to close the buildings and setup all staff from home. This meant customers would still be dealt with and their employees were safe, and most importantly the business would be seen to be following strict guidelines whilst still providing a service. The transformational factors of this change could have substantial consequences for the business as Burke & Litwin (2014) state these factors are mainly affected by the external factors of the environment, which is what causes the main influence on the transformational change taking place. Taking into consideration the big changes Admiral has had to implement, this has triggered a development change that has mutated from the original transformational change. Development changes are improvements that can be made usually based on existing situations within an organisation. As Tahir (2019) explains how development changes can help an organisation grow and expand after having some sort of experience, it is usually predictable, therefore can be planned in comparison to transformational change which is imminent. This sort of change is easy to manage also and comes with minimum resistance from employees as it isn’t necessarily something new to them. 
How your employees respond to organisational change is highly dependant on the emotional intelligence of not just the employees but the hierarchy also. Crosby (2018) explains how the smoothness of the transition and success of the change depends on the emotional intelligence of both leaders and employees. Therefore, this indicates that leaders need to guide their teams effectively and employees need to respond in kind. 
[bookmark: _Toc119189841]2.5 Emotional Intelligence
Emotional intelligence is best described as the ability to monitor one’s own as well as other people’s emotions, differentiating between different emotions, labelling them appropriately, which can aid you to use the information to guide your way of thinking and behaviour. 
“Emotional mind will harness the rational mind to its purposes, for our feelings and reactions–rationalizations–justifying them in terms of the present moment, without realizing the influence of our emotional memory.”
Goleman (2006)
Emotional Intelligence is made up of 5 components (Appendix A) and as Haas (2018) explains, people want to be seen, heard and also noticed, they want to know and feel they matter. This suggests that emotional intelligence provides not only a language but a road map also. It is a skill of listening and forms a connectedness that can trigger tangible actions.
Srivastava (2013) states how emotional intelligence is an essential component used to determine leaders’ effectiveness mainly when dealing with changes in the workplace. An emotional intelligent leader can inspire team members to work efficiently to reach organisational success. Goleman (1995) defined emotional intelligence as a capacity for recognizing our own and others feeling for motivating our self and for managing our emotions, both within ourselves and in our relationships. This definition suggests that for managers and employees to perform effectively, emotional intelligent abilities are required by both parties. If managers and employees are able to manage their emotions in an effective way, they will get a successful job outcome. Wolfe & Caruso (2004) believe that emotions provide and contain vital information that helps managers and employees to be better at what they do. This suggests that employees who are emotionally intelligent can progress within an organisation becoming leaders themselves.
[bookmark: _Toc119189842]2.6 Wheel of Emotion
According to Karimova (2017), there are over 34,000 emotions, with there being so many we can learn how to identify primary emotions and act accordingly. Robert Plutchik was a psychologist who created an evolutionary theory of emotion, known as the wheel of emotion (Appendix B). Made up of 8 primary emotions they intensify as we move from the outside into the centre of the wheel. For example, being at a set of traffic lights, waiting for the light to turn green can be somewhat annoying however if waiting too long can lead to anger which in turn is followed by rage. Using the emotional wheel to identify and understand our emotions can often make it easier to process them, however as Raypole (2020) suggests this doesn’t necessarily make those emotions go away, we just learn to manage them more productively, improving our self-awareness.
It is also ideal that when implementing a change that a methodology of some sort is used to not only help the leader have a structure and vision but for the employees to visualise and have a sense of feeling involved. Not only that, implementing a methodology can help eliminate resistance to change. Resistance to change is normal and expected, so the issue is not whether resistance will be encountered, it is more of a case of how resistance will be managed. Prosci (2019) explains how we must understand and help support impacted people throughout the change process. So, this suggests rather than avoiding resistance, leaders are aware of it and are able to manage it to minimise the impacts. The ADKAR change model has been proven to help individuals understand and accept change so organisations can successfully innovate and become more efficient. Lucid Content Team (2019) explain how successful implementation of ADKAR depends on individuals having a clear understanding of what the changes are and why they are being implemented, as well as looking at how the changes will affect them.
[bookmark: _Toc119189843]2.7 ADKAR
Created by Jeffrey Hiatt, the ADKAR model for change is a bottom-up method, which puts focus and emphasis on the people behind the change. Each letter of this acronym represents a goal that needs to be achieved by the company:

· Awareness – (Of the need to change)
· Desire – (To participate and support the change)
· Knowledge – (On how to change)
· Ability – (To implement required skills and behaviours)
· Reinforcement – (To sustain the change)

