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1. [bookmark: _Toc184496084]Abstract 
-
This report will conduct an investigation into to some of the reasons for increased staff turnover within the sales department at Admiral Insurance Company over an eighteen-month period and try to find strategies to reduce turnover and increase retention. It has come to light that from a previous recruitment drive, only four from a team of twelve new employees remain up to the six-month probation period. The research will consist of quotative and qualitive data including internal staff survey and also refereeing to external data such as the great place to work survey. This report will help find strategies. Employees often leave for promotions, new challenges, or to pursue personal goals that may not align with their current role or organization which is expected and others despite best efforts in hiring, some employees may find the role or company culture isn't the right fit after starting. Finding those employees that are right for the job and wish to progress from recruitment helps in finding the right person for the roles the this report will also look at the recruitment process within the department. The goal is not to eliminate turnover but to retain the right employees for the role 
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2. [bookmark: _Toc184496085][bookmark: _Toc67825266]Introduction

[bookmark: _Int_p4vsC6Sl]Admiral Insurance company first launched back in 1993, with a mere 57 staff members in Cardiff. Moving forward to current times and they now employ over 10,000 people across 8 different countries but within the sales department of the organisation, there is a current struggle to retain staff. It has come to light that during the most recent recruitment process only four staff out of a team of 12 have remained within a three month. In previous recruitment drives there has also been an issue with retaining the new staff. This is an issue for the department as it has an impact on the ability for the department to meet answer rate targets, which is the amount of time it takes for a customer to get through to the call centre. Without enough trained staff to take calls, customers must wait longer to get through to the sales department and may even decide to go elsewhere. This will in turn have an impact on profit, the company reputation. It can also have an impact the share value of the company, which each member of staff has an amount given to them as an additional bonus. Therefore, if the share price is lowered, the staff will also be impacted. On a wider scale It could mean that competitors get more of the market and Admiral are less able to compete. This investigation will try to find ways of enticing new staff, being able to recruit the correct people for the job, and also being able to retain those staff. This investigation will not only try to identify the reason the staff are not staying passed probation period, but to also try and find ways within the company guidelines to improve staff retention within the department.





















3. [bookmark: _Toc184496086]Literature review/background/research for Admiral Insurance and its sales department.
 
T Glassdoor LLC (2023) Is an independent website that help people search for jobs and also includes independent reviews from current and past staff members of their experience with working at the organisation. The company’s overall score on this website is 3.9 looking at 7 different arears including culture, careers opportunities, work life balance and more. Refer to Appendix B
Looking at some of the reviews left, in particular current and previous staff that worked within the sales department of the company, some of the reviews were:
Former sales agent from the Swansea office. 2.0 score, sitting low salary as main reason for low score. Pros “Free shares and free fruit”. Cons “Managers are very clicky and show favouritism m”.
Current sales employee from the Cardiff office. 4.0 score. Pros “Good benefits, work life balance, recognition of hard work, pay reflects hard work, bonus schemes, and work events”. Cons can be mentally draining; time is managed through codes including bathroom breaks which are all monitored. Intense sales techniques, very receptive, speaking on the phone all day. If you do not like sale, this job is not for you in the long run”.
There are a number of different opinions regarding the sales department but concentrating mainly on the reasons people were not happy brought up a number of different issues, including:
· Low Salary being the most frequently mentioned issue within the reviews.
· The feeling of being treat like a robot. 
· Unrealistic targets, including being monitored for time taken away from the phone including toilet breaks.
· Not enough recognition, and favouritism in regard to progression.
· Shifts being the second most mentioned reason siting long hours and a lot of weekends including Sundays.

