
Summary of Initiative
Conduent’s Front Line Manager and Supervisor Training (FLMST) program is a 
foundational management certificate program focused on skilling our front line 
managers and supervisors through building critical skills required for effective 
leadership. The training is mandatory for newly hired and newly appointed supervisors 
and managers.

The Need
In order to improve attrition and increase employee engagement we are training front 
line leaders in the art and science of managing people. Our practice of promoting from 
within, while motivating, left our front line leaders exposed as there was no formal 
training for them. This created an issue within our contact center population because 
departing employees cited their manager as one of the main reasons for departure. 
FLMST was designed to combat this problem.

The Solution
We created the FLMST program on the Conduent Learning Ecosystem to systematically 
close management skills gaps while allowing learners to scale their individual learning. 
This is achieved by shifting to a learning culture and delivering learning experiences 
from our internal catalog; a collection of free, open and low-cost learning providers; 
and curated pathways linked to specific topics, skills and competencies. 

The FLMST program is focused on four core areas: Management Fundamentals, Enabling 
Employee Performance and Results, Managing Staff and Employee Administration, 
and Effective Communications. The learning is organized to allow learning in small, 
manageable time chunks. The 27 hours of content are delivered in a microlearning, 
multimedia format and can be viewed on computers, smart phones and tablets. 

In addition, learners are encouraged to explore personalized learning, chiefly realized 
by constructing pathways consisting of a variety of experiences designed to achieve a 
learning outcome. For example, when a new manager logs into the learning portal she 
can see her current learning path including FLMST, which has a number of courses and 
experiences and a link to a social learning site where she can find peers, communities 
of interest and potential mentors. 

Partnerships
FLMST has been created with vendor partners. Content is provided by SkillSoft and 
BigThink, pathways are powered by Degreed, and the social aspects of the platform run 
on Yammer. Content curation and company-specific content is created by Conduent’s 
Learning Services Group. 

Outcomes/Benefits
FLMST launched in August 2016. To date we have enrolled 1,100 mandatory learners 
and 2,600 nonmandatory learners. Of this population, 450 have completed the training. 
We are in the early stages of tracking correlation to attrition impact, and unofficial 
numbers are looking promising. Program graduates are reporting they have a higher 
level of comfort in their management roles, are more secure in their decisionmaking, 
and need less intervention from their managers and/or human resources to resolve 
day-to-day issues. Managers of graduates of the program are reporting better, more 
timely decisions and higher rapport between these individuals and the teams they 
manage. Human resources is reporting less traffic to our Workplace Solutions Center 
to answer content-based questions. 
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” A strong pipeline of future 
leaders is essential to the 
growth of our business and 
to positioning Conduent for 
sustainable market leadership. 
We are making a significant 
investment in the training and 
leadership development of 
our front line managers and 
supervisors, equipping them 
with the skills and competencies 
they need to build a culture of 
high performance, engagement 
and productivity within their 
teams.”

Work in Progress: How CEOs Are Helping Close America’s Skills Gap

businessroundtable.org/skills businessroundtable.org/skills

http://sustainabilityreport.duke-energy.com
http://businessroundtable.org/skills
http://businessroundtable.org/skills



