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When The Canada Life Assurance Company, a leading insurance, wealth 
management, and benefits provider, wanted to build a learning and performance-
based culture, its HR leaders delivered a transformative solution: extending 
the company’s use of the SAP® SuccessFactors® Learning solution with 
SAP Content Stream applications by Skillsoft and the SAP SuccessFactors 
Performance & Goals solution. Now, Canada Life has an integrated, automated 
system for rapidly upskilling employees and managing individual and team 
performance. 

Canada Life: Building a High-
Performance Learning-Oriented 
Culture for Business Agility  



Before: Challenges and Opportunities
• Drive business agility and success by enabling workforce learning, reskilling, and upskilling from 

anywhere
• Cultivate a talent and performance mindset through dynamic learning and leadership development 
• Operationalize a formal employee goal-setting and assessment process, aligning the workforce with 

business strategy 

Why SAP 
• One system combining robust learning, performance management, and content by integrating the 

SAP® SuccessFactors® Learning solution with SAP Content Stream applications by Skillsoft and the 
SAP SuccessFactors Performance & Goals solution 

• Consistent, intuitive, employee-centered user experience 
• Intelligent process automation to eliminate manual tasks and free the team to focus on value-adding work

After: Value-Driven Results
• Enabled the business to pivot rapidly during the COVID-19 pandemic by upskilling and reskilling 

employees through remote learning
• Established an automated, mandatory, and simplified goal-setting and performance assessment process
• Cemented Canada Life’s learning and performance development team as a strategic advisor and 

center of excellence 

Creating a Dynamic Center of Learning Excellence with 
SAP® Solutions 

“With SAP SuccessFactors solutions, we’ve been able 
to pivot quickly during the pandemic by upskilling our 
people to help them remain effective as our needs 
change and create a high-performance culture.”
Carey Franklin-McInnes, Director, Learning and Performance 
Development, The Canada Life Assurance Company

The Canada Life 
Assurance Company
Manitoba, Canada
www.canadalife.com

Industry
Insurance

Employees
11,000

Revenue
CAD 2.9 billion  

Products and Services
Insurance, wealth 
management, and benefits

Featured Solutions
SAP SuccessFactors Learning, 
SAP SuccessFactors Performance & 
Goals, and SAP Content Stream

63%
Increase in course 
registrations since launch

A+ Rating
In the training and skills 
development category of 
Canada’s Top 100 Employers 
(2021) 
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Creating a Unified Learning and 
Performance-Focused Culture 

The Canada Life Assurance Company is a leading 
insurance, wealth management, and benefits provider 
focused on improving the financial, physical, and 
mental well-being of its customers in Canada, 
Germany, Ireland, Isle of Man, and the United 
Kingdom. Headquartered in Manitoba, the company 
has 11,000 employees, who were brought together 
through the mergers of The Great-West Life 
Assurance Company, London Life Insurance 
Company, and The Canada Life Assurance 
Company in early January 2020. 

As the organization sought to transform from 
three siloed, independent brands into one, its 
employee learning and training processes needed 
to evolve as well. “We knew we couldn’t be a 
top employer in Canada without a more mature, 
dynamic, and strategic HR function that supported 
learning and skill development,” explains 
Carey Franklin-McInnes, director of learning and 
performance development at Canada Life. 

Many processes were still paper based, and 
systems and user interfaces varied by silo, resulting 
in a disjointed employee experience. Performance 
management did not exist in any formalized way. 
And while Canada Life had previously deployed the 
SAP® SuccessFactors® Learning solution as part 
of an overall HR transformation, the learning 
management system (LMS) was primarily used for 
registering for in-class workshops and compliance 
training. Curriculum was extremely limited. HR staff, 
business partners, and newly hired managers were 
calling for a better way to upskill their teams – a 
goal that supported management’s vision for a 
unified Canada Life. 

Success would require greater integration, 
consistency, and automation across HR processes, 
and the adoption of a talent- and performance-
focused culture supported by dynamic course 
content and performance management. 

3 | 6

Executive overview Objectives Solution Results Future plans



Building On Existing SAP SuccessFactors Solutions 

Canada Life’s new LMS and people management 
system, branded internally as “People Zone,” laid 
the foundation for a culture of continuous learning –
and at just the right time. Just before COVID-19 
began to impact the business, the company 
leveraged an existing partnership with Skillsoft 
to expedite their planned integration with 
SAP SuccessFactors Learning and SAP Content 
Stream applications by Skillsoft.

Once the project was completed, Canada Life’s 
learning and performance development team began 
marketing and driving impactful learning to 
employees. Franklin-McInnes comments, “This was 
a real game changer with COVID-19, because we 
can quickly develop new organizational capabilities 
– such as virtual leadership and decision-making –
across the enterprise. As needs change, we can pivot 
and equip employees from anywhere.” 

