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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



ƍTHEYƋRE BROKEN.ò
The frontline manager role continues to get harder 

as organizations rely on managers to do more with less.



Frontline employees 
donƋt work for your 
COMPANY . 

They work for their 
MANAGERS .



Traditional leadership 
development 
DOES NOT 
WORK  for 
frontline managers.*

* Increasingly rare exceptions do exist.



67%
are making it up as 

they go along

41%
doubt the decision 

to take the job

49%
are overwhelmed 
and burned out

70%
of engagement is 
manager driven



The everyday realities of 
the FRONTLINE 
MANAGER ROLE 
make people uniquely 
difficult to support.



ROLE APPROACH ACTION



ROLE

Understand the everyday 
realities of frontline 
management and what it 
takes to do the job well.



Frontline managers 
CLOSE THE 
GAP between the 
SOP and real life.



THE BALANCING ACT
DOING THE WORK vs

MANAGING THE WORK

vsPLANNING AHEAD
PUTTING OUT FIRES

vsFOLLOWING POLICY
APPLYING JUDGMENT

vsLEADING PEOPLE
HITTING METRICS



Management is upside down in todayƋs workplace.
Managers are buried in admin with little time to focus on people.



71%
of leaders are 
experiencing 

increased stress  
and burnout .

20% 6%
of employees 

trust  their 
company 

leadership.

of Gen Z are
interested  in

pursuing
leadership roles.



Frontline managers need more than leadership 
development. They need an enablement system 

built around the reality of the job .



APPROACH

Adapt your enablement 
strategy to fit the frontline 
manager workflow.



Events

Online 
Content

Hands -On
Training

Business 
Results

Capability 
Growth

Operational
Readiness

Traditional development programs fall short.
Enablement teams must adapt their 

strategies to fit frontline reality .



WeƋre not trying to build perfect leaders.
The goal is to foster capable, confident managers .
DonƋt try to change the person. Improve what they can do.



Skip the generic competency models. Focus on the task ï capability in action .



BUILD CAPABILITY AROUND THE WORK.

Align enablement with the demands of the job.

MANAGE 
A SHIFT

NAVIGATE 
DISRUPTION

LEAD 
A TEAM

LEAD 
INITIATIVES

PURSUE 
OPPORTUNITY

Coordinate people, 

processes, and 

priorities to get the 

job done right.

Adapt to problems, 

adjust the plan, 

and keep the 

operation moving.

Set expectations, 

build trust, and 

guide people to do 

their best work.

Turn shifting 

company priorities 

into clear actions 

and outcomes.

Build influence, 

partner across 

teams, and take 

the next step.

1 2 3 4 5



EMBEDDED IN THE OPERATION
They lead the work while helping get it done.

TIME CONSTRAINED
Workflows are unpredictable and often disrupted.

WIDELY DISTRIBUTED
They work across locations and shifts.

UNEVENLY PREPARED
Enter the role with varying experience.

ACCOUNTABLE BUT CONSTRAINED.
Responsible for results with limited control.



ELIMINATE THE 
GUESSWORK
Shift knowledge from ƍneed to 
knowò to ƍready to access.ò

Á Make policies available on mobile
Á Offer searchable answers
Á Provide task walkthroughs 
Á Use AI for on-demand guidance 
Á Curate peer solutions for 

unexpected situations



PRACTICE BEFORE 
PERFORMANCE

Build readiness and confidence 
before the moment of truth.

Á Use stories in manager meetings 
Á Run tabletop drills
Á Use AI to role-play difficult convos 
Á Push quick micro -scenarios 
Á Share examples of how others 

approach common challenges



MAKE INSIGHTS 
ACTIONABLE
Give managers clear direction on 
where to focus next.

Á Send priority nudges.
Á Flag performance gaps and 

suggested interventions.
Á Reduce report hunting.
Á Provide critical talking points.
Á Curate huddle notes to foster 

meaningful convos.



BUILD THE MANAGER 
COMMUNITY
Connect managers with peers 
who understand the role.

Á Create real -time support channels
Á Organize communities of practice 

around key topics
Á Pair new and experienced managers
Á Elevate expertise through 

crowdsourced solutions