Sharma (2019) explains how putting the focus on employees, the ADKAR method can help limit resistance, which can result in the change happening faster, as everyone is on board from the get-go. By approaching your employees in such a way that makes them aware of the reasoning behind the change as opposed to just telling them, this is happening, ensures employees feel like they are all involved and participating in the change together. Safestart (2020) explain that large organisations that understand the importance of change management, are best of with using models such as ADKAR, Mckinsey or Kotter, referring to Kotter as more of a step-by-step implementation model compared to Lewin and ADKAR which has a more general approach which encourages organisations to develop their own way of reaching goals. Organisational change can often fail due to employees not completely understanding the importance of the change. However, as Buehring (2021) explains outlining goals and outcomes of a change, the ADKAR model can enable leaders and help change management teams to focus their activities on driving change as well as achieving positive results. Suggesting that the ADKAR model helps address challenges that may arise equipping organisations with the right strategies and tools. Pearson (2018) argues that change isn’t easy but due to the human element that the ADKAR model implements, can help avoid pitfalls which may arise, or even if you do come across a problem this model can help figure out the best course of action to resolve the issue. 


[bookmark: _Toc119189844]3.0 Analysis
The analysis of this report will look at Admiral directly. It will focus on its external and internal factors, looking at how they could impact the change. Also looking at surveys and assessments of its employees to help gauge a better understanding of the wants and needs of their staff.
[bookmark: _Toc119189845]3.1 Macro & Micro Environmental Factors
Admiral looked at both their macro and micro environmental factors to determine the best strategy moving forward. Firstly, looking at its macro factors which focus on the economy, looks at major external and uncontrollable factors which can influence an organisation’s decision-making process. Philip (2019) explains how the macro environment is made up of forces that provide opportunities but can also pose threats to the company also. As Luttig (2021) explains, during the COVID-19 pandemic, the UK motor insurance market reported its best underwriting profit since records began in 2020, a net combined ratio of 90.3%. This was due to there being fewer vehicles on the road which in turn reduced claims. For consumers, the impact of lower claims meant premiums were around 6% lower. However, as Luttig (2021) goes on to explain, the insurance industry is expected to return to the red going forward, predicting a 103% net combined ratio linked to underlying inflation, the premium rate falls, and costings linked to the FCA’s pricing review. 

Moving on to the micro environmental factors, these are referred to as the environment which is in direct contact with the organisation, affecting the routines and activities of the business straight away. A collection of forces and factors which are close to the organisation, influencing the performance as well as the day-to-day activities. For example, the shareholder’s demand for rising profits influences the organisation’s success in the long run. Therefore, it is important for the hierarchy managers to maintain relationships with shareholders to run a successful business on a long-term basis. Farooq (2019) explains how micro factors do not affect all the businesses in the industry in the same manner. This is because every business is different in size, capacity, financial resources, and overall strategies. A PESTEL and SWOT analysis tool has been used to look at both the macro and micro factors that Admiral face. Frue (2018) argues that these tools cannot be used alone, as it only focuses on external (PESTEL) or internal (SWOT) factors. Therefore, it is important that both the PESTEL and SWOT analyses are thoroughly documented.

[bookmark: _Toc119189846]3.1 PESTEL
POLITICAL
The political factors play a significant role, which determines the impact on Admiral’s long-term profits. Operating in many different countries, Admiral is exposed to all different types of political environments and system risks. To achieve success within the insurance industry, it is important to diversify systematic risks of political environments. Admiral must closely analyse certain factors before investing, these are:

· Political stability looking at the importance of the insurance sector in the country’s economy
· Risk of War
· Trade regulations related to FCA
· Favoured trading partners
· Anti-trust laws relating to insurance
· Pricing regulations
· Taxation – tax rates and incentives
· Bureaucracy and interference in the insurance industry by the government
· Product labelling and other requirements in Insurance



ECONOMICAL
Inflation rates, savings rates, interest rates, foreign exchange rates as well as economic cycles determine the aggregate demand and investment in the economy. Admiral will need to look at the country’s economic factors, such as growth rate, inflation as well as the industry’s economic indicators. These are things such as the insurance industry growth rate and the consumer spending etc, to forecast the growth trajectory within the insurance industry. Some other economic factors Admiral need to include also are:

· Education level in economy
· Skill level of workforce in insurance industry
· Economic growth rate
· Types of economic systems in countries of operation – how stable?
· Business cycle stage
· Infrastructure quality in the insurance industry 


SOCIAL
Society impacts culture and the way things are carried out impact the organisation’s culture in an environment. Having shared beliefs and attitudes with the external population play an important role in how Admiral can engage and understand with its customers. This is what paints the marketing message for Admiral to its customers within the insurance industry. Social factors that also must be included are:

