Comcast Research Readout

Field Service Reimagined
(research, design, build support)

2015-2018+



C\

COMCAST

= LI MITNATI NG

T = FR UGS T

© Mobiquity, Inc. Proprietary and Confidential

R AT I ON



[/
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The Driver

Field Technician Experience

Eliminate distractions
Provide freedom to focus on
customer issues

|dentity process changes

Solution Offerings Used

Box O

Design & Build
DBi

Support

Delta iQ

ee000 Mobiquity = 9:41 AM

— Tech Nucleus

15 minutes
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Alerts Saved

o Severe Weather Al
“ Make sure to use

A Watchtower M2’
from 3:00am *

© Mobiquity

100% N
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Good morning!

Where do you want to start your day?

TN

1STJOB

New
Installation

8-10 AM

Arrive: 9:02 AM

18 min 10.3 mi.

[

Go to the office »

Show Complete Schedule >

eee0C Mobiquity = 9:41 AM

< = Swap Devices Q

Old Device
Living Room

New Device

0DE

JVR: ARRIS XG1

Select
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The Schedule

Optimized for Technicians

Eliminate unnecessary
technician interactions
Provide clear turn-by-
turn directions
Improved job
completion

estimates lead to
more accurate

scheduling

Good morning!

7~ N

Where do you want to start your day?

X

/\ /‘\

</ FIRST JOB \> OFFICE \

18 min

10.3 mi. 39 min

[=inN ==
-0—0 N
Arrive: 9:02 AM > Arrive: 9:23 AM >

14.1 mi.

eee0C Mobiquity = 9:41 AM 100%

— Tech Nucleus & Q

15 minutes
0\)

INSTALLATION - JOB # 31572

Vanessa Randall-Kensington

1492 Old Vandercamp Cedar Road
King of Prussia, PA 19462

Saved Reminders

1 hrs

Severe Weather Alert - Heavy Rain.
Make sure to use

1 day
Watchtower Maintenance — Sunday
from 3:00am to 5:30am

Messages

.onfidential

ETC Status:

On Job

Update- 2h37m

;,".( Cloce A b
— VAL JU

At Add Referral

Customer Education

Profile
Settings

Help

INSTALLATI

Vanessa R

1492 Old \
King of Pri
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Network Health

Homes & Businesses

High-level awareness
Quickly tap to drill-

down into details

seeu0 Mobiquity =

Details pH

O 9:53 AM

Red Sox-123
[Madel Number]

Integrated for device-

Modem/Router

level actions (restart,

Grandma's Room

refresh, send hit, etc.)

Master Bedroom

Living Room

9:41 AM 100% "

Job #01234

Tasks Notes

O
GRID OO
RECEIVE
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>

eee Mobiquity =

9:41 AM

Job #01234

! Vanessa Randall-Kensington

Details pH Tasks Notes

Trouble Call

Customer states internet is intermittently not warking. When the internet is down,
the phone is not working. Video is always okay and is causing no issues.
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Activated Devices
RedSox-123
OFFLINE: DCP3939 N/A
A 3 Alerls B 2 Articles

Living Room )
MX011ANC (v

& 2 Articles

Living Room i
MX011ANC N

B 2 Articles
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— Job #01234

Tasks Notes
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Modem/Router
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COMCAST

Tech Nucleus

Research and User Experience Design



Q2

Project Kickoff

QK

Discovery

Stakeholder Interviews

TIMELINE

Q4

Research

Truck Rolls Readout Workshop

Design

WIGEHEIQES
Comps

Prototype
Usability

2016 2019+
Q1

Develop

Design
Refinement

Development



THE WHAT: PRODUCT OVERVIEW

WEFA

Premise Health

Iriage

Analytics & Content

\V/AVA

* Job Statuses

* Customer Details

* GeoFencing

* Job Allotment

* Task Messaging

* EPC Product Mapping
* Inventory Management
* GPS Routing

 ETA

* DOCSIS/ Rolling History
* MoCA

* Node/WatchTower

* Alerts

* Qutages

* Visualization

* Device Hits/Queues

* Firmware Update — X1

* Notes (read)

* Customer History /
Timeline

 Task Tracking

* Wrap-Up

* Customer Ed/G’Bye

* Product Content
Authoring

* Alerts & News

* Logging

* Security/ldentity

* User Roles

* NT Login mapping

* Supervisor View

* Production Support

Future

* Change Pending Order

* Up-sell

* Tech-to-Tech Inventory
Swap

* XH DocuSign

* Activation (CHSI/CDV)

 Activation - XH

* Proactive Device
Swap/EOL

* XH Device Diagnostics

* Wifi Analyzer

« COAM Device Wifi Health
X1 Known Issue

* PowerCloud

* Spectra

* LOB Repair

* Business Services Repair
* Drop Bury

* RTM

* Notes — Write

* Audible Customer History
* FTTP Support

 Time In Motion

* XH License Access
* Maintenance View
 Tech Forum




WHY WE’RE DOING THIS...

