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Why has business 
technology overlooked 80% 
of the global workforce?

We have always known that frontline workers were important to 

a company’s bottom line, but it’s never been more true. Critical 

workers have proved their worth over and over; yet, when it comes to 

engagement and technology, they continue to be left behind. 

Whether they sell your products and services, answer customer service 

calls, respond to emails, make deliveries, or greet your customers, 

frontline employees are the face of your company. Often “deskless” and 

mobile, they may include the nurses at a hospital, field workers servicing 

electrical lines, or manufacturers assembling or producing goods.

The very first person a potential or existing customer interacts with is

usually a frontline employee. Frontline workers have great power and 

influence—much more so than executives. Frontline employees are the 

ones who ensure customers have a good experience. 

THE RISE OF THE DESKLESS WORKFORCE

A retail manager responsible for more than $80 million in annual 
revenue, an airline manager who oversees a yearly passenger volume 
worth more than $160 million, a banking manager who deals with 
upward of seven million questions from customers a year. These aren’t 
executives at a corporate headquarters; they are the hidden—yet 
crucial—managers of frontline employees.

McKinsey & Company

https://www.mckinsey.com/business-functions/organization/our-insights/unlocking-the-potential-of-frontline-managers
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13%
This is largely due to the fact 

that they are “often left out of 

internal communications” and 

receive minimal investment in 

digital workplace technology. It is 

imperative that the entire workforce 

is included when implementing new 

technologies and strategies in the 

workplace, from executives to part-

time workers, and most especially 

your frontline employees.

75% OF EMPLOYEES FELT 
OUT OF THE LOOP 
WHEN IT COMES TO 
COMPANY POLICY 
CHANGES

OF FRONTLINE 
WORKERS FEEL 

ENGAGED AT WORK

84%
DON’T GET SUFFICIENT 
INFORMATION FROM 
MANAGEMENT

50%
HAVE NO CLEAR 
PERCEPTION OF THEIR 
COMPANY’S DIRECTION

Employee engagement is key to company success. The most engaged employees are those that have direct HR communication 
and engagement, and open lines of communication with management.

Kristine Dery of MIT’s Center for Information Systems Research

https://socialchorus.com/blog/better-internal-communications-for-your-workforce-now-is-the-time/
https://socialchorus.com/blog/why-internal-communications-is-the-center-of-digital-transformation/
https://socialchorus.com/blog/employee-engagement-key-to-company-success/
https://socialchorus.com/blog/why-hr-communications-deserves-more-attention-this-year/
https://www.peoplemattersglobal.com/article/employee-engagement/top-10-hidden-costs-of-not-going-digital-with-employee-engagement-19553?amp%3Butm_source=peoplematters&media_type=article&subcat=employee-engagement-ideas&title=top-10-hidden-costs-of-not-going-digital-with-employee-engagement&id=19553
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Why are frontline 
employees important?

It’s crucial for every company to engage and motivate their frontline workers 

properly. There are serious repercussions for companies that don’t take into 

account the wellbeing and engagement of frontline employees. A PwC 

report established that 73% of consumers regard customer service as one 

of their purchase drivers, with 65% emphasizing that customer service has a 

much greater influence than advertising. 

How well does your company currently engage frontline workers? Many 

companies don’t put a high priority on communication with frontline 

workers, but bad communication results in disconnected and disengaged 

employees (and low productivity and lower revenues). Also, the majority of 

the global workforce is on the front lines and they are the ones who need 

that engagement boost the most. On the next page, let’s briefly look at the 

state of frontline workers’ engagement. 

When it comes to 
engagement, IT tech tools 
provide vital support for 
companies that want to 
craft winning strategies. 
Technology can help you 
take three simple steps 
to engage and motivate 
frontline employees.

OPTIMIZE YOUR 
INTERNAL COMMUNICATIONS

INVEST IN YOUR 
ONBOARDING PROCESS

RECOGNIZE YOUR
FRONTLINE EMPLOYEES

3 steps to empower your frontline staff

https://www.pwc.com/us/en/advisory-services/publications/consumer-intelligence-series/pwc-consumer-intelligence-series-customer-experience.pdf
https://www.pwc.com/us/en/advisory-services/publications/consumer-intelligence-series/pwc-consumer-intelligence-series-customer-experience.pdf
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To reach this workforce, companies must 
reassess their communication channels. 

It’s not as complex as it might sound—but it does mean 

embracing more than just email as a way to send and 

receive content from frontline workers. 

