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t3° Sociabble

It’s an

fact:

Sometimes the most critical members of your workforce are

also the least connected to corporate news and company life.
But it doesn’t have to be that way. In this white paper, you'll
discover crucial tips for ensuring your frontline workers are
never left out of the loop when it comes to internal commes.
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1. Introduction

Frontline workers are

the backbone of your
i7ation.

But even backbones can
use a little extra support.

It's undeniable: in today’s fast-paced business environment, frontline
workers are critical to the success of any organization. These employees,
who are often the first point of contact with customers and clients, play
a vital role in delivering high-quality products and services that meet
customer expectations. But keeping these same frontline workers
engaged, informed, and motivated when they're so often physically
removed from corporate HQ? That's another matter entirely, and many
companies struggle with it.
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1. Introduction

Over 2.7 billion employees fall into

the category of frontline workers. They
may be healthcare professionals, customer
service representatives, retail workers,
factory workers, or anyone else who is
directly involved in the production or
delivery of products and services. Without
them, things simply wouldn't get done.
But despite their importance, many

fjb

organizations fail to keep them informed
and engaged with company life. Without
professional email addresses or workstations,
many are operating on different channels than
their peers back in the corporate office. And
this is often because these crucial workers
are not given the right kinds of tools and
strategies to stay connected to the constant
flow of company information. In short: they're
not given the support they need.

0%

of the global workforce
does not sit behind a
desk to do their jobs



Frontline Employee
Communication:




A body can’t function without a nervous system, and a company can't function without a steady and
seamless flow of information between all of its various parts. Internal communication is what empowers
this, and it is an essential component of any organization’s success. It helps to ensure that everyone is on
the same page, and that every individual understands the company’s goals and objectives. And effective
internal communication is particularly important for frontline workers, who are often the face of the
company and play an integral role in its success. Being connected to company news and updates is even
more essential for them, not less.

But this is just the tip of the iceberg when it comes to the obstacles that frontline workers face. Over the
past few years, frontline workers have experienced more changes, upheavals, and disruptions than ever
before. Despite ongoing challenges such as economic uncertainty, inflation, understaffing, and burnout,
this segment of the workforce remains critical to the proper functioning of most organizations.

Rather than investing in and enhancing frontline communications, however, many companies have gone
in the opposite direction, to save money or cut staff. This has led to a lack of engagement, reduced
knowledge sharing, and poor collaboration.

So what’s the answer? Well, to overcome these challenges, companies need a dedicated solution for
internal communication that is tailored to the needs of their frontline workers. Something that works for
them—not against them.

Frontline Workers & Internal Communication
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There are two types of communication: corporate and
operational. And trust us. Your workforce needs both.

Before perfecting communication with frontline workers, it's crucial to understand what modern busi-
ness communication actually consists of. And essentially, there are two basic components.

Corporate Communication aligns everyone with the organization’s values, strategies, and other corpo-
rate information. By distributing targeted messages to the right audiences in the right language, em-
ployees are well-informed, and customer service is improved, resulting in better business efficiency and
increased engagement. It also includes a two-way communication system that allows employees to share
their thoughts and ideas through comments, likes, and mentions.

Decentralized Operational Communication, on the other hand, can help overcome communication chal-
lenges related to daily business operations, such as distributing messages and documents to the right
employees easily. It includes a simple repository where important documents, such as new product pro-
motions, can be pushed to employees. It also assists with risk management, safety, and compliance by
reaching all employees instantly with alerts and must-reads, and collecting safety best practices through
photo and video user-generated content.

We’ll explain how both can be enhanced and used to your
advantage.
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What will you get out
of this white paper?

Hopefully, a frontline workforce
that’s just as connected as you are.

Maybe even more so.

Frontline Workers & Internal Communication
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1. Introduction

Frontline Workers & Internal Communication

So why did we create this white pa-

per in the first place? Good question. And
here's what to expect. First, we will explore
the critical role of internal communication in
engaging frontline workers, driving business
performance, and gaining a competitive ad-
vantage. We will examine the challenges or-
ganizations face when communicating with
frontline workers and provide practical tips
for developing an effective internal com-
munication strategy that meets the unique
needs of this important employee group.
And by the end of this white paper, you
will understand the importance of internal
communication for frontline workers and
be equipped with the knowledge and tools
you need to implement an effective internal
communication strategy in your organiza-
tion. Sounds pretty straightforward, right?

But theory is one thing. Real world appli-
cations are another. Which is why after the
challenges, we will present actual client case
studies of companies that have successful-
ly implemented Sociabble’s strategies and
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technology to improve communication
with their frontline workers. The case stud-
ies will highlight the obstacles faced prior
to implementing these solutions, and how
they were able to overcome them.

And if they can do it, so can you!

Now, let’s look

at some of the

most common
communication
challenges
companies face
regarding their
frontline workforce—
and how to overcome
them.
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2. Challenges to Frontline Employee Communication

Challenge #1:

Creating a centralized,
targeted, and measurable
communication hub

Let’s start with a basic question. Why do so many companies struggle with
keeping frontline workers connected to company news? Well, with many
frontline workers traveling or in the field, and with a large portion doing
their jobs without a company-issued device or even a professional email,
there are obvious general barriers to smooth, seamless communication.
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This situation can resultin
a number of more specific
obstacles, which can include:

Frontline Workers & Internal Communication
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Because there’s no easy access to a com-
pany computer or emails, frontline informa-
tion is shared across multiple communica-
tion channels, such as paperwork, intranets,
bulletin boards, WhatsApp groups, walk-
ie-talkies, etc.

In short, there’s no centralized or consoli-
dated information stream, and no single
tool to provide an access point. In fact, ac-
cording to a study conducted by Lighthouse
Data, frontline staff are 1900% more likely
to say their employer is not open and trans-
parent if they don’t have access to the right
technologies to do their work. So having
the right tool matters!
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2. Challenges to Frontline Employee Communication

Difficulty
reaching

a specific
audience

Despite the widespread
use of digital communi-
cation tools, reaching and
engaging specific popula-
tions in global teams re-
mains a significant chal-
lenge for many companies.

For example, in the retail
industry, the merchandising
team may need updates on
new product arrivals and
display guidelines, while the
customer service team may

Frontline Workers & Internal Communication
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require updates on new promotions
and customer feedback. Targeting
one segment of the frontline work-
force is almost impossible in these
scenarios, and employees end up
getting overwhelmed by informa-
tion they simply do not need. Which
brings us to the next point.

The risk of
information overload

While it’s important to keep
employeesinformed,bombarding
them with too much information
can be overwhelming and
counterproductive. This can
make it difficult for employees to
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2. Challenges to Frontline Employee Communication

focus on the most important information
and take appropriate actions.

If there is no filtering mechanism,
frontline workers, for whom not all office
information is relevant, can easily become
overwhelmed with a flood of irrelevant
updates. Which means they might stop
paying attention to updates in general.
Even the ones that matter.

