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Fall 2018 Meeting Summary
C5 : Cable Center Customer Centric Consortium
Overview

Welcome by Chuck Patti and Diane Christman
(right to left), and Maria van Dessel (front)

The Cable Center was a popular place for
C5 in 2018: both meetings were held in
Denver this year and we finished our fall
meeting on November 15. This meeting
was hosted by The Cable Center and our
dinner sponsor was CallMiner (representted by Todd Barber and Ryan Carrigan).
The Senior Fellows thank the staff of The
Cable Center (Jana Henthorn, Diane
Christman, Mary Yacovetta, Janice Silver,
Brian Kenny, Steve Luiting, and Ron Hurley)
and CallMiner for hosting and sponsoring
our meeting. And, we thank the C5 Co-

Chairs (Graham Tutton, Scott Wise, and
Andrés Piderit) for their help in organizing
the content of the fall meeting.
There were 36 C5ers and guests at the
meeting and we had another robust
program that included:
• an entire morning on “Egg-Timer”

• guest speakers from Charles Schwab
(Sean Albertson, Bianca Bickley, and
Brad Cravens) and Gusto (Cole Schofield)
• a C5 strategy session
• a “Spotlight On” session from
Scott Fairchild on Spectrum
Enterprise
• an update from two association members (Wyatt Barnett
of NCTA and Mickie Calkins of
CableLabs)
• a session on the results of a
C5 member survey about
benchmark metrics studies
• a presentation on CX
measurement by Chuck Patti
and Steve Hartley, and

Amanda Schotzko, Maria van Dessel, Ray Lei, Suzanne Foy, Nicole Wininger, Chuck Patti, Maureen Moore, Ryan Carrigan, Yansheng
Hu, Jianxun Wang, Ann Montgomery, Diane Quennoz, Katherine Gessner, Mickie Calkins, Andrés Pidert, Kevin Zehnder, Jon Coscia,
Li Li, Kelly Westgard, Diane Christman, Rodrigo Duclos, Scott Fairchild, Cory Limberg, Ted Hodgins, Scott Wise, Todd Barber, Wyatt
Barnett, Chris Gowins, Brian McIllhenny, Kyle Westgard, and Simón Tadeo (left to right)

• an UpRamp session that
featured an update on the
UpRamp program, MCTV’s
recent relationship with an
UpRamp company, along with
presentations from two other
UpRamp startups featuring
new technology solutions for
the cable industry.
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Meeting Highlights
Other notable aspects of the fall meeting included:
• C5 name change, to “Cable Center Customer Centric
Consortium (C5) (formerly “Cable Center Customer
Care Committee”)
• Extension of the C5 CoChair term of Rogers’
Andrés Piderit
• Election of Simón Tadeo
(Telecom Argentina) to
the position of C5 CoChair Elect.

Andrés Pidert and Simón Tadeo, (left to right)

• Learning from the Inside: Our fall meeting kicked off
with a full morning of “Egg-Timer.” Cory Limberg (Midco)
and Rodrigo Duclos (Net Serviços Brasil) chaired this
session that featured presentations by 12 MSO members
on a variety of customer experience initiatives. Topics
included: journey-mapping and improvements to
customer on-boarding processes; initiatives/teams that
investigate call escalations to identify root causes; smart
work-flow processes that trouble-shoot customerreported issues; new billing platforms and processes,
including electronic billing; new digital channels to
improve communications; A.I. BOTs (virtual assistants)
to provide improved functionalities, including social
media; proactive service and maintenance systems that
automate work order distribution and improve network
stability; enhanced routing systems; pre-paid broadband
service, and more.
• Learning from Outside the Industry: Our first guest
speaker session was from Charles Schwab and we were
joined by Sean Albertson, Bianca Bickley, and Brad
Cravens. For many years, Schwab held the distinction of
the largest turnaround in NPS. Schwab went from -24 in
2004 to +64 in 2018. Today, the company remains

