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Introduction

Frontline work redefined
Frontline work has rapidly shifted from routine tasks to dynamic, tech-driven roles 
that demand speed, precision and adaptability. To keep pace, today’s frontline 
teams need tools that support quick decision-making, seamless collaboration and 
constant connectivity. Yet, many organisations face outdated, fragmented systems, 
communication silos and complex scheduling, all of which hinder productivity and 
responsiveness.

Disparate tools force workers to juggle multiple apps and outdated systems limit 
agility. Frontline managers are bogged down with administrative tasks, distracting 
from strategic priorities that could drive operational excellence and cross-functional 
collaboration. Communication gaps leave frontline employees disconnected from 
company goals, reducing engagement.

To address these challenges, organisations can invest in a unified platform purpose-
built for frontline teams, incorporating AI-driven automation and actionable insights. 
The right technology not only increases productivity but also fosters a culture of 
empowerment, agility and cross-functional collaboration – essential to attracting, 
energising and retaining talent in a competitive landscape.
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Chapter 1

Digital transformation drives 
frontline operational efficiency 
Unified technology brings everything frontline teams need – 
communication, scheduling and task management – into one solution. 
Integrated experiences eliminate friction, make workflows more 
efficient and boost productivity by giving workers instant access 
to the right information at the right time. With the right tools, your 
organisation is positioned to capitalise on: 

Seamless communication and 
workflows

Consistent, efficient scheduling

Reduced administrative load

Stronger employee retention
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Chapter 2

Value in data: ROI from a 
unified frontline platform 
Investing in modern, integrated technology for frontline workers 
delivers significant value and measurable returns. Key findings 
from the Forrester Total Economic Impact™ of Microsoft 365 for 
Frontline Workers study highlight the transformative benefits for 
a composite organisation:1

return on investment 
(ROI) over three years1

1 The Total Economic Impact™ Of Microsoft 365 For Frontline Workers,  
a commissioned study conducted by Forrester Consulting, February 2024
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USD 17.1 million
net present value (NPV) realised by 
organisations1

USD 3.7 million
reduction in attrition-related costs due 
to enhanced employee engagement and 
satisfaction1

USD 12 million
in productivity gains from frontline workers 
through streamlined communication, 
collaboration and task management1

USD 1.1 million
in additional revenue from improved 
customer interactions and faster access to 
information1

USD 2.3 million
in productivity improvements for frontline 
supervisors, allowing them to focus on 
leadership and team development1

USD 1.7 million
in savings from reducing errors and rework, 
enabled by real-time access to accurate 
policies and standards1

For the purposes of this study, Forrester aggregated the interviewees’ 
experiences and combined the results into a single composite organisation, 
a global retail chain with USD 10 billion in revenue and 20,000 employees, 
60% of whom are considered frontline workers or frontline supervisors.

1 The Total Economic Impact™ Of Microsoft 365 For Frontline Workers,  
a commissioned study conducted by Forrester Consulting, February 2024
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Chapter 3

Benefits of a unified frontline 
technology platform
With all tools in one place, tasks get done faster and more 
accurately, while teams stay agile and ready to respond in real 
time. This integrated approach transforms frontline operations 
into a high-performing workforce, enabling organisations to reach 
new heights of operational excellence. Here are some of the ways 
your business can benefit from frontline digital transformation. 

Centralised information 
access
Workers can quickly get the data they 
need for their tasks, improving speed 
and accuracy. Having one platform 
eliminates the need to switch between 
disconnected systems, reducing the 
time it takes to accomplish tasks.

Simplified scheduling
Tools for dynamic scheduling allow 
workers to manage shifts, request 
time off and make changes without 
manual intervention. This flexibility 
reduces stress for employees and helps 
managers maintain full coverage without 
time-consuming back-and-forth.

Optimised resource 
allocation
Intelligent tools help manage staff 
scheduling and resource distribution, 
ensuring that teams are properly staffed 
and equipped. This leads to smoother 
operations and better use of available 
resources.

Reduced managerial 
burdens
Automating routine tasks like 
scheduling and task assignment allows 
managers to focus on leadership and 
team development. By offloading these 
administrative tasks, they can spend 
more time on what matters: improving 
team performance.
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Enhanced customer 
experience
Better tools allow workers to provide 
faster, more accurate service, directly 
impacting customer satisfaction and 
loyalty. A well-supported frontline team 
delivers more consistent and efficient 
service, driving higher revenue.

Increased employee 
engagement and retention
Empowering workers with intuitive tools 
and flexible scheduling options fosters 
a sense of autonomy and satisfaction. 
When employees feel supported in their 
roles and have the resources to succeed, 
they stay more motivated and invested 
in the company. This reduces turnover 
and lowers the costs associated with 
training new hires, while also promoting 
a more stable and committed workforce.
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Chapter 4

Core capabilities for 
an efficient frontline
When choosing the core capabilities for your frontline technology, 
start by identifying the tasks and challenges your teams face. Consider 
how the right tools can enhance operations, improve communication 
and provide timely insights. The platform should align with your 
business goals and adapt as frontline roles evolve. Technology that 
simplifies tasks and reduces manual work lets workers and managers 
focus on higher-value activities. Here are six core capabilities to 
consider when evaluating a solution for your business.