Language
barriers

Among global teams, one message to all
won't be effective. A language not under-
stood properly by the frontliner can result
in it being overlooked or ignored.

For example, if safety protocols are only
available in one language, workers who
don'’t speak that language may not be able
to understand or follow them properly.
They'll just shrug their shoulders and do the
best they can, potentially creating a danger-
ous situation.

Frontline Workers & Internal Communication

companies with dispersed
employees and scattered
production centers. With-
out some form of transla-
tion, a large percentage of
the company is going to be
left out.

Unmeasurable
results

Using multiple and uncon-
nected channels, it's often
unclear whether messages
have been read or reached
the intended audience.

There’s no way to monitor
open rates or receive re-
ceipts, and no mechanism
by which to test knowledge
retention or awareness. The
effectiveness of communi-
cation, in this scenario, re-
mains an unknown., which
makes it difficult to tweak
or optimize.

b‘b
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2. Challenges to Frontline Employee Communication

But it’s time to say goodbye
to communication chaos.

And it starts by sending.the.

right messages, to the right
people, at the right time.

Frontline Workers & Internal Communication
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So what’s the answer, then? Well, what it comes down to is send-
ing the right message, to the right people, at the right time. Relevant
messages to the proper audience at the ideal moment, essentially. And
this can be accomplished with the right centralized digital communi-
cation hub—which is precisely the function of the Sociabble platform.

Sociabble is a total employee communication solution through which
frontline workers stay connected and engaged with crucial company in-
formation no matter where they are, enabling them to feel like they're
part of the team.

This is possible thanks to a number of Sociabble features designed
specifically to accomplish what was described above: the right mes-
sage, to the right people, at the right time.
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These features

include:

b‘b

An easy-to-use branded
mobile app for everyone

Thanks to Sociabble’s intuitive mobile-na-
tive app, frontline workers can access
company information just as easily as their
colleagues with desk stations. There’s no
need for the additional WhatsApp groups,
or Facebook chats. They have the solu-
tion right in their pocket, keeping them
directly connected to official channels of
communication.

Use of the platform and onboarding are
simple too, meaning that employees can
start using it right away, and dispose of
the old communication tools immediately.
There is no transition period or lengthy
setup required.

17



2. Challenges to Frontline Employee Communication

Targeting and
segmentation

Sociabble allows companies to distribute
targeted messages that can be tailored for
a specific audience and their needs, along
virtually any criteria.

If the retail workers of all the stores in a
specific country need to receive an update
about new work regulations, they can be
easily targeted, with pinnable content and
read receipt options to ensure that the con-
tent is being read. They get the updates they
need, without bogging down other employ-
ees who wouldn't find it useful.

Frontline Workers & Internal Communication

Automatic and scheduled
notifications & alerts

With this feature, companies can send tar-
geted messages at the right time, regard-
ing important subjects like changes in shift
schedules, or new safety protocols.

By scheduling notifications and alerts, com-
panies can ensure that everyone is informed
and prepared, regardless of time zone dif-
ferences or holiday schedules.

b‘b

Built-in
translation

Sociabble allows instant, real-time trans-
lation in more than 70 languages, of any
kind of content, empowering employees
to translate posts and comments into their
preferred language.

For example, new HR procedures can be
translated into multiple languages so that
workers who don’t speak the primary lan-
guage can still understand them and adhere
to the new practices. Nobody feels exclud-
ed, and everyone can contribute.
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Analytics for measuring Activities

the impact of your internal
comms

Sociabble provides robust analytics and @ Deep reads- 589

reporting tools that offer insight into the
reach and impact of internal communica-
tions. Additionally, push notifications and
read receipts ensure that important mes-
sages are read, with the platform measuring
the impact by topic and audience.

9 Likes - 346

Comments - 27

Admins can analyze and fine-tune their
communication strategy to ensure that
frontline workers are engaging with
the medium and message. If a strate-
gy isn't working, you'll have the data

on hand to tweak your strategy and
get a better result.

E New document
P 1o read!



2. Challenges to Frontline Employee Communication
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Challenge #2:

Ensuring effective

risk management,
compliance, and safety
protocols

Frontline workers are usually at the very vanguard of new procedures,
products, and regulations. These are variables that affect them directly,
not in a theoretical way, but concretely, with tangible real-world results. It
changes how they work, how they sell, and how they interact with poten-
tial clients. So they, more than anyone, need to be kept appraised of any
updates—something a large percentage of companies with limited frontline
internal comms capabilities fail to address.
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Which can resultin
some potentially serious
problems, such as:

Frontline Workers & Internal Communication

Many organizations face risks of securi-
ty and compliance due to fragmented and
insecure communication practices. Often,
sensitive information is shared through
unsecured channels such as WhatsApp or
Messenger, or on unsecured bulletin boards
or random sheets, creating potential legal
and security risks. A lack of centralized
communication tools can make it difficult
for organizations to maintain compliance
and protect sensitive data.

b‘b
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Inconsistent
messaging

Ensuring that all employees receive consistent and accurate information
from reliable sources can be a challenge, especially if different teams
or departments are responsible for communicating with their own em-
ployees. This can create confusion and panic during a crisis.

Lack of timely and
accurate communication

In the event of a crisis or emergency situation, it is essential to com-
municate critical information to all employees in a timely and accurate
manner. This can be challenging, especially for large organizations with
geographically dispersed teams.

Frontline Workers & Internal Communication 22



2. Challenges to Frontline Employee Communication

Two-way
communication

Effective communication requires not only
delivering information to employees but
also providing a way for them to ask ques-
tions, share concerns, and provide feed-
back. This can pose problems, especially if
employees are dispersed or have limited ac-
cess to communication channels.

Frontline Workers & Internal Communication

Inadequate safety
protocols

Frontline workers who are not adequately
informed about updated safety procedures
and protocols may be at higher risk of ac-
cidents and injuries. These workers may
also have limited opportunities for training,
making it difficult to ensure that they un-
derstand and follow safety protocols and
compliance procedures.

b‘b

Crisis or
emergency comms

During a crisis or emergency situation, time
is of the essence and it is critical for com-
panies to be able to connect with their em-
ployees quickly and effectively. However,
without a centralized communication sys-
tem in place, it can be difficult to reach ev-
eryone at once, especially those who are on
the frontlines or in remote locations.

This can lead to delays in providing import-
ant information, which can cause panic and
confusion among employees. In some cases,
false information may even spread through
external sources, further exacerbating the
situation.
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There are about 2.6
million nonfatal workplace
accidents and injuries

N private industry in the
United States each year.™

Who knows how many

of these accidents could
be avoided with better
frontline communication?

“According to the US Bureau of Labor Statistics.
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2. Challenges to Frontline Employee Communication

Clear, timely, and easily
accessible communication
1s critical to ensuring
effective risk management,
compliance, and safety.

Here’s how the right
platform can make

sure that happens.

