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Needs Analysis for Delta Financial Group 
(Case Study found on pg. 242 of The ID Casebook, Fourth Edition) 

 Delta Financial Group has inquired to IDEAL Performance Solutions as to a training 

solution for their performance issue regarding their Team Leads. After a thorough needs analysis 

by the IDEAL team, the performance deficiencies are as follows: Team Leads are not performing 

their job functions as they have been defined. The performance standards for Team Leads are 

monitoring customer service representative (CSR) phone calls on a daily basis, analyzing system 

data on call time weekly, providing feedback to CSRs’ on call time and call performance 

monthly, and Team Leads are not to be taking calls themselves. Currently, Team Leads are not 

performing any of these job roles, and are ignoring their leadership, and management roles. 

 The Team Lead position is new and those that are Team Leads used to be CSRs, so are 

now in leadership roles above what they consider to be their peers. In addition, the CSRs recently 

had a 3 day training on using assertiveness appropriately over-the-phones with customers, and 

have new job expectations. The Team Leads were not included in this training and were not 

given the information passed on to the CSRs. Delta has also recently begun using a new system 

to track information such as call time. Although the Team Leads were trained on how to use the 

system, they were not trained on how to use the information the system provides in providing 

feedback to CSRs. The supervisors of the Team Leads have not been appropriately supporting 

them during these changes, so have not been holding them accountable for following through on 

their job duties. Also in light of this, the Team Leads are not clear on their job duties and 

expectations. 

 The training recommendation from IDEAL Performance Solutions is based on the needs 

analysis we performed and the requirements provided from Delta Financial Group. The 

requirements from Delta are that training must launch in two months and be cost effective in 
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accordance with the budget allotted for this project. The following training recommendation has 

been developed and is broken down into three parts:  

1) Self-paced online presentation 
2) Phone monitoring 
3) 3 hour Classroom training within 1 week of sending recipients the online training 

The goals of the training are to:  

• Bring the Team Leads to a full understanding of their duties by providing them with 
updated and fully detailed job descriptions and role expectations in a PowerPoint 
presentation, and discussing them in the classroom training. 

• Bring the Team Leads to a full understanding of CSR job duties and expectations by 
providing them with updated and fully detailed job descriptions, and discussing them 
during the classroom training. 

• Train Team Leads how to use data retrieved from Delta’s new system to assist them in 
providing performance feedback to CSRs 

• Provide Team Leads opportunities to carry out a phone connect evaluation of CSRs in a 
pre-meeting activity, and opportunities to discuss those evaluations during classroom 
training. 

• Provide Team Leads opportunities to role-play providing feedback to CSRs based on 
their pre-meeting phone connect activity. 

 