· Attitudes (health, consciousness, environmental etc)
· Class structure and hierarchy and power structure in society
· Culture (gender, religion etc)
· Demographics and skill level of the population

TECHNOLOGICAL
Technology is vastly disrupting various industries across the board. The last few years insurance industry has transformed quickly. For example, the taxi industry is now dominated by companies such as UBER and Lyft, suggesting less use of private vehicles. Technological analysis is required not just to analyse the technicalities of the industry but also the speed at which the technology disrupts the private motor industry. Slow speed can give more time to an organisation like Admiral. compared to fast technological speed which can cause disruption, which gives the organisation less time to cope and be profitable. The technological analysis involves the following impacts:

· Technology’s impact on product offering
· Recent technological developments by Admiral’s competitors
· Rate of technological diffusion
· Impact on cost structure in the insurance industry
· Impact on the value chain structure in finance.

ENVIRONMENTAL
It is important for Admiral, that before adding something new into the market or even updating an existing product in the current market, a careful evaluation is carried out for the environmental standards that are required to operate in those specific markets. Different markets have different environmental standards which will impact the profitability of an organisation in the insurance sector. These factors include:

· Weather
· Climate change
· Electric vehicles
· Recycling
· Laws regulating environment pollution
· Air and water pollution regulations in the insurance industry

LEGAL
The legal framework and institutions in many countries are not robust enough to protect a firm of its intellectual property rights. Therefore, it is important that a firm as big as Admiral must carefully evaluate before entering certain markets as it can lead to theft of the organisation’s future or current processes. With the insurance industry being highly competitive, the legal factors that need to be considered are:
· Discrimination law
· Data protection
· Health and safety law
· Anti – trust law in the insurance industry and overall, in the country
· Employment law
· Copyright/patents/Intellectual property law
· Consumer protection
[bookmark: _Toc119189847]3.2 SWOT
STRENGTHS
Admiral has received many awards, showing it has an edge over its competitors. These include Diversity leader by the financial times, best personal loan provider, and best car finance provider of the year by Money facts. As well as Welsh contact centre of the year and Europe’s most inclusive companies as ranked by its employees. These awards suggest that Admiral are well respected not just externally but internally also. Admiral’s return on equity ratio has improved year on year especially over the last 3 years, in the financial year of 2021 the return on equity ratio increased from 52% to 56% compared to the previous year, which enhanced the shareholder’s confidence and returns. This also increased profits after tax from continuing operations to 583.3 million compared to the previous year of 502 million. Admiral also managed to maintain its combined ratio below the level of 100% in the financial year 2021, standing at 85.5% again an improvement on the previous year which was 81.2%.  Admiral’s household and motor insurance reported a combined ratio of 72.7% and 93.6% again an improvement on the previous year which stood at 69% and 94.2%. The combined ratios are below 100%, indicating strong operational efficiency to make underwriting profits, in 2021 the underwriting profit stood at 347 million.

WEAKNESSES
Although the combined ratio based in Admiral’s UK base was below 100%, this is unfortunately not the case for the international side of the organisation. With a combined ratio over 100% this is a cause for concern. Reports show that in the financial year 2021 the overall combined ratio was 118.5% an increase from the previous year which was 108.2%. These results suggest that the underwriting segment is at a loss, with reports of a loss of 41 million in 2021 compared to 13.9 million in 2020.

OPPORTUNITIES
Partnerships can enable Admiral to expand its business, enhancing operational efficiency. In 2021 the company’s L’olivier, motor insurance entered a partnership with Swiss Re and BlaBlaCar Coach in the French market. This initiative has built strong propositions for customers increasing its engagement capabilities. The non-life insurance segment in the insurance industry is also growing.  This will help expand Admiral’s insurance business.  According to in-house research, the total written premium of generalised insurance is expected to reach 63.6 billion in 2023. This growth is expected due to the increase in both import and export demand, development of transport infrastructure, increases in vehicle registrations, as well as the growing demand for cyber insurance due to an increase in cyber-attacks during the COVID-19 pandemic.