A survey has been conducted with a team of new starters that have now worked at the company for 3 months to see if there are any issues, trends, reasons for retention within the sales department to be low. The survey was intentionally for the newer starters as people that have already past probation period, which s six months, the employees tend to stay longer. This survey was only conducted on a small scale, with a team of around twelve employees. The survey was based under four different categories which were first impressions, role expectations, training and support, and company culture.
First impressions were the first area to be looked at in the survey. First impressions are critical in retaining staff because they shape how new employees perceive the company, its culture, and their future within the organization. A positive first impression will establish trust and confidence in not only the department but the organisation as a whole. It also shows new employees the company respects and values them. Making new starters feel welcomed and included helps them integrate easier into their respective teams and during training and adapt to the company’s culture. Getting this correct early on will help the likelihood of the new starters staying beyond probationary period. four questions were asked in that section and one being for open answers. Results are detailed in appendix C. The information from this survey will help to focus more on the areas that scored the lowest and the percentages over of new starters that are not happy or are giving and average score. As an example, in appendix C the first question asked about the overall experience so far. There were 13 responses to the survey in total and seven of them scored this area average, which is a percentage of 52%. The fact that the majority of the employees that completed the survey as average might indicate there may be a need for better engagement, stronger support from the trainers/managers etc. I may also indicate the need for maybe more exciting opportunities available within the organisation and department.
A worrying outcome following the survey with the first section is that the questions referring to expectations being met and having the necessary information to start the role effectively one person scored that section as poor. The survey is anonymous so it will now be important to address this issue as best as possible. A negative score indicates that the department are not meeting the expectations and theses issue will need immediate attention.
Many questions scored an average score, which again indicates employees may not feel satisfied or dissatisfied with their first impression and their role within the department and organisation. One standout area that sored highly with the majority of employees that completed the survey was how the employees rate the departments culture based on expectations from the recruitment process. Ten out of thirteen scored this area excellent, which is amazing. However, there are still 3 employees that took the survey that feel either good or average about the experience so far. It is important to try and determine what made those others score lower and what can be done to find out what is missing for those lower scoring employees.
“Great Place to Work® surveyed over 250,000 employees to determine the top companies recognised as the 2024 UK’s Best Workplaces. These leading workplaces set the bar high for trust, respect, credibility, fairness, pride, and camaraderie.” Great place to work (2024) 
Referring to Appendix G, it includes for those that completed the survey, a percentage of overall employee tenure. 32% of employees have been at the company for less than two years from the great place to work survey. 
It also states that out of all employees that completed the survey, 87% say it is a great place to work. This is comparing to figures of employees at a typical UK based company. Admiral have been within the top ten companies known as the best place to work since 2019 in the super large company category. 
The organisations annual turnover report shows that the organisation is still growing in the market but to continue this success rely on the success of how each department is run. The groups profit increased by over 23% for 2023. The sales department have a major impact on this metrics as this department is known as the first port of call for the customer journey and can be detrimental to the organisation if staff are not happy or not getting the training and support needed to complete their role. Admiral Group plc 2024 half year results are already showing the UK sales department. There has been a substantial growth of turnover which has been drive by higher average premiums and growth in customers. It also shows for the first half of the year an increase in customers +12%. Having the right staff to deal with theses customers within the sales department is what will help increase these figures for the rest of the year. The organisations profit increase driven by the UK motor department increased by 32% within this first half of the year. Refer to Appendix H
Appendix I-J are the results of the 2023 pulse survey. This is a departmental survey showing the satisfaction results for the sales department in that year. As this is an internal survey the results were discuss through tea parties with the operations managers of the department. With 93% for example of the departments staff believe that the organisation is an inclusive and divers organisation. 89% are happy with the results and the rewards. There were some areas of the survey, which in the grand scheme of things still scored considerably high would-be areas that the department will need to put focus into.  Being a call centre with a mix of different personalities and individuals, it is not possible to please all of the people all of the time. Also, with these surveys being anonymous it is hard to pin point the exact cause for contention for the employees. 75% was one of the lower scoring areas and was in relation to employees felling they are able to fulfil career aspirations. This could be due to employees not realising or having information regarding progression within the department but also the whole organisation. Also, information surrounding learning programs and training that are available. This may be due to lack of communication or how the information is communicated in the first instance. Information may be getting lost in emails for example. 81% of the departments staff said that they think moral is good throughout the department. Now although this is still a high score and the majority of the staff are happy, it still show that there are still  19% of staff within the department that do not feel the same way. If there are approximately 200 staff in the sales department, 38 members of staff are not happy in one way or another and is definitely an area to focus on. The same applies to the 81% score of staff feeling that we are in this together.  Using the same approximations that would mean around 38 members of staff in the department do not feel part of the team and department. 17% of the department do not feel they receive enough information about the company, which feeds into the feedback about the remaining 19% of employees that do not think that we are not all in this together. Bridging gaps between communication within the department and around the organisation allows for staff to feel included