S
N
-z

Downtown
Griffin St &

Arrival

8:03%4

€49910

4300665

S0066

100l

\Q SCOTT BERGER

S\ PAODUCT

ADMIN

xfinity

» Account Details

Deovice Details

Live Status
oCM Status:
XRE Status
Front Panel Power Status: Powernd (

Connacted

Network/Device Integrity

X1 Device ID: S2190548176924
Recelver 1D PO104€72752
Serial Number:
Friendly Name:
Type/Mocel
Network
eCMMAC. DC4E:175C4F.23
eCM IP: :550:4042:5a de45:
eSTB MAC:
eSTB IP:
CMTS Name: acr01 balacymwyd pa.pal

Living Room
QamipStb / MX01

Boot File d11_s_mx0O11ann
Status/History
Status: nabled
Added Wed, Oct 15, 201321:34 ED
Updated: Thi, Feh 19, 2015 14°47 FS

— In-Home DVR

BUSINESS TECH NUCLEUS

097009

NEW Customer for 6 years, 8 mor

L

COMCAST

Logged inas

Logout | 7 Help

Node bder 2
£0 BT 81 ADC2
wa
a
e
e

Friendry Name: Living Room
Owvice Typw: GumipSib
Duvice Nadel MXI11ANM
Dol 190437 7093 220096

=P Inbound connection
<= Quibound connection
Good connecticn. 200 Mbps and higner
Weak connection. 180 Mbps - 199 Mbps
=== Bad connection. Less than 180 Mbps
muw No connection

COMCAST | @}BUSNESSVOICE EDGE

Customer Timeline BETA  C¥noven

Dale

Motorola

.-

Teoch Jobn

D IR0 )

Crpeby G

/

\

Scientific|
Atlanta

AM01460067089
SCOTT BERGER

—-=u

NETWORK MEALTH Search for Solutions <
a ar
w1088 recorty & Nes (70w

porsep— Nows 4 Sew
, . - )
e Interactive Troubleshooting Guides

Aecourt it

Recor rended

Irteryet

ew Voice Pla

AUDIENCE
=ulfillment Technicians in the Greater Boston and Western New England Regions

SUMMARY
Comcast is rolling out XFIN'TY Unlimited Saver, a new XFINITY Voice calling plan that will include

Walting) for 520 per month. The new plan will be avallable to Greater 2oston and Western New Englan

unlim nationwide calling and popular calling features {Call Waiting, Caller 1D and Caller 1D with Call
customers on DATE. 1

1248 PM 93% )
Product features:
* Indudes unlimited local and comestic long distance calling, including calls to Puerto Rico, US
Virgin Islands, Guam, Saipan/N. Marizna Islands, Canada and Ameri J'ComcaSt'n t C
ndudes calling features: Call Waiting, Caller ID, Caller 10 with Call Waiting (Caller ID blocking per
line and per call and Call Trace are also included)
Voice mail is not included but can be added for an additional fee (
Readable voice mail, text messaging, Voice 2go with advanced call forwarding or other calling
features are not available with this plan

Equipment:
= Standard XFINITY Veice equipment reguired (eMTA or Wireless Gateway)
) PA 19096
ustomer eligibility:
*  Available to new and existing XFINITY Voice customers
= Not available with a triple play bundle

fdditional details:

= Standard international long d stance usage charges apply.

* International calling plans car be added to this plan; standard fees and rules apply. ce Dlagnost|cs

» Additional lines can be added for an additional monthly fee; standard fees and rate codes apoly.

Only a basic additional line with no features can be added with this plan.

tandard directory listing available per line; non-published service available for an additional CEINITY VOICE
TG862G
901ACA2045B2
90:1a:ca:20:45:b3

monthly fee per line

hat should supervisors do with this information?

iscuss this at your next team g This information will be posted on Tech Nucleus in several

Tickat Browser Subscrbers | Dewvice Data

e

XFINITY X1
STB mx011anm
Ser No. M11321TD0224
Video Integrity

* DesigntayertGI¢

XFINITY X1
px001anm
PAPV00278621




Stakeholder Interviews




Stakeholder Interviews

10 1 +1 Qhies 8

visits to Comcast visit to of audio and in-person
corporate call center video iInterviews

17 4 6

| pho_ne follow-up demos &
interviews interviews showcases

0000Qe®




Work Orders: Issues

—\

Job Overview

Disorganized details
Cryptic rate codes

Inaccuracy

@& &

Cloud Notes Biller Details

Lack of context No transparency
No historical Lack of integration
perspective Uneducated customer

/\
S Chad Carloss

on unified notes

\&

Support Calls

Frequent need to call
for assistance

Techs not empowered



Work Orders: Ideas

O
N x;; X __'_
Front Line Measure
Offense/Defense
First impressions Better estimates
Confidence Improved ETASs

Accurate inventory Optimized schedule



Communications: Issues

&

Lack of Structure

Communications lack
categorization

Information priority

@

Improper Cadence No Context
Too frequent Article discoverability
Too Many Un-targeted
Irrelevant communications
Unreliable results
/\
4 R

\

H

Bruce Byorkman
on Tech Talk cadence

/

Consumption

Medium doesn't
match audience

Lots of content / Little
time

No accountability



Communications: Ideas

Smart Content

Contextual
Organization
Classification

Crowd-sourcing
Media

Oxc:;x

Front Line
Offense/Defense

Less screen time

Informed assessment

Measure

Auditing

Compliance



Transparency: Issues

SO ) S

Awareness Continuity Summary
Arrival Job information What was done
Techs near me Problem-solving Sign off
Job/tech status Process Education

