
Challenge: Keeping Pace and 
Quality During Rapid Growth

When Star Fritsche became a member of Chemical Bank’s 
training team in 2008, the Bank had approximately 1,200 
employees, a two person training team, and a rapid plan for 
expansion. Chemical has now grown into the second largest 
banking company in Michigan with 9 billion in consolidated 
assets, approximately 2,400 employees, and 187 branches 
across 47 counties. In order for Chemical to sustain this 
rapid growth while still meeting regulatory requirements and 
maintaining the same quality of service, it was critical it develop 
a training program that fit Chemical’s current and future needs, 
requirements, and capacity.
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“BAI has been invaluable in supporting 
Chemical Bank’s rapid growth over the 
last six years. It enabled us to efficiently 
and effectively assign appropriate 
training to our expanding staff, quickly 
address regulatory updates, and increase 
our learning and professional knowledge  
as a whole.”

Star Fritsche,  
LMS Administration Officer  
Chemical Bank

Institution Type:  
Bank

Customer Since:  
2009

Location:  
Michigan

Growth:  
Tripled Employees  
and Doubled Assets

Employees:  
Approximately 2,400

Branches:  
187
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Solution: Professional  
and Catered Customer Care  
with a Personal Touch

Prior to choosing BAI, Fritsche and her team devoted one year 
to researching and comparing five different training providers 
based on compatibility, technical requirements, cost, and reporting 
capabilities. Chemical Bank chose BAI not only because they were 
the best fit in all aspects but also because of the level of personal 
touch they provided. According to Fritsche, one aspect that 
distinguished BAI from the others was the time they took to provide 
Chemical Bank with a one-on-one, in person presentation and 
answered all of their questions. “This level of personal attention and 
care has never wavered throughout our six years with BAI. The level 
of customer experience is exemplary.”

In the six years Chemical Bank has been working with BAI, it has 
provided a strong foundation for Fritsche and her team enabling 
them to build a comprehensive and nuanced training program. The 
BAI Learning Manager has allowed Chemical Bank’s e-learning team 
to effectively assign, administer, and monitor training at every stage 
of the bank’s growth. 

Throughout Chemical Bank’s six years with BAI, Fritsche found 
continued dedication in helping her utilize the system to the 
fullest. BAI not only met Chemical Bank’s training needs but even 
developed an additional feature in response to Fritsche’s request. 
Chemical Bank had developed training and skills expectations 
by cost center not by job title. The Bank chose this structure in 
the beginning when they were smaller and diverse and wanted 
to encourage departments to grow together and avoid job and 
position divisions. While this system was effective in promoting 
Bank unity, it made monitoring training progress in BAI’s Learning 
Manager more challenging since it was organized by job title. 
Fritsche reached out to BAI and inquired if it would be possible to 
add a feature that would allow her to determine which employees 
were in which cost centers without having to pull daily reports. 
In response to her request, BAI added the privileges tab. “The 
privileges tab made my life so much easier! I am now able to quickly 
and easily assign training for new hires by cost center without 
pulling and cross-checking reports.”
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In the six years Chemical Bank has 
been working with BAI, it has provided 
a strong foundation for Fritsche and 
her team enabling them to build a 
comprehensive and nuanced training 
program. The BAI Learning Manager  
has allowed Chemical Bank’s e-learning 
team to effectively assign, administer, 
and monitor training at every stage of  
the bank’s growth. 
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The Essence of Efficiency

The ease and efficiency of the BAI Learning 
Manager has been vital to Chemical Bank’s 
success; particularly in the beginning when 
they had limited training resources and were a 
small team of two. Fritsche and her co-worker 
were able to save substantial time by automating the training 
assignment, tracking, and reminder process. I-Design has been a 
particularly helpful tool in allowing Chemical Bank to modify and 
create training courses to reflect their culture and processes. 

