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Frontline Workers 
and The Covid-19 
Impact 

Chapter 

01 

The Pandemic is an extraordinary event due to 
which in a short period, businesses needed to 
adapt and either close down or shift to working 
from home. In customer-facing industries 
working from home wasn't an option. 
Employers needed to introduce new processes 
and communicate new “how-to”s such as 
safety procedures and more. In other areas, 
there was a transition to remote work 
performing tasks such as employee 
evaluations, weekly meetings, job interviews 
from remote. 
 
Remote employee management is a challenge 
at regular times let alone during a crisis at the 
magnitude of the pandemic. During the 
pandemic outbreak, most people found 
themselves working remotely for the first time 
in their lives, and most managers were forced 
to manage their employees remotely without 
being trained to do so. Lockdowns, imposed in 
many countries, forced many companies and 
people to juggle between work and caring for 
their children who also studied remotely. The 
lock-down and need to still be connected to 
work accelerated the use of online 
communication platforms, mainly video 
conferencing, training, and other technologies 
that could help to bridge the need to stay  
 

connected. These changes have provided us with a 
unique opportunity to examine how these times are 
changing employment as we know it and how technology 
helps to impact and cope with those shifts. The 
workplace as we know it is redefining many behaviors 
and social dynamics and joins the fundamental 
questions about the nature of work, work-family balance, 
and the mixing of work with private life. This eBook 
focuses on frontline workers that were impacted by these 
changes and are leading to another interesting 
phenomenon named “the great resignation”. 
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Who are the frontline workers? 

Frontline employees are the cornerstone of any 
successful business across all industries. The term 
frontline suggests they are usually engaged in a person-
to-person job and are critical in providing services, care 
across many sectors of our everyday lives. We interact 
with frontline workers, hospitals and pharmacies, 
restaurants, banks, retail venues, malls, and anywhere 
there is human interaction. Frontline workers hold 
various roles - from Nurses and doctors. These functions 
are critical to business continuity. The astounding fact is 
that 80% of the worldwide workforce is frontline and 
according to Statistita in 2021 the US alone had 31.67 
million frontline workers2. 

What's the Difference Between Remote 
and Frontline Workers? 
The distinction between remote workers and frontline 
employees is based on a clear difference: Remote 
workers are an understanding in which employees can 
carry out their duty in an alternate workplace/home. The 
alternate venue can be inside or outside the business 
region and during the pandemic, it is usually the 
employee's home. The definition from Brookings. defines 
“frontline workers” as employees within essential 
industries who must physically show up to their jobs2. 
These workers may frequently be in close physical 
proximity to customers and colleagues”.  
One more characteristic is that frontline teams can be 
seen as doing the same function in various locations: 
Hotel chains, Retail franchises, Healthcare providers, and 
many others. 

Frontline employees are the 
cornerstone of any successful 
business across all industries. 

 

of the worldwide workforce is 
FRONTLINE 

1https://www.statista.com/statistics/1221781/us-number-frontline-workers-industry/   
2https://www.brookings.edu/research/to-protect-frontline-workers-during-and-after-covid-19-we-must-define-who-they-
are/#:~:text=We%20define%20%E2%80%9Cfrontline%20workers%E2%80%9D%20as,health%20risks%20in%20their%20workplaces 

  

80%
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And then came COVID - what 
happened? 
A major shift that impacted the business was 
that physical distance prevented valuable 
information from passing between managers 
and their employees or between peers. Small 
talk, which is an important part of the social 
fabric became non-existent, and these 
conversations play a key role because in which 
employees share with managers personal 
details, difficulties, achievements, and even 
daily experiences, and they help strengthen 
interpersonal relationships and strengthen the 
mutual connection and benefit in team 
building. This valuable information, which helps 
managers in their work and creates a deeper 
connection between them and the employees, 
has disappeared completely. 
 
Understanding the roles, functions, and 
management of frontline employees is to 
looking at how typical frontline employees are 
managed: managers can see employees during 
the day and have some idea of what they are 
doing. For example, communicating with 
people at the same location happens exactly 
when managers want. In the pandemic 
communication and setting, priorities were 
instrumental in keeping the business going. 
Frontline employees were exposed to much 
more confusion during the outbreak and 
creating a powerful sense of security in 
employees with a clear purpose worked for 
everybody's benefit. Communicating daily with 
short clear messages amped the social and 
emotional support, and developing perspective 
develops personal resilience, all of which 
produce a sense of belonging and reduce 
negative emotions among employees. 

