
DESKLESSby Design



frontlineplaybook.com

The first guide for equipping, 
engaging, and empowering 
your deskless workers!

Á 50+ global contributors
Á Real-life stories and examples
Á Practical, field -tested tactics
Á Proven to drive results



Every shift counts.





of the global workforce 
is on the frontline .80%



39%
feel heard by the 

organization

46%
feel burned out 
on a daily basis

35%
say lack of 

training makes 
their job harder



Events

Online 
Content

Hands -On
Training Training alone is not enough to ensure 

frontline workers are ready to perform at 
their best every shift.



Frontline             is different.

Frontline                  must be 
different too.

work
support



Persona Needs System



Persona

To make every shift count, 
we must first understand the 
frontline employee experience .



Frontline work looks different 
across industries, roles, and 
teams ƈ even within the same 
organization.



STRUCTURED DIRECTED MOBILE VARIED LIMITED
Á Operational focus
Á Scheduled shifts
Á Micromanaged

Á Assigned tasks
Á Limited autonomy
Á Permission 

requirements

Á No fixed desk
Á Always on the go
Á Inconsistent tech 

access

Á Unique backgrounds
Á Different skills
Á Distinct motivations

Á High-risk tasks
Á Heavy compliance 

requirements
Á Defined roles



To make every shift count, 
we must foster a capable , 
confident , comfortable  frontline.Needs



hierarchy of needs
The frontline worker



Á Livable wage
Á Benefits
Á Perks

Livelihood



Á Consistent 
schedule

Á Reliable hours
Á Training
Á Job support

Stability



Á Empathetic 
leadership

Á Camaraderie
Á Recognition

Community



Á Company mission 
and values

Á Brand identity 
and purpose

Culture



What role can L&D 
play in helping the 
organization meet 
frontline workersƋ 
basic needs?



To make every shift count, 
enablement must be built into the 
moments that matter on the job.

System



When are the  ?moments that matter
V Day one onboarding

V Introductory job training

V Compliance and safety 

VMajor operational changes

V Annual compliance

o Ongoing practice

o System failures and escalations

o High -stress periods

o Upskilling and reskilling

o Career growth



Shared Knowledge

Performance Support

Reinforcement

Coaching

Pull Training

Push Training

AVAILABILITY
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The Modern Learning 
Ecosystem Framework

TM



Shared

ÁMobile -ready knowledge base
Á Flip card stations
Á QR codes linked to job guidance
Á Peer-contributed best practices
Á Centralized update channel
ÁManager huddle notes

Ensure frontline employees can quickly access 
accurate, up -to-date information in the flow of work.

Knowledge



Performance Support

Á AI-enabled digital assistants
Á Digital adoption platforms
Á Step-by-step digital task lists
ÁMixed reality overlays
Á Subject matter expert directories
Á Peer coaches

Provide just -in-time guidance to help employees 
perform tasks correctly on the job.



Reinforcement

Á Daily scenario-based quizzes
Á Regular microlearning sessions
Á Refresher training sessions
ÁManager -led knowledge checks
Á Behavioral nudges via notifications
Á Gamified challenges

Boost memory and habit formation through 
ongoing recall, practice activities, and nudges.



Coaching

Á Regular coaching conversations
Á Structured observation checklists
Á Peer coaches and performance auditors
Á Job shadowing
Á Behavior modeling and role play
Á Digital coaching and feedback

Deliver personalized feedback and skill refinement 
through direct observation and real -time support.



Pull / Push 

Á Onboarding and compliance programs
Á Instructor -led training sessions
Á Hands-on job training
Á Skill certifications and required recertifications
Á Cross-training and upskilling
Á Career pathways and readiness tracks
Á On-demand course libraries 
Á Structured shadowing, stretch assignments, 

and mentor programs

Deliver structured learning experiences that build baseline 
capability, meet compliance requirements, and/or prepare 
employees for expanded responsibility and career growth.

Training



Events

Online 
Content

Hands -On
Training

Reinforcement

Coaching

Insights

Sharing

On -Demand Resources

Community

Even right -fit frontline enablement tactics will falter if you fail 
to consider the role community plays within performance.



What does a                        

look like on the frontline? 

great shift



Got all tasks done

Helped a customer

Made good money

Met team goals

Had fun

41%

65%

38%

30%

26%

Top 5 indicators of a 

great day at work



Foster a 

Workplace from Day 1
Comfortable

Align 

with Performance
Recognition

Prioritize 

within Enablement
Connection



Events

Online 
Content

Hands -On
Training

Reinforcement

Coaching

Insights

Sharing

Business 
Results

Capability 
Growth

On -Demand Resources

Community

Operational
Readiness



Every shift counts.
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JD Dillon
Advisor | Author | Speaker | Technologist

jddillon.com

hello@jddillon.com

linkedin.com /in/ jddillon



Be well.