4. [bookmark: _Toc184496087]Why do people leave their job? 

There can be many reasons why staff leave a job. Looking at a blog from a recruitment company they have listed around 25 different reason a person would leave, specifically within a sales department or job.
· Low Compensation 
· Lack of confidence
· Changing compensation Plans
· Reducing commission rates
· Too much time spent on non-sale activities
· Unrealistic Targets
· Changes of organisational structure without explanation
· Better opportunities elsewhere
· Lack of senior support
· Lack of confidence in leadership
· Concern about company stability
· Little or no recognition
· Lack of promotion opportunities
· Little coaching or a lack of clear expectations
· Delays or lack of payment
· Keeping poor performers employed
· Inadequate benefits
· Burnout/ overworked
· Lack of development opportunities
· Dysfunctional company culture
· Poor inter departmental relationships
· Favouritism
· Lack of independence
· Lack of tools to do the job correctly
· Sales process and targets are too complexed

4.1 [bookmark: _Toc184496088]Does the reason for leaving a job differ in a non-sales environment?
Looking at a study that was conducted regarding registered Australian pharmacists leaving the profession. The study was put together to try and understand why we’re leaving. According to the article, poor job satisfaction had been linked to health practitioners intending to leave, such as nursing, occupational health, and medicine, but not enough was known about why pharmacists were leaving their profession. Data was collected by sending out surveys to registered pharmacists in Australia that were on the registers of the pharmacy of the boards of Victoria and south Australia.
The theme of results that emerged from that study showed:
· Dissatisfaction with the professional environment
· Lack of career paths and opportunities
· Under-utilisation of pharmacist’s knowledge and skills
· Wanting a change
· Staying connected with pharmacy

Another article regarding a study based on why a teacher would leave the profession. For this study a of telephone interviews were conducted. The paper focused on the events that incurred, which influence these people’s decision to leave the profession
· Workload
· Support
· Classroom Management
· Working conditions
· Salary
· Prestige of teaching
In both of these case studies, the reason that people were leaving the profession they were in are included in the list of 25 reason’s a person would leave a sales job. This suggest that regardless of the occupation, a lot of the reason’s that people leave a job are similar. Lack of support, opportunities, environment and working conditions are common in all. None mentioned regretting or disliking the profession. Which suggests that if the conditions within the work environment was improved, it is more like to retain theses staff. Expectations can vary depending on the individual and their needs. Basic job expectations would be fair treatment, a safe working environment and inspiration to be fully integrated in your role, but looking at a blog regarding Employee expectations in modern business by Crawford-Marks, R. 2015, it mentions that these are the main things an individual would expect from an organisation
· Purpose
· Culture
· Onboarding
· Growth Opportunities
· Leadership
· Autonomy
· Recognition
Referring back to the case studies and the reason’s staff were leaving their respective professions are included in this article regarding the expectations for a person to stay with an organisation. In modern society, People are looking for more than just wages to give them job satisfaction. Feeling that one has a purpose within the organisation, gives a sense of pride and belonging. This ties in with the culture of the organisation. The culture of an organisation is usually pretty apparent from the onset and shapes the personality of the organisation.
The employee’s first impressions of the organisation are very powerful in showing them what their experience is likely to be within the organisation. Thing a seemingly small as introductions and welcomes, what they hear and see. And what they have to do during working hours. This can either be confirmation that a new employee would want to stay or undermine the impression new starters would have had when they first joined. The new starters introduction to the organisation is perceived as negative, it is likely to make the employee less productive, less engaged, and more likely to leave

4.2 [bookmark: _Toc184496089]Reasons for high turnover within a sales department.