Frontline Workers & Internal Communication
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2. Challenges to Frontline Employee Communication 2 CP

e've established the importance of a centralized hub capable
of sending timely messages to a targeted audience. But the ability to en-
sure that critical information is received in a secure fashion, and is actu-
ally read by your audience, is paramount as well. This is what you should
look for in an employee communication platform to accomplish this:

26
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2. Challenges to Frontline Employee Communication

Secure and compliant

Privacy and security matter. And with So-
ciabble, you can replace all insecure and
unreliable communication channels with
an engaging, manageable, and data pri-
vacy-compliant chat that can bring more
business value than other apps. This pro-
vides a centralized spot for communica-
tion, ensuring that sensitive information
is kept secure and compliant.

Frontline Workers & Internal Communication

Quick access to critical
information and resources

Safety protocols and information need to
be easy to access for reference. For exam-
ple, the Sociabble platform can provide a
central repository for all safety-related in-
formation, making it simple for workers to
access and reference when needed. This
ensures that all employees are informed
and prepared to respond to potential risks.

b‘b

Pin must-read content and
send real-time alerts

The right platform will allow you to guar-
antee that important content is received
and absorbed. With Sociabble, must-read
content can be pinned to ensure that im-
portant information is not missed. Re-
al-time alerts can also be utilized to send
key communication related to workday
reminders, weather alerts for frontline
workers working outdoors, safety re-
minders, and more.
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2. Challenges to Frontline Employee Communication

Track mandated training
and regulations

Provide employees with government-man-
dated training through easily trackable
“must read and must watch content.” So-
ciabble’'s assessment and quiz features
allow for easy testing and evaluation of
employee knowledge and understanding.

Frontline Workers & Internal Communication

Rapid reporting and
resolution with a chat
feature

Collaboration and feedback features
should allow for the rapid reporting and
resolution of safety issues. With Sociabble,
workers can report potential hazards, near-
miss incidents, and safety concerns direct-
ly through the platform, while managers
can respond with corrective actions. This
streamlined communication can help pre-
vent accidents and ensure that safety is-
sues are addressed quickly and efficiently.

b‘b

Push notifications

A strong employee communication plat-
form will give employees a first and fast
point of information in times of crisis. That’s
why Sociabble allows admins to send push
notifications to all employees, ensuring that
important information reaches everyone
quickly and efficiently. With the platform,
employees are just a click away from criti-
cal updates and can be reached within sec-
onds, no matter where they are. This can
be crucial in ensuring that everyone is well
informed and stays safe during a crisis or
emergency situation.

28



2. Challenges to Frontline Employee Communication

Challenge #3:

Fostering a culture of
inclusion and diversity
by giving everyone a
voice

Frontline workers obviously need a safe, secure environment for them to
thrive. But they also need to feel a sense of belonging, that their voice mat-
ters and is appreciated by the company. Organizations often consist of a
diverse and dispersed workforce—but failing to recognize its diverse needs
can have negative consequences. For example:

Frontline Workers & Internal Communication
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Disconnection from the rest of the company

The frontliner workforce may have strong connections with their local
teams but may not feel aligned with the rest of the company, particularly
office workers. Frontline workers may not have access to the same com-
munication channels as office workers, such as company emails or news-
letters, which can limit their ability to stay informed and provide feedback.

Feelings of voice not being heard and thus
undervalued

This may be due to the hierarchical nature of their work environment,
unconscious biases of managers and supervisors, and fear of retaliation.
They may also lack access to communication channels and face challeng-
es to expressing their opinions.

Fear of retaliation

Frontline workers may fear retaliation if they speak up about issues relat-
ed to diversity and inclusion, such as discrimination or harassment. This
fear can lead to a culture of silence, where issues are not addressed and
resolved. When surveys or questionnaires are presented for feedback,
some frontline workers may not feel comfortable answering honestly.

30



2. Challenges to Frontline Employee Communication

Lack of inclusion and
diversity

Experiences of marginalized groups of front-
line workers, such as women, people of col-
or, and immigrants may lead to feelings of
not being included fully in company life. This
also pertains to offices where a language is
spoken that is not represented by the gen-
eral communications of the company.

Decreased morale

A result of all of the above can be disen-
gagement, a lack of belonging, and a feeling
that their voice is not heard. Morale directly
affects engagement levels, and unengaged
employees are not as productive or consis-
tent as workers who feel good about their
relationship to their company.
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2. Challenges to Frontline Employee Communication

What can make the
difference?

A icati
strategy and toolkit

that ensures every
voice is heard, and

every achievement.
celebrated.

Frontline Workers & Internal Communication
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When frontline employees are properly informed, and properly

listened to, they feel properly valued. Morale is directly connected to
engagement—and engaged workers are generally more productive, and
loyal in the long run. These steps can help to foster exactly the kind of
work environment where employees on the frontlines feel included and
appreciated:

Encourage teamwork and shared goals through a branded mobile
app that facilitates communication and collaboration between teams.
With Sociabble, frontline workers can access the same platform as their
office-based co-workers via their mobile devices, on an app that match-
es their company’s colors and fonts.

Foster a culture of recognition and appreciation with easy-to-
use features such as API, badges, and alerts to celebrate employee ac-
complishments. For example, Sociabble offers the ability to create cus-
tom badges to celebrate and recognize work-related achievements.

Enable peer-to-peer recognition at scale so employees can con-
gratulate and thank one another for a job well done. Sociabble’s “Praises”
feature does precisely this, making recognition fair and more accessible
to all employees.
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2. Challenges to Frontline Employee Communication

Promote an engaging and collaborative environment where
leadership, corporate employees, and field employees can participate in
the same level of challenges and contests. Access to company life should
be given to all employees, not just the ones who have desks in the main
office. Town halls, for example, can be broadcast live with Sociabble, with
the possibility for all employees to participate and respond with ques-
tions and comments.

Ensure that every employee’s voice is heard by encouraging top-
down and bottom-up communication. Sociabble’s 2-way communication
channel accomplishes this by allowing user-generated content, com-
ments, likes, and mentions. Frontline workers can post their own original
content, sharing their voice and contributing to the dialog.

Frontline Workers & Internal Communication




2. Challenges to Frontline Employee Communication 2 CF

Challenge #4:

Attracting and retaining
frontline talent

Another hurdle companies face is preventing turnaround when it comes
to frontline positions. When frontline workers aren’t valued for their full
contribution, and kept connected to company life accordingly, it’s not un-
common for their role to be seen as temporary, or replaceable, when in
fact, many frontline positions demand a unique skill set requiring years to
master. These are the problems that can enable this to take place:
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2. Challenges to Frontline Employee Communication

Low Frontline Employee
Lifetime Value

The cost of replacing a frontline worker
can be high, especially if the worker has
been with the company for a long time
and has developed a deep understanding
of the company’s operations and culture.
Turnover can be a major drain on the bud-
get if employees are constantly leaving
and needing to be replaced.

