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How HR Insider helped a
mid-sized employer manage
complaints, accommodation
requests and discipline with
more confidence.

Case Stery

At Lakeside

A manager would call about a performance issue. Ten minutes

later, another location would report a harassment concern. By

Hospitality Group,
HR issues rarely
arrived one at a time.

That was normal life for Priya, the company’s
HR Manager.

Lakeside operated several hospitality and
food service locations. The workforce was
busy, young, diverse and often under
pressure. Managers were promoted because
they were reliable, organized and good with
customers, not because they had deep
employment law knowledge. Most tried hard
to do the right thing. But when tension rose,
they often defaulted to instinct.

Sometimes that worked. Sometimes it
created risk.

One supervisor sent a text message that
sounded disciplinary before HR had
reviewed the facts. Another promised an
employee confidentiality in a complaint
situation when full confidentiality couldn’t
realistically be guaranteed.

the afternoon, someone would ask whether a leave request had
to be approved, how much medical information could be
requested, or whether an employee on probation could be
terminated without risk.

A third delayed documenting performance
problems because he didn’t want to seem
harsh.

Priya was spending too much time cleaning
up after conversations that should have
been handled differently from the start.

HR Insider became her first-response tool.

Creating a better first
answer

Priya didn’t need a 40-page memo every time
a manager called. She needed quick,
credible, practical guidance that helped her
respond before a situation drifted.

With HR Insider, she started building a simple
internal rhythm.
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When a manager called, Priya would identify the issue, pull the relevant HR Insider resource and

translate it into a short next step.

For harassment concerns, she used complaint intake and investigation guidance to slow managers
down and keep the process fair. For accommodation requests, she used duty-to-accommodate tools
to keep the conversation focused on restrictions, duties and reasonable options rather than
assumptions about an employee’s condition. For discipline, she used progressive discipline guidance

and templates to improve documentation.

The difference was immediate. Managers were no longer getting a rushed opinion based only on the
facts they remembered to mention. They were getting a process.

That mattered because most HR risk doesn’t come from one bad decision. It comes from a series of
small, rushed decisions that were never properly documented.

Turning difficult
conversations into
managed processes

The clearest example involved a
front-of-house employee who had been the
subject of several complaints from co-workers
and customers. The manager wanted to
terminate immediately. Priya understood the
frustration, but the file was thin. There were
complaints, but not enough documentation.
There were performance concerns, but no
clear record of coaching. There was also a
possible mental health concern that had been
mentioned informally but never addressed

properly.

Before HR Insider, Priya would still have
known to slow the process down. But HR
Insider gave her better tools to explain why.

She used the platform to pull guidance on
documentation, discipline and
accommodation risk. Then she walked the
manager through the path: collect the facts,
document the incidents, meet with the
employee, address the conduct expectations,
ask appropriate questions if accommodation
was raised, and set a follow-up date.

The manager didn’t love slowing down. But he
understood it. More importantly, he followed
the process.

Two weeks later, the employee’s conduct
improved. The file also improved. If the
problem returned, Lakeside would be in a
stronger position because it had shown
fairness, clarity and follow-through.

That became the point Priya repeated to
managers: HR Insider wasn’t helping them
avoid hard decisions. It was helping them make
hard decisions properly.

The key successes

Lakeside’s first success was speed. HR could
respond faster because Priya wasn’t starting
each issue with a blank search. She had a
trusted resource that helped her confirm the
process and move quickly.

The second success was manager discipline.
Not discipline of employees, but discipline in
how managers handled issues. They learned
to pause before sending texts, making
promises or jumping to conclusions. They
began asking HR, “Is there a tool for this?”
before they acted.
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The third success was better documentation.
HR Insider templates helped standardize
notes, warnings, accommodation
correspondence and complaint records. That
gave Priya a clearer file and reduced the gaps
that often make employment decisions harder
to defend.

The fourth success was lower stress. Priya still
had a demanding job, but she no longer felt
like every issue required immediate
reinvention. HR Insider became the stable
reference point in an unpredictable
workplace.

A calmer way to manage
workplace conflict

Lakeside’s workplace did not suddenly
become free of conflict. No hospitality
workplace does.

Key Results

« Faster HR response to complaints,
accommodation requests and discipline
issues

« Stronger documentation across
employee files

- Better manager understanding of what
to say, what not to say and when to
involve HR

« More consistent handling of high-risk
workplace issues

« Reduced reactive decision-making
during emotionally charged situations

But the organization changed how it
responded.

Managers became less reactive. HR became
more consistent. Employees received
clearer expectations. Complaints were taken
seriously without being handled chaotically.
Accommodation issues were handled with
more care. Discipline became less emotional
and more evidence-based.

For Priya, the biggest value was confidence.
When she advised a manager, she could
point to a tool, a template or a compliance
explanation. That made HR feel less like
personal opinion and more like a
professional process.

Over time, managers began to trust that
process.

HR Insider helped Lakeside move from
“What do we do now?” to “Here’s the right
next step.”

When workplace
issues escalate,

HR needs more
than instinct.

Visit www.hrinsider.ca or call
1.800.667.9300 to learn how HR
Insider gives Canadian HR teams
practical tools, templates and
guidance when the next difficult
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