grounded in the “customer-first” culture instilled by the
company founder, Charles Schwab. While Schwab is a
leader in CX, not only in the finance industry, but also as
an exemplar to businesses in other industries, ongoing
efforts are made to improve. Sean
Schwab held the
and Brad explained how all efforts
distinction of the
are grounded in Schwab’s Customer
largest NPS turnaround
Experience Process, comprising
four key pillars: (1) corporate
and remains grounded
culture, (2) strong measurement
in a “customer-first”
practices, (3) operational alignment,
culture
and (4) continuous improvement.
Key insights on what makes Schwab
better than the rest included: setting a high standard of
promise (that they must deliver!), funding people
(dedicated teams) to focus of client loyalty and the client
experience, and a culture that drives the right actions of
all employees and always do what is right for the
customer.
• MSO Spotlight: Spectrum Enterprise
(Scott Fairchild) was our featured
“Spotlight On…” session, providing
an explanation of the mission,
organization, and structure of the
enterprise (or B2B) arm of Charter
Communications and its approach to
customer experience. Scott informed
the group about the different client
base served by Spectrum, as well as
explaining some of the shared
Scott Fairchild (presenter)
services that provide economies of
scale for Charter. Scott explained how his team strive
to provide an “effortless experience” and the use of the
“Experience Improvement Approach” to make impactful
improvements for enterprise customers.

We l c o m e t o O u r N e w M e m b e r a n d G u e s t s
• Two new C5 members: Topway
(headquartered in Shenzhen, China
and represented by Ray Lei) and
Blue Ridge Communications
(headquartered in Palmerton, PA
and represented by Nicole Wininger)

• Three new MSO representatives:
Chris Gowins (MCTV), Ted Hodgins
(Comcast), Amanda Schotzko (Midco)
• A prospective new sponsor, eClerx
(represented by Kevin Zehnder and
Brian McIlhenny)

• A prospective new C5 member,
Guandong Cable Network or GCable (headquartered in the
Guandong province, China and
represented by Li Li, Yansheng Hu,
and Jianxun Wang)
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Meeting Highlights (continued)
• Learning from Outside the Industry: Cole Schofield,
Head of CX for Gusto, was our second guest speaker.
Gusto is a subscription-based business offering a variety
of HR functions to over 60,000 small businesses. The
Gusto culture is very much about serving its subscribers
and they have continuously enjoyed high NPS, which is
now in the high 70s. Cole shared his “secret sauce” on CX
excellence, such as: leadership that buys into CX
improvements; knowledge about the economics of CX by
understanding the root causes of customer loyalty and
how CX investments pay off; understanding the customer
journey in order to deliver an excellent experience; and a
relentless focus on customer moments that matter most.

Scott Wise, Amanda Schotzko, Scott Fairchild, Cory Limberg, Ann Montgomery, Ted
Hodgins, Chris Gowins, Katherine Gessner, Jianxun Wang, Li Li, Yansheng Hu, Cole
Schofield (speaker), Jon Coscia, Kevin Zehnder, Mickie Calkins, Ron Rizzuto, Simón Tadeo,
Rodrigo Duclos, Nicole Wininger,
Barnett, Diane Quennoz, and Maureen Moore
(front to back)

• Learning from the Literature: Chuck Patti (The
Cable Center) and Steve Hartley (University of Denver)
provided a summary of their extensive study of the
literature on CX measurement. After examining nearly
100 articles, multiple books, white papers, and reports,
Chuck and Steve provided
Review and analysis of CX
two models that can be used
measurement literature
to select the best CX measurement tool with the steps in
provided C5ers with new
the subscriber journey map.
ways to link CX measurement
Other key findings revealed
to customer journey mapping
that CX measurement needs
and increased opportunities
to be closely linked to
for CX improvements and
customer journey-mapping;
a growing trend to measure
financial outcomes
affect, including emotion,
sentiment, trust, and forgiveness; and that CX measurement efficiency and effectiveness are enhanced when
measurement tools are linked to specific tasks.

• Association Updates: Wyatt
NCTA’s newest industry-wide
Barnett represented NCTA
grassroots campaign, ‘Beyond,’
and provided an overview of
the legislative environment as envisions a future that inspires
it affects the cable industry
creativity and powers our
and the advocacy and brand
imagination. For more details
awareness campaign, Beyond,
visit: www.ExploreBeyond.org
conducted by NCTA. Mickie
Calkins represented CableLabs and provided an update
on two projects with downstream CX impact. Additional
workstreams in security, A.I., technology strategy, and
technology policy, help fuel the technical and standardsrelated groundwork conducted by CableLabs that
enables members and the cable industry to stay
competitive and be the leading choice of broadband
in the markets they serve.
• Benchmark Research: Senior Fellows Ron Rizzuto,
Maria van Dessel, and Chuck Patti reported on the C5
member surveys regarding the use and value of the Call
Center Metrics Studies and the potential interest in
conducting similar studies within the digital and retail
channels. Members want to continue the study annually
as they find the study useful in a number of different
ways with results shared among various groups and
individuals within their respective organizations. The
session also included a “data ask” presentation by Sanjay
Patel and Jacob Malone, of CableLabs, with their proposal
for additional data collection to help fuel innovation
priorities conducted at CableLabs. CableLabs proposed
the data would be used: (a) by C5 members an extension
to the benchmarking data already underway, and (b) by
CableLabs to better align innovation project priorities
with top CX-issues within the industry.

