






Time Warner Cable 

• Second	  	  Largest	  Cable	  
Company	  in	  the	  U.S.	  

• Over	  15	  Million	  
Customers	  in	  29	  States	  	  

• Three	  Lines	  of	  Business:	  	  
•  ResidenEal	  
•  Business	  Class	  	  
•  Media	  

• Employees	  50,000	  



Learning Support at Time Warner 
Cable 

Learning	  &	  Development	  



Learning as a Competitive 
Advantage 

• Deliver	  a	  consistent	  brand	  
experience	  
• Develop	  employee	  agility	  
• Build	  employee	  capability	  
across	  our	  footprint	  



Focus Shift 

• Focus	  =	  learners	  
• AcEve	  learning	  	  
• Accountability	  for	  the	  learner	  
• Facilitator	  =	  coach	  
• Process	  learning	  



Performance Support Strategy 

Coaching/Mentoring	  

KM	  System	  
Internet	  Portal	  

eLearning	  
Simula9ons	  

Mul9-‐Device	  App	  

Job	  Aid	  

Video	  

Checklist	  



Why is Video Effective?  

• Flexible,	  scalable	  and	  delivers	  a	  clear	  consistent	  message	  
• Visual	  	  
• Repeat	  to	  Remember	  	  
• Repeated	  Exposure	  	  
• Review/Watch	  at	  Your	  Own	  Pace	  
• Create	  an	  EmoEon	  ConnecEon	  



KZO Platform at Time Warner Cable 

• KZO	  provides:	  	  
• Video	  plaWorm	  	  
• Create	  communiEes	  for	  each	  of	  our	  audiences	  	  
• Social	  plaWorm	  with	  chat	  &	  discussion	  
• Synchronize	  addiEonal	  informaEon	  	  
• MulE-‐device	  deployment	  
• Metrics	  tracking	  	  
	  



Video Learning = Competitive Advantage 

Sales	  Audience	  
• Models	  correct	  behavior	  
• Demonstrates	  both	  verbal	  and	  non-‐
verbal	  communicaEon	  

	  
Care	  Audience	  
• Visual	  reference	  for	  equipment	  and	  
applicaEons	  that	  are	  not	  physically	  
present	  in	  the	  call	  centers	  

	  
Installa9on	  /	  Service	  Technicians	  
• Review	  installaEon	  steps	  prior	  to	  a	  
customer	  site	  visit	  

	  



Retail Sales 
Challenge	  
	  
Learning	  soluEon	  that	  could	  
be	  delivered	  in	  an	  
instructor-‐led	  or	  virtual	  
environment	  	  



Retail Sales 
Challenge	  
	  
Recognize	  verbal	  and	  non-‐
verbal	  communicaEon	  while	  
pracEcing	  upselling	  
techniques	  



Business Services
Challenge	  
	  
Build	  understanding	  
and	  rapport	  with	  
customers	  in	  mulEple	  
business	  markets	  



Retention Customer Scenarios 

Challenge	  
	  
Model	  challenging	  
conversaEons	  in	  a	  real	  
environment	  to	  
demonstrate	  
negoEaEon	  and	  
handling	  pressure	  



Cable Procedures 

Challenge	  
	  
Demonstrate	  step-‐by-‐
step	  instrucEons	  on	  
splicing	  cable	  



IntelligentHome App 

Challenge	  
	  
Provide	  just-‐in-‐Eme	  
informaEon	  to	  the	  
technicians	  on	  the	  
different	  components	  
of	  the	  home	  
monitoring	  product	  
suite	  	  



IH App - Curated Video 



Video for Motivation/Impact 



Measuring Performance Support



	  	  	  	  	  	  Security	   	  	  	  	  Search	   	  	  	  	  	  	  Social	   	  	  	  	  	  	  	  IntegraEon	  



Questions? 

Thank	  you!	  	  
	  

Please	  contact	  me	  ,	  Jeff	  Fissel,	  at	  
jfissel@kzoinnovaEons.com,	  with	  
comments	  and	  quesEons	  acer	  the	  

webinar.	  


