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Frontline workers are typically the unsung heroes of business. These 

workers have always played a critical role for their organizations and for 

society as a whole—from delivering products and services to people’s 

homes to saving lives in hospitals under unprecedented pressure. The 

COVID-19 pandemic has really launched these roles into being a necessity 

in the public eye.

However, even in the face of this dire need to support these workers, many 

organizations still have problems delivering key resources and news to the 

tools where frontline workers are working in ways that stick. In the first 

place, digital transformation was slow to reach frontline workers, with 

many organizations prioritizing office-based processes and personnel. 

In recent years, this has been remedied, with increased investment in 

frontline technology, and accelerated even further due to COVID-19. Still, 

engagement in communications remains low.

In this whitepaper, we focus firmly on the frontline worker, their ever-

evolving needs, and why personalized communications is key to achieving 

greater engagement and job satisfaction with these employees.
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Your organization’s 
strongest assets 
Frontline workers can often be known as “firstline workers” (depending on 

the industry) because they are often an organization’s first point of contact 

to the outside world. These vital outward-facing employees include a wide 

range of occupations spanning many different industries, such as:

• Retail associates in brick-and-mortar stores

• Sales reps selling products and services

• Call center and customer support staff

• Hospitality and housekeeping workers

• Mining industry and construction workers

• Medical staff and other healthcare workers

• First responders assisting in emergencies

In many industries, frontline workers engage with customers all the time 

and should be seen as ambassadors for their organizations. By presenting 

a human face for a business, they represent that organization in a way that 

other employees can’t.

We aren’t talking about a small 

proportion of the workforce here. 

It is estimated that there are 

2.7 billion people who would be 

characterized as frontline workers. 

This works out as 80% of the global 

workforce. At most organizations, 

there will be a sizeable frontline 

workforce who are out there 

representing the brand, interacting 

directly with customers and clients.80%
of the Global workforce are frontline workers

https://livetilesglobal.com/engage-first-line-workers-on-the-go/


What’s more is that frontline workers spend the majority—if not all—of 

their day-to-day time on their feet, right in the middle of the action. 

They understand the situation “on the ground” better than anyone else. 

Organizations should put this experience and expertise to good use, as an 

unparalleled source of process knowledge and creative problem-solving. 

Harnessing the insights of knowledge workers can be invaluable.

However, as work has changed, so have the needs of frontline workers and 

the challenges they face. On top of this, COVID-19 has added many new 

pressures and demands which may last for years to come. For instance, it’s 

an unfortunate but unsurprising truth that these industries have suffered 

soaring unemployment rates due to the pandemic. In the leisure and 

hospitality industry, for instance, the unemployment rate was recorded at 

5% in December 2019 and as of December 2020 it rose to 16.7%. Similar 

rates were seen in other industries that employ frontline workers, such as 

construction, transport, and manufacturing.

It’s time to develop a clear business strategy to improve employee 

experiences and engagement when it comes to internal communications. 

Not only will this better support these crucial workers in difficult times, 

but it can also increase productivity and boost the bottom line. 

“40,000+ team members supporting stores, and distribution 
centres globally are the backbone of our customer-
connected framework. Every day, these frontline workers 
do the important job of keeping our customers happy. 
Providing these team members with the right tools to boost 
communication to them, and their productivity has become 
more important now than ever.”

Director of Enterprise Applications at Global Retail Giant 
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https://www.aarp.org/work/job-search/info-2020/job-losses-during-covid.html
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What frontline 
workers need 
to succeed
Nearly all industries have been impacted by 

COVID-19 and have realized it will change the 

way they work forever. But frontline workers 

have perhaps been hit the hardest with 

challenges since 2020-2021. While remote 

working was an option for other workers, the 

same cannot be said for frontline workers, 

who either continued to work throughout the 

pandemic, were placed on furlough, or let go 

permanently. 

Frontline workers need access to all the information, resources, and 

comms they need to do their work. They also need the ability to share 

ongoing information and insights in real time. Productivity relies on these 

capabilities being quickly and easily accessible.

Communication channels are crucial to bringing distributed colleagues 

together. If there is a problem, frontline workers need quick access to 

colleagues to assist them in its resolution. But site and store managers 

might also need to know where people are located, what their skills are, 

and if they are certified for regulatory compliance, for instance.