Richardson, M. (2014) List the following 12 reasons as to why turnover could be high within a sales department.
1. Failing to have a consistent recruiting process
2. Neglecting to develop a solid strategy for attracting the right talent
3. Not applying the right tools in selection
4. A perceived need to fill sales vacancies fast
5. A weak orientation system
6. A poorly designed appraisal system
7. A dysfunctional or non-existent performance management system
8. Fear of litigation when terminating salespeople
9. Not wanting to hurt someone’s feelings
10. An unwillingness to be patient on the part of sales managers
11. A lack of awareness relative to the costs related to keeping poor sales performers too long
12. The eternally optimistic belief that “I can turn this person around.”
By neglecting to have consistent recruitment, it can negatively affect an organization in several significant ways. One of which is failing to have a consistent recruitment process. Turnover is inevitable and need for an organisation to progress. It is important to get the recruitment processes right. If hiring decisions become subjective or rushed, it will increase the likelihood of selecting candidates who lack the skills, experience, or cultural fit for the role. Mismatched recruits are more likely to leave quickly, either due to poor job fit or unmet expectations. Those previous employees who may then feel misled or mistreated during the recruitment process may share negative feedback publicly, damaging the company’s reputation. A solid strategy means consistency and sets outlines of what is wanted and need from candidates when applying for the role. Without a focused strategy, recruits may lack the skills, experience, or personality traits needed for success within the sales department. This leads to underperformance and unmet sales targets. Without the correct tools and structure, it would be impossible to select suitable candidates for the roles available. Employees who lack the skills or motivation required for sales roles often fail to meet objectives and contribute to team goals. When sales staff lack the necessary skills or are frequently replaced, customers may experience poor service, leading to dissatisfaction or lost business. Another interesting area in Richardson, M (2014) list of reasons why turnover can be high within a sales department is a poorly designed appraisal system. An appraisal system that doesn’t define clear, measurable sales goals means employees may feel uncertain about what they need to do to achieve success, leading to inconsistent performance. They will also put pressure on the seniors and mangers of the department as without proper metrics, managers may struggle to provide meaningful feedback, making it harder for sales staff to improve.
Boles, J. S., Dudley, G. W., Onyemah, V., Rouziès, D., & Weeks, W. A. (2012) Looks more at why employees stay at a job and how to retain staff. Is states that “Identifying, acquiring, and retaining top sales talent remains a priority in many sales organizations because salesperson turnover remains such an intractable management problem.” In their article regarding sales force turnover and retention. In another article regarding the turnover rates within the hotel industry, mainly high turnover of frontline employees by conducting surveys of 327 Australian hotel staff. The report consequently found that even within the hotel industry strategies that allow employees to see the benefits and rewards they may lose when leaving. It suggests areas such as job satisfaction and organisational commitment as possible solutions to high turnover. However these factors alone cannot be the only factors that influence a recruit to stay at the organisation. Performance management can be a powerful tool to reduce staff turnover by addressing the underlying issues that lead employees to leave. By aligning employee goals, providing consistent feedback, and encouraging development, companies can create an engaging work environment where employees feel valued and supported.
















5. [bookmark: _Toc184496090]Maslow’s Hierarchy of needs!
In the simple phycology article, about the Maslow ‘s hierarchy of needs, it stated that people are motivated to achieve certain needs and that some are more important than others. An individual’s basic needs would be physical survival and would be the first thing that motivates us and at the bottom of the hierarchical pyramid. Once that minimal level is satisfied, we are motivated by the next level up.

[image: Diagram
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Maslow’s theory is about learning what makes people happy and the things they do to achieve their goal. There are five steps according to the theory and are split into sections, with self-actualisation being of highest importance and is the process of growing and developing a person in order to achieve the individual’s full potential. This links into an individual’s need to want to progress within their organisation for example, as they may have completed the lover levels of Maslow’s hierarchy 
· Physical needs – classed as basic needs, in addition to what is included within the diagram above, there are also basic needs such as nutrition, air and temperature. Physical needs also include needs such as shelter and clothing. 

