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Get Ready for the New World of Frontline 

Leadership Development

• Presenter: Janice Burns, Vice President, Product Management
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What is the one thing that 
everyone brings to their role 
as a frontline leader?



ANSWER:  
THEMSELVES
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Transition to Leadership is Tough

©Development Dimensions International, Inc., 2019. All rights reserved.4

Source: Leaders In Transition: 
Stepping Up, Not Off, DDI (2007)

Ranking
Life’s

Challenges



Time not Timing
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“Highly capable frontline 
leaders drive better 
customer/client experiences, 
higher productivity and, 
ultimately, increased 
profitability. These may seem 
like bold claims, but they are 
supported by research.”

Centre for Workplace leadership (2015)



Frontline Leadership
Why so important?
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Ignore Frontline Leaders at Your Peril
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Sources: How did we forget frontline leaders? 
Centre for Workplace leadership (2015) and State 
of the American Manager: Analytics and Advice 
for Leaders, Gallup (2015)



Frontline leaders feeling the impact of rapid change…
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STRUCTURES - NETWORKED TEAMS

PEOPLE - CRAVING IMPACT

WORK - RADICALLY COMPRESSED

LEADERS - CONSTANT TRANSITION
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Intangible 

Assets

Tangible 

Assets

Pre 1980s 1990s 2000s

Percentage of market value in…
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Intellectual 

Property,

Patents, 

Copyrights, 

Trademarks,

Social Capital,

Goodwill, 

Reputation,

Brand, 

Franchises

PEOPLE drive the value of a company’s intangible assets



So Why Do We Put a 
Company’s Most 
Valued Assets in the 
Hands of the Least 
Prepared?
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Which statement best describes your approach to 

frontline leader development?
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a) We have an extensive program of development for new frontline leaders

b) We have some development for new frontline leaders

c) We have no specific development initiatives targeting frontline leaders



Getting frontline leaders ready…
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Two thirds of frontline 
leaders felt unprepared 
for the role

Finding the First Rung, DDI (2010)

60% of frontline leaders 
say they have never 
received any training for 
the role 

Talent Reimagined, CCL (2018)

87% of first-time 
leaders feel frustrated, 
anxious and uncertain 
about their new role.

Finding the First Rung, DDI (2010)

Percentage of leaders 
who rate quality of 
Frontline Leadership 
as high

SO IT SHOULD BE NO 
SURPRISE

33%
Global Leadership Forecast, DDI, (2018)



Preparing Frontline Leaders
For the Challenges of Today
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Which of the following did frontline leaders cite as their 

biggest transitional challenge? 
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a) Thinking strategically

b) Getting work done through others

c) Giving up my reputation as an expert

d) Engaging and inspiring others



Top 5 Transitional Challenges for Frontline Leaders
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Source: Leaders in Transition: Progressing Along 

a Precarious Path, DDI (2014)



Frontline Leader Imperatives

16

Multiplier 
Skills

ENGAGE AND 
INSPIRE YOUR 

TEAM

DRIVE 
RESULTS 

THROUGH 
PARTNERS

ACHIEVE 
SUPERIOR 
BUSINESS 

OUTCOMES

BRING OUT 
YOUR BEST 

SELF

Multiplier 
Skills
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Mul·ti·pli·er Skills
the skills that have the power to increase impact across multiple 

frontline leader situations and challenges

The ability to facilitate 

high-quality interactions, 

through a diverse range 

of mediums and with a 

diverse range of people

INTERACTION 

ESSENTIALS

The ability to make 

sound business 

judgments aligned to 

the cultural and 

strategic priorities of the 

organization

BUSINESS 

JUDGMENT

The ability to 

understand, manage 

and leverage one’s 

abilities, personality and  

motivations to maximize 

personal impact and 

effectiveness  

PERSONAL 

MASTERY



Closing the Learning and Performing Gap
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INFORMED BY THE 

GOALS AND PRIORITIES 

OF THE ORGANIZATION, 

TEAM, & ROLE

CONTEXT

ADDRESSES THE REAL 

SITUATIONS AND 

CHALLENGES THAT A FLL 

FACES

RELEVANCE

TAKES INTO ACCOUNT 

WHO THEY ARE -

MOTIVATION, 

PERSONALITY, SKILLS, & 

EXPERIENCES

PERSONALIZATION

Linking Learning and Performance
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Learning in the (Micro) Moments



Preparing Frontline Leaders

STOP leaving development to chance

START using diagnostics to inform personalization

CONTINUE using multiple modalities
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STOP Leaving FLL Development to Chance or Individual Curiosity
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START Using Diagnostics to Inform Personalization
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What People 

KNOW

Knowledge Inventory

What People 

HAVE DONE

Experience Inventory

What People 

CAN DO

360 Degree Feedback

Simulations and 

Assessment Centers

Who People 

ARE

Personality Inventories

Self Insight Tools

D & d



D: Manager Ready®
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d: Growth Mindset Insight Tool
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Score 10–38

Blossom Bamboo

Score 39–43 Score 44–50

Bonsai



©Development Dimensions International, Inc., 2019. All rights reserved.26

CONTINUE Leveraging Different Modalities and Approaches



Meeting the Needs of the Modern Learner 
Technology Gains Its Footing, but It’s a Slippery Slope
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What Frontline Leaders Want…

Formal workshops, 
training courses, and 
seminars

Source: Global Leadership Forecast, DDI (2018)

64%

BUT beware of “build 
it and they will come”



How this comes together to support real change…
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Impact is possible…
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After completing DDI’s programs 3 
out of 4 leaders “often” or “almost 
always” display effective leadership 

behaviors

3/4 82%
82% of women report their 
confidence in being a leader 

increased as a result of participating 
in DDI programs

The average decrease in key business 
metrics such as turnover (77%), 
grievances (105%), and accidents 

(60%)

11%-105%

Source: Proof that DDI’s Leadership 

Development Pays Off, DDI (2017)

More than 140 studies have shown that DDI Programs 
successfully grows leaders in 44 countries. 
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Organizations with Transition Programs

Bottom 20%

2.3x

Top 20%

Source: 

Global Leadership Forecast 2014-2015, 

DDI and The Conference Board
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What is the one thing that 
can change the current state 
of frontline leader 
development?



ANSWER:  
CHANGE.  
ARE YOU READY?
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