Guidance for Project Proposal (Terms of reference) 
for the BMSK6007 Independent Project (1000 words)


Terms of Reference

1. Your Terms of Reference will be a series of short statements encapsulating the entire Project.   However, remember that at this stage, you do not know where your research will lead you or what the outcomes will be!  
Terms of Reference (often shortened to ToRs) will outline:

· What issue is to be investigated, indicate any boundaries, and will state the purpose of the investigation.    
(For instance, within the scope of your project, it is not possible to look at an issue across the whole of a large organisation, or over an unlimited period, or even to look at all activities, so you must set boundaries to what you will investigate.  You also must be clear about what you are trying to achieve.)

· The need to critically evaluate your chosen topic to make arguments and draw conclusions from your research investigations
(It is imperative that you do not go into the Project with pre-conceived ideas about the eventual project outcome, your research must lead you.   It is essential to gather data/information from a wide range of appropriate and relevant sources and then draw logical conclusions based on your critical reading of the arguments by authors you have researched in your chosen field of study. 

The following is provided as an example to help you to write concise yet comprehensive Terms of Reference:

· To investigate the extent and causes of absenteeism in the No 1 Warehouse at XYZ Company, over the last two years, with a view to reducing it.    
· To generate and evaluate possible ways of reducing the level of absenteeism.
· To draw conclusions from the investigations and to make viable recommendations taking account of the financial and human resource implications for the Company. 

These short statements are easy to follow, and you should refer back to your ToRs every time you do any work on your Project.   This will ensure that you stick to what you are supposed to be doing and do not miss any critical stages.  It will also be good practice for completing workplace projects in the future!


2. Your project proposal must include:

· The organisational problem/topic you wish to address
· Why do you want/need to address it?
· What do you want to accomplish with your project? 
· What research methodologies will you use and why?

            Consider using the template on the next page.



	BMSK6007 Project Proposal (Terms of Reference)

	PROJECT TITLE
	An investigation into the causes of increased staff turn over within the sales department of Admiral insurance 

	STUDENT NAME & NUMBER
	Nadean Kennedy 1815021

	Organisational issue / topic to be investigated including boundaries and the purpose of the investigation.
	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 beyond a three month.

In previous recruitment drives there has also been an issue with retaining the new staff. This is becoming a problem for the department, as it has an impact on the ability to meet answer-rate targets, which is the amount of time it takes for a customer to get through to the call centre. This is one of the company’s most important metrics in connection with sales.

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, and also the company reputation – which can have an impact on future sales leads. It can also have an impact on the share value of the company, which will affect every member of staff because of their share options and the bonuses linked to this.  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. 

[bookmark: _Int_p4vsC6Sl]This investigation will look to find the root cause of this high turnover, whilst also investigating ways of attracting new staff of the right profile, and also being able to retain those staff. 

The focus of the investigation will be the Cardiff site, with the findings to be used as the basis for future studies of the Swansea, and Canada operations.
 









	Why do you want / need to address the issue (problem, topic)?


	The Sales department is known as the forefront of the company, as this is usually the most important interaction a customer has with the organisation. This is the first opportunity for the company to entice the customer. Having the right staff, is imperative to the department. The Sales department are measured on the ability to answer to customers queries efficiently so as not to lose the customer due to issues such as wait times. Having enough staff of sufficient competence to meet these requirements is essential to the department. Not being able to retain trained staff also has an impact on the current staff working within the department. This can impact morale and how the current staff perform whilst at work. Being able to cope with the demands of the calls will allow for the staff to work effectively and efficiently, without feeling under pressure or building up unacceptable stress levels.


 
 The Insurance market is a competitive one and to be able to compete, the Sales department needs to be able to cope with the demand of customer queries and add new customers for the organisation. This means any problems within this department can have a knock-on effect within the whole organisation. Other departments such as Customer Services, and the Claims department, will suffer. It is important for the retention issue to be addressed, as it can affect the future of the organisation. Not only internally but also externally with customers, suppliers, and investors losing faith in the organisation.

The most recent turn-over figures are showing that new starters are not staying within the company up until probation period assessment at six months.  This means the department are constantly having to have new recruitments drives to replace staff losses. This in turn puts pressure on the current staff as managers will have to take time away from their teams to complete interviews and help with the recruitment process. This also adds pressure to the remaining management staff and puts strain on the sales staff - as there are less managers to deal with staff queries and referrals. 

Having constant recruitment drives, whilst not expanding the business, suggests the company has an issue with keeping staff, and as Admiral is a public company, it steers investors away from Admiral and towards other competitors. To outsiders it can also  look as though the company is struggling to retain its staff, and even though it may currently be doing well within the market, this could well change if the department continues to struggle to keep staff. 






	What do you plan to accomplish with your project?
	The main objective of this report is to answer a number of key questions, and then recommend potential ways forward that could remedy the current problems.

· Why are new employees within the Sales department leaving before their probationary period is finished?

· Is there a problem with the company’s recruitment process?

· How are new employees integrated into the company’s culture?

· Is the company attracting the right type of applicant?


Ultimately, this project aims to improve recruitment and retention, and help reduce turn-over of staff within the Sales department within Admiral Insurance.










	What research methodology will you use and why?
	This project will use Quantitative and Qualitative research methodologies. This will be based around secondary research, but potentially making use of primary research using questionnaires. 

A mix of inductive and deductive reasoning will be used as part of the over all Pragmatic research philosophy. This approach will enable the student to maximise the chances of success.
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