Frontline Workers & Internal Communication

Limited availability of
skilled workers in certain
industries or geographic
locations:

Some industries, such as healthcare and
technology, may face shortages of skilled
workers in certain regions. Without the
right recruitment strategy, filling these
roles can become next to impossible, as
locating the right talent is exceptionally
difficult.

b‘b

High turnover rates

Frontline workers often face difficult
working conditions, such as long hours,
low pay, and high stress, which can lead
to high turnover rates. This can be cost-
ly for companies in terms of recruitment,
training, and lost productivity.
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2. Challenges to Frontline Employee Communication

Lack of meaning

Frontline workers may feel disconnected from the company’s
mission and purpose, leading to a lack of motivation and en-
gagement. If workers don’t understand the company’s mission
and how they fit into the bigger picture, they'll have no reason
to perform at their best and do their part.

Lack of support from managers

Frontline workers may feel unsupported by management, lead-
ing to burnout and disengagement. This can especially be true if
directives are coming from a distant corporate source, without
direct knowledge of conditions on the ground or the realities
frontline workers face on a daily basis.

37
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2. Challenges to Frontline Employee Communication

So how can a company
keep and retain
frontline talent?

Recognizing their
efforts and acting.on.
their feedbackis a

great start.
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E mployee loyalty is a two-way street. For frontline workers to be
committed to their job and their company, they need to know that their
work is appreciated, and that when they have ideas or feedback to give,
it will be taken into consideration. Concrete strategies for accomplishing
this include:
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To attract new talent:

Promote referral programs through your communication plat-
form with meaningful rewards to encourage existing employees to
refer their friends and family.

Highlight the benefits of working for the company, such as
opportunities for growth, work-life balance, and employee develop-
ment programs.

Blend the energy of youth and experience by hiring a mix of
both.

To retain loyal and reliable talent:

Create a sense of community and camaraderie by including
frontline workers in CSR activities. Sociabble, for example, offers a CSR
feature linked to employee engagement called “Sociabble Trees.” Front-
line workers can be rewarded for their engagement with trees planted
in their name.
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2. Challenges to Frontline Employee Communication

Establish a feedbackloop through surveys and polls to gather feedback on job satis-
faction, payroll, timing, flexibility, and other relevant topics. This can help companies address
concerns and make improvements. Sociabble makes this easy, with the ability to create polls
and surveys in just a few clicks, that can also be set so that answers are kept anonymous.

Offer peer-to-peer training and sharing for frontline managers, including the shar-
ing of best practices and lessons learned from personal experiences. Encourage interaction
between managers and frontline workers, with a two-way flow of communication and feed-
back.

Design and elevate the purpose of the worl, highlighting how frontline workers con-
tribute to the success of the company and the greater good. Explain their role in the larger
mission of the company, and showcase how critical it is to achieving business objectives.

Create a “Wall of Fame” to showcase the achievements of frontline workers and recognize
their contributions to the company’s success. This can help boost morale and increase loyalty.

Frontline Workers & Internal Communication
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2. Challenges to Frontline Employee Communication

Challenge #5:

Leveraging frontline
knowledge to enhance
customer service and
innovation

The real experts aren’t always paid consultants or marketing gurus.
Often times, the people who have the most crucial insights are the
ones who are actually interacting with the customers and the prod-
ucts on a daily basis. They have first-hand knowledge of what works
and what doesn’t. But a number of factors stand in the way of com-
panies receiving this kind of valuable input.

Frontline Workers & Internal Communication
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2. Challenges to Frontline Employee Communication

Siloed teams and limited communication Limited recognition and re-
channels can make it difficult for frontline wards may discourage frontline
workers to share their experiences and ex- workers from exceling in custom-
pertise with each other. er service or contributing to the
development of new products or
Limited resources and time con- services.
straints may make it difficult for compa-
nies to gather and analyze frontline insights Limited opportunities for
on a regular basis. cross-functional collabo-
ration may make it difficult for
Frontline workers may be hesitant frontline workers to work to-
to share their insights and ideas, especially gether to solve problems and
if they feel that their feedback will not be improve customer service and
heard or acted upon. development.
Limited access to training and de- cccustomer

velopment opportunities may make it

challenging for frontline workers to build SatiSfaCtion

new skills and contribute to their own ca-

reer growth. and employee
happiness are
closely linked!”
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2. Challenges to Frontline Employee Communication

What is the best way, then,
to capitalize on frontline
experience and expertise?

Enable top-down,
bottom-up, and peer-
to-peer exchanges.of.
inf tion.
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For knowledge to be transmitted, there has to be a free flow of
information—and not just in one direction. Too many companies
focus solely on top-down structures to give directives and offer
instructions. But for frontline workers to be included in the con-
versation, employee communication needs to become much more
dynamic. This can involve:

Peer-to-peer sharing: Empowering frontline workers to share
their experiences and expertise with each other, leading to knowl-
edge sharing and continuous learning. Sociabble’s chat feature,
for example, makes this easy, facilitating conversations between
co-workers.

Encouraging frontline workers to provide feedback and sug-
gestions for improvement, such as through surveys or suggestion
boxes, in order to make improvements to customer service and
development.
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2. Challenges to Frontline Employee Communication

Using vour communication platform to keep frontline work-
ers informed about new products, services, or policies, and to pro-
vide them with the tools and resources they need to perform their
jobs effectively. With Sociabble, you can share content across the
platform and social networks, with a simple click.

Providing opportunities for frontline workers to partici-
pate in training and development programs, which can help them
build new skills and contribute to their own career growth while
improving customer service.

Recognizing and rewarding frontline workers who excel in

customer service or contribute to the development of new prod-
ucts or services, in order to build morale and motivation.

Frontline Workers & Internal Communication
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Connecting frontline workers with colleagues in other
departments, such as R&D or marketing, to help them better un-
derstand customer needs and develop new products or services
that meet those needs.

Facilitating cross-functional collaboration among front-
line workers, encouraging them to work together to solve prob-
lems and improve customer service and development.

Providing a platform for frontline workers to share success
stories, best practices, and lessons learned, in order to promote
continuous improvement and enhance the services that the com-
pany provides. UGC (user generated content), like that which So-
ciabble facilitates, plays a critical part in this.
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Challenge #6:

Implementing regular
and comprehensive
training

Because of the specialized skills that most frontline roles require, proper
training is critical. But a crucial component of training is communication.
This can cause a number of challenges to crop up when it comes to ensur-
ing frontline workers have the skillset they need to perform at their best.
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These can involve:

Time constraints

Frontline workers often have a busy sched-
ule and limited time for training sessions.
It can be difficult to find the right time for
training without negatively impacting pro-
ductivity.

Skill variations

Frontline workers come from a diverse
range of backgrounds and skill sets, making
it challenging to provide training that is suit-
able for all employees.

Lack of motivation

Some frontline workers may not see the
value in training or feel that it is not rele-
vant to their day-to-day tasks.

Frontline Workers & Internal Communication

High turnover

Frontline workers may have a high turn-
over rate, making it challenging to maintain
a consistent level of training and build a
high-performing team.

Limited resources

Organizations may have limited resourc-
es available to invest in training, making it
challenging to develop and deliver effective
training programs.




