
Exceptional Customer Service and Strong Sales Teams 
Improve Retention and Create Award-winning Culture

THE CLIENT
Since 1895, Centier Bank has been a family-owned and managed 
financial services provider with 45 branch locations serving more than 
22 communities in northern Indiana, with more than 650 associates 
and $2.2 billion in assets.

THE OPPORTUNITY
When Micheal E. Schrage joined Centier as president, his vision for 
the bank was to build a culture of employees focused on providing 
exceptional service for stakeholders and personifying Centier’s core 
values of integrity, respect, friendship, caring and loyalty. At that 
time, turnover at the bank was at a high of 17-20% and competition 
from nearby cities such as Indianapolis and Chicago made attracting 
and retaining quality talent very difficult. Schrage realized he needed 
a better way to make strong job hires from the start and develop 
employees for long-term productivity and retention. 

Case Study: Centier Bank

Because we compete with the 
major cities for talented people, it is 
important we retain our employees 
and promote from within. We use 
the PI system to help us identify 
high-potential talent and strategies 
to develop them for future success.

Carol Highsmith, 
Senior Partner,  

Centier Bank
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After implementing the PI® system: 

• Centier Bank boasts a turnover 
rate of 7%, which is significantly 
lower than the regional and state 
levels.

• The number of associates with 10+ 
years of service has increased 29% 
over the last three years. during a 
time of change.

• Overall customer service levels 
are above 96%, and teller and 
call center service levels are 
approximately 97% and 96%, 
respectively.
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THE SOLUTION

Predictive Index across the company
Schrage turned to the Predictive Index® (PI) system from PI Worldwide and, 
working with PI Worldwide Member Firm the Oliver Group, he and all of the 
company managers attended the Predictive Index Management Workshop™. 
They learned to expertly interpret a PI, create behavior-driven job profiles 
through the Performance Requirement Options™ (PRO), and effectively apply 
the data to a variety of people practices.

PROs were developed for key roles at the bank and PIs were administered to 
job candidates as part of the hiring process to better understand an individual’s 
natural motivations and behavioral drives. Once a candidate completed the 
survey, the hiring manager could compare the results to the PRO to instantly 
spot behavioral fits and gaps between the individual and the role. This 
information enabled hiring managers to ask more targeted interview questions 
to help determine potential job fit and performance.  

Schrage also had all existing employees complete a PI to be compared with the 
job PROs. With this insight, managers were able to set a roadmap for coaching 
and training. After PIs were reviewed for all team members, leaders met with 
their team members both individually and collectively to discuss any conflicts or 
performance issues. Understanding how employees communicate and receive 
feedback helped team leaders develop customized strategies for employees to 
improve team dynamics. The process was utilized not only by team leaders, but 
also for them as a part of the management review process. They also used the PI 
data to take a closer look at leadership within the organization, identifying those 
people who should move up into other leadership positions or move laterally.

We use the data from the PIs to promote 
folks and make sure that we’re moving 
them into the right positions, so that 
it’s a win-win for them as well as for the 
team. By developing strong job models 
for our positions, we have the right 
people in the customer facing roles, 
resulting not only in improved levels 
of service and performance, but also 
improved morale, communication and 
more effective teams.

Carol Highsmith, 
Senior Partner,  

Centier Bank

“  “



SSAT and CFS in sales
In the early stages of adopting the Predictive Index system at Centier Bank, the 
company also introduced PI Worldwide’s Selling Skills Assessment Tool™ (SSAT) 
and Customer-Focused Selling™ (CFS) training as part of an effort to support 
the bank’s ongoing goal of providing premier customer service. Originally used 
with the commercial lending group, the SSAT provided insight into lenders’ 
selling strengths and identified areas for improvement. These findings showed 
that the commercial lenders were not asking enough investigative questions 
and therefore were unable to identify additional needs of the customer. This 
broad awareness at the individual and team levels helped create a platform for 
effective coaching from the managers.

Centier is now looking to utilize these sales tools within other areas of the 
company, such as their mortgage originators and investment sectors, and bring 
sales training to the forefront of their business plan. 

THE RESULTS
• For the past six years, Centier Bank has been ranked in the top 5 on 

the “Best Places to Work” list published by the Indiana Chamber of 
Commerce, including a #1 ranking in  2010. 

• The bank boasts a turnover rate of 7%, which is significantly lower than 
both regional and state levels.

• Associates average more than 10 years of service, an increase of 29% 
over the last three years.

• Year-to-date customer services levels are at 96.25%, with teller and call 
center levels at 97% and 96 percent, respectively.

As we help our employees strengthen 
their relationship-building skills, the 
end result is larger, stronger client 
relationships; more accounts being 
opened; more loans being generated; 
and more fee income. It’s a snowball 
effect. The SSAT and CFS have 
allowed us to focus on building long-
term relationships with our clients, 
resulting in improved client service 
and revenue.

Carol Highsmith, 
Senior Partner,  

Centier Bank
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For 20 years, we’ve relied on the 
insight from the Predictive Index 
to hire the right candidates, place 
people in the right leadership roles 
and continue to be a strong financial 
services organization. We use the PI 
system because we believe in it and 
we see that there’s a lot of value in it.

Carol Highsmith, 
Senior Partner,  

Centier Bank
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