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Frontline
work is




of the global workforce
is on the .




32% of frontlme
workers want to ¢
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40% of retail
associates are

scared to go to work.
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73% of hospitality
workers are
battling chronic stress.
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35%

say lack of

training makes
their job harder

V-

46%

feel burned out
on a daily basis

39%

feel heard by
their organization




Frontline IS
different.

Frontline must
be different too.
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The Frontline

Enablement
Playbook

frontlineplaybook




Five key ir

Define the frontline persona
» Prioritize frontline needs
Design for frontline moments

» Empower frontline managers

» Foster frontline champions
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Define the frontline

Before we can effectively enable frontline
employees, we must first understand their
everyday reality - challenges,

opportunities and how the job gets done.
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Structured Directed Mobile Diverse Limited

Operations focus Assigned tasks Rarely at desks Unique backgrounds Defined roles
Scheduled shifts Limited autonomy On the go Varying skills Compliance requirements
Managed to the minute Require permission Varying tech access Distinct motivations High-risk work m




Prioritize frontline

NEEDS_

Before we can effectively enable frontline
employees, we must listen, understand
their needs and determine where we can
add the most value to their experience.
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What makes
a shift great?
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Top 5 indicators of a great day at work

Got alltasksdone 65%

Helped a customer  41%

Made good money

Met team goals Ee{o}/A

Had fun P4 VA
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The frontline worker hierarchy of needs

4~ This is the end goal,
cﬁt?,,e not the starting point.
This is employee
engagement achieved.

bt

Stability

Livelihood
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The frontline worker hierarchy of needs

What breaks it down What builds it up
Lack of communication from head office Strong brand vision and values
Too much focus before below needs are met @ Strong communication
Culture
Lack of employee community A sense of camaraderie/investment
Manager burnout Empathetic leadership
Absenteeism Recognition

B Inconsistent hours/scheduling issues m Consistent hours and income
W Lack of training/upskilling = B Upskilling/employee development

Stabilit
- B Feedback tools

B No scheduling tools

B Low wages é m Alivable wage

B Lack of benefits/perks B Benefits/perks

Livelihood
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The frontline worker hierarchy of needs

What builds it up
Why role can L&D © S sl
play in delivering
A sense of camaraderie/investment
the wo rkplace Empathetic leadership
experience frontline Recognition

m Consistent hours and income

workers want (and
deserve)?

Stabilit B Upskilling/employee development
abili
. B Feedback tools

é B Alivable wage
B Benefits/perks
Livelihood
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Design for frontline

Before we can effectively enable frontline
employees, we must adapt our tactics to
design solutions that fit within their reality
and align with their needs.

® L]
LEARNGEEK




When are the moments that matter?

Frontline L&D is often confined to
structured training programs delivered
at a few key points in the employee
lifecycle—milestones that many never
reach due to high turnover.
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Classroom
Sessons

Online
Content

Hands-On
Experience

B Ho 6

As a result, frontline L&D is a primarily
push exercise that is difficult to fit within
the workflow and provides limited
support and value to a workforce
dealing with constant change.
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When are the mc

An effective enablement strategy
prioritizes TODAY - the everyday moments
that matter to all frontline workers - in
addition to key learning opportunities
throughout the employee lifecycle.

O O 0 SO QO

Shift updates

Problem solving
Ongoing reinforcement
Manager coaching
Sharing opportunities

Resilience support




STRUCTURE

Push Training

Pull Training

Coaching

Reinforcement

Performance Support

Shared Knowledge

L&D must rethink our enablement tactics
to better align with the frontline persona
and foster a comfortable, capable,
confident workforce.

AVAILABILITY
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STRUCTURE

Shared Knowledge

First, ensure frontline workers have a
reliable place to go for information -
without relying on their peers or
managers.

AVAILABILITY
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STRUCTURE

Performance Support

Next, provide frontline workers with ways
to get help if they cannot find the
information needed to solve a problem
(aka eliminate the "I don’t know” issue).

AVAILABILITY
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STRUCTURE

Give frontline workers regular
opportunities to practice applying what
they learn in low-to-no risk environments
so they remember critical information and
refine essential skills.

Reinforcement

AVAILABILITY
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STRUCTURE

Coaching

Leverage data, insights and continuous
training to empower frontline managers to
provide actionable feedback.

AVAILABILITY ﬁ
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STRUCTURE

Leverage structured training programs
(which are heavily disruptive to the
frontline workflow) as a last resort to tackle
complex and/or required topics.

AVAILABILITY
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STRUCTURE

Push Training

The Modern Learning

™

Pull Training
Coaching
Reinforcement

Performance Support

Shared Knowledge

AVAILABILITY N
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® Coaching i
Classroom © O Rei -
—o einforcement Insights :
Sessions 9 _~7 Business
.-rI'I Results
Online _E @ Advanced
Content by Capability
Boosted
Hanqs-On g @ [b Confidence
Experience

Motivation Messaging

On-Demand Support

An always-on enablement system shifts the relationship between L&D and the frontline workforce. @
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Empower frontline

Before we can effectively enable frontline
employees, we must empower the people
who influence their work experience (and
L&D success) more than anyone else -
frontline managers.
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What percentage of frontline
managers are making it up as they
go along—at least some of the time?
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