


[bookmark: _Toc501130505]Executive Summary

This report was prepared to examine and identify the dynamics of influence within the environment in which personnel professionals’ work. By carrying out SWOT, PESTEL and Porter’s 5 forces analysis we can see their impact upon the management of human resourcing within the company. The findings show that though Admiral Group Plc are a large and varied organisation, they invest time, money and effort in to their staff. Not only training but ensuring their place of work is one to enjoy. 
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[bookmark: _Toc501130507]1.0 Introduction

The purpose of this report is to analyse the methods used by the department of Human Resources of recruitment and employee / employer flexibility used by Admiral Group Plc; to ensure fair treatment and good practice within the organisation. A company professing to be dedicated to its staff; Admiral Group Plc is one of the UK’s leading insurance companies for vehicle and home insurance. With seven British based brands (including Confused.com, Admiral Insurance and Gladiator Van Insurance) and fifteen international brands (Balumba in Spain, Lelynx of France and Elephant Auto in the United States of America), the Admiral Group have a vast portfolio. With this report, we will focus attention on the UK brands and its application of procedure and ability to adapt to changing circumstances. Recently named ‘Direct Insurer of the Year 2017’ by the Insurance Times (Insurance Times, 2017) and received 1st place in The Great Places to Work awards 2012 (Great Place To Work, 2012), the connotations indicate the group is largely successful thanks to its employees and superior customer service. It will be interesting to see if the results of this report support the claims.

To enable us to determine this, different methods of analysis will be carried out to collect varying information backing up or dispelling the organisations claims. A SWOT analysis will be carried out to determine the internal and external influences brought to the organisation and if Admiral Group Plc will need to adapt. Further to this a PESTLE analysis will be completed to examine the macro-environmental factors which have an influence on the organisation and the strength of competitiveness of Admiral Group Plc in the Insurance sector.



[bookmark: _Toc501130508]2.0 Main Findings

Through research I have found that the core values of Admiral Group Plc are instilled deep within its culture and as an organisation revolves around its staff and consumers, endeavouring to provide a positive and welcoming environment.
‘The values at Admiral rest on four pillars: communication, equality, reward and recognition, and fun. All of these core principles work together to create an environment where people look forward to coming to work and where they give that little bit extra when they’re here. Admiral truly believes that happy staff equal happy customers and that is a big part of our success.’  - Admiral Group (Admiral Group Plc, 2014)
Though this does seem to be true, the internal SWOT analysis can help determine the areas in which the Admiral Group can develop to improve employee productivity and general good workmanship, resulting in satisfied consumers.
[bookmark: _Toc501130509]2.1 SWOT Analysis
The strengths within the Admiral Group come to light on the very first day of employment. The former CEO Henry Engelhardt believed the success of the organisation is down to the employees and believing you are part of a greater entity, a family.  As CEO, Henry put into practice many unique approaches of working within a call centre. All offices, bar a handful of senior staff members have no offices. The ‘open door’ policy, allowing general staff members to get to know their immediate managers on a more intimate level, thus removing the stigma of ‘us and them’. With employees working closely together, managers can see first-hand the effort or lack of effort made by individuals and groups. From the general employee perspective, having the confidence in being able to approach managers and knowing you will be heard is paramount; especially if there is something causing unease in an employee.
Admiral Group Plc are dedicated to ensuring employees are well trained and that training is ongoing, not only as procedures and regulations change but in varying forms of teaching. The group actively encourage staff to learn new things, be it within their own department or a secondment to another department or brand. This combines strengths opportunities.
Although certain shift patterns are in place, the group offer flexible working hours to those who need it, for example: parents and students. In the past, agile working was only available to senior management due to sensitive and personal information kept on each policy. However; in recent years, the group have been trialling agile working for general telephone and case handling employees. Although after the trial it was deemed unsuccessful for general telephone staff, it did work for case handlers. To this day there are several employees who can work from home or away from the office.
Admiral Group Plc feel strongly that employees should be motivated, as such, there is a group in place names the ‘Ministry of Fun’. This group is made up of employees from all areas who come together to organise events, competitions and give-aways to all members of staff. These range from free daily fruit and Wii competitions to large organised events in the Motorpoint Arena, Cardiff and trips abroad. The organisation firmly believes in their philosophy:

‘people who like what they do, do it better’ Henry Engelhardt (Admiral Group Plc, 1993-Present)

So many positive notes to see however; Admiral Group Plc has weaknesses. For an organisation so focused on being a family and treating their staff to prizes and treats, they are severely let down by the salaries offered to staff. At present, there are vacancies for ‘Retention Staff’, a member of the renewals team in the Swansea branch; the salary offered £15,100 (Admiral Group Plc, 2017). 