1. Unified communication
A single platform enables workers, managers 
and leadership to stay connected. From daily 
updates to task assignments, communication 
becomes smooth and uninterrupted, 
reducing the risk of missed messages and 
confusion. Consider capabilities such as: 

• Centralised access to news, role-specific 
information and resources

• Push-to-talk and hands-free 
communication

• Targeted updates from leadership to 
relevant teams 

2. Intelligent schedule 
management
Scheduling tools allow workers to swap 
shifts, check their schedules and receive 
updates in real time. This flexibility helps 
both employees and managers respond to 
changes smoothly. Look for features like: 

• Dynamic scheduling with shift swapping 
across locations

• Intelligent tools for managers to facilitate 
scheduling and approvals

• Time-sensitive updates on shift changes 
for efficient staffing 
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3. Task management
Intelligent digital task management assigns, 
monitors and tracks tasks efficiently, moving 
away from informal tracking methods. 
Every item has a clear owner and deadline, 
reducing missed chances or delayed 
activities. Prioritise the ability to:

• Centralise task publishing for consistency 
across teams

• Provide clear lists that help workers 
prioritise and track progress

• Automate tracking to boost completion 
with timely guidance 

4. Extensibility
Ease of integration with other apps and the 
ability to build new solutions allow your 
business to tailor the system to your unique 
needs. This flexibility opens opportunities 
for automating key processes and fostering 
innovation. Extensibility should enable:

• Integration with external tools to 
accelerate innovation

• Low-code development of flexible 
custom workflows

• Rapid creation of custom apps tailored 
to needs and roles

5. Automation
Automation tools handle repetitive tasks. 
To maximise the value of employees’ skills, 
consider solutions that can automate a wide 
range of workflows. Examples of functions 
that can benefit from automation include:

• Shift management

• Inventory updates

• Incident reports

6. Decision support
By accessing comprehensive data in one place, 
leadership can make informed decisions more 
quickly on staffing, resource allocation and 
performance adjustments. With the right 
solution:

• Centralised dashboards simplify progress 
tracking

• Decision support tools provide insights 
to drive optimal choices

• Accurate, timely data helps managers adjust 
schedules and maximise performance 
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Chapter 5

Breaking through 
transformation barriers
Today’s frontline workers do far more than execute tasks – they 
contribute directly to competitive advantage. Equipping them 
with tools that simplify their day-to-day, streamline processes 
and enhance decision-making allows them to respond quickly 
and solve problems with greater efficiency. However, some 
common blockers stand in the way of fully realising this potential. 
Addressing these challenges will help frontline teams unlock the 
benefits of technology while advancing operational efficiency.

AI reluctance
To ease concerns about AI and 
automation, position these tools as 
helpful assistants that simplify daily tasks 
and improve work conditions. When 
frontline workers see AI handling routine 
jobs like scheduling and data entry, they 
gain more control over their schedules 
and can focus on higher-value activities 
such as problem-solving and making 
real-time decisions.
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Cost concerns
Highlight the long-term return on 
investment from adopting technology for 
frontline work. Strategic tech investments 
reduce operational costs over time, boost 
productivity and enhance the customer 
experience. The benefits extend beyond 
cost savings, with impacts on employee 
engagement and retention that help 
drive performance. 

Integration issues
Using technology that works seamlessly 
with existing systems helps smooth 
integration. Choose platforms that 
operate across familiar devices and 
provide a seamless experience. This 
integration makes new tools easier to 
adopt, giving frontline workers immediate 
access to data and insights that support 
autonomy, quicker decision-making and 
stronger contributions to business goals.
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Conclusion

Unified technology powers 
operational efficiency
Operational efficiency is crucial in today’s fast-paced frontline environments. 
Frontline digital transformation supports a more agile, responsive workforce. 
A single platform for communication, task management and scheduling 
eliminates silos, driving better business outcomes.

Microsoft 365 for frontline workers:  
Smart, simple and secure 
Microsoft 365 integrates scheduling, task management, communication and 
automation into one platform. AI-driven tools simplify workflows, enhance 
decision-making and improve efficiency.

Robust security protects data across devices, whether company issued or 
personal. This unified solution keeps frontline teams connected, coordinated 
and productive, driving stronger performance and business results.

Explore Microsoft 365 
for frontline workers

© 2024 Microsoft Corporation. All rights reserved. This document is 
provided ‘as-is’. Information and views expressed in this document, 
including URL and other internet website references, may change without 
notice. You bear the risk of using it. This document does not provide you 
with any legal rights to any intellectual property in any Microsoft product. 
You may copy and use this document for your internal, reference purposes.
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