Inventory availability

-~

Heather McLay

on inventory issues




Transparency: ldeas

Smart Content

Article ratings

Proximity-based
inventory

Tech map

Smarter dispatch

Ox;;x

Front Line
Offense/Defense

Complete Notes
Customer temp
Triggers
Leveraging sat. scores

Burnout mitigation

Lift

Leaderboards
Yearly roll-ups
Badges

Awards



Education: Issues

X (i

Tech Customer
Classroom training Too generalized
Message cadence Self-directed

Localized Feature-set awareness
L /\
Organization/search TP N

Chad Carloss

~ on customer education

/




Education: Ideas

Smart Content

Contextual scripts
Relevant articles

Intra-day training

Oxgjx

Front Line
Offense/Defense

Push, not pull
Multi-channel

Personalized

Measure

Triggers
Auditing

Compliance



Truck Rolls




By the Numbers

Tréﬂalls Div§ons Hours Of d:ieo

Researchers Regions Qotes
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Context Matters

En Route
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g xfinity l
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SCHEDULE

Receiving a Job

The technician will receive a new job notification
through their mobile device using the “TechNet”
application. Upon receiving, the tech will accept the
job, reply with an ETA and then head out to the
customer address.

STARTING
THE DAY

Most technicians will begin their day
by rolling out to headquarters to touch
base with a supervisor, attend
meetings and/or to restock their
service vehicle with all needed
equipment to complete repairs and
make installations.

-y
B\
o*

*

RESEARCH
JOB

*

CUSTOMER CALL

Request for Service
A customer calls into Comcast to report
trouble with a subscribed service. After
an unsuccessful attempt at resolution.

—

DIAGNOSTICS

Network Inspection

After concluding initial customer communications,
technician thoroughly inspects the job site making note of
any obvious errors and/or hazards contained within.
Technician then begins testing hardware signal strengths.

TECH AT HOME
Prepping for the Day

Technicians spend time organizing, cleaning and maintaining service
vehicles for the day ahead. During this time the tech may also review
educational materials, read emails about SOP and receive their initial

work assignments for the day.

RESOLVE ISSUE
Doing the Job

The tech will test signal from the tap, double check wiring
integrity and configuration for best usage protocols. Tech will
replace any old or faulty equipment/connections and upon
completion run additional tests to ensure optimum
performance.

N\~
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ARRIVE

Arriving at Customer Site

Before greeting the customer the tech will
thoroughly review the work order to ensure
they can show empathy for any customer
situation. The tech will also perform an initial
network scan (HIC) to detect any service/
device irregularities.

WRAP UP

Ensuring Customer Satisfaction

With the service issues successfully resolved the tech
would now take time to perform any needed customer
education; this could include customer walkthroughs
on equipment usage and/or best practices for care.

FOLLOW UP
How Did We Do?

when the job is closed an
automated call is placed to the
customer prompting them to
partake in a brief customer
survey to rate satisfaction. The
user gives the technician and
Comcast high marks and hang

up.

NEXT JOB
On the Road Again

Having received a new work
assignment, the technician will accept
the work, sent an ETA and will then
head out to the next job.

CLOSE JOB

Mission Accomplished

Tech returns to their service vehicle,
records any items of interest about
the completed work order and then
confidently close the assigned job.
This action will queue up the tech’s
next assignment job assignment.



Observations & Pain Points

* There Is uncertainty in a tech’s schedule (install/trouble, un/assign)
* Tech requests changes via DOJ (no shows, unprepared, timing)

* Schedule visibility varies by region (little as 30 mins prior)

* Pressure pool, unaccounted for jobs, create anxiety

* Location-based assignment of jobs is inconsistent by dispatch

* Skill-based assignment of jobs is inconsistent by dispatch

* Proximity to first job does not account for morning routine

* Ripple effects of poor ETA guesses affects all schedules

* Responsiveness inconsistent in ETA interface (observed elsewhere)
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Early Comps: Work Orders

eeeco MOB = 9:41 AM 100% () eeecOo MOB = 9:41 AM 100% ) eee0cOo MOB = 9:41 AM 100% )
< ALERT: Watchtower reported an outage

WO #12345 Finish in the 300 block of Main St. ¢ WO #12345 Finish < WO #12345 Finish

Slide to view

Details Equipment \VETe Tools Details Equipment Map Tools Details Equipment \VETe Tools

Existing Equipment , LA

510 22 50 22 SD STB

New Equipment

Customer Watchtower Customer Watchtower

%
Activate T

Trattoria Fantasi

Activate '
) >’ . oy e"‘oom s

N

Work Order #£12345 Work Order #12345

Remove SD Box Remove SD Box Activate

bampjooH

Install New Router Install New Router

Install X1 STB in Living Room Install X1 STB in Living Room | ‘ bt

Vondelpark

Install X1 STB in Bedroom Install X1 STB in Bedroom

\
WO #12345 WO #12345 \‘
321 Wood Lane, 321 Wood Lane,
Langhorne, Pennsylvania Langhorne, Pennsylvania WO #12345
321 Wood Lane,
Langhorne, Pennsylvania

Account Profile Location Notes ) Account Profile Location Notes Account Profile Location Notes > Account Profile Location Notes .




Early Comps: Arrival

Erasmuspark

bampjooH

ueepabimz 2P wRlI!M

100% ()

Moeders
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Trattoria Fantasi

\\
0\'9"‘oo

eeecO VOB =

-
-

Approaching...

Job #12345

100% ()

eeec0o MOB =

A4

Approaching.

Work Order

INd cannot
Install

witchi

100% ()




Early Comps: Wrap-up

Final Check for Work Order #12345

Remove SD Box

Install New Router
Install X1 STB in Living Room

Install X1 STB in Bedroom

Location Notes

All devices installed. Router installed in
entertainment center as customer requested. X1 in
Living room connected to Denon AVR. Splitter
installed in back left corner of basement.