· Safety needs – Finding a job, having health insurance, putting money into a saving account, more to a more affluent area are actions that are motivated by the security and safety needs           

· Social needs – It is important for people to feel loved and accepted by other people according to Maslow. Personal relationships with friends, family, and loved ones play an important role as well as involving in groups such as religious, sporting, book clubs, and other group activities. These things can be important in helping to combat problems such as loneliness, depression, and anxiety


· Esteem Needs – At this stage of the hierarchy, is the need for appreciation and respect. When the needs at the bottom of the have been satisfied, the esteem needs start to become more of a role in motivating an induvial behaviour


· Self-actualisation – According to Maslow’s theory of self-actualisation, “It may be loosely described as the full use and exploitation of talents, capabilities, potentials etc. Such people seem to be fulfilling themselves and doing the best that they are capable of doing. They are the people who are developed or are developing to the full stature of which they are capable”
Not everybody follows there hierarchy exactly, and some priorities self-esteem over social needs for example, and some are satisfied at achieving the social needs level, which in turn can then full fill the esteem stage

6. [bookmark: _Toc184496091]Hertzberg’s Motivation and Hygiene Theory!
Frederick Hertzberg identified two main groups of factors. There are motivating factors and those create satisfaction. Then you have Hygiene factors. These do not provide satisfaction and may also be a cause of dissatisfaction. Especially if the fall below levels that are classed as acceptable. The theory is used to help determine factors that will genuinely motivate staff and those that just demotivate them.
The motivating Factors:
· Recognition
· Achievement
· Advancement
· Nature of work undertaken
· Responsibility
If these factors are present then, according to the theory, staff will be motivated.
The Hygiene Factors:
· Pay
· Company Policies
· Relationships with supervisors
· Working conditions
· Feeling associated with lack of status or security.
If these factors fall below a certain level, then it is likely staff will feel dissatisfaction.
Hertzberg uses a term known as KITA’s which translates to (Kicks in The Ass). This refers to some of the ineffective way in which seniors have tried to motivate staff. Negative physical KITA’s can include such things as critical feedback or a telling off. Negative psychological KITA’s would include things such as emotional control and psychological manipulation

There are also positive KITA’s, however. These would include things such as bonuses, pay increases and benefits. But Hertzberg argues that no matter how generous the positive KITA’s are, they will not be enough on their own to generate positive motivation. I f however these positive KITA’s fall below what would be considered an acceptable level, this can then in turn cause resent and demotivation, which can also lead to staff leaving the organisation

Positive KITAs include bonuses, pay increases and benefits. However, he argues that regardless of how generous the positive KITAs are, they will not on their own generate positive motivation. However, if they drop below an acceptable level, they will cause resentment and de-motivation.
The difference between Maslow and Hertzberg, is that Maslow leans more towards what makes people happy in general before even looking into their work environment. If person basic needs are not being met, it is hard to motivate them.			




 	