As Chemical Bank’s training team has grown, they continue to 
utilize more of BAI features to broaden and strengthen their 
program. Fritsche found the incorporation of BAI’s Curriculum 
Maps and Human Resources Integration System (HRIS), in 
particular, greatly reduced administrative time and effort. 

Fritsche first discovered curriculum maps through BAI’s L&D 
Connect. She has found this to be a great resource to stay  
up-to-date on the latest regulatory changes, learn about 
Learning Single Sign on Simplicity Manager updates, and gather 
other valuable tips via relevant webinars and whitepapers that 
she can incorporate in Chemical Bank’s training program. The 
curriculum maps provided Chemical Bank’s e-learning team and 
Bank managers a guide for assigning training; outlining courses 
based on the specific tasks completed by job position. Prior 
to the curriculum maps, managers were looking through the 
system and assigning the courses they thought were the best 
fit, which were not often at the appropriate level. Fritsche used 
the curriculum maps to create a spreadsheet for all managers 
to utilize in assigning courses listing recommendations based 
on job position and responsibilities. This enabled managers to 
quickly and easily assign courses. 

After Chemical Bank’s great success using BAI’s compliance 
training, Fritsche was looking for additional ways she could 
develop and use BAI’s solutions to the fullest when she 
discovered HRIS. Prior to the addition of HRIS, Fritsche and 
her team were manually uploading new information regularly. 
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The efficiency of HRIS’s daily uploads allow Chemical Bank to easily 
integrate and assign training to new hires and make name and 
position changes promptly. It also enabled Chemical Bank to quickly 
deliver via BAI’s Learning Manager requisite and custom training 
courses that previously required instructor-led training. “We now 
have branches throughout the state of Michigan. While it is only a 
four-hour drive from border to border and you have three thousand 
employees, travel reimbursement can be costly. BAI’s HRIS has 
not only saved administrative, classroom, and travel time, but also 
substantial travel costs.” One of Fritsche’s favorite features is single 
sign-on that allows her to save substantial time. “Prior to single sign-
on, 80% of my time was spent resetting passwords. I now have the 
time to focus on course and program development.”

Expediting Growth and Empowering Employees
Case Study: Chemical Bank

“Prior to single  
sign-on, 80% of my  
time was spent resetting  
passwords. I now have the time to focus 
on course and program development.”
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A Matrix for Employee  
Success and Manager Empowerment

To maintain its rapid growth, Chemical Bank not only needed a 
strong training foundation but also needed to ensure new and 
acquired employees develop the requisite job skills. As a result, 
Chemical Bank employees embraced the value of training on 
both an individual and company-wide basis. 

BAI’s Professional Skills courses provided a vital resource for 
encouraging employee development and empowering managers. 
Chemical Bank created “Success Profiles” detailing the skills 
employees need to be successful at each position. Fritsche 
added specific professional skills courses to these profiles, in 
addition to the required courses from the curriculum maps, 
creating a matrix for learning and development. Chemical Bank 
employees follow this as a roadmap to advancement. 

The resources provided by BAI have not only encouraged 
employee growth, but empowered managers and instructors. 
Fritsche and her team have worked to provide managers with 
the BAI resources necessary to help reduce their work load 
and improve their ability to monitor and develop their team. 
The Success Profile matrixes have been particularly useful for 
managers, enabling them to correct employee weaknesses with 
training, track improvement, identify potential, and guide their 
team towards increased productivity and advancement. Fritsche 
also holds quarterly management training which includes 
setting them up and scheduling their monthly reports. She 
demonstrates the different types of valuable information they 
can gain about their team through these reports. This simplifies 
the reporting process and shows managers how reports can be a 
resource and not just an administrative burden.

 

Training: The Key  
to a Brighter Future

BAI has provided Fritsche and her team the resources 
they need to make continuous training a part of 
Chemical Bank’s culture. Fritsche assigns an average 
of two to three courses to every employee monthly. 
In addition, employees are encouraged to take the 
initiative and sign up for additional professional skills 
and training courses.