Knowledge

Connectivity



Frontline workers need to be able to soak in company culture and 

community and contribute to these, wherever they are. No matter if 

they’re out on the road, moving between sites, or if their role involves 

spending more time with customers than colleagues—frontline workers 

need not just to feel like they are part of the team but be actively engaged 

in it. Team camaraderie is important—not just in terms of supporting 

employees but in making work fun. There’s no better motivation than 

being part of a team and working with people you enjoy spending time 

with. This results in both better employee and customer satisfaction—

restaurant staff who are engaged and happy are going to deliver better 

service to their customers. Whether on shift or not, sharing fun moments 

with the whole team in an online chat group can create a positive 

atmosphere, like photos of colleagues celebrating birthdays at work or 

enjoying freebies leftover at the end of the day. These can really bring 

people together, wherever they are.

Crucially, all of these technologies must be mobile. Frontline workers 

need to be able to carry their computing power around with them at all 

times. They also need to easily connect with colleagues and knowledge 

resources. Whether onsite, out-in-the-field, navigating the floor, aiding 

clients with a purchase, in the office, or on the move, they require devices 

and apps to be productive. 

As well as being mobile, there is a need for frontline workers to collaborate 

and communicate effectively while also maintaining robust security and 

data governance standards. Achieving the right balance between security 

and productivity in frontline workers’ technology is essential.

Culture

Mobility

Security
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Frontline workers have always been essential, but often their needs 

have been ignored, especially in terms of incorporating their needs into 

digital transformation. As Microsoft has pointed out: “The goal should 

be to build a more intuitive, immersive, and empowered experience for 

all employees”. In 2021, improving corporate digital experiences for 

frontline workers is paramount.

“I realized that communication was a core component of this, 
so we looked for a platform that would not only integrate 
with our existing kit (the last thing we needed was another 
development project!) but would also take communications to 
the next level. LiveTiles was a great choice for us.”

Mike Salmon - Group IT and Security Director at Creditsafe on reaching frontline workers with LiveTiles Reach
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Frontline challenges: a 
new approach
All organizations have their own unique challenges in delivering internal 

comms to their employees. These challenges are amplified when it comes 

to frontline workers. 

This was highlighted by Stephanie Donahue, Microsoft MVP and CEO of 

PAIT Group, on LiveTiles’ The Intelligent Workplace podcast. 

https://rcpmag.com/articles/2019/01/10/microsoft-teams-firstline-workers.aspx#:~:text=Microsoft%20defines%20a%20firstline%20worker,FAQ%20document%20for%20partners%20(Word%20
https://www.paitgroup.com/blog/overcoming-the-challenges-of-engaging-firstline-desk-less-workers?sh=47c228d62ac4


Stephanie said: “Communications with firstline workers is different as they 

have different needs. 

Those of us that work at a desk, we come in, we get our coffee, we browse 

the internet, see what the company news is. That’s not necessarily the case 

for someone who’s on a manufacturing plant floor or nurses.”

“I think we have to hit them in a different way. It has to be focused. It has to 

be easy for them to get to. And it has to be available at a time and a place 

where they’re able to step aside and focus for a moment when they have 

so much going on in other areas.”

“Communications 
with firstline workers 
is different as they 
have different needs”

The most obvious challenge in communicating with the frontline is 

mobility. Frontline workers aren’t in front of a desktop computer all day—

in fact, many in retail, construction, and healthcare will not be at a desk at 

all. Frontline workers need to be able to access the people, processes, and 

systems that help them complete the task at hand. Whether its handheld 

devices or mobile responsive apps—mobile tools are a must. Let’s be 

honest: in this day and age, should this still be an issue?

Mobility
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In reality, for many organizations, there are few technological barriers 

to digitally empowering today’s frontline workers. Providing a frontline 

worker with a smart device is the same as providing one to an office 

worker. In fact, many employees are more than willing to use their 

personal devices if it makes them more effective and efficient in their role. 

The challenge is getting the buy-in required from the people at the top. 

That’s essential to drive investment in employee communications apps 

and devices that generate the kinds of employee experiences needed for 

frontline workers to flourish.

