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he primary motivator for all employees is to earn a living. 
However, this is never enough to keep good employees 
within a business. So, identifying the reasons that good 

employees leave a business is key in developing the right kind of 
investment to retain a workforce. 

Exit interviews rarely provide honest feedback on the reasons for 
leaving a company because the employee is aware that they will 
need a reference and no one likes to burn employment bridges. 
From twenty years of management experience, the main reason 
people give for leaving a job is essentially to start a better one. 
Usually it is better paid, has more responsibility or autonomy, and 
is more interesting and demanding. So the obvious conclusion 
to staff retention is to make sure the job they’re doing is a better 
job. Finding out what frustrates people about their existing role is 
a good starting point and the opportunity for regular one to one 
sessions with a line manager is essential. 

A recent report carried out by Oxford Economics reveals that, on 
average, replacing members of staff incurs significant costs for 
employers, which they calculated as £30,614 per employee. There 
are two main factors that make up this cost:

•	 The Cost of Lost Output while a replacement employee gets up 
to speed

•	 The Logistical Cost of recruiting and training a new worker i.e. 
advertising, recruitment, HR costs, management interview hours 
and lost work hours. 

(http://www.acas.org.uk/index.aspx?articleid=4857)

As the majority of our staff at Unite Professionals work remotely, 
we set up peer support groups regionally in order that lone 
workers had the opportunity to feel part of a team; bring problems 
to the table and discuss solutions. This works well, but there has to 
be support from the wider management team in effecting change 
where issues are brought forward, otherwise disillusionment will 
quickly set in with a mind set of “what’s the point”. Feeling, as an 
employee, you have identified a problem and contributed to the 
solution in a way that benefits the organisation is rewarding for the 
employee and beneficial for the organisation. This is investment 
in employees – it is not financial or just about training but is an 
investment of time and belief in their ideas and as instigators of 
change. In turn, employees invest in the success of the company. 

KATHeRINe BesT, Clinical Operations Manager, Unite Professionals Ltd.

tHE EtHos is 
inClusion
What steps can be taken to prevent digital exclusion as 
technology proliferates in the insurance industry? 

n September 2018, the microchip that you will find in 
your smartphone, laptop, IPad and much more will be 
celebrating its 60th birthday. Since it’s creation, growth 

has been so explosive that Intel Co-Founder, Gordon Moore, 
has stated; “If the auto industries advanced as rapidly as the 
semiconductor industry, a Rolls Royce would get half a million 
miles per gallon, and it would be cheaper to throw it away than 
park it”.

While insurance might have been seen to be “lagging behind” in 
technological development compared to other sectors, you can 
see technology investment occurring throughout the industry.  
With the InsurTech investments and blockchain revolutions that 
are talked about, how on earth are the non-tech savvy not going 
to be marginalised?

Research by Age UK shows that over five million people aged 
65 and above have never used the internet. This could lead us to 
believe there is no way they would interact with app technology, or 
any further developments in technology in insurance…

Furthermore, it could lead to the fear that “digital exclusion” 
means that a significant minority of people are getting less 
competitive deals in the insurance market, purely down to the 
growth of technology outstripping their understanding.

However, if you make the user experience simple and intuitive, 
you’ll find the bar to entry is lower and digital exclusion is lower. 
Over one third of users on our claims apps are over 50 and we’d 
like to think this is partly due to an easy to understand interface 
and design.

So, to drive a modern car do you need to understand how it all 
works? No, you just need an interface that you can operate – 
pedals and a steering wheel. The same applies in technology, make 
the interface simple and you are halfway there.

I remember learning that insurance was about the “premiums of 
the many paying for the claims of the few”. This ethos is inclusive 
and for the good of all, we must make sure that we embrace and 
deploy technology with this ethos in mind. 

sTePHeN MARsHALL ACII, Managing Director, Insure Apps.
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