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Executive Summary 
Throughout this report the reader will learn the current recruitment processes and challenges for an insurance company named Admiral Insurance Group, it’s worth noting the author of this report has worked for this business for five years in various roles including workforce planning management and frontline management of staff. 
The reader will observe the headwinds Admiral Group currently face in an everchanging work and consumer environment, with a focus on attrition of its workforce and the impacts it has on its existing staff and its customers. From commercial impacts through to the future challenges it will face without intervention to its recruitment process. The impact is proven and tested through theoretical models such as Marlow’s hierarchy of needs and reliable academic sources based on current trends considering labour markets, business constrains and the current environment.
AI (Artificial intelligence) will be a focal point throughout this report and will identify the benefits and need for HR managers withing Admiral to adapt and utilize innovation through automation. There will be consideration of the long term impacts it may have of its use early in the recruitment stage for screening candidates in order to acquire a resilient workforce, considerations will be the companies’ values and challenges if their endeavours toward CSR (Corporate Social Responsibilities) and how the external environments may now have a direct impact on this, and indeed have the reverse effect, questioning if Admirals CSR is damaging its workforce and operations and posing a risk to long term sustainability. 
Finally, a conclusion will be reached based on the research carried out accompanied by a recommendation on why Admiral must start to use AI screening in their recruitment processes to reduce attrition rates in the onboarding cycle.
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Introduction
Admiral Group are a Blue-Chip organisation that sits within the Insurance Sector, with locations across the globe, its main operation sit across four key locations, Canada, India, Cardiff and Swansea and its customer base sits within the UK. Admiral insurance employ over 11,000 staff globally who work across multiple functions within the organisation, including but not limited to Customer Loyalty servicing Mid-term and renewable customers, New Business, Claims, IT, Finance and HR. 
Focusing on the HR function, each function has a designated team of HR managers to support the operation in each respective area of the business from a wellbeing and training perspective, there then is a central senior team that would support in activities such as recruitment and onboarding. The senior teamwork alongside Heads of department and finance to forward plan the workforce requirement based on budgets and absence and attrition trends.
The organisation has obtained prestigious awards throughout recent years for engagement and wellbeing of its staff such as Best Workplaces for Super Large Organisation and Best Workplaces for Women. These awards being a focal point and area within the Admiral Group careers pages on its website https://www.admiraljobs.co.uk/, arguably to entice potential candidates into the company.














1.0 Main discussion
      1.1The Great resignation 
The main areas throughout this report will be heavily focused on the recruitment challenges Admiral face whilst considering micro and macro influences in this specified area. Job vacancies in the UK have risen to a new record of 1,318,000 from Dec 2021-Feb 2022, this being a 105,000 increase in vacancies from the previous quarter with half of industry sectors seeing record highs (Office for National Statistics, 2022). 
The author of this report would argue that a heavily influencing factor on this would be attrition rates within organisations as a result of the backdrop of Covid-19, reinforced by economists who have named the current situation as “The Great Resignation”, ‘In April, the number of workers who quit their job in a single month broke an all-time U.S. record’ (The Atlantic, 2021). As it stands the attrition rate for Admiral stands above 25% monthly, contributed heavily by less tenured staff within probationary period, this proving difficult to backfill vacancies. Therefore, indicating a need to Improve a vital area which is retention of newer staff through a more targeted approach of recruitment and onboarding. 

   
 1.2 Recruitment Decisions a targeted approach 
In an article named “A head for hiring” written by the CIPD a professional body for HR and people development, it is stated that even small changes to how you frame a job advert can influence who applies (CIPD, 2015). It is worth noting that Mark Parkinson, an Occupational Psychologist who provided extensive advice and feedback on this article has previously worked alongside a previous subsidiary of Admiral Group in the form of GoCompare (GoCompare, 2022).
This being highly prevalent in the case of Admiral who typically see staff leave shortly after the onboarding/induction stage, over pressures of KPI metrics in a sales orientated environment in Customer Loyalty, there is evidence to prove through exit interviews with Human Resources that the recruitment and onboarding process was quite misleading in the expectation and the pressures that come with metrics such as retention of customers within the renewal cycle and the productivity metrics and phone time expectations. However, it is suggested that there may be contamination within data on attrition levels due to a lack of willingness to volunteer truthful information, ‘Individuals may be reluctant to voice criticism of their managers, colleagues or the organisation generally, preferring to give some less contentious reason for their departure’ (CIPD, 2021). 