“Communications with firstline workers is different as they 
have different needs. Those of us that work at a desk, we come 
in, we get our coffee, we browse the internet, see what the 
company news is. That’s not necessarily the case for someone 
who’s on a manufacturing plant floor or nurses. I think we 
have to hit them in a different way. It has to be focused. It has 
to be easy for them to get to. And it has to be available at a 
time and a place where they’re able to step aside and focus for 
a moment when they have so much going on in other areas.”

Stephanie Donahue - Microsoft MVP and CEO of PAIT Group

As we’ve discussed, solving organizational issues is an important 

and necessary first step. Continuing education and advocacy within 

enterprises, to drive investment in frontline digital transformation 

and innovation, is crucial. It’s especially vital for organizations looking 

to adapt to the disruptive years ahead. As outlined in LiveTiles’ The 

Mobile Employee App Evaluation Guide, some of the hurdles to 

overcome include:

Organizational obstacles
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https://www.flexjobs.com/blog/post/remote-worker-office-supplies-employers-typically-provide/
https://www.flexjobs.com/blog/post/remote-worker-office-supplies-employers-typically-provide/
https://www.paitgroup.com/blog/overcoming-the-challenges-of-engaging-firstline-desk-less-workers?sh=47c228d62ac4
https://livetilesglobal.com/hr-mobile-employee-app-evaluation-guide/
https://livetilesglobal.com/hr-mobile-employee-app-evaluation-guide/
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Lack of funding in frontline worker 
digital transformation

Not enough time to realize digital 
projects

No buy-in from executive leadership

Not the right mobile solution to meet 
frontline worker needs 

73%
of executives surveyed said
they’re investing in digital tools 
for frontline workers

All of these need to be addressed to improve engagement with frontline 

workers and to achieve the investment in digital experiences that meet 

their needs. However, more and more organizations are beginning to 

understand the importance of this, especially post-pandemic. In a Havard 

Business Review study sponsored by Microsoft,

No doubt this was due to the fact that the same survey found that 90% 

of respondents believe a digitally empowered frontline is a significant 

competitive differentiator.

https://query.prod.cms.rt.microsoft.com/cms/api/am/binary/RE4o96Q
https://query.prod.cms.rt.microsoft.com/cms/api/am/binary/RE4o96Q
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 Once the organization has invested in mobility, the problem is 

solved, right? Not quite. Engagement is also a challenge that involves 

commitment and leadership from all parts of the organization. 

Organizations need to prioritize how they engage users in the 

information and communications they post, otherwise the tools 

themselves become useless. 

The problem currently is that the kind of content posted on company 

intranets is not getting through to employees. This is partly due to low 

engagement levels in work in general. A Gallup report just before the 

pandemic showed that 52% of workers in the US are “not engaged” at 

work, defining this as being not psychologically attached to their work 

and company, putting in time but not energy or passion.

Engagement

52%
of workers in the US are 
“not engaged” at work,

https://www.gallup.com/workplace/284180/factors-driving-record-high-employee-engagement.aspx


A new way of approach communications is needed, especially for frontline 

workers. People are used to enjoying the latest digital experiences when it 

comes to consumer apps and services. This content is highly personalized 

by algorithms, and it is surfaced in short, bite-size chunks that appeal to 

modern audiences. Recent research from Gartner confirms this.

In a survey interviewing 5,000 employees, 56% of respondents agreed 

with the statement: “I expect to have the same quality experience at work 

as I do as a customer.”

Engagement must continue throughout an employee’s career at the 

organization. From onboarding onwards, engagement is always crucial. But 

employees at different stages of life, different steps of their career, and 

different levels of seniority will be engaged by different content. This is 

another reason why personalization is so important.

Many organizations react to the problem of low engagement by simply 

doing more of the same. But unfortunately, this doesn’t cut it today. What 

solves this problem is offering better employee experiences based around 

personalized content that is valuable for the user in terms of helping them 

achieve their daily and long-term targets.
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https://hrexecutive.com/the-rise-of-the-employee-experience-platform/
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How industries are 
planning for the future 
of frontline work
There are many trends shaping work in 2021 and beyond. This includes 

the need to operate under new safety protocols, as well as the necessity 

of better supporting employees wherever they’re working. Nearly all 

industries have been impacted in some form by these trends, but those 

with frontline workers have been hit hardest and must pivot and adjust to 

support their teams and customers. Improving employee experiences to 

improve engagement in internal comms must be at the forefront of this.