Development of supportive work 
routines as a part of Learning and 
Development 
From many companies’ best practices, the most 
effective way to get teams engaged and cope with 
uncertainty was to communicate to employees what is 
expected of them, make them understand how to work 
remotely, and give them the confidence that it will work. 
All of the pressing matters such as new work routines 
and how to handle safety were discussed together with 
the employees on new work routines by asking helpful 
questions: "How often will we call each other? Will the 
communication be through a phone call, text message, 
or a zoom meeting? Video messages, 

What is the way of working that works for us?” 
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Things to Consider 
When Managing and 
Training Remote/ 
Frontline Employees 

Chapter 

02 

Social resilience as a shield from Business chaos  
To get companies to be efficient, caring, and care for their workers we witness that interpersonal support often 
contributes to emotional resilience. Organizations increase employees' mental, physical, and social resilience 
through a variety of additional activities that include, professional training, professional mentoring, and even 
creating "quiet spaces" for relaxation during the workday. Some initiatives that can have a positive effect on 
the level of resilience of employees contribute to employees' sense of belonging and increased productivity. 
 
Professional training and team building activities 
One of the most significant and effective activities that contribute to mental resilience and protection against 
stressful situations is training to impart and expand the professional skills that employees need to perform 
their job. 

Many organizations, after realizing the significance of training as a form of communication, invested in training 
platforms for knowledge transfer to strengthen existing skills resulting in a better feeling of employees 
experiencing self-improvement. 

The ability to control a variety of professional situations is the basis of personal mental resilience that helps 
employees to cope. Coupled with activities and breaks for energy renewal that combine physical activity or 
other activities during the workday.  

Such breaks allow employees to shift the energy needed to cope with work demands in times of stress and 
crisis, thus reducing the level of burnout that employees experience and improving skills that help them perform 
better. 

Celebrating business successes, holidays, and personal events in light of the social distancing or the inability 
to have everyone in the same venue shows the essence of a virtual platform to help mark positive events that 
happen in the organization, including personal events (birthdays, births, etc.), holidays, celebrations and 
business successes. 

The shift of businesses to Work in capsules created a need to invest in creating social events Although 
employees cannot meet physically. The employee's family can be preyed upon. This has a positive effect on 
the level of connection of the employees to the organization 
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Communicate to employees 
the critical issues and give 
them a sense that they are 

aligned to the organization's 
broad activities, beyond doing 

their immediate tasks. 
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Such a meeting occurs naturally in office work, but in the 
period of remote work conducts a routine of short team 
meetings in each Morning so that everyone feels 
belonging and gives specific emphases for daily 
activities. 

Some organizations encourage managers and 
employees to conduct daily briefings over the phone as 
a source for empathy and to avoid loneliness, and create 
a feeling That someone is paying attention to their work. 
Additional management routines include a weekly staff 
meeting with Agenda and decision monitoring, the 
monthly follow-up meeting other performance versus 
goals, and the like. Such routines Are also performed in 
the normal state, but their importance increases When 
the feeling of loneliness can hurt the organizational 
connection and productivity, and therefore also in the 
sense of personal resilience of the employee. 

Internal communication is key to 
managing an efficient workforce. 
One of the significant challenges considering 
the pandemic is the employee's sense of 
detachment from the organizational 
environment and in the case of frontline 
employees, it was a sense of even bigger 
detachment from their HQ. Employees usually 
focused on the professional routines of the 
workplace, often felt the loss of togetherness 
that damaged a sense of personal resilience. 
That is why organizations are working much 
more intensively than in the past in the areas of 
internal communication. In a wide variety of 
organizations, weekly video calls, whether 
zoom or Bites is held with the CEO or other C-
level execs to receive regular updates on what 
is happening in the business and to hear about 
successes, challenges, organizational changes, 
and developments in the market. Communicate 
to employees the critical issues and give them 
a sense that they are aligned to the 
organization's broad activities, beyond doing 
their immediate tasks. 

Businesses also hosted a "virtual roundtable" 
routine. Managers meet weekly with a small 
group of employees to understand how they 
feel and what can be done to strengthen the 
sense of connectedness. Establishing and 
enforcing routines in normal mode, each 
department manager acts according to his 
experience in terms of the management 
routines applied in the unit. the pandemic 
challenges and working from home, 
organizations have realized that much more 
intense interaction is needed between 
managers and staff daily. 