      1.3 Recruitment Territorial Limits
As it stands the organisation only employ staff in the UK from South/East Wales in the Customer Loyalty function as there is an expectation of “Smart Working” (a combination of home working and office working) in its future strategy. Thus, creating challenges and limitations on the selection process. As mentioned previously in this report, job vacancies are on the rise meaning labour markets are much more competitive for organisations and currently Admiral adopt a scatter gun approach to its recruitment in limited locations, the result of this is proven to be recruitment of less resilient staff who are untested until the onboarding stage or beyond. 

2.0 AI Technologies
AI (Artificial Intelligence) described by DeCanio (2016) as ‘broad suite of technologies that can match or surpass human capabilities, particularly those involving cognition’ (DeCanio, 2016). AI currently does not exist within the recruitment cycle at Admiral. It is suggested that the use of AI tools support in gaining and retaining a productive taskforce, ‘The AI tools provide quality staffing, which results the efficient and effective manpower. It also helps in training and development of employees’ (Mahmood, 2017). Ironically, Admiral Group do have an Automation team who support functionalities through out the business such as procurement, pricing and claims through various robotics such as Automated robots and Assisted robots. However, its HR function is under scrutiny for its lack of endeavour in its innovation and still play a much more interventive role within the organisation and the admin roles would sit with line managers, ‘studies show that particularly line managers are adamant about the need to reduce the administrative workload’ (Raub et al, 2006).
The induction period within Admiral is extensive and last six weeks of classroom training via Microsoft Teams, within theses six weeks there is a hive of activity and support given from various functionalities in the business, for example for each ten new starters there will be a minimum of two dedicated trainers full time, two senior managers and a minimum of eight hours from a subject matter expert in specialist areas such as customer accounts. Although there is no measurable monetary cost been associated to training, attrition is costly to the business from both a burden cost of resource and time invested and of the commercial impact it has on the business and customers. ‘One of the reasons for the lack of concern and action is that people generally underestimate the true cost of losing a good employee’ (Smither, 2003).