In our recent report on the digital trends for 2021, an increased focus 

on frontline workers featured prominently. Retail, construction, and 

healthcare have workforces where a significant proportion of employees 

are frontline workers. What’s more, these industries are also some of the 

https://livetilesglobal.com/nine-key-trends-in-the-digital-workplace/


largest employers and contributors to the economy, not just in the US but 

globally. So, now we’ll look at challenges these industries face, in particular 

when it comes to engaging frontline workers in internal communications.

“Consider how they get their job done 
every day. Then, how do we plug in and 
make it easy and convenient for them?”
Stephanie Donahue - Microsoft MVP and CEO of PAIT Group
The Intelligent Workplace Episode 42: "The need to simplify communications for the firstline"

The world of brick-and-mortar retail has changed drastically, with limited 

opening hours, social distancing, the risk of further lockdowns, and the 

need for personal protective equipment (PPE) on many sites. As retail 

organizations reopen their physical stores, there’s growing concern 

over critical factors such as employee safety and morale, supply chain 

stress, and inventory management. Let’s examine how mobile apps and 

personalized communication can revolutionize employee experiences for 

the retail frontline.

Retail

15

https://www.statista.com/statistics/200143/employment-in-selected-us-industries/


Surface relevant content

One of the first challenges is the variety of work in retail. To bring 

everyone together and create unified employee experiences is a 

challenge. You need to cater for cashiers, managers, floor workers, 

transportation, and furloughed staff. Information needs to be 

tailored to the user with personalized communications that add 

value where they are working.

Bring employees together and a little more 
fun to work

Staff need the ability to easily connect with the team. If they have a 

problem on the floor—whether it relates to a current sale, an out-of-

stock product, or safety guidelines—they need to be able to find an 

answer quickly. The ability for employees to create, post, and share 

content for fellow colleagues is key—so too is the camaraderie and 

fun created by liking posts, emojis, and sharing gifs.

Provide consistent experiences

Support employee welfare

If you are asking your employees to deliver consumer-grade 

quality throughout the customer experience, then you need to 

give them consistent user experiences when it comes to the tools 

they use on the job. Employee apps also need to be customizable 

in terms of consistent branding, so that everyone feels part of the 

same team. These applications also need to have a modern look 

and feel, closely modelled on the consumer apps that employees 

use in their personal lives.

No matter what happens, employees will need to feel appreciated, 

connected, and looked after. Access to resources such as HR, 

mental health support, and safety guidelines are crucial in 

the current climate. Furloughed workers in particular need to 

feel connected to the organization and informed of business 

developments (especially those which will impact their ability to 

resume their role). 
16
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This is a good starting point for developing the communications apps 

your frontline workers deserve. It might seem like eCommerce is 

dominating the retail industry, but this isn’t the full truth—at least 

not in the short term. In-store retail has a critical role to play in 

recovering from the pandemic for many organizations and brands, 

with an estimated 85% of retail still happening in store. Investment 

in the digital experiences of retail workers is key to delivering greater 

experiences for customers in store, and helping the industry get back 

on its feet after a difficult few years.

Construction

Digital technology is playing an increasingly significant role at the 

frontline of the construction industry. With the potential to increase 

productivity, but also to improve safety, serving these employee’s needs 

via digital experiences is crucial. As many construction businesses have 

continued working during the pandemic, this is even more important—as 

being able to monitor who is on site can help meet the evolving safety 

restrictions. So, what sorts of things can help improve engagement and 

communications in construction? 

Adapt to a dynamic environment

A construction site is a dynamic place. People are moving around 

constantly, and different teams need to work together to complete 

projects and meet strict deadlines. What’s more, construction projects 

span different locations. Everyone needs to be aligned on the progress of 

the work. This includes managing licensed and unlicensed workers and 

providing unified opportunities for them to communicate and collaborate, 

no matter their location. There may be external parties, contractors, and 

franchisees working on a project who must all included in centralized 

communications, but also have access permissions managed both on-site 

and online. Communication apps must facilitate this level of mobility in 

order to be valuable to construction workers.

https://www.lsretail.com/blog/why-physical-stores-are-still-vital-for-retail
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Historically, construction has seen plenty of movement across 

its workforce, including casual labor and seasonal workers. 