Customer Satisfaction

Final Check for Work Order #12345

Remove SD Box
Install New Router
Install X1 STB in Living Room

Install X1 STB in Bedroom

Location Notes

All devices installed. Router installed in
entertainment center as customer requested. X1 in
Living room connected to Denon AVR. Splitter
installed in back left corner of basement.

Customer Satisfaction

Very Low Moderate

Close Job

Final Check for Work QOrder #12345

Remove SD Box
Install New Router
Install X1 STB in Living Room

Install X1 STB in Bedroom

This device scored an 8 on the HIC test. Please
recheck device connections. Diagnose for more
details on the possible problem, or retest.

Retest

Diagnose




eeecO MOB = 9:41 AM 100% (N

Account Profile Location Notes (%

Customer Name

91

123 Overandunder Street, #24
New York, NY 11022

Customer

212-555-3456

System Configuration

B« I (O)

Last Communications

7/25/2015 at 10:20PM
7/25/2015 at 10:20PM

7/25/2015 at 10:20PM

. View History )

N s

Early Comps: Notes

eeecOo MOB = 9:41 AM

Account Profile Location Notes

Location Attributes

o M S

Tech Notes

(&% 7/25/20152t 10:20PM
SN

63 7/25/2015 at 10:20PM

54 7/25/2015at 10:20PM

100% ()

.

X

July 28,2015 &
Authored by: Thomas Guerrero

The install for this job was rather tricky, a
number of the units within the building already
had hook ups but some were so old and spliced
that it was impossible to do the job without
rewiring. See the schematics attached for a
breakdown on the coupled wirings.

T_b

Wiring Schematic 1

July 28,2015 TJ
Authored by: Micheal Shippley /

If you are looking for a master configuration for
the install for this job, a number of the units
within the building already had hook ups but
some were so old and spliced that it was
Impossible to do the job without rewiring. See
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COMMUNICATION IN CONTEXT

- Newsfeed organized by date, type,

Importance
- Unique item presentation types
- Unread/Read states
- Bylines and Avatars
+  Crowd-sourced feedback

- Embedded video
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Arriving at the Job

01:13 PM N 01:13 PM 01:14 PM

TN 2.0 — TN 2.0 TN 2.0

-] [

R. Ritchie
123 Westward Rd
Summertime, Ml

@ View Detais)

Notes

Approaching. ..

Job #123456789 | Details

- 1 dog and 2 cats

- gplitter for living room cable
box is in basement drop-
ceiling, NE corner

( + Add Note )

Triple Play Installation

R. Ritchie
123 Westward Rd
Summertime, Ml

Work Order
Job #123456789

Triple Play Installation

Customer received SIK and
cannot successfully complete
the installation process.

Error Code: 77K54

'm Here > ®

Customer requested

Mapping Approaching Job Notes



eeeoO MOB = 9:41 AM 100% ()
Newsfeed

Today July 14,2015

Article Title Ipsum
It is a Comcast long established fact that a ...

Alert!: Lorem Ipsum Power
It is a Comcast long established fact that a ...

Yesterday July 13,2015

Tech Talk Title
It is along established fact that a reader will ...

Article Title Ipsum
It is @ Comcast long established fact that a ...

Article Title Ipsum
It is a Comcast long established fact that a ...

Article Title Ipsum
It is a Comcast long established fact th

X
Tech Talk Title

It is a long established fact that a reader will be
distracted by the readable content of a page we
looking at its layout. The pointis Itis a long there

are many variations of passages.

But I must explain to you how all this mistaken
idea of denouncing pleasure and praising pai

\A/DC "‘\/‘\v‘»’\ ‘\l"/’”, '\A!;” N;\!’\ \V/alR =] f"\m}‘\"\+f\ aAr

Was this article helpful? Rate this article:

n 2 O & (@

Job

eeecO VOB = 9:41 AM 100% ()

¢ WO #12345 Finish

Details Equipment Map Tools

WO #12345
321 Wood Lane,
Langhorne, Pennsylvania

Account Profile Location Notes L

eeecO MOBE = 9:41 AM 100% ()

£ WO #12345 Finish

Details Equipment Map Tools

50 22

Customer Watchtower

Work Order #12345
Remove SD Box
Install New Router

Install X1 STB in Living Room

Install X1 STB in Bedroom

WO #12345
321 Wood Lane,
Langhorne, Pennsylvania

Account Profile Location Notes Y




0000 Mobiquity = 100% () eee00 Mobiquity & 100% (M) 0000 Mobiquity = 9:41 AM 100% eee00 Mobiquity = 9:41 AM 100% ()

PN  Search o} PN  Search Q Status: En Route ) Status: En Route

INSTALLATION Job#31572 @ ) o
Job #44764 Job #44764 En Route

Michael Williams Michael Williams ET.C On Job
449 Hillcrest Drive, Apt. 24 449 Hillcrest Drive, Apt. 24 30 min

Millersville, PA 17557 Millersville, PA 17551 .

Offli
Vanessa Randall-Kensington Ine

1492 Old Vandercamp Cedar Road

. King of Prussia, PA 19462
Reminders Calendar Alerts Reminders Calendar

2 5 59 (:)

9
o

Follow up with Caroline

Severe Weather Alert - Heavy Rain. V :
’ y \lert Saved Checklists
Make sure to use boot covers.