THREATS
Admiral operates in a highly competitive market, which can affect its market and share price profits. Competing with various insurance providers, based on several different factors such as premiums charged as well as products, services, financial ratings by independent companies, speed of payments made by claims, reputation as well as perceived financial strength along with the experience or inexperience of the insurer. The COVID-19 outbreak affected the financial positions of all insurance providers, although claim rates were reduced during the pandemic, a slowdown in the economy was also a factor. A decline in customer spending and general economic activities could lead to bankruptcies stemming from business failure. Therefore, if large numbers of companies go out of business due to the pandemic, insurance companies could potentially face an avalanche of claims which could affect the organisation’s profitability. Admiral is regulated by a variety of governmental and regulatory authorities in the countries that it operates. Therefore, changes in government policies, legislation as well as regulatory interpretation can affect Admiral’s product range. Admiral is governed by the PRA and FCA in the UK. Over the last few years, there have been many changes implemented, mainly to do with the COVID-19 outbreak. For example, in July 2020 the FCA published a new policy statement regarding the change in regulatory fees and levy rates for the year 20/21 to mitigate the impact of COVID-19. As well as this the Ministry of Justice increased the Ogden rate for personal injury calculations regarding road traffic accidents. These changes are out of Admiral’s hands but must be adhered to by law.
[bookmark: _Toc119189848]3.3 Hybrid Survey
A survey (Appendix C) was compiled for team managers to send to their teams in regard to hybrid working. The survey was conducted anonymously, this ensures an avenue for more honest and unambiguous responses, which is why surveys are one of the best types of research methodologies to use in these scenarios, especially when stating answers will remain confidential . As DeFranzo (2019) believes, the anonymity of surveys allows respondents to be as open and honest as possible, which in turn give a better gauge of results and data. Based upon 7 questions all with multiple choice answers, there was a 100% completion rate based on 18 responses from the student’s team.

61.11% of the team were very satisfied with their working from home arrangement and were happy to maintain this for the foreseeable future. However, 61.11% also confirmed they felt very comfortable returning to the office environment. Suggesting moving forward to a permanent hybrid working environment is a positive step for the business to make. When asked the reasoning for the employee’s answer to the factors as to why they felt the way they did returning to the office 66.67% selected the social aspect, as 27.78% selected suffering from social isolation working from home. When asked about the work/life balance of the individual’s 55.5% were somewhat satisfied, there were no negative responses to this question. Suggesting that the employees can gain a better balance of their work/life balance. Work-life balance is an important aspect which contributes to ensuring your organisation has a healthy – working environment. Kohll (2018) believes that maintaining a work-life balance can help reduce stress preventing burnout in the workplace. 
[bookmark: _Toc119189849]3.4 Emotional Intelligence Questionnaire.
It is important to actively encourage building emotional intelligence in the workplace as some individuals will have higher levels of EI whereas other individuals through no fault of their own exhibit lower levels. This could be due to their upbringing, culture for example, so they have never known any different. As Garvey (2019) believes, the initial step to building a workplace culture that encourages emotional intelligence is to show your employees that you care about their emotional wellbeing. A way of measuring how emotionally intelligent we are is by carrying out various assessments. Evaluating several aspects of your emotional intelligence, suggesting ways to improve. Petor (2017) explains how EI can be developed, suggesting that organisations benefit from identifying employees who have low emotional intelligence by helping them develop also impacts the success of the business. As Williams (2015) states emotional intelligence assessments help us not only manage our emotions but those of others also.

The student has recently taken an emotional intelligent assessment (Appendix D). The results suggest they still struggle with managing their emotions however they are very much aware of this, and has admitted they can be highly sensitive, which is something they have always struggled with. Stewart (2021) explains highly sensitive people can experience greater emotion, suggesting negative situations, events etc can have a huge impact on the individual. Therefore, the student has had to adapt and learn how to control their emotions with the recent events of the pandemic.  Working from home has helped the student no end in regards to improving their emotional intelligence, they feel a sense of pride and feel that they need to take ownership more than they would in the office which gives them a feeling of being trusted by the hierarchy. 
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[bookmark: _Toc119189851]5.0 Recommendations
This report recommends the following action based upon the findings, the decision to close Newport, Swansea, and Cardiff offices for the forceable. Merging all employees into the building owned by Admiral, Ty Admiral, based in Cardiff City Centre. Introducing a permanent hybrid work model, enabling employees to work from both home and the office. Hybrid working is a combination of in-office and remote working from home. Vidhyaa & Ravichandran (2022) explain how an effective hybrid working style encourages autonomy, flexibility, high performance, collaboration, positive working relationships, and effective work habits. Evidence based upon a survey carried out by Admiral employees suggest hybrid working is the best option as it seems to be the fairest outcome. Attending the office a minimum of one day per week, keeps those happy who prefer the working from home model, and also the flexibility for those who enjoy the office environment to attend as and when they choose. 
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	Strength
	Needs Attention
	Development Priority

	Self Awareness
	46
	
	

	Managing Emotions
	
	33
	

	Empathy
	46
	
	

	Social Skills
	35
	
	

	Motivating Oneself
	40
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