Employees apps should be flexible and simple enough to use for 

all users. New and improved employee experiences, such as digital 

onboarding, can be invaluable in engaging users throughout their 

employee journey via workplace apps.

It goes without saying that employee safety should always be a 

top priority. Technology solutions are already playing a part in 

making this happen. Sophisticated tools aim to do this without 

compromising the productivity of a project. Using mobile 

technology to enable workers to communicate hazards and other 

issues in real-time, when they arise, is another essential way that 

business can help reduce risk on-site. 

Focusing on these areas can help deliver communications experiences 

that increase engagement for frontline construction workers. This way, 

you can build the foundations for more productive and satisfied workers, 

not just now, but for years to come. The forecast beyond 2021 shows 

that many countries are looking to key industries like construction to get 

society humming again after pandemic. Investment in construction is key 

to economic recovery efforts, as it provides immediate and long-term 

gains—and this must include investment in communications and digital 

experiences to be a success.

Support employee turnover

Improve safety

Boost collaboration

Providing and adapting communication tools to connect with 

frontline workers in the construction industry leads to better 

collaboration, fewer mistakes, and improved productivity. When 

users have an easy-to-use and targeted interface/experience 

at work, your employees can collaborate effectively and align 

to project requirements. This includes surfacing resources to 

facilitate collaborative work, such as live chat, drawings, video 

tours of sites, and team contact information. 



Healthcare

Frontline workers in healthcare have always worked extraordinarily long 

hours in difficult conditions. They have had to carry out a vital job in the 

eye of the storm. Working day in and day out, on the ground, in hospitals 

all over the world, in ambulances, or in care homes, frontline healthcare 

workers have kept going regardless of the obstacles thrown their way. 

With so much to deal with already, discovering new and improved ways for 

technology to ease their burden is critical.

In order to engage healthcare workers, reducing distraction is 

important. Content needs to be targeted to their role, location, and 

department. Staff should be able to get right to the content they 

need without having to search through irrelevant comms. Busy 

healthcare workers dealing with unprecedented challenges need 

employee apps that save time, not create more distractions. 

Limit distraction

Facilitate mobility

While hospitals are stationary places of work, there is a lot 

of movement within them. One study found that nurses 

walk on average up to 4-5 miles during a 12-hour shift. The 

implementation of customized business apps that doctors, 

nurses, and admin workers use is key to an efficient future in 

healthcare. Staff need access to tools such as patient records and 

employee resources while they’re on the move. They must also 

be able to access and receive important updates in a way that is 

suitable for their busy schedules. 
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https://www.travelnursing.com/news/features-and-profiles/the-4-mile-shift-how-far-do-nurses-walk/


Keeping communication channels open is important. For instance, 

chat capabilities enable frontline workers to have instant one-

to-one chats with their leadership and other colleagues (i.e 

specialists). Working together can help healthcare workers to 

share relevant information, make processes more streamlined and 

efficient, as well as foster a sense of community. 

Employee experience platforms can create actionable insights in 

a wide range of areas. This will make processes more efficient for 

those on the frontline, help drive engagement, and improve the 

employee experience. Healthcare workers also need to be able to 

generate feedback. For instance, they may be required to report 

issues back to the leadership team, such as highlighting PPE and 

supply shortages.

Support teamwork

Provide smart insights

Today, we must look to technology to improve communication and 

employee experiences in healthcare.  In the busy, high-stress environments 

of healthcare workers, targeted and custom digital experiences can bring 

the essential information and resources they need in a format that works 

for them.

It’s worth reiterating what Stephanie Donahue, Microsoft MVP and 

CEO of PAIT Group, said about this in the context of healthcare. When 

establishing the strategy for communication tools for healthcare workers, 

the following is essential:

• It has to be focused

• It has to be easy for them to get to

• It has to be accessible when required

It’s time for organizations to listen to the needs of the frontline and 

provide the mobile technology required to enable better support for 

healthcare workers.