Check certificate from earlier

Severe Weather Alert — Heavy Rain.

Watchtower Maintenance — Sunday Pick up two XB3s Make sure to use boot covers.

from 3to 6 AM EST Arriving: Qffice

Report leaky tire on truck HMP2626 Watchtower Maintenance — Sunday
from 3:00am to 5:30am

g

e N ,‘ »
e T . n\ 2 2
_ ‘ --‘ 2 : |




050 Mobiguity & 9:41 AM 100% @
Job Summary

INSTALLATION Job # 31572 @

Vanessa Randall-Kensington
1492 Old Vandercamp Cedar Road
King of Prussia, PA 19462

A

R (215) 536-5892
HEALTH SCORE
Home-128762 DPC3941T
Living Room MXO011ANC

Master Bedroom MX011ANC

Other Bedroom MX011ANC

Why I'm Here

Customer is having issues with intermittent
internet, slow up and down speeds, as well as

eee00 Mobiquity = 9:41 AM 100% (N

4 Job #02335 Q

Premise Health Notes

Trouble Call

Customer states internet is intermittently not
working. When the internet is down, the phone
is not working. Video is always okay and is

causing no issues.

Devices

Ai HOME-1234-2.4
:AF Living Room
G Master Bedroom

Customer Info

eee00 Mobiquity = 9:41 AM

4 Add Modem/Router

DCP3941T

277059459
270003212

777766459

MXO01TTANM

W ® h.A

Current Job

e

100% ()

eee20 Mobiquity & 100% -

PN Network o=

=0

Troubleshooting wireless network
routers in Tech Nucleus

Sed ut Jerspiciatis unde omnis iste natus error

totam voluptatem accusantium (jf[ﬂ(}f’%“”("(}kle.H

Implementation considerations for
HDBaseT networks

Sed ut perspiciatis unde omnis iste natus error
totam voluptatem accusantium dolaremque...

T N 1‘_) Comcast Labs: Building Tomorrow's
h (\\E,ﬁ #8 Technologies Today.
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Done

QWERTYU O P
A S DVFGHJ KL

Z X C V B NM

g space return




eee00 Mobiquity = 9:41 AM 100% ()

7

< Job #02335

Details

hg s

Current Job
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Details

Connection Status

B Good Connection
Emm Bad Connection (< 180 Mbps)
EEN No Connection
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Non-SSO Login

Set Up Touch ID Pop-up

i - b / O N\ 4 O N\ After the first successful login by a user, this pop-up will be shown to users.
[ - CC—— \ "' o) ) "u ' _-;»
Not Now Button
Users can tap this button to dismiss the pop-up.
e = 10:23 AM 42% W e = 1023 AM 42% W
CHOOSE A PASSCODE Cancel CONFIRM PASSCODE Cancel o Yes Button

Users can tap this button to dismiss the pop-up and navigate to the
TOUCH-ID-PASSCODE screen to set up their desired passcode.
NOTE: Passcode management will be detailed in the Settings area.

Cancel Button
Users can tap this button to stop this flow and return to the previous screen.

o o <5 ) 7

Passcode Entry (Masked)

When the 4th number is entered the app will navigate to the TOUCH-ID-
PASSCODE-CONFIRM screen.

You can protect this app with a 4-digit code You can protect this app with a 4-digit code

Set up Touch ID
Use your fingerprint to sign-in to
the app. It's fast and easy!

Number Keypad

Since only numbers are allowable for entry, the number keypad should be
used for passcode entry screens.

Not Now Yes!

Number Keypad
Since only numbers are allowable for entry, the number keypad should be
used for passcode entry screens.

AE f DEF ABC DEF
. Passcode Entry (Masked)
4 ‘J —\“'. 6 4 5 6 If the passcode entered matches the passcode entered on the previous
¢ screen, then when the 4th number is entered the app will navigate to the
PQRS TUV WXYZ PQRS TUV WXYZ

a 0 L X

Ve 7\
] "." ff \
| '.l' J 'I | | f | "|| . 'l
/



Job Summary

10:23 AM
Job Summary

INSTALLATION JOB #44764

Vanessa Randall-Kensington

1492 Old Vandercamp Cedar Road

King of Prussia, PA 19462

L2la ] hna-hann 3 years, 7 months

Why I'm Here

X1 Triple Play requested. This customer is returning
to Comcast after trying FiOS for a few months.

Customer Notes (2)

Ot 17, Shawna C (Agen!)

Customer expressed that they made a bad
decision switching to FIOS (Verizon). They are very
excited to be back with Comcast.

@

Last Tech Visit (4)

Oct 14, Steve C. (#12345)

o - Removed legacy equipment
- Splitter remains in basement drop ceiling

(front-right corner of basement)

O
O
L LISISe R 10:23 AM 42% M
Job Summary ot

TROUBLE CALL JOB #31572

Vanessa Randall-Kensington

1492 Old Vandercamp Cedar Road

King of Prussia, PA 19462

(215) 555-5555 3 years, 7 months

Why I'm Here

Customer is having issues with intermittent internet,
slow up and down speeds, as well as pixellation on
“all my movie channels that I'm paying for". Reset
boxes multiple times and issues still remained.