Canada Life simultaneously deployed the 
SAP SuccessFactors Performance & Goals solution 
– and adoption has been swift, thanks to motivated 
managers and time-saving automations. Franklin-
McInnes explains: “Imagine a contact center with 
100 people. Before, people had to take time off to 
input their goals. Even if it took only five or ten 
minutes, that was time our representatives couldn’t 
focus on our customers or business needs. Now, 
we’ve defined clear goals for all contact center roles 
and can automatically push them out to the right 
employees. This frees managers and employees to 
have discussions about how to achieve these 
goals, including what skills to develop through 
SAP Content Stream courses – not what their goal 
descriptions and targets should say.”
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Transforming the Organization – One Course and 
Employee Goal at a Time

People Zone was made the employee access point 
for required training, which exposed employees to 
the vast SAP Content Stream library now available 
to them. As new skill sets and roles were required 
in response to the pandemic, the learning and 
performance development team could quickly 
promote the right course content to the right 
people. Course administration – such as sending
out notifications – was automated.

In this way, Canada Life quickly created a learning 
culture – all while eliminating hard-to-scale class-
room trainings. “When we launched the integrated 
SAP Content Stream content, more than 30% of our 
audience visited People Zone in just the first month. 
We had more than 10,000 items opened,” explains 
Franklin-McInnes. “Six months in, and course 
registrations increased by more than 60%. 
And that was with minimal marketing.”

Employees also love the new People Profile and 
org charts. “For the first time, people could look up 
fellow employees and learn where they sit in our 
structure. This breaks down barriers across the 
three organizational silos,” adds Franklin-McInnes. 

This solution rollout has also transformed 
performance management. “We’re now one of the 
top 100 employers in Canada, with our performance 
and learning earning an A and A+ rating. This is 
directly a result of our new systems,” says Franklin-
McInnes. Before, leaders used paper-based goal 
forms, nothing was tracked, and few employees 
received annual assessments. Within a year, 99% 
of employees had goals defined, 88% had a 
midyear performance assessment, and 96% had a 
year-end assessment. 

3%
Increase in employee engagement 
score from 2018 to 2019
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Continuing the Journey 

Looking ahead, Canada Life plans to move to 
continuous performance management, as well 
as evolve its talent development capabilities so 
each employee has a clear career path and learning 
plan that’s tied to their accountabilities and goals. 
“Leveraging goal tracking and other capabilities will 
make it easier because we’re now capturing data all 
the time,” comments Franklin-McInnes. 

With multilanguage and caption capabilities
built into SAP Content Stream, linked courses will 
be accessible to everyone – even from mobile 
devices. And because the courses are available in 
French, the business is compliant with Canada’s
French language requirement.

Canada Life is also looking at how to take its initial, 
mandatory workshops on diversity and unconscious 
bias even further. Using the LMS, it will be able to 
tailor content by division and audience, push out 
the learning that’s needed at that time (either by 
e-mail or eventually, the SAP SuccessFactors 
Employee Central solution), and run reports for the 
company’s new diversity leadership council. 
“Analytics will help this team understand where we 
have gaps and where we still need to really move 
the dial through better training and education,” 
concludes Franklin-McInnes. 
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© 2021 SAP SE or an SAP affiliate company. All rights reserved.

No part of this publication may be reproduced or transmitted in any form or for any purpose without the express permission of
SAP SE or an SAP affiliate company.

The information contained herein may be changed without prior notice. Some software products marketed by SAP SE and its 
distributors contain proprietary software components of other software vendors. National product specifications may vary.

These materials are provided by SAP SE or an SAP affiliate company for informational purposes only, without representation or
warranty of any kind, and SAP or its affiliated companies shall not be liable for errors or omissions with respect to the materials. 
The only warranties for SAP or SAP affiliate company products and services are those that are set forth in the express warranty 
statements accompanying such products and services, if any. Nothing herein should be construed as constituting an additional 
warranty. 

In particular, SAP SE or its affiliated companies have no obligation to pursue any course of business outlined in this document or 
any related presentation, or to develop or release any functionality mentioned therein. This document, or any related presentation, 
and SAP SE’s or its affiliated companies’ strategy and possible future developments, products, and/or platforms, directions, and
functionality are all subject to change and may be changed by SAP SE or its affiliated companies at any time for any reason 
without notice. The information in this document is not a commitment, promise, or legal obligation to deliver any material, code, or 
functionality. All forward-looking statements are subject to various risks and uncertainties that could cause actual results to differ 
materially from expectations. Readers are cautioned not to place undue reliance on these forward-looking statements, and they 
should not be relied upon in making purchasing decisions.

SAP and other SAP products and services mentioned herein as well as their respective logos are trademarks or registered 
trademarks of SAP SE (or an SAP affiliate company) in Germany and other countries. All other product and service names 
mentioned are the trademarks of their respective companies. 

See www.sap.com/trademark for additional trademark information and notices.
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