Chuck Patti, Diane Christman, Ron Rizzuto, Cory Limberg, Andrés Pidert, Ann Montgomery,
Ted Hodgins, Scott Wise, Simón Tadeo, Kevin Zehnder, Jon Coscia, Mickie Calkins, Chris
Gowins, Scott Fairchild, Brian McIllhenny, Ryan Carrigan, Kyle Westgard, Kelly Westgard,
Jianxun Wang, Li Li, Suzanne Foy, and
Barnett (front to back)

Page 4

Fall 2018 Meeting Summary

Meeting Highlights (continued)
C5 is proudly brought to you by:

We’re on the Web!
www.cablecenter.org/C5

• UpRamp: New
Technology Solutions:
Lisa Schwab of CableLabs
brought us up to date and
the current UpRamp
companies and introduced representatives from
two UpRamp companies
that offer CX solutions of
potential value to C5
MSOs, along with an
update from Katherine

Gessner and Brian
Thibault on MCTV’s
implementation of the
customer service platform
by DeviceBits (a company
that went through the
UpRamp accelerator
program). Tom Green
shared insights on the
platform developed by
Averon that enable
customers to instantly

authenticate their
identity, while Rama
Sreenivasan explained
the collaboration platform
developed by Blitzz for
technicians, customer
service teams, and users.
For more information
about these startups or
the UpRamp program,
contact Lisa Schwab at:
lisa@Upramp.com.

C5 Dinner Meeting

Don Richards (presenter)

C5 : Cable Center
Customer Centric
Consortium
The Cable Center,
2000 Buchtel Boulevard
Denver, CO 80210
Phone: 720-212-6971
www.cablecenter.org
E-mail: cpatti@du.edu

Our dinner meeting was
held at Del Frisco’s Cherry
Creek where 32 C5ers
gathered to hear our most
enthusiastic and informative dinner speaker, Don
Richards; network with
friends and new C5
members and guests; and
compete for our traditional
trivia contest (won by
Andres Piderit who correctly
answered eight of the ten
trivia questions), our first
SingDown contest (won by
Table 4, consisting of
Rodrigo Duclos, Suzanne Foy,
Ann Montgomery, Amanda
Schotzko, Simón Tadeo, Don
Richards, and Kevin Zehnder)

and the “How far did we
travel?” contest (won by
Cory Limberg whose
estimate of 36,000 miles
was just 621 short of the
total miles traveled by
C5ers to attend the Denver

meeting. Thanks to our
dinner sponsor, Todd Barber
and Ryan Carrigan of
CallMiner for sponsoring
the dinner, with prizes for
contest winners donated by
CallMiner and UpRamp.

Cory Limberg, Mickie Calkins, Nicole Wininger, Mary Yacovetta, Diane Quennoz, Kevin
Zehnder, Scott Wise, Amanda Schotzko, Scott Fairchild, Ann Montgomery, Ted Hodgins,
Simón Tadeo, Rodrigo Duclos, Suzanne Foy, Todd Barber, Diane Christman, Katherine
Gessner, Chris Gowins,
Barnett, Maureen Moore, Ray Lei, Kyle Westgard, Jianxun
Wang, Yansheng Hu, Steve Hartley, Andrés Pidert, and Jon Coscia (front to back)

Follow-on from Meeting
• Our first meeting in 2019
will be held in May at the
HQ of GCI in Anchorage,
Alaska. Dates will be
finalized soon.

• Members requested a
more detailed summary of
the meeting proceedings,
along with access to slide
decks from presentations.

• This general meeting
summary and other
resources are available
for non-C5 members at:
www.cablecenter.org/C5

