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Fixing the Policy Gap 
Before It Became a 
Legal Problem

At Northview Manufacturing, the HR 
binder looked impressive from the 
outside. It was thick, organized and full 
of policies that had clearly taken time 
to write.

The problem was that nobody trusted 
it anymore.

Managers still referred to it, but cautiously. HR knew some 
sections were outdated. Employees had received di�erent 
versions over the years. Some policies had been copied from old 
templates. Others had been edited after specific workplace 
incidents and no longer fit together cleanly. A few had not been 
reviewed since before remote work, pay transparency, 
psychological safety and updated harassment obligations 
became regular topics in HR conversations.

The Director of HR, Marc, knew the risk wasn’t 
theoretical. The company had roughly 180 
employees across production, o�ce 
administration, shipping and sales. It operated in 
a competitive labour market, managed a mix of 
hourly and salaried employees, and had 
supervisors who were strong operationally but 
not always confident on HR process.

One complaint, one termination or one 
accommodation file could expose the gaps.

Marc didn’t need another generic policy package. 
He needed a way to compare, update and 
explain policies in a way that made sense for a 
Canadian workplace.

That’s where HR Insider became part of the 
process.

Marc started with the areas most likely to 
create liability or confusion: harassment and 
violence prevention, accommodation, 
discipline, attendance, employment 
standards, leaves, privacy and termination.

He used HR Insider to review model policies, 
compare current language and identify where 
Northview’s existing documents were too 
vague. In several cases, the issue wasn’t that 
the policy was wrong. It was that it didn’t give 
managers enough practical guidance.

Managers still 
referred to it, but 
cautiously. HR knew 
some sections were 
outdated. 

Starting with the policies 
that carried the most risk
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The harassment policy said employees should report concerns, but it didn’t clearly explain intake, 
confidentiality, investigation steps or the role of managers who received a complaint. The 
accommodation policy referenced the duty to accommodate, but it didn’t lay out the interactive 
process in plain language. The discipline policy said supervisors should document incidents, but it 
didn’t define what good documentation looked like.

That became the model. When issues came 
up, supervisors were no longer left to 
improvise. They had policy language, HR 
support and practical tools that matched the 
same compliance framework.

The first major success was policy 
modernization. Northview updated its core 
HR policies without turning the project into a 
year-long legal review. HR Insider gave Marc 
a practical starting point and enough depth to 
understand where legal advice might still be 
needed.

The second success was supervisor 
alignment. 

certain policies had changed and what that 
meant for day-to-day supervision.

This was important because Northview didn’t 
want policies that only protected the company 
after something went wrong. It wanted policies 
that helped people act properly before things 
reached that point.

The real test came three weeks after the 
updated policies were rolled out.

A production supervisor came to HR with a 
problem involving repeated absenteeism, a 
possible medical issue and frustration from 
co-workers who felt they were carrying extra 
work. Before the policy update, this type of 
issue might have moved too quickly into 
discipline or too slowly into inaction.

This time, Marc had a framework.

Using HR Insider’s guidance, HR separated 
the issues. Attendance expectations were 
addressed. The possible medical concern was 
handled through an accommodation process. 
The supervisor was coached on what to say, 
what not to say and how to document the 
conversation without making assumptions.

The meeting was not perfect. Workplace 
conversations rarely are. But it was structured, 
respectful and defensible.

HR Insider helped Marc move from policy 
language to operational language.

He didn’t just update documents. He built 
tools around them. Managers received 
short guides. HR created checklists for 
higher-risk processes. The leadership team 
received summaries explaining why 

Making compliance easier 
for supervisors

The key successes

When issues came 
up, supervisors 
were no longer left 
to improvise. 

“
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• Updated outdated HR policies before they 
created a major compliance issue

• Created manager-ready tools from policy and 
legal guidance

• Improved documentation for discipline, 
accommodation and attendance files

• Reduced inconsistency between departments

• Helped HR identify when legal counsel was 
truly needed

Visit www.hrinsider.ca or call 
1.800.667.9300 to see how HR 
Insider helps Canadian employers 
keep policies current, practical and 
defensible.

Key Results
Don’t wait until a 

complaint exposes the 
gap in your policies.

Managers across departments began using 
the same forms, checklists and process 
language. That reduced inconsistency, which 
is often one of the biggest risks in 
employment disputes. Employees may 
disagree with a decision, but inconsistent 
treatment is what often turns disagreement 
into a larger complaint.

The third success was confidence. HR could 
answer questions faster. Leadership could see 
that the organization had a more systematic 
approach. Supervisors were less anxious 
about involving HR because the process felt 
clearer.

The fourth success was prevention. Updating 
policies forced Northview to look at the small 
gaps that usually get ignored until there is a 
complaint, claim or lawyer’s letter.

For Marc, HR Insider’s value was not simply 
access to content. 

It was the ability to turn content into action.

A policy update became a manager checklist. 
A legal explanation became a short coaching 
note. A compliance article became the basis 
for a leadership discussion. A template 
became a record that could be placed in an 
employee file.

That is the di�erence between having HR 
documents and having an HR system.

Northview still uses legal counsel for complex 
matters. But now those conversations are 
better prepared. HR can walk into those calls 
with a timeline, documentation, policy 
language and a clearer understanding of the 
issues. That saves time, lowers frustration and 
helps the organization make better decisions.

The binder on the shelf still exists. But it is no 
longer the centre of the HR program.

HR Insider became the working layer 
underneath it.

Turning policies into 
working tools
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