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Don’t  Throw Away Your Shot : 
Rise Up to Change the Narrat ive 
for  Construct ion Management
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CONSTRUCTION NEEDS WERE ACCELERATING

No Single View of All Work in the Funnel was Available
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WHAT PROBLEM WERE WE TRYING TO SOLVE?

Detailed Cost
of a Job

Business Partner 
Accountability

Construction 
Status Visibility

E2E Workflow 
Management
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A JOURNEY TO A NATIONAL CONSTRUCTION PLATFORM

Consolidation Into 1 Source of Truth Requires Organizational Change

THE CHALLENGE

• Network construction was mostly managed 
by local markets and no one wanted to change 
the way they were operating

• A National Tool meant process changes for 
most Regional teams

• A tool had been in development for some time 
but hadn’t launched yet

In organizational change management, 
do People, Process and Technology

need to move together at the same pace 
to drive change? 
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FINDING THE ”WHY” FOR USERS 

Use a Design Thinking Framework  

Think about 
the community 

of people needed to be 
served, the roles 

they play, the challenges 
they’ll have and what 

they’ll care about

EMPATHIZE DEFINE IDEATE PROTOTYPE TEST

1 2 3 4 5

Based on their 
challenges, identify what 
will that community need, 

what is a problem that 
needs to be solved?

Brainstorm to come up 
with a wide range 

of ideas to tackle the 
problem identified

Build a small proof of 
concept that 

can be demoed, and that 
allows user interaction

Run experiments to test 
the hypothesis, allow 

users to engage 
with the prototypes to vali

date if the idea 
really solves the problem

APPLY A USER-FOCUSED, ITERATIVE APPROACH
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FINDING THE “WHY” FOR CONSTRUCTION

Design Thinking: For Our Construction Teams
APPLY A USER-FOCUSED, ITERATIVE APPROACH

• Construction & Design 
Engineering teams 

• Internal & Business 
Partners 

• Very busy, juggling many 
things, including new 
types of work. 

• Automate where possible 
• Communications & work 

hand-off

EMPATHIZE DEFINE IDEATE PROTOTYPE TEST

1 2 3 4 5

• Need clarity on what work 
is assigned to them 

• Need ability to 
communicate & receive 
work 

• Less manual updates 

• Proactive Network 
upgrade build process

• Invoicing

• Built rapid POCs to allow 
user interaction 

• Invited SMEs from each 
Region to participate in 
Conference Room Pilot 
(CRP) 
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TEST, USING CRP 

Goal

1. To Demo and engage with prototype 

2. To hash out disagreements 

3. Vote on controversial topics, to share their 
voice on issues 

4. Leave with shared commitment, based on 
votes 

Benefit  Building advocates and ”owners” 
in the commitments 

CRP = Conference Room Pilot
INTERACTIVE FOCUS GROUP
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ITERATIVE DESIGN, OVER TIME

A HISTORY OF APPLYING USER-FOCUSED, ITERATIVE CHANGES TO ESTABLISH TRUST IN SCALING KEY 
FUNCTIONALITY FOR OUR USERS.

(Apr) Sphere
Beta Launch

17 18 19 20 21

BUILD INTEGRATE

PROVE SCALE EXPAND

(Jun) Change in 
tool Ownership

(Dec) CRP: Proactive 
Network upgrade 

Workflow Built

(Aug)  Support 
Proactive Network 

upgrade jobs

(Nov) Resi Workflows 
Built, Invoice 2.0

(Dec) Commercial 
Workflows Built

(Jan) C2.0 launches 
w/inaugural Meeting 

(Apr)  1st National
Construction Tool

C2.0 Governance 
Process Refinement

(Sep) Commercial 
Sales Tool 

Integration GA

(Oct) Sphere GA 
Launch

Prove the 
Prototype

(Sept) Beta 
Deployed

Build to Scale

“A history of 
experimentation.”

Build to 
Scale

Build to 
Scale

“2021 optimize 
our resources”

“At scale, process 
must be a product”

(Aug) Time for a 
Pivot: Tool is Born!
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INTERACTING, AT SCALE

Goal

Voice of the Customer and Learning portal solution to 
empower our user community with a platform to become tools 
experts and partners in improving the overall experience

1. Submit and collaborate on new enhancement ideas with 
the user community and Division SME’s

2. Review learning videos & documentation (job aid, 
playbook, release notes, FAQs); register to attend live 
learning sessions

3. Participate in newsletter interviews to share your 
experiences

How to Show Empathy & Build Relationships
PRODUCT OPERATIONS
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ITERATING ON PROCESS: C2.0 CHARTER
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EXPANDING THE SCOPE

Integrations Reinforce the Organizational Change 

Create a 
Job Survey Design Funding 

Approval Permit Construction QC & Audit Job Close

Commercial 
Sales Order

Residential 
Sales Order

Capacity 
Tools

Communities
(MDU)

Field Intake 
Tools

Intake Pre-Construction Construction ReconciliationEstimate/Funding

Field Mobile 
Apps

Pre-Sales 
Survey

Create a 
Request

Pre-Sales Assessment

Design/GIS Tools Warehouse, 
Financial Systems ISP Tools
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IN CONCLUSION

When driving change, you can start small... 

• Technology can be used to push those small, iterative steps into changed behaviors 

• As the new behaviors and their impact grow, your processes will also change 

• When you look back, those incremental changes over time, you will have created a 
Movement 
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Thank You!
Mindy Kang | Yael Futer | Jennifer Smardo

Comcast
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