HOME-1234 0
DPC3941T .
Living Room 0

MX011ANC

Master Bedroom
eyl

Other Bedroom 0
MX011ANC

Customer Notes (3)

et 17, Sean T(#4112)

Elderly but technically savvy, son is her tech
support. PC, Laptop, iPad. Mostly Facebook and

Fatl Al | F NS AAL

.))

ee o0 1023 AM 42‘5’0 =

Job Summary e

TROUBLE CALL JOB #31572

Vanessa Randall-Kensington
1492 Old Vandercamp Cedar Road

King of Prussia, PA 19462

(215) 555-5555 3 years, 7 months

PR150BNMD

SMCD3GNV 0
SMCD3G-CCR
DPC3939 0

Customer Notes (3)

Oct 17, Sean T (#4112)

Elderly but technically savvy, son is her tech
support. PC, Laptop, iPad. Mostly Facebook and
Skype with grandkids. White carpets.

Last Tech Visit (4)
Oct 19, Ben W. (#4359)

- X1 Triple Play installation
- Customer education

Close

When finished viewing the summary, users can tap the close button/icon to
dismiss this window/overlay.

Job Type / Number
In the Summary view, this area is informational only - not tappable.

Why I'm Here
This area will contain information that led to the truck roll being scheduled.
Requested equipment, problem(s) the customer was experiencing, etc.

Customer Notes
This area will contain the last customer notes entered by the call center. This
includes who added the note and when it was added.

Last Tech Visit

This section will contain information related to the last time a truck roll
occurred at this location. This includes who the last technician was and
when it occurred.

Health Information
This section will contain information related to the health of the home/
business at the present time.

Scrolled
The customer information card should dock at the top of the screen and the
remaining summary content should scroll beneath it.



Reminders
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Alerts Saved

OVERDUE
Truck inspection

Reminders

42% W

X 0

10:00 am
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Ladder inspection
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Messages
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0000 12:05 PM 42% W

Save o

— ADD NEW ITEM

Remind me on a day (>

Alarm Mon, 10/19/15, 5:00 PM

Repeat Never

@

Q W 'E 'R '[" 'Y U B O P

' vr1111 11

BHzxcvehnm @

123 @ @ space return

Reminders Tab
When tapped, all reminders are displayed with the most recent due first.
Reminders are created and deleted by the technicians.

Reminder

Similar to iIOS reminders, the full text of the reminder along with its due date/
time will be displayed in this view. Users will tap on the reminder to edit its
details. ltems that are now overduse, are marked such that they are visually
different from the upcoming reminders.

Completed Reminder

Technicians can tap the checkbox to mark the reminder as completed.
These reminders will be moved to the bottom of list. These reminders are
persisted in this state in case the technician wishes to tap the checkbox
again and mark the reminder as not completed. This allows for easily re-
using reminders.

Add New ltem
Technicians can tap this button to add a new reminder. The app will
navigate to the Add New ltem screen (REMINDERS-ADD-ITEM).

Left Triage Action

Technicians can swipe lsft on any reminder to reveal the Remove action.
When tapped users will receive the confirmation pop-up to confirm the
removal action.

Save

When tapped, the contents of the reminder that have been entered will be
committed. The app will navigate back to the Home screen with the
Reminders tab open to reflect the newly added reminder.

Add New ltem Form
This form will allow the user to add a new reminder. Only the title/description
field is required.



Messaging

Direct Message Conversation
In this example Mike Watt is messaging Louis Stevens.

o) o) \ o) \
O = O —=m O

Message Options
secc0 T 10« 42% ™ sec00 T 10« 42% W eec00 T 12:05 PM 42% e Technicians will have the ability to easily add several things to their
) ) i messages to assist in making their point, illustrating something or marking a
{ = Louis Stevens |©' jo { = Team Louis t@l jo { = Louis Stevens |© jo location. Those options are shown as: add a photo, drop a pin, show health
. data of current job, and show the job details card.
evrmitaion thamor o i £ skopie Nov Tith, 2015 Mike Watt 7:42 AM Tapping on these items will place a pin, health info card, or job info card
ex ea commodo Mike Watt 11-27 AM Lorem ipsum dolor sit amet, consectstur: directly into the message stream. Adding a picture will take the technician to

their device camera roll to insert a photo or photos.

0 |

Nov 12th, 2015 Lorem ipsum dolor sit amet, @Anna Ng, @John
Johnson conssotetur #freedomtsechs adipiscing alit,
) . sed do siusmoed tempor incididunt ut labors st
Mike Watt 7:41 AM dolore magna aliqua. (123) 666-1212 ) o @

Lorem ipsum dolor sit amet, consectsetur adipiscing

Team Message
Each tech will have an ongoing team conversation provided in their

elit, sed do eiusmod tempor incididunt ut labore et Adam Horowitz 11:36 AM conversation list. This is an open forum to post questions, solutions, etc.
dolore magna aliqua. (123) 666-1212 ¥mage (ite and converse with their teammates.

. Louis Stevens 7:42 AM
Louis Stevens 7:42 AM Image Title

Occascat cupidatat non proident, sunt in culpa qui Photo Example

officia molkit anim. This is an example of an photo that was added to the team conversation by
Adam Horowitz.

Mike Watt 7:44 AM

Lorem ipsum dolor sit amet, conseotstur adipiscing

slit, sed do eiusmod tempor incididunt

Health Example

This is an example of a health card that was added to the team conversation

by Mike Watt. The intent is for the card to deep link to Mike Watt's job and
Mike Watt 7:44 AM view the full details of the health of that home/business — this would be a

Loream ipsum dolor sit amet, @Anna Ng, @John -onlv vie . il n
Johnson consectetur #freedomtechs adipiscing slit, read-on y of the jOb details screen.

