
ABSTRACT 
Finding solutions to operational problems that 
impact the strategic directions of an organization 
can be difficult.   This case is a synopsis of one 
organization struggles and the solution selected to 
remedy the concerns.   
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How Managers Make Employees Great! 

A Case Study 
Dynamic Insurance Brokers was the brain child of two insurance agents who decided to pool their 
resources and experience with the vision of being the largest general line insurance firm in Western 
Canada.  They each had thriving agencies with a core of great employees around whom they planned 
to form the nucleus of the growing business.  Success was rapid and within 18 months the firm had 
agents and offices in 12 of the major Western Canadian population centers with strongly increasing 
sales. 

At that peak, when the future looked as bright as a star, there were nagging problems that kept 
coming back to slow down the continued growth trajectory.  Sales began to plateau, renewals started 
to drop off. Issues of moral, staff turnover, customer complaints and general staff dissatisfaction 
became more frequent and more serious. 

The partners spent six months talking to employees, developing new recruitment practices, as well as 
sending employees to sales training courses and customer service programs.  Just after the 4th  
anniversary event all the employees at one branch resigned, on the same day, and there seemed to 
be some feedback that there was mounting dissatisfaction at other locations.  It appeared that the 
hard work and push for growth was coming to a sudden and unfortunate end. 

Canadian Training Partners were called in to consult on the issues, to reverse the trends, and 
reestablish the growth dynamics of the organization.  CTP spent considerable time interviewing the 
management team, the top sales agents, the office staff, and (with permission from the partners) they 
reached out to some of the employees who had resigned during the previous six months. 

The feedback identified a management team that was inexperienced, out of touch with the needs of 
employees, with poor communication skills, and generally poor understanding of how to encourage 
and work with staff.  CTP provided several recommendations to help Dynamic improve their HR 
practices and management structure to flatten the organization and create a more aggressive culture 
of ownership and responsibility by the managers and employees. One of the strongest contributors to 
the malaise at Dynamic was the lack of experience and preparation the management/supervisor 
group had in the art of leadership and management.  In most instances the managers had been great 
sales agents and were nice people who were often promoted simply because they were the longest 
serving employee in the location, but they did not have the knowledge, skills, or training to assume 
the management/supervisory roles they were asked to fill.  
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Based on the recommendations made by CTP, Dynamic brought in a professional HR organization 
that helped restructure many of their processes and management structures.  They also worked with 
CTP to develop and implement a training program for all levels of supervisor and manager. 

The objective of the training program was to create a consistent employee/manager interface 
designed to help employees become great; to excel at their job, see a future within the organization, 
and to be a contributing partner in the continued growth of Dynamic Insurance Brokers. 

The results of the changes and the training initiative allowed Dynamic to stabilize their organizational 
structure, so it was positioned for rapid growth, create a positive employee centric culture, develop a 
planned approach to training and development of managers, and create an organization that once 
again attracted people to seek employment at the firm. 

When CTP did a follow up 1 year after the training program was completed Dynamic reported that 
they were once again moving forward, although more slowly, and had added two offices to their 
operation.  They also reported that staff satisfaction had greatly increased, and they were successful 
in attracting some new, high profile talent to the organization which was allowing them to consider 
expanding into the other half of Canada. 

The following pages outline the 5 courses selected by Dynamic Insurance Brokers, with assistance 
and advise from Canadian Training Partners.  The course materials and certificates of achievement 
were identified and branded as the 

Dynamic Insurance Brokers Leadership Academy 

1)Coaching and Mentoring 

2)Performance Management 

3)Employee Motivation 

4)Delivering Constructive Criticism 

5)Team Building for Managers 
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You are in your office looking over your performance report and it 
happened again. Your low performing employee failed to meet 
quota this month even after you spoke with them about the 
importance of meeting goals. This employee has a great attitude 
and you know they can do better. You just do not know how to 
motivate them to reach the goal. Money used to work, but that 
has worn off. You are baffled, and you know being frustrated 
makes matters worse. What do you do? The Coaching And 
Mentoring course focuses on how to better coach your employees 
to higher performance. Coaching is a process of relationship 
building and setting goals. How well you coach is related directly 
to how well you are able to foster a great working relationship 
with your employees through understanding them and strategic 
goal setting. 
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Performance Management is making sure the employee and the 
organization are focused on the same priorities. It touches on the 
organization itself by improving production and reducing waste. It 
helps the employee or individual set and meet their goals and 
improves the employee manager relationship. The key in keeping 
an organization and employee aligned, which improves 
performance and productivity, is Performance Management. When 
changes occur Performance Management helps the transition to be 
smoother and less hectic. It helps the organization and employee 
have a stream-lined relationship which improves communication 
and interactions between the two groups. It will help close any 
gaps that exist in an employee's skill-set and make them a more 
valuable employee through feedback and coaching.  
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When you think of staff motivation, many things may come to 
mind: more money, a bigger office, a promotion, or a better 
quality of life. The truth is, no matter what we offer people, true 
motivation must come from within. Regardless of how it is 
characterized, it is important to get the right balance in order to 
ensure that you have a motivated workforce. The Employee 
Motivation workshop will give participants several types of tools 
to become a great motivator, including goal setting and 
influencing skills. Participants will also learn about five of the 
most popular motivational models, and how to bring them 
together to create a custom program. 
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Delivering Constructive Criticism is one of the most challenging 
things for anyone. Through this workshop participants will gain 
valuable knowledge and skills that will assist them with this 
challenging task. When an employee commits an action that 
requires feedback or criticism it needs to be handled in a very 
specific way. Constructive Criticism if done correctly will provide 
great benefits to your organization. It provides the ability for 
management to nullify problematic behaviors and develop well 
rounded and productive employees. Constructive feedback shows 
an employee that management cares about them and will invest 
time and effort into their careers. 
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Team building is an important part of the work experience. It is 
not only applicable to your work life, but also transfers over to 
your personal and social life. When working with a team, it is 
important to fully engage yourself. One should take the time and 
proper steps, to become the best team member they can be. With 
our Team Building For Managers workshop, participants will learn 
how important team building is and how beneficial it can be. 
Through this workshop, participants will gain a new perspective 
on teamwork, and become a valuable member to any team they 
are placed in. Follow the information in this workshop and create 
a positive atmosphere within your company with the use of teams. 
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