
Drive productivity, streamline communication,
and maximize efficiency by empowering the 
people who engage your customers first with the 
modern tools, devices, and services that will shape 
your future.

Prepare for the future:
Transform your Frontline 
Workforce digitally

Technology investments of value 
for Frontline Workforce in next 3-5 years

Essential skills Frontline Workers need 
over the next 3-5 years

Data analytics

Real-time access

Cloud services

Mobile capabilities

Communications and 
collaboration capabilities

Line of business apps

Schedule and task 
management

Preferred digital 
tools/solutions 
(e.g. portal, mobile apps)

Preferred channels 
(e.g. social media, text, email)

Cognitive computing/
artificial intelligence

Mixed/virtual reality

30%

30%

29%

24%

22%

22%

22%

20%

17%

15%

12%

Quality management

Collaboration/teamwork

Adaptability/flexibility

Communication

Personal productivity
(e.g., time management)

25%

30%

26%

25%

24%
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