[image: ]

The vacancy is advertised with excellent benefits and incentives however; this is not guaranteed and an employee must work incredibly hard to achieve even half of these benefits. At the end of the month, if targets are not met the basic net pay is just £7.30 (approximate calculation) per hour, barely above minimum wage. This however, is a great improvement due to the change in minimum wage. 

Many call centre employees are between 18 and 22 with a smattering or older generations and turnover is. We see reports of the group ‘creating new jobs’ for areas however; many of these have been in place for some time and due to high turn-over they are merely refilling the position. Unfortunately, details of staff turnover are unavailable but as an employee of thirteen years Admiral Group Plc, I can only give my opinion.
The opportunities offered by Admiral Group Plc are insurmountable in many ways. There are training opportunities within the UK and even secondments to other brands in other countries. The group will also invest in your degree course and certified Insurance qualifications. They also have graduate programme which employees can become involved in and develop their skills (Admiral Group Plc, 2017). As an employee, you also become a shareholder (after two years’ employment), with the benefits of dividend pay outs. It is these opportunities and benefits which I believe is conducive to retain competent and dedicated employees. 
One of the main threats to employees within the Admiral Group is the current tendency to outsource work to other countries such as India and Halifax, Nova Scotia. The aim is to be contactable 24 hours a day so outsourcing to countries in different time zones seems like the logical choice however; by doing so the organisation are reducing the number of job opportunities for people in the United Kingdom. The market for vehicle and home insurance is not one which will disappear and although profits in 2016 started at a loss, the organisation maintained a stead profit throughout the year and ended on a £284 million profit (Stevens, 2017).
[bookmark: _Toc501130510]2.2 PESTEL Analysis
Moving to the external defining factors of the organisation, it is clear to see that politically there will always be new and amended procedures and regulations introduced. BREXIT will also play a part in the future of Admiral Group Plc as several its sister companies are in Europe.  
As previously stated, the Admiral Group concluded 2016 with a profit of over £248 million. Despite the figure below demonstrating the profits of Admiral Group Plc, we can see that in its formative years when solely in the UK, the profits were astounding (Admiral Group Plc, 2017).
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From an economic standpoint, the figures above will have had a significant effect on how the company develops over time. Having funds to reinvest in the organisation is paramount to its continued success.
[bookmark: _GoBack]When Admiral began to grow and the other UK brands came to fruition they each had a target market. For example; Diamond was created for women, Bell for young drivers and Gladiator, a broker for van insurance. Having their unique market, they complied to many social demands and were (and are still) able to offer competitive prices.
Technologically speaking, Admiral Group will need to continuously update and improve the technologies used to ensure customers have the best and hassle free experience. By introducing telematics (Admiral.com, 2016), they can communicate with vehicles and reward those who stay within the parameters of driving conditions set.
The Group have undertaken huge steps over the years to become a paperless company. Granted, it is difficult to become 100% paperless when dealing with solicitors and customer service however; Admiral Group Plc were a leading example within the sector and are to this day have reduced the use of paper in preference to using a ‘portal’. In 2014 they had reduced by a staggering 68% (Stevens, 2014). This in turn has an impact environmentally. We all know vehicles are not economically friendly so the environmental responsibility to the organisation should at least attempt to counter the balance. I believe that being paperless, recycling, sourcing ‘green’ electricity to all its UK sites and investing in greener cars (Stevens, 2016) gives the Admiral Group an advantage in the race to a more economically sustainable way of working. 


[bookmark: _Toc501130511]3.0 Conclusion

In conclusion, the research confirms Admiral Group Plc is adept at changing to remain a sustainable organisation. An organisation that takes pride not only in its employees but also its consumers. 

[bookmark: _Toc501130512]4.0 Recommendations 

Throughout my time researching the Admiral Group, I expected to come across many areas in which they could improve however; this is not the case. A formidable organisation indeed. The only recommendation I do have is to increase the basic wage and not to rely so heavily on incentives and bonuses which can be difficult to reach. I believe a higher basic wage would retain staff and reduce fees incurred in advertising vacancies.
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Turnover

2012 proved to be the Group's most successful year to date, with a turnover of £2.22 billion.

1993 1904 1995 1996 1997 1998 1999 2000
18M am 73m 100M 120M  150M 200M  262M
2001 2002 2003 2004 2005 2006 2007 2008
320M  373M 422M  540M 627M 698V B08M  910M
2009 2010 201 2012 2013 2014 2015 2016

1088 1588 2198 22198 2038 19718 2128 2588
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Retention Consultant

Business Role Type
Contact Centre Departments
Location

Role Start Date

Salary

Contact Centre Role
Renewals Swansea
Swansea SA1

15/01/2018
£15,100 basic salary + excellent Admiral Benefits
+average incentive earnings of £3,000 per annum
(if you think you can be one of our top performers
you can earn up to £1,700 incentive per monthl) +
up to £3,600 free company shares. You also have
the ability to increase eanings through generous
overtime offers.
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