They also developed management routines on 
this topic, such as emphasis on a short team, 
meeting Bite-sized activities every morning. 
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Microlearning has been 
around as a form of 
teaching but during 

volatile times it became 
increasingly important as 

an effective format, 
especially with frontline 
intensive workplaces. 
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Chapter 

03 
Utilizing Microlearning as 
the Best Effective Frontline 
Employee Format 

Microlearning isn’t just fragmenting content into small chunks, but it is about the creation of small 
microlearning as a way of transferring knowledge. The fundamental benefits that microlearning conveys: 

 
 
  

Microlearning is effective due to its precision 
of delivering messages in a concise and 
impactful way. It leverages the learner's 
attention and time very efficiently and does 
not overwhelm with information. 

Powerful 
creating a playlist of learning material, 
microlearning can be leveraged to be used in 
different environments, accommodate 
individualized progress, and even can 
repurpose old material to suit the new format. 

Adaptive 

Overall, the short learning units of the Microlearning’s lead to shorter training times, the lower production 
costs lead to shorter development times, easier updating to more up-to-date training. The return on 
investment, that is, what you get for your effort, time, and money is greater than if your company relied 
solely on traditional e-learning methods. 

ROI driven 

Typically in a rich media 
format and short 
Microlearning is perfectly 
tailored to the needs of 
frontline employees. 

Appealing 
Microlearning content is made  
to be easily consumed on any 
device, especially mobile and 
asynchronous. As an anytime, 
anywhere, demand-driven 
offering, microlearning is an 
extremely useful format. 

Seamless 

Microlearning is designed 
for the moment when the 
employee needs the 
information. In this way,  
the learning opportunity 
influences the behavior of 
the team positively. 

Relevant 
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Microlearning best practices  
Microlearning is a term that encapsulates the 
essence of short and concise but it is not to be 
mistaken with the concept of “nano learning”. 
Microlearning is broad enough to be flexible 
and platforms that offer it need to keep it in 
mind when designing the tools to create, share, 
engage and optimize the technological 
platform should accommodate this. The 
playbook is simple: package your learning units 
into the smallest, most effective, and most 
appealing units possible. You can teach the 
four steps to be a better barista in a matter of 
seconds, and how to operate a medical device 
in a complex life-saving medical technique. The 
aim is to easily create courses for individual 
cases. 

 

Laser focus is the best way to describe the creative 
process and although some processes need to have a 
longer learning approach, most of the frontline 
employee's needs can be short and on the phone for their 
immediate learning. The initial plan can be a framework 
for the objectives and goals companies and managers 
are trying to introduce to their team members but 
breaking it down to simple, usable, and memorable 
modules is key to creating a successful employee 
experience. One of the best practices is to ask peers 
“How to make it more efficient?” and adopt a learning 
attitude: test what resonates with your 
employees/students and what they crave. Create a 
balance between microlearning and large learning units 
and consider the relationship between the two. Every 
company can define for itself what it means by 
microlearning and how long it should last. Your first step 
should be to find your definition. 

Microlearning 
is a term that 
encapsulates 

the essence of 
short and 
concise 

Laser focus is 
the best way to 

describe the 
creative process 
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Measurable benefits of applying 
Microlearning practices 
 

Improving Employee Performance 

Outstanding customer service goes hand-in-hand with a happy 
workforce. High-performing retailers depend on an engaged workforce 
with highly motivated, above-average productive employees who are not 
at risk of being poached. Engagement increases when communication 
improves, work preferences are taken into account, and processes are 
simplified using technical automation solutions. 

 

Increase Employee and Management Productivity 

Leverage Bites to increase productivity, salesmanship, customer service 
practices, and efficiency by communicating the right content to the right 
people at the right place at the right time.  