Q W E R T Y U O sad do eiusmod tempor incididunt ut labore et

dolors magna aliqua. (123) 6656-1212 )

A S DFGH J K L Mike Watt 7:44 AM

Send
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1 v111161L1611
Send
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123 @ O space return
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— Job #01234 Q

© John williams

Details

vestibulum.

Devices

pH

Show Billing Codes Vv

Modem / Router

Tasks

ﬁ New X1 Triple Play Installation

Lorem ipsum dolor sit amet, consectetur adipiscing
elit. In consectetur mauris elit, ac dictum arcu
scelerisque at. Aenean placerat quis est sit amet

Notes

( Sales Info )

Add
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Add
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Messages
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— Add Modem/Router

o 1] Add 3

MODEL o
DCP3941T

277F059H459
21708 Y6022
276W500C066
MODEL i TN
DPC3939

ECI B B

Home News Job Team  Messages

()
\_/

N

12:05 PM 42% m
= Add Modem/Router

[I | (Lae )

MODEL

DCP3941T

277F059H459
277X08Y0922

1234567890

-/ 5 () %8 &@”

return

000 - )

4

Add
For each device, technicians will tap the Add button to navigats to the “Add
<device type=" screen.

Manual Addition

If a device is not displayed in the pick list below, or the technician just
prefers to enter the serial number or MAC address manually, they will tap
into this field. Optionally, the bar code can be tapped to scan the bar code
on the device itself (this functionality is TBD).

Add Button

For manual entry, when the technician has finished typing the serial number,
they will tap the Add button. When tapped, the app will verify the serial
number and type of device, and if successful add the device to the
customer account.

Device Listing

The devics listing will be displayed by device type. Only applicable device
types will be shown depending on which device needs to be added. For
instance, when the tech taps to add a modem/router, only modem/router
device types will be displayed. Both the model number and a device image
will be displayed to assist the tech as they look for their device.

Select
When technicians find the device they need to add, they will tap the Select
button. When tapped, the device will be added to the customer account.

Number Keypad
Since most serial numbers start with a number sequence, we will default the
keypad to the number keypad as shown.

Type Ahead Searching

As the technician types in a serial number, any corresponding matches from
the listings below will be shown. At any time the technician can tap Select
for a given device below or tap Add when finished typing in the serial
number.
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MX011ANC ( Remove >

Living Room

12:05 PM 42% m
Modem/Router Q

( Swap »

Health

Alerts (3) Articles (2)

DCP3%41T requiring several firmware updates
that can lead to large wait times when...
7M4 | 108 Likes

DCP3941T requiring several firmware updates
that can lead to large wait times when...
7M4 | 108 Likes

=0
Home

5 B 9 P

News Job Team  Messages

N\ -

Device

O
O o

\

12.5 PM 42%

X1 DVR: ARRIS XG1

CY Jslten— =
- Swap Devices ([ ]I}
Old Device
MX011ANC
Living Room
New Device
MODEL |

277059459 @

277089922 é)

= @ B 9 O

Home News Job Team  Messages

C )

O

Swap Device
MX011ANC
Living Room

This device will be removed from the
following account:
1234509876

)

Swap Button
When tapped, this will confirm the removal of the specified device and
remove it from the customer account.

Swap Devices
This screen displays the device that will be removed and allows the
technician to sslect a replacement device all in one step.

Swap Devices Pop-up
When a technician taps Select (or manually adds a device) from the Swap
screen they will receive the pop-up to confirm the swap on the account.

Cancel Button
When tapped, this preserve the current state of the account, close the pop-
up, and return the app to its previous state.



Find Inventory

0000 F 03:46 PM 42% |
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Directory Inventory
P oreag ‘ =
Cisco Model DPC3941T DOCSIS 3.0
24x4 Wireless Residential Voice
Gateway
Cisco Model DPC3939 Wireless
Residential Gateway with Digital
Data Sheet
’ Motorola DUH3416 Xfinity Set-1op Box
Comcast Xfinity Dci1t05com1 Receiver
S v Cable Box Digital Transport Adapter
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Search
Technicians can search for inventory that their team members might have.
As they type in criteria, the system will display predictive results.

Predictive Results
As the technician types in the product, results will display, showing a
product image, and the full name of the product.

Selection Tap
Tapping on the predictive results will take the technician to the inventory
search results for that product.

Inventory Search Results
The inventory search results will display product information at the top of the

page, with the product image, and a complete name of the product.

Team Members
Each team member will display, in ascending order based on distance from
technician, showing member profile picture, distance, and full name.

Inventory Level
Each team member's known inventory level for the selected product will
display.

Inventory Request
Tapping the request button will generate a request message with the
selected team member.

No Inventory
For team members that do not have any inventory of the selected product,
no request button will display.

View Toggle
Once switched, a technician is allowed to view the search within the context
of the map.

Inventory Search Results
The inventory search results will display product information at the top of the
page, with the product image, and a complete name of the product.

Inventory Level
Each team member's known inventory level for the selected product will
display along with their name on the map.



Profile

Profile Page
O \ O O Each technician will have a profile page, displaying information about him. A
O c— | O c— O c— technician can access his own page through the contextual menu, and
make edits from there.
O T ogm

PROFILE O L <

\J

.’)

