
The Case for Training

Investing in your frontline employees is the fastest path to better results. 

In today’s competitive marketplace, customer expectations are rising while employee bandwidth is 
shrinking. Companies are under pressure to deliver exceptional service, drive revenue, and retain 
talent. Yet many fall short, not because they lack ambition, but because they overlook the most 

powerful lever they have: their frontline employeesiii.

The Real Problem

Behavior Drives Results

The Front line Factor

What Effective Training 
Looks Like

Most organizations know they need to improve 
customer experience, conversion rate, and 
employee performance, but they don’t have the 
time, expertise, or internal resources to do it. 
Managers are stretched thin. Front line teams are 
undertrained. Without consistent development, 
performance plateaus. Medallia Institute found 
that 52% of survey takers agree that a negative 
customer service experience would impact their 
willingness to recommend a brand the first time 
it happens, while 66% say it would motivate 
them to consider other companiesiii. 

Worse, many companies invest in training that 
doesn’t stick. They run a workshop and hope it 
works. Hope isn’t a strategy. Real results come 
only from real behavioral change.

Revenue doesn’t improve because people know 
more. It improves because people do things 
differently and better. That means training must 
go beyond just conveying information; it must 
change behavior, develop competence, and 
build confidence. Behavioral change is the bridge 
between learning and results. Without it, training 
will miss the mark. 

Your front line employees are your company. 
They are the face, the voice, and the experience. 
Every sale, every service moment, every customer 
impression begins and ends with them. They don’t 
just execute strategy. They define it in action.

Front line employees are critical to business 
success, and investing in their development is 
essential.  If your front line isn’t trained, aligned, 
and empowered, your brand promise breaks. If 
they are, they become your biggest differentiator 
and the key factor in your performance 
improvement. According to Gallup, companies 
that invest in employee engagement see a  
21% increase in profitabilityv.

Effective training is structured, engaging, and 
reinforced. It starts with a clear understanding 
of the business goals. It’s customized to the 
organization’s needs. And it’s delivered in a way 
that inspires action.

But the real magic begins with reinforcement.  
Coaching, follow-up, and spaced learning 
ensure that learning sticks and new behaviors 
become second nature. Without reinforcement, 
even the best training fades quickly. 



The Business Case Why Now?

Companies that invest in well-designed training 
with reinforcement see measurable gains. 
Research shows that companies experience a 
17% increase in productivity and a 21% boost in 
profitability when employees receive targeted 
trainingvi.

Training isn’t just about skill; it’s about culture 
and customer experience. It shapes how teams 
interact, how leaders lead, and how customers 
feel. Done right, it becomes a competitive 
advantage.

The market is shifting. Social media amplifies every 
customer interactionvii. 

When service is good, you get good reviews. 
However, when it is bad, other customers will hear 
about it. When your competitors are evolving 
and employees expect development, not 
providing training creates risk. Without proper 
training, every customer interaction is a missed 
opportunity for improved revenue, loyalty, and 
reputation.

Training, when done right, is a strategic investment in your people, your 
brand, and your future. To drive real results, companies need training that 
changes behavior. It is not a one-time event. It requires custom programs, 

engaging delivery, and ongoing reinforcement.
 
It must start with the people who interact with your customers. Frontline employees are not just part 
of the business. They are the business. If you equip them, train them and support them, then you can 
watch their performance transform and drive better results.

Signature Worldwide delivers exactly that. We help companies turn learning into action, and action 
into outcomes, which is important because you’re only as good as your last customer interaction.
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