20

https://www.paitgroup.com/blog/overcoming-the-challenges-of-engaging-firstline-desk-less-workers
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Reimagine employee 
experiences 
 The challenges faced by frontline workers have grown in the year that was 

2020, but so too has the importance of these same workers and the need 

for organizations to support them.  

An employee experience platform can act as a one-stop shop for all 

collaboration and communication requirements and radically transform 

how frontline workers get work done. But providing mobile-first, 

personalized employee experiences is crucial to drive better engagement 

in these platforms. These experiences need to be seamless, so that 

engaging in communications on the job is effortless and never distracts 

from the task at hand.



“Reimagining the employee experience is all about how 
productive can they be with whatever it is they need to do 
and how efficiently can they get that work done. Not to 
mention, it’s just a fact from all the research that has now 
been very well established over a number of years that people 
want more than just a paycheck from their work.”

David Salter - LiveTiles Director of Technology Solutions on the employee experience
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Employee experience requirements

1

2

3

4

5

Anytime, anywhere access 

Targeted communications abilities 

Seamless integration 

People search 

Bring people and culture to your teams 

It’s more important than ever to improve employee experiences so that 

they engage and activate this vital part of the workforce. The benefits will 

be felt across the business from increased engagement and productivity to 

improved employee wellbeing and lower turnover. 



LiveTiles Reach

At LiveTiles, we can help you activate your 

frontline workforce with LiveTiles Reach, 

our employee engagement and internal 

communications tool. Our goal is to help 

organizations deliver the content and resources 

employees need in a way that seamlessly fits 

into their day-to-day working.

How does it do this? LiveTiles Reach doesn’t 

distract. It makes communication and 

collaboration effortless. But most of all, it’s 

personalized to meet their exact requirements 

on the job. LiveTile Reach meets your 

organization’s communications needs without 

employees having to stop, think, search around 

for info, read unnecessary comms, or ever lose 

focus on high-value work.

https://livetilesglobal.com/products/livetiles-reach/


Improve employee engagement and retention

Quick to deploy

Anytime, anywhere access

Can integrate with Microsoft 365

Effective communication is the glue that keeps employees engaged. 

LiveTiles Reach ensures your people remain “in the know” via audience 

targeted, channel-based communications. Personalization at its best.

Get up and running fast with a true software-as-a-service (SaaS) platform. 

No need to wait weeks and months to begin effectively communicating 

with your internal and external teams. 

Optimized for performance and user 
experience (UX)

LiveTiles Reach is hosted in Microsoft Azure, with global and regional 

deployment models available to deliver optimal performance and user 

experience for your organization. 

Provide desktop and mobile experiences and reach your people 

wherever they’re working. LiveTiles Reach allows you to extend your 

corporate communications to external parties including contractors, 

vendors, and partners. 

LiveTiles Reach delivers authentication via Microsoft Azure AD or 

independent user registration. Our connectors for Microsoft Teams and 

SharePoint Online deliver effective employee communications direct to 

your employees. 

Easy to maintain

Because LiveTiles Reach is an evergreen platform, there are regular 

releases of new capability and zero down-time updates. Data-driven 

insights help to improve the quality of your communications. 

24



Different industries have their own unique challenges in delivering 

appropriate information to frontline workers. But in all industries and 

organizations there is a shared need for the right technology and tools to 

deliver better employee experiences.

LiveTiles Reach boosts engagement, retention, and connection for all 

employees, regardless of where they work. Whether it’s retail, healthcare, 

construction, or any other industry with frontline workers, our solution 

puts your most critical-business information directly into the pockets of 

your frontline workers. LiveTiles Reach adds a layer of personalization that 

engages workers in employee apps and delivers the insights to you, leading 

to better results for everyone.

25Get in touch

The team at LiveTiles would be happy to speak to you about your business goal 

to connect and serve your frontline employees with digital experiences that add 

essential information, are fun, and add a sense of belonging to their role. Get in 

touch to learn more about how we can help or to request a demo of LiveTiles 

Reach today. 

https://livetilesglobal.com/contact-us/
https://livetilesglobal.com/products/livetiles-reach/
https://livetilesglobal.com/products/livetiles-reach/