 

Minimize Exposure to Compliance Risks  

A holistic workforce management process can drive the automation of 
time-consuming and error-prone administrative activities such as time 
tracking, labor policy enforcement, attendance tracking, and leave of 
absence. It is about more than just risk avoidance because reliable 
compliance ensures fairness in the workplace and thus promotes 
employee motivation. 
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How can companies 
compete for talent? 
Improving the image of the customer-facing workforce is 
a challenge that needs to employ various sources. The 
image of retail in the “competition for talent” for securing 
skilled workers, retail-like other sectors – faces the 
challenge of being convincing as an attractive employer. 
One of the ways of attracting potential and raw talent is 
having a training program in place. Young people are 
looking to learn and evolve in the workplace and do so by 
having skill and sector in the “battle for talent” to 
counteract the falling number of trainees. To this end, the 
strengths of the customer-facing places should be 
communicated and played out in a manner that appeals 
to the audience. to achieve an improved image with 
(young) applicants. employee recruitment to be target 
group-specific, innovative and individualized When 
recruiting new employees, it is advisable to actively 
address the target group via various channels and 
(social) media. If satisfied employees are used as 
ambassadors for their own company, advantages as an 
employer can be credibly conveyed. Innovative recruiting 
projects and concepts that place greater value on 
personality and emotionalization can also promise 
success. The use of social media platforms is of great 
relevance. Retaining employees in the long term through 
empathy for needs to retain existing employees 
successfully and in the long term, it is necessary to know 
the key factors influencing staff satisfaction and to 
create the necessary framework conditions.  

One of the ways of 
attracting potential 

and raw talent is 
having a training 
program in place. 
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Today’s employees 
want to find meaning 
and fulfillment in their 

work 
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Sharing actions that work 
Encourage employees to contribute and be a 
part of the creation process. Training and peer 
examples are becoming increasingly important. 
Young employees (Gen Z’ers) create videos 
faster than writing a CV. Businesses can use it 
to engage with employees by letting them 
showcase the best practices and real work 
examples. Today’s employees want to find 
meaning and fulfillment in their work far beyond 
a means to pay for food and rent. Of course, 
we’ve always wanted to feel a part of 
something bigger than ourselves, but 
nowadays, we also want to think that we have 
an impact on the outcome.  

That’s why we are seeing (amazing) 
innovations like DAO. But truth be told, it 
doesn’t require something as drastic as 
blockchain-backed decentralized institutions to 
engage and communicate with your employees 
today. 

Our experience shows that companies who put 
their people first and make employees true 
stakeholders in their organization can turn this 
trend on its head. Communicating with 
employees on real-time events, asking for 
feedback, and delivering professional content 
in a format that employees enjoy, can 
drastically lower an organization’s turnover 
rate. However, I’d like to focus on one key 
development: employee-generated content. 

For me, employee-generated content (EGC in 
short) is the natural evolution of the (overused) 
term of user-generated content (UGC) but what 
makes EGC so exciting for me is how simple 
and how effective it is. By harnessing the 
wisdom of crowds and letting your employees 
generate professional content for you and the 
organization, you can achieve extraordinary 
results. 

Most of the time, they are the ones who know best. They 
are the ones who are doing the actual work; many times, 
they are the most experienced personnel, both in terms 
of time spent on the floor and in terms of first-hand 
experience. So why not harness this knowledge to 
promote your company and meet your goals? 

Another great thing about employee-generated content 
is that the person who created the content (and the 
people who feature in it) gains visibility within the 
company. They essentially become “workplace creators” 
(and a part of the creators’ economy, but that’s for a 
different blog post). I genuinely believe that workplace 
creators are one of the most significant drivers that an 
organization can have, especially for everything that has 
to do with employee engagement and professional 
communication. imagine seeing a peer of yours sharing 
their tips, tricks, and best practices with you – you 
immediately feel connected and can relate to what 
they’re saying. You may also be inspired to share your 
own story and perspective. 

We can see without a doubt that these workplace 
creators generated some of the best Bites we’ve seen, 
and the effect it had on the company was astonishing. 
Making it possible for your employees to become 
workplace creators and share professional content with 
colleagues is a win-win situation. Employees get to make 
a real difference, and you, as an employer, get high 
engagement rates and quality content. There are also 
many options for rewarding these workplace creators, 
but that’s for next time… 
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Bites is THE ULTIMATE 
ENGAGEMENT TOOL. 

 

Delivering professional content 
to today’s workforce. 

Bites’ simple content creation 
and distribution make it the #1 
training and communication 
solution for every business.  

Bites lets you build a strong 
channel for training  
employees and sharing the 
critical day-to-day  
information that keeps  
your business running,  
using the platforms your  
staff are already on. 

For more information go to 
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