
When the employee starts

When the employee 
interacts with a customer

When there is a change 
over the proudcts and 
trends

How Lowe’s 
starts employees 

onboarding

The challenge for frontline employees starting a new role is significant 
as they are expected to quickly be able to perform in customer-facing 
roles. Poor onboarding is employeed with higher employee turnover, 
which can have serious implications for the business. According to 
Aberdeen Group, new employees are 69% more likely to stay longer 
than three years if they experience well-structured onboarding.

www.capabilitygroup.co

1.0

Mapping out a frontline-first 
approach to onboarding

2.0

Focusing on the five key 
behaviours employees need to 
succeed

3.0

Continuous learning keeps 
employee knowledge fresh

4.0

Leaning on the floor, in the flow 
of work

5.0

Enabling effective mentorship 
with training

“Rather than saying, this is going to 
take you X amount of time; instead,  
we broke it down into shifts because 
that’s how our employees think.”

Jamie Furey
VP Talent Management, Learning and Diversity

Lowe’s

Figure out the five most imporatnt 
things for starting employees

Root the onboarding program 
around the five most important 
things

Develop new content that are 
hyper-personalised to each 
department & serve up in different 
modalities to accomodate different 
learning styles

Helps employees know 
what’s coming next 

Gives them a sense of 
their progress

Adopting a mentality at Lowe’s that 
training is continuous

Training has to be there at all the 
moments that matter

Instead of delivering training on the 
floor, do it in the context that it will 
be applied

Makes training more accessible

Helps make it stick

Personalised training content 
+ accessible in the moment of need 
= proving to be a game changer

Mirroring the approach taken to 
creating employee onboarding and 
personalising it for store managers

Store managers’ onboarding 
experience being the same 
experience as their employees 
allows the managers to empathise 
and understand what it takes to 
make it through those five key 
behaviours
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