2. Challenges to Frontline Employee Communication

Will these sorts of
challenges actually
affect performance and
productivity?

Absolutely. And here
are examples of just

how criticaltraining.
canbe.

Frontline Workers & Internal Communication
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In the retail industry, frontline workers are
often responsible for sales and customer
service. Regular training is essential to en-
sure that employees are equipped with the
necessary skills to engage with custom-
ers effectively and drive sales. For exam-
ple, training on customer service, product
knowledge, and sales techniques can be
used to build a high-performing team.

Frontline Workers & Internal Communication

In the healthcare industry, frontline work-
ers such as nurses and care assistants re-
quire regular training to ensure that they are
up-to-date with the latest medical practic-
es and procedures. This training can cover
topics such as infection control, medication
administration, and patient care. Regular
training can help build an effective team
and improve patient outcomes.

b‘b

In the manufacturing industry, frontline
workers are responsible for production and
quality control. Regular training on equip-
ment usage, safety procedures, and quality
control can help to build an expert team
that is focused on efficiency and product
quality.
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Will these sorts of
challenges actually
affect performance and
productivity?

By incorporating it
into your internal.

icati
strategy.
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2. Challenges to Frontline Employee Communication

Training doesn’t have to be a separate component of employee
communication. It can and should be incorporated into the strate-
gy and tools at your disposal, becoming a regular part of a frontline
employee’s routine. That can be accomplished via the following:

Centralized training platform

A platform like Sociabble can provide a centralized digital space
for training, making it easy for managers to create and share ed-
ucational materials, and for team members to access them from
anywhere.

Interactive training modules

Interactive training modules that keep team members engaged
and motivated to learn should be utilized. This can include gamifi-
cation, quizzes, and other interactive elements.

Personalized training programs

With Sociabble, it’s easy to create personalized training programs
for team members based on their individual strengths and weak-
nesses, ensuring that each team member receives the training they
need to excel.

Frontline Workers & Internal Communication
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2. Challenges to Frontline Employee Communication

Real-time
feedback

Provide real-time feedback to team mem-
bers during training, allowing them to see
their progress and adjust their approach as
needed.

Frontline Workers & Internal Communication

Analytics
and reporting

With a platform like Sociabble, you can
ensure analytics and reporting on training
programs, allowing managers to track the
progress of individual team members and
identify areas for improvement in the over-
all training program.

b‘b

Micro-learning
opportunities

These tutorials can come from top-level
management or from individuals working in
the field, providing an effective way to com-
municate essential skills and knowledge.
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2. Challenges to Frontline Employee Communication

Challenge #7:
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Connecting C-suite &
top executives with the
frontlines

e = B

Corporate hierarchies exist for a reason, and companies can't function
without proper leadership. But sometimes those same structures can get
in the way of strong employee communication, creating an environment in
which top executives in the corporate office are cut off from what’s actually
happening on the ground. Problems that can arise include:
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2. Challenges to Frontline Employee Communication

Frontline workers are unaware of the
hierarchy and top executives within the
organization, resulting in communication
gaps, misunderstandings, and inefficiencies
in the organization.

Frontline workers may feel discon-
nected from the organization’s mission
and goals, leading to a lack of motivation
and engagement.

Top executives may not have a clear
understanding of the challenges faced
by frontline workers, making it difficult to
make informed decisions that positively im-
pact their work.

Frontline Workers & Internal Communication

Frontline workers may not feel com-
fortable speaking up or sharing their
ideas with top executives, leading to a lack
of innovation and missed opportunities for
improvement.

Limited opportunities for top exec-
utives to interact with frontline workers
can result in a lack of trust and a perception
that their work is not valued or understood
by the organization’s leadership.
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2. Challenges to Frontline Employee Communication

Bridging.the.gap.takes work.

And it starts by using your
communication.hub to

break down barriers.

Accessibility and transparency are key components in a communication strategy
that will bring top execs and frontline workers closer together. And that involves
breaking down the boundaries that have traditionally separated those making de-
cisions in the office, and those taking action on the frontlines. Steps to accomplish
this include:

Frontline Workers & Internal Communication
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2. Challenges to Frontline Employee Communication

A common forum

The right communication platform can
help break down communication barriers
by providing a central forum for top execu-
tives and frontline workers to communicate
openly and transparently. This can include
sharing company updates, goals, and prog-
ress reports to keep everyone on the same
page.

Frontline Workers & Internal Communication

Encouraging engagement

Encouraging top executives to engage reg-
ularly with frontline workers through vir-
tual town halls, Q&A sessions, and other
communication channels can help them
better understand the challenges faced by
frontline workers and create a culture of
collaboration and innovation. For example,
Sociabble’s live video feature is ideal for
conducting town halls and conferences.

Ej’o

Providing a voice for
frontline workers

Empowering frontline workers to create
and share content, including success sto-
ries, ideas, and feedback, will create a link
with leadership. This can help to increase
engagement and motivation among front-
line workers as well.
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2. Challenges to Frontline Employee Communication

Recognition and rewards

Recognize and reward frontline workers
who make significant contributions to the
organization. This can include highlighting
success stories and providing opportunities
for professional development and growth.
Make top execs aware of frontline success,
and give them the chance to acknowledge
it. Sociabble offers several reward features,
including Sociabble Trees, which are specif-
ically designed to give employees the public
recognition and rewards they deserve.

Frontline Workers & Internal Communication

Facilitating collaboration

Facilitate cross-functional collaboration be-
tween top executives and frontline workers,
helping them better understand each oth-
er's roles and perspectives. This can lead to
more informed decision-making and better
outcomes for the organization as a whole.

b‘b

Dedicated leadership
communication channel

Creating a dedicated channel for leader-
ship communication allows executives to
share updates and insights with frontline
workers in a focused and organized way.
This can help to improve communication
and ensure that everyone is informed and
engaged. Thanks to the targeted channels
that Sociabble offers, establishing this kind
of direct link is simple and effective.
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Challenge #8:

Streamlining
administrative tasks

Dealing with customers, production lines, travel—the administrative com-
ponents of frontline jobs can take up significant amounts of time, and stand
in the way of efficiency and productivity. These are just a few of the ways
that these kinds of tasks can keep frontline workers from performing at
their best:
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2. Challenges to Frontline Employee Communication

Heavy workload

Frontline workers in administrative roles often have a large vol-
ume of paperwork to complete, which can be time-consuming and
challenging to manage.

Time management

With a high workload, managing time effectively becomes essen-
tial. Frontline workers must balance administrative tasks with their
other responsibilities, such as serving customers or patients.

w

Limited access to information

R Y S

Frontline workers may struggle to find necessary information \.}
quickly, which can slow down administrative processes.
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Inconsistent and complex processes

Inconsistent processes can lead to errors and inefficiencies in ad-
ministrative work. Administrative tasks may involve complex pro-
cesses or require the use of multiple systems or tools. Frontline
workers may need to learn and navigate these processes quickly,
which can be challenging.

