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A bank or credit union’s top performers are an elite group. They are responsible for a lion’s share of the organization’s 
profits and are most likely the ones who carry the team. How does a manager retain these highly valuable employees?  

To answer this question, OnCourse Learning turned to three training experts who shared their proven best 
practices. Jack Hubbard is Chairman & Chief Experience Officer and Bob St. Meyer is President and COO at St. Meyer 
& Hubbard, a company that focuses on improving sales performance. Tom Carlin is Managing Partner at Eensight, 
which provides lending training solutions for financial services organizations. St. Meyer & Hubbard and Eensight are 
OnCourse Learning partners.

They provided tried-and-true insights into motivating, 
training and retaining this elite group.

Who is a superstar?
First, it’s important to understand who exactly is a 
superstar. Are they the top 20% of a sales team, following 
the adage that the top 20% bring in 80% of the revenue? Or are they someone even rarer?

“They are in the top 7%,” St. Meyer said. “A superstar is on the far right-hand side of the curve and they are the 
people who carry the team.”

St. Meyer cautioned not to confuse someone who’s a superstar with someone who’s simply had a lucky year. 
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“You can be a high performer one year and not the next,” St. Meyer 
said. “To find superstars, organizations should look for true consistency. 
A true superstar is always there.”

“With these employees, you pick up early that they have amazing 
potential to be something special,” Hubbard said.

Keeping them motivated 
It’s crucial to understand how to motivate and retain these invaluable 
employees.  

“It’s important for managers to understand why they come to the 
office,” Hubbard said. And then when you understand their motivation, 
you support them.”

Hubbard cited an example about a brokerage firm that gave  
high-performing employees who broke the $1 million sales mark a 
particularly valuable incentive — an assistant. The idea behind this 

incentive is to give the 
superstar support, enabling 
them to focus on their work 
and removing the obstacles 
that come in the way, such as 
tedious paperwork.

St. Meyer also cautioned 
that money isn’t necessarily 
what drives top performers. 

“Money isn’t their motivator,” St. Meyer said, “If it was, they’d take their 
tremendous talents elsewhere to make more money. To motivate them, 
appreciate what they do and give them the resources so they can focus 
on what they do best.”

Ongoing training reenergizes superstars
Superstars are self-motivated and competitive — and wouldn’t be 
where they are if they didn’t care. However, like all employees, they 
need ongoing development and training.

“You have to reenergize them and give them tools to succeed,” 
Hubbard said. “It helps to put a curriculum around them.”

This curriculum could include professional development-type 
courses such as ones on leadership to  prepare them for roles with 
even more responsibility down the road. Superstars can also benefit 
from professional communication skills training which includes 
giving positive and useful criticism to others. Additionally, enhancing 
multimedia skills through technology training can be valuable. 
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Jack Hubbard cited the five key steps 
to creating an environment to support 
superstars, which he credited to Chicago 
Cubs President of Baseball Operations, 
Theo Epstein. 

 1. Make a commitment to recruiting 
and employee development. From 
a banking perspective, that means 
recruiting great talent and once you have 
them, nurture them so they stay.

2. Create a common vision to 
leadership. It’s important to respect 
tradition but understand the organization 
needs to move forward. 

3. Provide sound decision making. 
Continue to modify and adapt the 
decision-making process and hire top-
notch leaders to ensure this happens.  

4. Utilize a blend of technology, data 
and human resources to drive decisions.
 

5. Create a winning culture, which 
means encouraging employees and 
managers to go above and beyond.

5steps to
       finding, 
challenging 
       & motivating 
superstars

It’s crucial to understand 
how to motivate and 
retain these invaluable 
employees.
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Remove roadblocks to success
Because superstars perform at such a high level, managers should 
avoid forcing them to do activities that are a drain on their time 
and energy. St. Meyer cited an example of poorly designed CRM 
systems and how they affect performance. Forcing a superstar to 
use the clunky system potentially could hurt the person’s output and 
motivation. Finding a solution the superstar prefers would be worth 
the effort.

“They want an enriching, encouraging and supportive environment, 
and it’s important for banks to give it to them,” Hubbard said.

Surprise them with extras 
Superstars welcome appreciation. Showing each superstar how 

much they’re valued is another key way to keep high performers 
engaged. It’s important to know what works for individual superstars. 
Some people welcome big, splashy awards ceremonies and others 
prefer something more low-key and private. One well-received way to 
recognize efforts is through providing occasional rewards, often when 
it’s unexpected. 

“Give them a lagniappe out of the blue and make it something they 
might not buy themselves,” St. Meyer said. “This little surprise can be a 

great show of appreciation.”
Lagniappes are traditionally a small gift 

that a merchant gives a customer at the time 
of a purchase, such as a few candies with the 
receipt. For bank and credit union superstars, 
this could be anything from tickets to sports 
events to an item from a high-end jeweler.

“Recognition, variety and fun is how you keep them engaged,”  
St. Meyer said. 

Superstars are a small but extremely valuable subset of every 
organization. Through carefully planned training and reward 
programs, along with recognizing that this group sometimes needs 
special treatment to remain high performing, managers can keep them 
motivated and part of the organization for the long-term.

“Seize their potential early, remove roadblocks and give them tools 
to succeed,” Hubbard said.

Showing each superstar how much 
they’re valued is another key way 
to keep high performers engaged.
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