
“With Docebo, we’ve created a learning hub that 
our employees want to come back to regularly. 
We’ve created a lot of success for ourselves and 
for the organization.”

Josh Bonanno
Manager of Training and Learning Systems,  
Front Burner Brands

How Front Burner increased 
restaurant customer 
satisfaction and NPS with 
Docebo 
CASE STUDY



Customer
Front Burner  

Front Burner is a restaurant management company 
headquartered in Tampa, Florida. It is affiliated with 
dynamic and niche-specific brands, including Melting Pot, 
the premier fondue restaurant franchise with 93 locations 
in 31 U.S. states and Canada. 

Josh Bonanno is the Manager of Training and Learning 
Systems for Front Burner Brands.

Challenge
Maintaining consistency and quality 
for guests across 93+ locations 

As Front Burner’s Manager of Training and Learning 
Systems, Josh Bonanno is tasked with giving frontline 
employees the tools they need to maintain consistency, 
safety, and quality for 93 restaurant locations. It’s no 
easy task, and the high employee turnover rates in the 
hospitality industry make it even trickier. 

As a franchise operation, it’s important to get training 
buy-in from restaurant owners and managers, as well 
as employees. To do that, Josh and his team needed 
to demonstrate the ROI of training for the brand. 
Otherwise, franchise owners wouldn’t see the value of 
training, and wouldn’t push learning initiatives at their 
locations. 

RESULTS

5 point
higher NPS for locations with 
higher training engagement

6x
more learners engaging  
each month

$100,000+
more collected in yearly 
donation campaign for those 
who engaged with training

 
SOLUTION

Docebo Learn

• Easily create and upload 
your own content 

• Flexible, customizable 
platform

• Intuitive interface and 
simple backend experience 

• Cost-effective digital 
training courses

• Navigate change with 
confidence
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https://www.frontburnerbrands.com/


“eLearning is a particularly hard sell in the restaurant industry…As a franchise 
organization, we really had to prove an ROI on learning to our franchisees in order 
to get their buy-in.”

When Josh was promoted into his current role 3 years ago, completion rates for mandatory 
training were below 35% across locations—too low for the training to deliver any real value to 
their restaurants. 

Josh and the training team needed to create a “learning hub,” a go-to resource that employees 
could log into and return to again and again to upskill—and that franchise owners and 
restaurant managers would support. The learning platform they had been using didn’t offer the 
functionality to make those goals a reality. 

They needed a platform that could serve not only the complexity of their franchise organization 
structure, but also convince very different users (managers, owners, and frontline employees) of 
the value that training could offer. 

Solution
A learning platform with demonstrable ROI  

Front Burner switched platforms and transformed their entire training program on Docebo. 
Josh and his team knew that Docebo had the flexibility and functionality to get Front Burner’s 
thousands of employees to engage in their learning initiatives. They began to build the “learning 
hub” employees needed so that they could access training easily on a regular basis. 

Now Josh just needed to convince the franchisees across their numerous restaurants. To 
get buy-in from franchise owners and have them engage on the platform, Josh and his team 
used Docebo to host webinars with content geared to the franchisees and even live in-person 
conferences on Docebo. That way, they could see for themselves how easy the platform was to 
use, and how much employees had to gain from training. 
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Additionally, Front Burner gave their subject matter experts the ability to make content directly 
on the platform. Closing the gap between experts and learners made the company more agile. 
It also increased engagement, because each expert came with their own audience.

All of this, coupled with Docebo’s in-depth reporting capabilities (and integration with Tableau), 
allowed Josh and his team to show the value training could offer by demonstrating the 
correlation between employee training, revenue, and positive guest feedback. 

Now, when promos or new menu items come out, the training team can quickly create 
and publish content about it in Docebo. Front Burner leverages Docebo’s app and QR code 
capabilities to give employees access to learning directly on their phones. 
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The training team has also implemented surveys and feedback from employees accessing 
training. Now, corporate teams can get feedback on marketing initiatives or menu changes from 
the employees on the ground, who are in direct contact with customers. Surfacing this data has 
given the T&D team a “seat at the table” with Ops and Marketing and improved collaboration 
between teams.

 

“When we launch a new menu item, I have access to thousands of team members 
who can tell us how we are doing with these menu changes and what they think. 
We’ve started incorporating feedback from that survey information into our 
processes and organizational strategies.”
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Result
Locations with higher training engagement received higher 
NPS scores from customers

In the 3 years since they first implemented Docebo, 
Front Burner has increased the number of monthly 
platform users 6x. Frontline staff are actually using 
the platform regularly, and course completion rates 
have gone from 35% to 87%. 

Using online training also saves managers an 
estimated 14 hours of training each month. Ramp-up 
times for new employees have decreased, and the 
company’s NPS has gone up considerably, peaking 
at +58 this year. There’s a clear correlation between 
higher NPS and Google ratings for locations that 
have higher learning engagement and completion 
rates. The top 46 locations who engaged in training 
have Net Promoter Scores 5 points higher than other 
locations, and franchise owners have taken notice.

Front Burner also runs a yearly donation campaign for St. Jude Hospital for pediatric cancer. 
This year, Josh was able to track the impact that learning engagement had on donations: the top 
46 locations that engaged with St. Jude training content on Docebo earned $100,000 more in 
donations than the bottom 46 locations in just a three-week timespan. 

That’s $100,000 more going to help cure childhood cancer thanks to increased engagement 
within the Docebo learning platform. 

“Our team members are contributing to the satisfaction of our guests. Our learning 
programs don’t, but the individual team and individual contributors are. It’s so 
critical to provide those frontline team members with the tools to be successful.”
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Schedule a Demo

Empower your frontline 
employees with training 

that fits.

Try Docebo today.

https://www.docebo.com/demo/