42% = *e000 F 03:46 PM 42% ™ 0000

03:46 PM 42% = Profile Information
‘ Each profile will display the following information

7\ - Current work status, with icon
Anthony Mander Q) R - Profile image
- Personal message
. - Tech number
Mike Watt —— - Screen name

- Friest and last name
o onuob Alt. Phone #: - General location (not current GPS location)
- Job Level

il
il
il

PROFILE O L 4

Nt/

- Job Skills
| (213)555-5513| 40 T —

#2112

Anthony Mander
( Cancel ) C Confirm » Santa Clara, California

CommTech 3
45510 Skill 1, Skill 2, Skill 3,
T Skill4, Skill 5

CommTech 4
Skill 1, Skill 2, Skill 3,

Skill4, Skill 5 1 2 3 D (408)555-5510

ABC DEF

Edit Alt Phone Number
On the technician's page, he will have the ability to tap to edit his phone
number.

Enter Alt Phone Number
Technicians can tap in their phone number with the provided keypad.

4 anthony.mander@cable.comcast.com i
bt antnony Jer@canie.comcast.cc Confirm / Cancel

The Cancel button will dismiss the pop-up and return the tech to the
previous page (Profile page). The Confirm button will save the phone

mikewatt55@cable.comcast.com number that was typed in and retum the tech to the previous page (Profile

| page).
(213) 555-5510 4 5 6 < Request Inventory »
Alt. (213) 555-5513 & o enl ek MNO . ] Request Inventory . N _
' 8 9 ( Send Message When tapped, this will navigate the technician to the Team page with the
7 Inventory tab displayed.
PQRS TUV WXYZ
= . C— — Request Inventory
—! \ _'_ B 9 . = 0 Q —— = B Q 5 When tapped, this will navigate the technician to a conversation with this
LRI o b Team.  Messages Home News Job Team  Messages technician. If no conversation exists with this technician, a new one will be
started.
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Good morning!

Where do you want to start your day?

New
Installation
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Job #01234

Vanessa Randall-Kensington

pH

New Install: X1 Triple Play

Customer has signed up for the X1 Triple Play

option. Please install a modem/router for voice
and data, X1 Cloud DVR, and additional STB in
the master bedroom.

0000 Mobiquity = 9:41 AM

Job #01234
Vanessa Randall-Kensington

Tenure: O years, 0 months
Account #: 1234509876

+1(215) 555-6734

pH

100% ()

Less a
History
Co Py

Call
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Job #01234

Vanessa Randall-Kensington

pH

Trouble Call

Customer states internet is intermittently not
working. When the internet is down, the phone
Is not working. Video Is always okay and Is
causing no issues.
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Wy < 1STB1

9

Messages

New Install: X1 Triple Play

Customer has signed up for the X1 Triple Play
option. Please install a modem/router for voice
and data, X1 Cloud DVR, and additional STB in
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The X1 Platform: Scaling the
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Implementation considerations
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Remove Device
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Red Sox-123 V254502505

Rec Room

Grandma’s Room ¥ 260 270 A

Master Bedroom

Living Room V 234 266 A

Rec Room

Details

W Rec Room @)

DPC3941T 7/030VGES

B4:F2:E8:64:03:22

2001:0558:4070:0043:B6F2:E8FF:FE64:0322
Registration State
Down Rx Power
A Downstream SNR
40.3 389 403 403
40.3 3 389 389
Upstream Tx Power
A Upstream SNR CM

34.3 34.9
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Working at Comcast: Meet Pete,
a headend technician

COMCAST VOICES | Thrago

Comcast Labs: Building

tomorrow's technologies today

TECH TALK Yesterday

Ensuring Cloud DVR is set up
properly for customers

HOW-TO'S | 9/2€

The X1 Platform: Scaling the
complete cloud solution extra
long title on third line

TECH TALK 9/2

Implementation considerations

# for HDBaseT networks extra
long title on third line

eee00 Mobiquity 9:41 AM 100% ()

— How-To's

Ensuring Cloud DVR
S set up properly for
CUSTOMeErs

(

Author: Mathew Hershock

October 7,2015 | 108 Likes

Lorem ipsum dolor amet, consectetur
adipiscing. Phasellus quam et quam
posuere blandit. Imperdiet efficitur
molestie sit gravida.

eee00 Mobiquity = 9:41 AM 100% ()

— Tech Talk

The X7 Plattorm:
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AirDrop. Share with people nearby. If you don't
see them, have them turn on AirDrop in Contro

Center on iQS, or go to AirDrop in Finder on a
Mac.
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Job #012345

Details pH Tasks

1nJ

All devices installed. Router installed for
entertainment center as customer X1.

All devices installed. Router installed for
entertainment center as customer X1

in Living room connected to Denan ane.
Splitter installed in back left corner.

All devices installed. Router installed for
entertainment center as customer X1

in Living room connected to Denon one.
Splitter installed in back left corner.
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Job #012345

Details pH Tasks
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Home

rd

1n

entertainment center as customer X1
in Living room connected to Denon one.
Splitter installed in back left corner.

All devices installed. Router installed for
entertainment center as customer X1

in Living room connected to Denon ane.
Splitter installed in back left corner.

All devices installed. Router installed for
entertainment center as customer X1

In Living room connected to Denon d
Splitter installed in back left corner.
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Comcast Tech Nucleus Ul Kit — Version 9.0

This Ul Kit was created at 1x for i0S. Use these paterns and templates to efficiently design maobile experiences for Comcast Tech Nucleus.
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