7. [bookmark: _Toc184496092]Analysis
Analysing the data and research conducted through surveys and looking at data collected from other independent sources there are a number of areas that need to be taken into account within the sales department to help increase retention figures and also keep current staff satisfied. There is not just one rot course and a number of areas within the department would need to be taken into account. Satisfying employees needs from recruitment and training is the first stage in which it is imperative to instil the department needs and expectations and also ensuring the employees needs and expectations are met. The following areas 
· Role Clarity
· Training and Support
· Instilling company Culture and Expectations
· Feedback and Communication
· First Impressions
· Shifts
These areas were where new starters had concerns or scored lower in the staff survey. Recommendations of different strategies that may help to help address and resolve some of the issue that have arisen. The sim of the report is not to immediately fix the issue of retention within the department. This will be a continuous process as staff will always leave for different reasons. The aim is for the reason that staff leave the company is reasons outside of the company’s control. By adopting different strategies and ways to improve the department internally will have the desired effect of helping to reduce the staff turnover and retain the longer tenure staff for the foreseeable future:
· Looking a possibly rewording the job advertisements and ensuring at the interview stage the interviewees are clear on the main expectations for the role such as shift patterns 
· Training was one of the areas in the staff survey from the less tenured staff. In the open question section, it was mentioned not enough support was given and training was intense. A team of experienced staff that could help with supporting the new employees once they start taking calls. This can be used as a progression tool for those experienced staff also but the aim would be to be on hand whilst the new starters are in their probationary periods, to not only make them feel secure in knowing help is at hand when needed but to also give the new starters as much support and guidance as possible. A team of around 6 staff that are looking to progress in their roles allowing them to experience the requirement needed to become a senior member of the department and passing on knowledge to less experienced staff.
· Merlyn is the internal database that has answers to any information needed to complete roles within the sales department. However, may seem overwhelming for a new employee. Liaising with the training team to offer a refresher course on how to navigate the page and help build confidence in using the site
· The culture of the organisation and the department is one of the most positive outcomes of research conducted. However, there were some that still scored this area average. Increasing those average scores to good or above will be the aim. This should help with the majority of the staff in the department feeling included. Each team will have a ‘Culture Rep’ this will be a nominee on each team to set competition and encourage team member to get involved in activities and task set in the department. There are currently different activities such as Christmas carol competition, Pin the carrot on the snowman and many more, refer to Appendix K. Encouraging team participation on all levels including senior/manger levels show inclusion and that we are indeed all in it together and boosting moral. Not all staff will wont to participate 
· Hold regular team meetings to share updates, discuss challenges, and align on goals.
· Schedule regular individual meetings between managers and team members to provide feedback and address concerns.
· Referring back to the staff feedback, another issue was shift patterns. Utilising our call centres in India, looking a shift pattern and the possibility of offering UK call centres earlier shift finishes. For example, as December is the quietest month within the department a trial period of testing different shift patterns. This would be a big project and would depend on the business needs, 
· Hybrid working should only be available once new starters have passed probation. Hybrid working can offer a balance and convenience for those that whish too, however for new starters, it is important for them to have as much on hand support as possible. This can not be achieved as much whilst working from home. An experienced member of staff would be more confident and knowledgeable to work hybrid. After probation, hat is currently six months, would be show a new starter has the knowledge and tools required to work more independently from home.
· The sales department is continuously changing but can be overwhelming for a newer employee. Maintaining regular training for all employees. Continuous training and refresher courses are essential within the sales department. Having tailor training sessions to the unique challenges of sales, such as handling rejection or overcoming objections will also be useful in building confidence and knowledge. Although this report Is aimed at retaining new starters it is easy to allow the longer tenured staff to slip through the net so making the training for all staff.
Going back to the feedback regarding the sales department from T Glassdoor LLC (2023) which is an independent website that offers feedback from previous employees of the sales department. Noting low salary being one of the most frequently mentioned issues. An organizational decision has recently been made that all staff regardless of age will now be paid the national living wage as opposed to the national minimum wage. The difference in this is that national minimum wage applies to employees aged 16 or over, depending on specific age bands (16-17, 18-20, 21-22).  The national living wage applies to employees 23+ and provides a higher minimum pay rate for older workers to reflect increased living costs and responsibilities. The recent organisational decision to apply the living wage to all employees will run alongside the incentive scheme that is available within the sales department earning an extra up to £1400. The employees are all part of the shares incentive scheme available to new starters once probation has been passed. 
Appendix L includes a link to a recruitment add for the most recent recruitment drive. During the recruitment process there are three stages in the application process. Once an application is submitted, the application is reviewed and if successful asked to participate in a telephone interview. The third sage involves attending a meeting within the office. The recommendation is for the whole recruitment process to be undertaken by a manger from and senior from the sales department. Having these manager and senior conduct the recruitment process will help with the employee selection process. The manager and senior know the exact expectations and requirements needed to undertake the role and expectations of the employee. Once the right employees have been selected, the manager and senior duo will follow the complete process from recruitment to training and will then eventually have these new recruits as their team going forward. This can be done on a trial basis but having the recruitment process conducted by  members of experienced staff that are fully aware of the needs and requirements of the job will select the best people suit for the role. While it may not be possible to eliminate staff turnover entirely, it can certainly be minimized to a manageable and healthy level. Some turnover is natural and even beneficial, as it brings in fresh ideas and perspectives. However, excessive turnover, especially in critical departments like sales, can be detrimental. Following the recommendations that have been state will help reduce high staff turnover within the sales department.
Most recently a new job application has been put together included in Appendix l. This new recruitment advertisement has been updated to include a more in-depth description of the expectations and requirements of the new employees. The new description covers more areas and will give a fuller view of what is required if successful in the recruitment process. The previous application list requirements such as delivering excellent customer service, effective communication, self-motivation, resilience. The extra areas of the job description that have been added to the new recruitment drives job description include areas such as managing time effectively, practicing active listening, maintaining a positive attitude, confidence in technology, the ability to multi task. These are all realistic expectations of the sales department and will be reviewed based on the new recruits to access if this new more in depth job advert helps in recruiting the correct staff for the role 
All sales staff are untargeted but do an objection criterion for the department and the employees being in the sale department are also incentivised. New starters will have the same opportunity to earn, and incentive however is likely that more experienced staff will draw more from t he incentive scheme. To make lower tenured staff feel less intimidated and also feel that they are being recognised, a recommendation of a new starter incentive league. During the monthly awards conducted by the operations managers, a separate new starter league will not only allow the newer starters the opportunity to compete and receive recognition and a sense of value and belonging. The new starters will still have the same areas to focus on however the expectations will be reduced. The month awards are currently based on giving recognition to the sales staff, managers, and seniors of the sales department and rewards in areas such as the WOW award, which is offering great service the team or an individual, best team, and best individual results for the month. Incorporating a league so employees employed for six months or less will allow new employees the ability to compete and also feel included and a scenes of belonging Newer employees would already have a lower expectation of them in relation to meeting objectives during their probationary period. However addressing stress and burnout is another factor that needs attention. Employee feedback from individuals that left the company and particularly the sales department mention the shifts being long, and draining and the targets being unrealistic. In fairness some feedback was outdated compared to changes that have been implemented to improve staff feeling this sentiments and reflected in the great place to work surveys. Looking at trying to encourage reasonable working patterns and discouraging an overly competitive environment can help reduce the effects of an employee feeling burnout. Emphasising within the department the perks like flexible schedules, health benefits, and wellness programs to support overall employee well-being.
The department need to focus on building a culture and environment where staff enjoy coming to work and have opportunities to engage and interact with the colleagues. Management need to strive to keep a strong flow of communication, including allowing staff to be able to have a voice in the way the department is run buy offering one on one informal chats, and a space for t=staff to suggest improvement and changes that they would like to see Implement within the department. It is also important for staff to see that those ideas and suggestions are being taken on board. There are areas that the department do well, but can also do them better. Working together with sales staff and senior management with feedback and support and giving he sense of everyone working towards the same goal, all feel included and valued

