Communication barriers

Frontline workers may face communication barriers with other
staff members, such as language or cultural differences, which can
make it challenging to perform administrative tasks effectively.

Technical difficulties

Frontline workers may experience technical difficulties when using
software or systems, which can result in delays or errors in com-
pleting administrative tasks.
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2. Challenges to Frontline Employee Communication

\What’s the best
way to streamline
administrative tasks?

Use your internal
comms tools to

Frontline Workers & Internal Communication
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2. Challenges to Frontline Employee Communication

It's an often-overlooked fact that the same digital tools you use for
internal and employee communication can also be effective for
helping to manage frontline workflow. How so? Well, here are a
few examples of how a platform like Sociabble can help:

Sociabble’s mobile-first forms and workflow manage-
ment features can streamline administrative tasks and reduce
the burden on frontline workers.

A document repository allows for easy access to import-
ant documents and information, reducing the time and effort re-
quired to find necessary reference materials.

Sociabble can help companies deploy yearly chan-
nel-ready communications, such as benefit enrolments with HR
for insurance benefits, organizing forms, insurance contacts, up-
coming meetings with providers, and other important documents.
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Real-time alerts can be utilized to send key communica-
tion related to workday reminders, HR reminders of timesheet
submission, payday alerts, upcoming events, HR’s yearly benefit
enrolments, deadline reminder communications, etc.

Automated workflows can be set up to ensure that important
administrative tasks, such as onboarding, background checks, and
compliance training, are completed efficiently and effectively.

The platform can also provide analytics and reporting on
administrative processes, allowing companies to identify areas for
improvement and make data-driven decisions to streamline pro-
cesses and reduce inefficiencies.
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Challenge #9:
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Turning frontline sales
teams into social sellers

Social selling has become an integral component of modern-day sales
strategies. What was once on the fringe of sales techniques has become
commonplace, if not essential. However, turning frontline sales teams into
social sellers can be a daunting task for many organizations due to various
challenges:
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2. Challenges to Frontline Employee Communication

Lack of social
media expertise

Many frontline sales workers may not be
familiar with using social media for sales
purposes and may require training and guid-
ance to become effective social sellers.

Resistance to change

Some frontline sales workers may be resis-
tant to using social media as a sales tool,
due to a lack of understanding or a prefer-
ence for traditional sales methods.

Inconsistent messaging

Without proper guidance and oversight,
frontline sales workers may create inconsis-
tent messaging and branding on social me-
dia, which can lead to confusion and a loss
of trust among customers.

Frontline Workers & Internal Communication

Difficulty
measuring impact

It can be challenging to measure the impact
of social selling efforts, and to determine
how much social selling is contributing to
overall sales performance.

Difficulty identifying and
leveraging top performers

Companies may struggle to identify and
motivate their top-performing frontline
sales workers and may not fully leverage
their expertise.
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2. Challenges to Frontline Employee Communication

Great sales
professionals aren’t
born, they’re made.

And strong communication
coupled with the right
traini | tivation is
what can take your sales.
team to the next level.

Frontline Workers & Internal Communication
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2. Challenges to Frontline Employee Communication

S o where does your employee communication plat-
form fit into all this? Well, this is how a solution like Sociab-
ble can give sellers the information, the tools, and the prop-
er motivation to get them performing at their very best.

Providing a platform for training

Sociabble can provide a platform for training frontline sell-
ers on how to leverage social media to improve sales. This
includes training on how to create engaging social media
posts, how to use social media analytics, and how to re-
spond to customer inquiries on social media.

Frontline Workers & Internal Communication
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2. Challenges to Frontline Employee Communication

Encouraging
social media use

Sociabble can encourage frontline sellers to
use social media by highlighting the benefits
of social selling, such as increased visibility,
improved customer engagement, and high-
er sales.
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Storing ready-to-use
social media content

Content such as pre-approved product im-
ages and descriptions, social media posts,
and other marketing collateral can all be
created and stored for reference and use.
This saves time for frontline sellers and en-
sures that all content is consistent with the
company’s branding and messaging.

Ej’o

Gamification

Sociabble can incorporate gamification el-
ements into social selling, such as challeng-
es and rewards for meeting sales targets,
to encourage frontline sellers to engage
with social selling and improve their perfor-
mance.
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Real-time analytics

Sociabble provides real-time analytics that
can be used to track the impact of social
selling efforts, monitor sales performance,
and identify areas for improvement. This in-
formation can be used to adjust sales strat-
egies and improve sales performance.

b‘b

Lead gen tracking

Sociabble’s lead gen tracking capabilities
allow for unique discount codes and QR
codes that can be used to track sales made
by specific frontline sellers, which can then
help identify top performers and incentivize
sales.
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Challenge #10:

Amplifying the voices
and contributions of true
ambassadors

Social media has opened a new frontier when it comes to sales. And front-
line employees can be powerful advocates for a company’s brand reputa-
tion online. For example, an employee who works at a store can share pos-
itive experiences they have had with customers or highlight new products
or promotions, which can help build brand awareness and loyalty. On the
other hand, if an employee shares negative experiences, it can potentially
damage the company’s reputation. It’s important for companies to empow-
er their frontline employees to be positive brand ambassadors while also
providing guidance on what they should and should not share on social
media.
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But of course, with new technology comes new responsibilities. And
these are some of the problems that may arise when it comes to
frontline ambassadorship:

Lack of employee buy-in

Some employees may not be interested in becoming ambassadors
or may not see the value in doing so, which can hinder advocacy
efforts.

Difficulty in identifying and engaging
potential ambassadors

It can be challenging to identify employees who have the potential
to become strong advocates for the company, and even more diffi-

cult to engage them and encourage them to actively promote the
organization.

Maintaining consistent messaging

With multiple employees representing the company on social media,
it can be difficult to ensure that messaging is consistent and aligned
with the organization’s overall branding and messaging strategy.

Frontline Workers & Internal Communication
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The key to creating
powerful frontline
ambassadors?

Content

management with

a dash of friendly.
tition.

Frontline Workers & Internal Communication
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E ffective ambassadors

need ready-made content to
share, and they need a good
reason to actually share it.
Your communication strategy
and tools should take both of
these into account. More spe-
cifically:

Employee advocacy for
frontline workers can take
many forms, such as creating
opportunities for them to share
their stories and experiences,
highlighting their achievements
and contributions.

Ejb

Your platform’s advocacy features
should help to incentivize employees to be-
come ambassadors by providing a platform
for recognition and rewards.

A built-in gamification system can
create friendly competition among employ-
ees, encouraging them to become more ac-
tive and engaged ambassadors.

A content management system
should ensure that messaging is consistent
and aligned with the organization’s overall
branding and messaging strategy.

“Effective ambassadors need ready-
made content to share, and they need a
good reason to actually share it.”
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But how do you know if your
frontline communication
efforts are actually working?

It’s simple—if you know what
numbers to actually look at.