3.0 The true cost of attrition
Lack of talented or trained workforce has a knock-on effect to customers, specifically within a call centre environment where companies are measured on Answer Rate, which effectively is the number of calls received in a day over the number of calls answered as a percentage. The calls unanswered then would be considered as abandonment rate which in turn has an impact on the willingness of a customer to want to renew or set up a new policy with the business, in monetary terms this is estimated to be £1 million per percentile in lost premiums. Typically, a call centre will see a lower Answer rates due to two Key areas, increased call volumes and higher handling times, arguably caused by new starters not filtering through to mature into an experienced agent that has higher productivity through efficiency and knowledge. In addition to this there needs to be an element of salesmanship, this typically develops over time. However, outside regulatory changes have changed the way Insurance companies work, 
Insurers will be required to offer renewing customers a price that is no higher than they would pay as a new customer. It is likely that firms will no longer offer unsustainably low-priced deals to some customers’ (Financial Conduct Authority, 2021). 
This coming at a very untimely point in the attrition crisis at Admiral where new starting staff will be expected to demonstrate salesmanship and objection handling from the outset. 
Using AI screening or algorithmic decision-making at the recruitment stage, it is likely that if the screening test were indicative of the expectation of the role and would cut burden cost and lost hours at the recruitment stage ‘For example, Unilever saved 100,000 hours of human recruitment time using algorithmic video analysis’ (Devlin 2020). These could be tailored to the reality and expectations of the role, for example, audio test of roleplay scenario where the applicant would require gathering key pieces of information from a test call, at the end of the call there would be an allocated time to complete your findings. This would measure productivity and attention to detail. As a result, it is likely to decline interviews for those who have not achieved the task in a designated time. However, this would further fuel the issue of a lack of applicants getting to the Interview stage, it may seem counterintuitive to decline applicants when a deficit of applicant already exists, thus creating a predicament for Admiral on a balance of compromise between staff productivity or the risk of continuous staff losses. Of course, this could be eradicated if Admiral were to open its doors of recruitment further afield. The negative to this is Admirals core values or creating local jobs within Welsh communities as part of their endeavour toward Social Corporate Responsibilities (CSR). However, there are arguments against the ideology of focusing to heavily on CSR ‘Are tope executives being taken in by pretty words and soft ideas?’ (Armstrong and Taylor, 2020, p.183). The author would argue that this logic would apply in struggling Welsh communities, however current trends would indicate that job vacancies are on an upward trend In Wales ‘The online job postings show a continuing trend of increasing numbers of vacancies seen in 2021, and experts say this is expected to continue this year’ (Careers Wales, 2022).  
4.0 Corporate Social Responsibilities
This then bodes the question on what is more important, CSR in the local community where the rewards aren’t as tangible as they once may have been or the hygiene rating of existing and new staff to support staff retention. An established model used within HR theoretical practises is Maslow’s Hierarchy of needs, this is broken down into five major categories, physiological needs, hierarchy of safety, social and esteem needs with self-fulfilment being the highest need of all.  (Armstrong and Taylor, 2020, p.249). 
5.0 Marlow’s Hierarchy of needs
Figure 1
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(Ozguner and Ozguner, 2014)
The model sets out to identify the needs of employees in order to achieve self-actualisation starting with Herzberg’s Hygiene factors. Based on data from HR, Admiral do well in meeting staff’s physiological needs through fair remuneration and incentive structures as well as its discretionary free share scheme (Admiral Group PLC, 2015). However, the safety needs become problematic through the pressures of KPI metrics surrounding productivity, thus hindering further progression through the model as the hygiene factors are not achieved for those who can’t meet this basic requirement. A potential risk here is in the immediate future Admiral are likely to see a lack of talent who have developed from within as there will be limited workforce who will have matured into Herzberg’s Motivators within the model which facilitates growth and development.
Conclusion
Through this report there are many areas identified that pose a threat on the future sustainability for Admiral workforce and its stakeholders, many organisations adopt a short-term approach to workforce management (Armstrong and Taylor, 2020, p.91).  which puts the theoretical concepts such as Marlow’s Hierarchy of needs at detriment. Long term sustainability is unlikely to succeed if there isn’t a more targeted approach to who Admiral recruit. AI is not used in this case in any capacity in the recruitment stage, Admiral has capacity and internal resource to be able to using AI for candidate screening. Reilly (2018) suggests that the use of AI should be driven by business needs and not technology (Armstrong and Taylor, 2020, p.157). Macro influences such as labour markets have accelerated the need for AI screening within the HR function in Admiral. 
The cost of not doing so is likely to have a much wider commercial impact on the business. The Insurance industry is generally a highly fierce competitive market with very little brand loyalty and a promiscuous customer base. To maintain competitor advantage Admiral must change its processes based on current trends. 















5.0 Recommendations
Based upon the findings throughout this report it is recommended that Admiral immediately introduce AI screening before the Interview process, there would need to be a collaborative approach with the involvement of IT functions within the business as Reilly (2018) advises when introducing AI. There are no barriers financially or logistically, Admiral has their own Automation team to facilitate a project such as this and project managers to work along side to oversee the implementation. 
There are however sacrifices that need to be considered, to ensure the quality and quantity of resource needed Admiral will need to extend it regional boundaries and recruit further afield. CSR has been considered and the author of this report concludes that the social responsibilities need to go beyond locations as the macro environment has changed and Admiral now need to focus on its workforce responsibilities. Ethical considerations must be considered as the use of AI has already been scrutinised through pricing structures of Insurance companies. In March 2022 the Citizens Advice Burau accused Motor Insurance companies of rating highly on ethnic groups using AI (Jones, 2022). Therefore, the delivery of AI must be strategic and communicated effectively, the ICO (The independent Commissioner’s Office) advice that companies must be upfront about the use of AI and its purpose for using this technology. (Armstrong and Taylor, 2020, p.156).
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