8. [bookmark: _Toc184496093]Conclusion 
While complete elimination of turnover is unrealistic, addressing its root causes, managing voluntary departures, and fostering a positive work environment can significantly reduce its impact. Regularly reviewing retention strategies and adapting to workforce needs ensures turnover remains at a healthy, manageable level. This report outlines the need to be continuously focusing on cultural and expectations of the employees and setting clear job expectations during the recruitment process is vital. Ensuring from initial stages the correct employees are selected for the role will ensure lower staff turnover. The report also has some recommendations advising the department will also need to, as mentioned in the reports analysis, invest in training, career development, and a supportive work environment will also boost retention of the right staff. Some turnover can be healthy for the department especially when underperforming employees are replaced with high performers or when it allows for fresh ideas to rejuvenate a team, however this report also show that there are also indirect consequences to high turnover within an organisation. Certain industries, like sales and retail, naturally experience higher turnover due to job pressure, burnout, or commission-based roles. This report shows that encourage a positive company culture, work-life balance, and recognition of achievements whilst also ensuring the employees are paid favourably as possible for their efforts are also factors that will encourage staff to stay on longer within the department and organisation. It has been recognised within the report the organisation do very well in making sure it treats all its employees fairly and promote health work life balance on a whole but it is important to tap into the dissatisfaction of and reasons for dissatisfaction the employees that have not had the same experience. The process of reducing staff turnover within the sales department is a process that is continuous and will review progress. The test will be conducted over a period of 18 months. The recommendations noted in the review will reflect the success of these strategies and the impact on the sale department retention figures. The proposals and recommendations provided are to try and influence the turnover process. The report has shown that an employee will be  influenced by the team environment in which they work and the support that they received from management and training. Management are the one to instil the organisation and departments culture and expectations and has an influence on how the new employees fit into the department.
Adapting a culture that rewards and recognises staff for their performance, how they interact with customers, their commitment and attitudes to the role all help in the retention of staff
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Highlights of the Admiral sales department 
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Admiral Group Ratings and Trends
About Glassdoor ratings
Ratings may vary depending on what filters are applied, but ratings include reviews in all languages. Learn
Overall
★★★★★
3.9
Culture & Values
★★★★★
4
Diversity and Inclusion
★★★★★
4.3
Work/Life Balance
★★★★★
3.9
Senior Management
★★★★★
3.7
Compensation and Benefits
★★★★★
3.4
Career Opportunities
★★★★★
3.8
76%
Recommend to a Friend
88%
Approve of CEO
66%
Positive Business Outlook
Overall Trend
5/202210/20224/20233.43.63.84.0
Overall Distribution
5 Stars
 