Frontline Workers & Internal Communication
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s we now know, internal communi-
cation with frontline workers is critical for
helping organizations to achieve their goals
and objectives. Simply put, these workers
are often the face of the organization and
have a significant impact on customer satis-
faction, productivity, and revenue. And put-
ting forward your best face as a company
is obviously important. However, measuring
the return on investment (ROI) of internal
communication initiatives involving front-
line workers can be challenging. The tan-
gible benefits aren’t always instantly clear.
In this part, we'll explore the importance
of measuring ROl and provide guidance on
how organizations can effectively measure
the progress of employee communication
initiatives. And don’t worry—it’s not as com-
plicated as it sounds!
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Metrics for
measuring

Data won’t tell you everything. But it’s a
pretty good place to start.

Is measuring ROI for frontline communications tricky? Not if you know
where to look. In fact, there is a range of metrics that can be used to
measure the ROI of internal communication with frontline workers,
including engagement rates, message open rates, click-through rates,
time spent on the platform, and the impact on business outcomes
such as productivity, revenue, and customer satisfaction. So don't
worry—it’s all there!
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3. Measuring ROI on Internal Communication

Ok, so how do you go about measuring the ROI
on internal communication initiatives with
frontline workers?

So let’s talk about the best place to start. Here, the following steps can be
followed to measure the ROI of internal communication programs involv-
ing frontline workers:

Connect Business KPIs with Platform Metrics: Establish a clear
connection between business key performance indicators and platform
metrics. Begin by identifying specific business goals related to frontline
worker performance, such as reducing injuries in factories, improving di-
versity and inclusion, increasing operational efficiency, increasing product
or service quality, enhancing customer satisfaction, or boosting employee
satisfaction and retention.

Define Measurable Actions: Once business goals are established,
break them down into measurable actions that can be facilitated through
Sociabble. For example, if the goal is to reduce injuries in factories, mea-
surable actions may include running safety campaigns, sharing best prac-
tices, and promoting training programs. Each action should have a corre-
sponding metric that can be tracked within the Sociabble platform.

Frontline Workers & Internal Communication
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Track Platform Engagement: Use Sociabble’s analytics to monitor
platform engagement related to the defined actions. Track metrics such
as the number of users who opened safety campaign content, participat-
ed in surveys regarding safety practices, or contributed their own safety
tips and experiences. By analyzing these metrics, you can measure the
level of engagement and identify areas for improvement or targeted in-
terventions. Here are some ways to track engagement on the Sociabble
platform:

a. Content Consumption: Track the number of views, downloads, or shares
of specific safety, productivity, quality, or compliance-related content.

b. Participation Rates: Measure the level of engagement through surveys,
polls, or quizzes related to the targeted topics.

c. Tagging and Filtering: Leverage internal tagging systems to categorize
content based on topics (i.e. training and safety protocols) and analyze
platform stats using these filters to understand the impact on various au-
diences.
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Assess Business Outcomes: Once internal communication initiatives
have been implemented and platform engagement has been measured, it
is crucial to assess the impact on the defined business KPlIs. For example,
evaluate the effectiveness of safety campaigns and knowledge sharing
initiatives by tracking the new level of injuries in factories. Compare this
data to the baseline level of injuries before the internal communication
efforts were initiated. This analysis helps quantify the direct impact of
internal communications on desired business outcomes.

Continuously Refine Strategies: Based on the insights gained from
measuring ROl and connecting platform metrics to business KPIs, com-
munication managers and CCOs should continually refine internal com-
munication strategies. ldentify successful initiatives and expand on them
while addressing any gaps or areas of improvement. Use the data and
feedback collected through Sociabble to adapt messaging, content, and
platform features to better engage frontline workers and drive desired
business outcomes.

Frontline Workers & Internal Communication

80



. asuring ROl on Internal Communication

But stakeholders
like tangible
results.

And these are the
concrete examples
you can use to

measure ROI.
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There are bound to be stakeholders in any communication initiative
who want to see results—they want to know that their efforts are work-
ing, and that the investment in terms of time and resources is paying off.
The following metrics can be used to measure the ROI of internal commu-
nication with frontline workers, to demonstrate positive, concrete results:

Employvee Engagement: Measure the level of employee engage-
ment before and after implementing communication initiatives. En-
gagement rates measure the level of participation and interaction with
the platform by frontline workers, including actions such as message
open rates, time spent on the platform, response rates, liking, com-
menting, sharing, and contributing content.

Productivity and Efficiency: Monitor changes in productivity and effi-
ciency metrics, such as production output, customer service response time,
or task completion rates. This can help determine if effective communication
is positively impacting frontline workers’ performance.
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3. Measuring ROl on Internal Communication

Safety and Compliance: Track the number of safety incidents, accidents,
or non-compliance instances. Effective communication can contribute to im-
proved adherence to safety protocols and regulatory requirements.

Knowledge Sharing and Training: Measure the effectiveness of internal
communication in promoting knowledge sharing and training among front-
line workers. This can be evaluated by assessing participation rates in training
programs, completion rates, and knowledge retention.

Emplovee Satisfaction and Retention: Monitor employee satisfac-
tion and retention rates to gauge the impact of communication initiatives
on frontline workers’ overall job satisfaction and their decision to stay
with the organization. This can be assessed through surveys, feedback
mechanisms, or pulse checks.

Cost Reduction: Evaluate the impact of internal communication on
cost reduction measures, such as reducing errors, minimizing rework, or
optimizing resource allocation. These metrics can help demonstrate the
financial benefits of effective communication.

Employee Feedback and ldea Generation: Track the num-
ber and quality of suggestions or ideas generated by frontline
workers as a result of effective communication channels. This
can indicate the level of employee involvement and innovation.

Frontline Workers & Internal Communication
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Employee Advocacy: Measure the level of employee advocacy by
tracking metrics like positive mentions on social media, participation in re-
ferral programs, or willingness to recommend the organization as a great
place to work. This can indicate the success of internal communication in
fostering a positive organizational culture.

Customer Feedback: If communication strategies lead to improve-
ments in customer satisfaction, this can be an indicator of the effective-
ness of internal comms for frontline employees. Examples of customer
feedback metrics include Net Promoter Score (NPS), customer satisfac-
tion surveys, online reviews, customer retention rates, and customer com-
plaints.

