
Improving the customer experience  
with real-time communication  
between front-line employees
MLSE’s talented Fan Services team is on the front line 
each and every night to create extraordinary moments 
for its fans. That means being on hand to help customers 
celebrate special moments, facilitate seat upgrades, and 

Better tools, better results for the customer
MLSE now uses  to coordinate fan 

 
 

Services team members for that shift – both full-time  
and hourly – can communicate and collaborate to  
help deliver stellar customer experiences.

 
 

there’s no more need to distribute phone numbers,  

 
 

teams continue to facilitate extraordinary moments.

moments for fans and for each other. But how do you connect employees on the ground, at the 
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to raise the game

Tim Horton’s Foundation Camps supports kids from disadvantaged circumstances between the ages of 12 and 16 at a 

time in their lives when they are determining who they will become as adults. Using camp as the vehicle to create 

lasting change in the lives of young people, Tim Horton’s Foundation Camps help young people develop skills and 

strengths that will make the difference between success and struggle. But how do you ensure that your frontline 

workers are connected, especially when they don’t have access to a computer and no company email address? Here’s 

how Tim Horton’s Foundation Camps is using Workplace to bring their frontline workers together: 

Tim Horton’s Foundation Camps has 7 locations across 

North America and a vast geographic disbursement of 

employees. They were looking for a solution that 

would help them share stories, testimonials, news, and 

feedback to their entire team, in real-time, over a 

platform that would help them to communicate more 

effectively, while also embracing and internally 

promoting their company culture.  

Improving Real-Time Communication 
Between Frontline Employees 

Workplace provided the much sought-after digital 

space that helped Tim Horton’s Foundation Camps to 

oversee conversations that were happening across all 

locations. Using Workplace, Tim Horton’s Foundation 

Camps was able to create natural, organic, two-way 

communication and collaboration, from the top down.   

Enhancing 2-Way Communication & 
Collaboration

Tim Horton’s Foundation Camps was looking for an HR 

intranet that could house their policies and procedures 

and other HR-related documents, which would be used to 

help onboard new hires. Using their pre-existing Office 

365 licenses, Tim Horton’s Foundation Camps integrated 

SharePoint into their Workplace environment. Now, any 

new hires can go onto Workplace, locate the pinned 

“welcome” post, and be shown a list of helpful resources 

that include links to the SharePoint folders where they can 

find important HR information.  

Integration Made Simple 

3 ways Tim Horton’s Foundation Camps is using 
Workplace to Connect Frontline Workers! 
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 Live Video

5,000+ employees around our common purpose of creating 
extraordinary moments for our fans and each other."

   Roopa Shah, 

 
When MLSE wanted to train the Food & Beverage team  

 
Live video  

watch, comment and react without needing to be at the bar.  

 
need for multiple or repeat sessions.

The team has discovered additional operational enhancements 

mobile app has reduced the need to print physical copies of  

Live video  

employees who are driving impact across the team and for  

Managers surprise award winners during their team meeting  
or gathering to host a small toast and speech and present  

presentations so teams can share these stories with all 
everyone. This helps spread the love as employees can  
get involved in the celebration by watching, commenting,  
and reacting to these live events.

 

can access. The Learning & Development team creates fun  
 

that align with their fan experience and service standards.

employees have all the resources they need to be great 
ambassadors and have an immediate impact.

 
 

of cascading this information down through their managers,  
MLSE can now deploy new information directly and instantly 
to every one of their 4,000 hourly employees. This gives total 
consistency for training and allows people to learn and  
develop anytime and anywhere.

 
 

the approach is also reducing printing costs and saving 
 

additional, in-person sessions.

 

and they cover lots of information in a short period of time.

 
 

employees can connect from anywhere and don’t need  

Groups

Mobile-First a Must 

With the number of seasonal frontline workers that 

Tim Horton’s Foundation Camps hires every year, it 

was important for the organization to be presented 

with an option that allowed everyone to use their 

mobile phones to stay in touch. Not only that, most of 

their employees don’t have a corporate email address, 

so the solution they chose needed to be email-less.  

Workplace not only is available as an easy-to-use, 

mobile-only platform, but it also has email-less 

solution capabilities, so it fit the bill for Tim Horton’s 

Foundation Camps perfectly. Since launch, Tim 

Horton’s Foundation Camps has had 94% claimed 

Workplace accounts, and 91% of their workforce are 

on Workplace as weekly active users.� 

How Workplace helped

Enhancing Employee Communication via Live 
Chat and Groups 

Workplace’s launch happened on Camp Day, which is 

the single largest annual fundraiser for Tim Horton’s 

Foundation Camps. In previous years, a member of 

the Communications team would have to receive all 

photos, videos, testimonials, and stories from the 

various restaurants that participated in Camp Day, 

and would have to compile those mediums into 

useable content that would be shared internally.  

By launching Workplace to coincide with Camp Day, 

all stories, testimonials, and videos were able to be 

instantly shared over Workplace’s platform, allowing 

everyone at Tim Horton’s Foundation Camps to be 

able to see what was happening across Canada, and 

interact with the various restaurant-wide initiatives 

that were happening. 

Pinned Posts Helps with Navigation 

Tim Horton’s Foundation Camps relies on their pinned 

English and French posts at the top of their “The 

Trailhead” Workplace group, which allows new 

employees to easily navigate to the requisite 

documents, Groups, and other related content that 

they should be aware of.  

“From a rollout standpoint, the mobile feature is amazing. I think the messaging and the mobile app is really what 

sets Workplace apart, in terms of ease of engaging, speed and really what people are already doing. I was surprised 

by how easy it was to adopt, and how quickly our team was able to engage with it, regardless of technical skillset 

or comfort level, because it feels very much like Facebook, so people were very familiar with it.”

Kim Tetley, Director, Marketing & Communicartions
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