4 Stars
 
3 Stars
 
2 Stars
 
1 Star
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New starter feedback questionnaire results.
First Impressions.
Copy of Customer Feedback - Google Forms
[image: Forms response chart. Question title: 1. How would you rate your overall onboarding experience so far?. Number of responses: 13 responses.]
[image: Forms response chart. Question title: 2. During recruitment and training, did the overall process meet your expectations? . Number of responses: 13 responses.]
[image: Forms response chart. Question title: 3. Were you provided with all the necessary information to start your role effectively?. Number of responses: 13 responses.]
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[image: Forms response chart. Question title: 5.  Do you clearly understand your job responsibilities and expectations?. Number of responses: 13 responses.]
[image: Forms response chart. Question title: 6.  Was your role accurately described during the recruitment process?. Number of responses: 13 responses.]
[image: Forms response chart. Question title: 7.  Do you feel confident about how your role contributes to the organization’s goals?. Number of responses: 13 responses.]
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Training and Support
[image: Forms response chart. Question title: 9. Was the training provided, helpful and relevant to your role?  . Number of responses: 13 responses.] [image: Forms response chart. Question title: 10. How would you rate access to resources and tools necessary to perform your job?. Number of responses: 13 responses.] 



   


[image: Forms response chart. Question title: 11. How would you rate accessibility to your manager, senior and task agents for questions and support?. Number of responses: 13 responses.]
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Company Culture  
[image: Forms response chart. Question title: 13. Rate how welcomed and included you feel by your team and colleagues?. Number of responses: 13 responses.] `[image: Forms response chart. Question title: 14.  How would you rate the departments culture based on expectations from the recruitment process?. Number of responses: 13 responses.]
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Admiral Insurance Employee Demographics
Tenure
 <2 years - 32%
 
 2-5 years - 23%
 
 6-10 years - 19%
 
 11-15 years - 12%
 
 16-20 years - 7%
 
 Over 20 years - 6%
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Customer Sales Advisor job in Cardiff | Admiral Group Jobs (05/2024)
Customer Sales Advisor job in Cardiff | Admiral Group Jobs (10/2024)
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