Measure HQ-Frontline Interaction: One crucial aspect of internal

. communication is fostering meaningful interaction between top-level ex-
ecutives, such as the CEO, and frontline workers. This interaction helps
build trust, alignment, and a sense of belonging among employees. Track
CEO video views, comments, Q&A participation, and employee feedback
to assess engagement and alignment.
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4, Sociabble Differentiators

With Sociabble, data
like thisis right.at,
i t

Not to mention a support
team with an expertise
in connecting to
frontline workers.
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The Sociabble platform functions as a mobile-first
communication hub that keeps frontline workers con-
nected, but it also comes with a comprehensive ana-
lytics package that enables you to measure the overall
effectiveness of your frontline communication initia-
tive. And all of this comes backed up by an expert CSM
team that’s there to support you every step of the way.
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4, Sociabble Differentiators

With Sociabble, you and your frontline
workers will have access to:

An easy-to-use and ergonomic A reward and engagement
interface designed for mobile framework that includes a CSR
devices component
A communication hub with Robust analytics and My trees
targeting and segmentation features, reporting tools to measure
to ensure efficient messaging results
Pinnable content and push Integrations with existing HR,
notifications for must-read CRM, and general business b
content applications = ‘ m 8 -
yo— —
Real-time translation features Comprehensive customer support, prmstars 107}
so that messages will always be including training, onboarding, posas Gati®
understood by a global audience and ongoing technical assistance e e
to ensure the successful ———
implementation and adoption of Hao B

Live video broadcast and chat

the platform st
features for instant communication @ agsf"’:_ ! \
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4, Sociabble Differentiators

Case Studies of Frontline,
Communication in Action

It's easy to talk about keeping frontline workers connected with smart
employee communication. But it's another thing entirely to see real-world
examples of frontline communication initiatives in action.

Here are a few of our own client success stories—businesses that com-
bined the Sociabble platform with a fresh communication strategy to
achieve incredible results on the frontlines.

88

Frontline Workers & Internal Communication



— My News

Frontline Workers & Internal Communication

it

Climate Strategy: the LOCCITANE
Group announces 15 net-zero readmap

O Groupe Lccitane

UL Y T e T s T T

LD TANT Ge0ip Tl COPNTIENDE 10 Iachng 4

i ares-ba e fisl 3erd laigel Ereys wrida

e oL ] 13 Fe i atet ]
TG g L N g @ TR P

STERIE Ery I Largedts Foorow Daiam

# Dol Bl Tgeds mitasties (51

BT wrencebassfpgs rage
Faranaian, 1w Tha PR I Sy =
L | a

b‘b

L’Occitane Group Connects its C-Suite with
Frontline Workers

L'Occitane Group is a global leader in natural and organic cosmetics, op-
erating in over 90 countries with over 3,000 unique points of sale. The
company values a strong commitment to sustainability, ethical practices,
and employee engagement. But with such a dispersed workforce, keeping a
strong connection between corporate leadership and retail employees can
pose a challenge. In this case study, we will focus on how Sociabble helped
the L'Occitane Group improve their internal communication strategy, in-
cluding building a strong link between the C-suite and the frontlines.

Challenges:

One of the primary challenges faced by the L'Occitane Group was en-
suring consistent communication across all levels of the organization.
With a large number of employees operating in different regions and
languages, it was challenging to maintain a cohesive and collaborative
work environment.

Additionally, there was a lack of connection between top management
and frontline desk workers. The company recognized the importance of
engaging with all employees, regardless of their role, in order to improve
employee engagement, retention, and productivity.
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Solutions:

Sociabble worked with the L'Occitane Group to create an internal com-
munication platform that would connect all employees, from top man-
agement to frontline workers, in real-time. The platform provided a range
of communication tools, including newsfeeds, blogs, and a mobile app, to
ensure consistent and engaging communication.

The platform also incorporated features that allowed top management to
participate in internal dialogue and exchanges. This included the ability to
post updates, answer questions, and provide feedback, creating a more
transparent and collaborative work environment.

Results:

The implementation of the Sociabble platform resulted in significant im-
provements in employee engagement, retention, and productivity. Em-
ployees felt more connected to each other and to the company, and com-
munication was more streamlined and effective.

Additionally, the involvement of top management in internal communica-
tion led to a greater sense of transparency and trust within the organiza-
tion. This helped to improve morale and foster a culture of collaboration
and innovation.

Overall, the Sociabble platform enabled the L'Occitane Group to improve

their internal communication strategy and strengthen their commitment
to sustainability, ethical practices, and employee engagement.
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— My News v

HEADLINES
SERIS Streamlines Administrative Tasks for

Agents on the Frontline

Created more than 60 years ago, the SERIS Group has diversified and
- developed to become a leader in global professional safety and security
#1 hexits ago iy =g solutions. With a workforce of over 40,000, however, including a large
Serls dans Ouest - France number of frontline agents, streamlining the administrative processes of
frontline workers was a priority.

SETES

Challenges:

Previously, SERIS agents had to contact individuals in an agency via email
or phone—individuals who may or may not be available to respond to their
request. This led to delays in processing and added to the administrative
burden. There was a need for a more efficient and easier-to-use digital
tool.
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4, Sociabble Differentiators

Solutions:

Sociabble’s “Service Desk” feature provided a solution to the challenge of
managing administrative requests efficiently. The easy-to-use digital tool
enabled agents to submit their requests through simple templates. The
platform enabled everyone to track the progress of their applications, and
if the person responsible for processing the request was absent, a replace-
ment with the necessary authorizations could take over. The CSM team of
Sociabble effectively accompanied SERIS during the handling of “Service
Desk,” ensuring its implementation and adoption.

Results:

Thanks to the “Service Desk” feature, agency managers now have a prac-
tical management tool to track the load and performance of application
processing, improve the efficiency of the agencies, and speed up process-
ing. Employees and managers appreciate the “Service Desk” feature be-
cause it has improved agency performance and has been particularly sim-
ple and intuitive to use. The forms created in-house by SERIS teams were
easy to implement, and it was possible to structure additional information,
which was useful for analysis a posteriori, directly on the platform.
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Renault Trucks France Turns Its Frontline Sales
Team into Social Sellers

Renault Trucks France, a leader in the electric trucking revolution, wanted
to turn their frontline sales team into social sellers, leveraging the power
of social media to expand their reach and boost sales. To achieve this goal,
they partnered with Sociabble, capitalizing on the platform’s social selling
features to engage their employees and turn them into brand advocates.

Challenges:

Renault Trucks France faced the challenge of ensuring their frontline sales
team was up-to-date on the latest product information, pricing, and pro-
motions. Additionally, they needed to find a way to expand their reach
beyond their existing network of clients and prospects, without investing
in costly advertising campaigns.
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Sociabble provided Renault Trucks France with a comprehensive social
selling platform that enabled their sales team to access the latest product
information, pricing, and promotions from any device. The platform also
provided personalized content recommendations, making it easy for sales
reps to find and share relevant content with their networks.

To expand their reach, Sociabble provided Renault Trucks France with a
range of social media management tools, including scheduling, tracking,
and analytics. These tools allowed the sales team to publish content at
optimal times and track engagement metrics, enabling them to refine their
social selling strategy and increase their effectiveness over time.

As a result of their partnership with Sociabble, Renault Trucks France was
able to turn their frontline sales team into social sellers, increasing their
reach and driving sales growth. The sales team saw an 85% increase in
social media engagement and a 40% increase in lead generation, while
Renault Trucks France saw a 2.5% increase in overall sales.

Ultimately, Sociabble proved to be an effective tool for helping Renault
Trucks France achieve their social selling goals and expand their business.
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How Sociabble

can help.you

Just contact us at
sociabble.com/contact-us

We’re happy to chat and
even offer a free demo.



https://www.sociabble.com/contact-us/
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