Frontline employees are busy and task-oriented and are

mostly mobile, don’t sit behind a desk, and often do not

have company laptops or emails. They’re not always 

thinking about how their behavior and efforts tie into or 

align with larger company strategies. Communication can 

help fill that gap. Companies need to define how they will 

communicate with employees in order to align and unify 

their workforce with business goals. 

To do so, IT should invest in a workforce communications 

platform that reaches all employees on the channels 

they prefer. By using an omni-channel approach, 

communicators can inform and engage employees using 

various channels (such as an interactive intranet, mobile 

employee engagement apps, email, digital signage, etc.) 

simultaneously.

Using a workforce communications platform, 

communications can be precisely targeted to different 

employee segments when they are most likely to 

be receptive to receiving, responding to, or sending 

messages. Special channels or forums can be dedicated 

to them as well. A two-way dialogue, where employees 

can post questions or comments, helps leaders interact 

with frontline workers and offer updates, information, 

and answers in real time. 

Additionally, a workforce communications platform gives 

frontline workers access to file sharing, videos, and real-

time notification features, breaking down the traditional 

barriers between frontline workers and headquarters.Optimize your internal 
communications

STEP 1
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Invest in your
onboarding process

STEP 2

Optimize the onboarding experience for your new hires to create a positive effect for 
everyone. Here’s why it’s critical.

Avoids uncertainty

Up to 28% of new employees quit before 

90 days. Setting expectations and goals 

early is a crucial aspect of onboarding, 

and one that can greatly impact an 

employee’s success. It establishes realistic 

benchmarks and helps employees avoid 

any uncertainties. It’s also important that 

these goals be accompanied by deadlines; 

60% of companies set long-term goals or 

expectations that may be completed at  

the three-, six-, and nine-month marks.

1

Promotes culture and values

Incorporate technology into your 

onboarding program to share your 

company’s values, principles, and culture 

via videos or posts. The use of technology is 

especially critical to ensure you’re reaching 

your frontline employees that don’t work at 

headquarters, are often out in the field, and 

are the first to engage with customers.

4

Boosts retention

Studies have found that 90% of employees 

decide within the first six months whether 

or not they will remain at a new company. 

If you invest the time and energy upfront, 

these new hires will feel appreciated, 

welcome, and important.

2

Enhances employee engagement

Onboarding is more than just giving 

workers the tools they need for their 

job. It introduces employees to your 

company culture and aligns them to 

the organization’s mission and goals. 

Companies with an onboarding program 

have 54% higher employee engagement 

and 62% higher time-to-productivity ratios.

3

A good way to create an onboarding program is with a workforce communications 
platform. Create special channels with all the right documents, videos, and tips to 
help new employees thrive. Introduce new employees to the organization by having 
them write a post about themselves.

https://www.inc.com/adam-robinson/3-common-mistakes-that-make-new-employees-want-to-quit-in-first-3-months.html
https://www.inc.com/adam-robinson/3-common-mistakes-that-make-new-employees-want-to-quit-in-first-3-months.html
https://socialchorus.com/blog/top-5-tips-to-make-onboarding-easier-and-more-effective/
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Proper recognition can contribute to high levels of job 
satisfaction and even reduce turnover.

IT can partner with HR and internal communications to recognize 

frontline workers. Here are a few ideas:

Publicize frontline employees and their achievements. This could 

include work anniversaries, birthdays, sales wins, and more. Publish 

these successes on your workforce communications platform to public 

channels so the entire company can celebrate.

Give digital “thank you” notes. Show your appreciation with a simple 

digital note. With technology, the appreciation could be a push 

notification via your employee engagement app or an update on a 

break-room digital display.

Offer flexible hours. Giving high performing employees flexibility, 

especially for industries like retail and hospitality, could allow them  

to spend more time with their family or work their preferred hours. 

Not all workers can take advantage of a hybrid or remote office, so 

look for more ways they can flex, such as offering “hoteling” office 

spaces, or letting them manage paperwork from home once a month. 

Schedule a demo with SocialChorus to learn about the best technology 

tools for successful employee communications and engagement.

LEARN MORE

Recognize your 
frontline workers

STEP 3

https://socialchorus.com/request-a-demo/


LEARN MORE AT SOCIALCHORUS.COM

About SocialChorus

SocialChorus is the creator of FirstUp, the platform that makes the digital employee experience work for every worker. FirstUp 

brings personalized information and systems access to every employee, everywhere—no matter whether they’re wired, 

distributed, or on the front line. That’s how we help Amazon, ABInBev, GSK and many others stay agile and keep transforming. 

https://socialchorus.com/

