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The Driver
Field Technician Experience

‣ Eliminate distractions 
‣ Provide freedom to focus on 

customer issues 
‣ Identify process changes

Solution Offerings Used
‣Box 0 
‣Design & Build 
‣DBi 
‣ Support 
‣Delta iQ
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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
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Network Health
Homes & Businesses

‣High-level awareness 
‣Quickly tap to drill-

down into details 
‣ Integrated for device-

level actions (restart, 
refresh, send hit, etc.)



Tech Nucleus

Research and User Experience Design



Project Kickoff ReadoutStakeholder Interviews Truck Rolls Workshop Wireframes
Comps
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Usability
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Design 
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Development
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Design

Develop

TIMELINE
2016 2019+



WFA Premise Health Triage Analytics & Content

M
VP

Fu
tu

re

• Job Statuses
• Customer Details
• GeoFencing
• Job Allotment
• Task Messaging
• EPC Product Mapping
• Inventory Management
• GPS Routing
• ETA

• DOCSIS/ Rolling History
• MoCA
• Node/WatchTower
• Alerts
• Outages
• 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/Identity
• User Roles
• NT Login mapping
• Supervisor View
• Production Support

• 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

THE WHAT: PRODUCT OVERVIEW



WHY WE’RE DOING THIS…



Stakeholder Interviews



Stakeholder Interviews

visit to
call center

1
visits to Comcast 

corporate

10
in-person
interviews

8
of audio and

video

19HRS+

phone
interviews

17
follow-up
interviews

4
demos & 

showcases

6
Events
31



Work Orders: Issues

Disorganized details

Cryptic rate codes

Inaccuracy

Lack of context

No historical 
perspective

No transparency

Lack of integration

Uneducated customer

Frequent need to call 
for assistance

Techs not empowered

Chad Carloss
on unified notes

Cloud NotesJob Overview Biller Details Support Calls



Work Orders: Ideas

First impressions

Confidence

Accurate inventory

Better estimates

Improved ETAs

Optimized schedule

Front Line 
Offense/Defense Measure



Communications: Issues

Communications lack 
categorization

Information priority

Too frequent

Too Many

Irrelevant

Article discoverability

Un-targeted 
communications

Unreliable results

Medium doesn't 
match audience

Lots of content / Little 
time

No accountability

Improper CadenceLack of Structure No Context Consumption

?!

Bruce Byorkman
on Tech Talk cadence



Communications: Ideas

Less screen time

Informed assessment

Front Line 
Offense/Defense

Contextual

Organization

Classification

Crowd-sourcing

Media

Smart Content

Auditing

Compliance

Measure



Transparency: Issues

Awareness Continuity Summary

Arrival

Techs near me

Job/tech status

Inventory availability

Job information

Problem-solving

Process

What was done

Sign off

Education

Heather McLay
on inventory issues



Transparency: Ideas

Complete Notes

Customer temp

Triggers

Leveraging sat. scores

Burnout mitigation

Front Line 
Offense/Defense

Article ratings

Proximity-based 
inventory

Tech map

Smarter dispatch

Smart Content

Leaderboards

Yearly roll-ups

Badges

Awards

Lift



Education: Issues

Classroom training

Message cadence

Localized

Organization/search

Too generalized

Self-directed

Feature-set awareness

CustomerTech

i

Chad Carloss
on customer education



Education: Ideas

Push, not pull

Multi-channel

Personalized

Front Line 
Offense/Defense

Contextual scripts

Relevant articles

Intra-day training

Smart Content

Triggers

Auditing

Compliance

Measure



Truck Rolls



By the Numbers

84Truck Rolls

8Researchers

20Man Days

3Divisions

8Regions

9Locations

70+Hours of Video

1000’sof Notes

100’sof Photos



Context Matters
En Route Outside Watchtower

Processing Checklists Wrap Up



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

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.

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.

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.

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.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.

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.

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.

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.

RESEARCH
JOB



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)

SCHEDULE



Managing Stress SCHEDULE

1:57



Concepts



Early Comps: Work Orders



Early Comps: Arrival



Early Comps: Wrap-up



Early Comps: Notes



Smart Communications

COMMUNICATION IN CONTEXT

• Newsfeed organized by date, type, 
importance

• Unique item presentation types

• Unread/Read states

• Bylines and Avatars

• Crowd-sourced feedback

• Embedded video



Framework 

WITHIN THUMB’S REACH

• Customer timeline 

• Cloud Notes

• Tech Profile

• Tech GPS 

• Tech Chat

• Job List



Approaching Job NotesMapping

Arriving at the Job

Job #123456789

Triple Play Installation

R. Ritchie
123 Westward Rd
Summertime, MI

]
94

I’m Here

Approaching…

Not 
Home

|  Details

TN 2.0 !
01:13 PM

TN 2.0 !
01:13 PM

R. Ritchie
123 Westward Rd
Summertime, MI

TN 2.0 !

Notes

View Details89

- 1 dog and 2 cats
- splitter for living room cable 
  box is in basement drop-
  ceiling, NE corner

+ Add Note

Work Order

Customer received SIK and 
cannot successfully complete 
the installation process.
Error Code: 77K54

Customer requested 
switching to X1 DVR

Job #123456789

Triple Play Installation

01:14 PM



Concepts

Messages

2

TeamJobNewsHome



Concepts



Concepts



Concepts



Wireframes



Non-SSO Login



Job Summary



Reminders



Messaging



Add Device



Swap Device



Find Inventory



Profile



Visual Design



Visual Design



Visual Design



Visual Design



Visual Design

Messages

2

TeamJobNewsHome



Visual Design



Visual Design



Visual Design



Visual Design



Visual Design



Visual Design



Visual Design



Style Guide



CELL DETAILS

Mobiquity 9:41 AM 100%

Mobiquity 9:41 AM 100%

STATUS BARS (DARK)



Redlines



Redlines


