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Introduction | Pivot from Speed to Experience

Experience 360
Focus going forward is 360 experience for
our customers & employees.

This includes:

• Customer experience in their channel of
choice is the key. This includes onboarding
experience, proactive problem resolution
and the customer journey

• Unification of data and services so that our
employees spend more time with
customers rather than struglling with
complex integration between multiple
systems.

Network
Began the journey with Cable TV
leveraging the network. Layered on
business services, broadband, satellite,
telephony. Broadband has become the
focus with speed being the key service.

The focus of broadband will need to be
the in-home connectivity increasing the
reliabity of Wi-Fi.

PIVOT
As we progress beyond 1Gbps on wireline
we are likely approaching diminishing
value for the short term. Features like
latency and experiences will be key. This
will be similar for wireless as we have
seen with 5G. Speed is often not the key
focus area.
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Experience 360 | Customer Experience

W e b T e c h n i c i a n

C o n t a c t  
C e n t r e

D e a l e r s  &  
P a r t n e r s

D o o r  t o  
D o o r

C o r p o r a t e  
R e t a i l

T V

M o b i l e  
D e v i c e

End-to-End Fulfillment

Target: Start & Finish anywhere

Unified view of customer

Targeted Offerings

Personalized Customer Service

An experience where customers don’t have to start over 
again with every interaction with Shaw, where we know our 

customers and are delivering a personalized, relevant 
experience to them in the channel of their choice.
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Experience 360 | Agent Experience
Unified Customer

Information

Order 
Management

Case
Management

Knowledge
Management

Real-time
Reporting

Digital 
Enablement

Customer 
Interactions

Agent Experience
Advance and modernize our go-to-market
strategy with the introduction of tools &
back-end capabilities to simplify the agent
experience and improve our ability to serve
our customers.

Customer Experience
Build a holistic 360-view of the customer,
surfacing relevant account, service, and sales
data to our agents so they have the
confidence and context they need to
provide great customer service.

Data Activation
Operationalize data through being able to
action on customer insights in simple, yet
meaningful ways to drive better customer
experiences.

Our Agent Experience strategy is 
grounded in bringing together the right 
people, process, data, and technology 
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Unified Customer Platform | Key Drivers

As we look to provide more personalized, convenient & connected 
experiences to our customers, 

these are the key drivers for a Unified Customer Platform:

By bundling Shaw Wireless & Wireline 
services, we expect to increase existing 
household value and create a positive 

experience for the customer via 
bundled service offerings. 

DELIVER SHAW BRANDED 
WIRELESS SERVICES

1

Reduce “swivel chair” experience 
and provide our agents a 360-
degree view of the customer & 

enable better customer experience.

IMPROVING THE EXPERIENCE FOR 
OUR AGENTS & CUSTOMERS

2 3

Modernizing the technology stack 
for fetching & visualizing customer 

data will help Shaw reduce 
customer support call times, wait 

times, and general customer 
experience. 

MODERNIZE TECHNOLOGY 
STACK

+ +
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Search Results
Residential

Unified Customer Platform | User interface

- Ranking of search 
results based on 
relevance scores

- Scoring takes a more-
matches-is-better 
approach

- Terms in search bar get 
applied across account 
name and number, 
authorized users, 
phone, and email. 
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Customer Details
Residential

Unified Customer Platform | User Interface

- Top tops represent a call-to-
action for promoting Shaw 
Mobile services. 

- Below the tabs is a 
summary section that 
provides account and 
payment status.

- Service detail displays 
service start dates, MRR, 
and value plan enrollment.
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Customer Details
Shaw Mobile Alternate Tab Displays

Unified Customer Platform | User Interface
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Customer Details

Unified Customer Platform | User Interface

Wireline Views

Big difference on wireline views is
the ability to page through multiple
service lines
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Customer Details

Unified Customer Platform | User Interface

Business Views
- Shape of data for business 

customers could be much 
different from residential.

- Example of one business 
customer with 241 services.

- See more brings you to a 
detail screen to view all 
services.
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Unified Customer Platform | Solution Overview

High Level Solution Overview Key Highlights

Customer Search
• A single customer search endpoint that will search 

across the entire customer base.
• Distributed search & analysis engine.

Customer Details
• Summary of customer accounts by LOBs
• Quick insights – MRR, Offer Eligibility, Cross-sell 

opportunities

Customer Data APIs
• Data APIs that provide the results that the client 

needs (filter noise)

Customer Data Platform
• Modern & auto-scalable (compute & storage) data 

warehouse
• Leverage existing skillsets within the organization

Customer Account Linking
• Unified customer information from multiple billing 

systems
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Unified Customer Platform | Guiding Principles

Basecamp Like Delivery
Structure work and teams into cycles 

that last six weeks. Right-size the 
sprint cycles.

Right Sizing Teams
Team sizes are kept small. A team is 

two or three people who are 
dedicated to a portion of the product.

Priortize based on value
We could not do everything that we 
wanted to do and do it well. We used 

value-based prioritization to 
determine our MVP & future release 

scope.

API-First Approach
APIs are treated as “first-class” citizen. 

APIs built to be consumed by both 
the client applications & system 

platforms.



© 2022 Society of Cable Telecommunications Engineers, Inc. a subsidiary of CableLabs   |   expo.scte.org 13

Unified Customer Platform | Minimum Viable Product

Data 
Foundation
A SQL data warehouse 
that functions as the 
foundation for data 

aggregation and 
enrichment of customer 

data that can be 
accessed using 

traditional SQL queries.

React Web 
Application
A React Web Application 

that uses the GraphQL 
API to efficiently fetch 

customer data.

GraphQL 
API

A GraphQL API that 
provides some flexibility 
for the client to choose 

what data gets returned.



© 2022 Society of Cable Telecommunications Engineers, Inc. a subsidiary of CableLabs   |   expo.scte.org 14

Unified Customer Platform | Challenges

What shape of data makes 
the most sense for 

querying customers with 
multiple accounts across all 

lines of business? 

How did we normalize 
customer data to make 
searching for customers 

fast and accurate?



© 2022 Society of Cable Telecommunications Engineers, Inc. a subsidiary of CableLabs   |   expo.scte.org 15

Unified Customer Platform | What’s Next?

Search 
Improvements
For customer search we 

would like to add 
synonyms for both 

customer first names and 
alternate spellings for 

address searches. 

Customer 
Device Details

We would like to enhance 
the customer details by 
adding device metrics. 

Device data that’s 
associated with the service 
line is just one example of 

what we are looking to 
develop. 

Real-Time Data 
Load

Move to more of a real-
time data load process for 
customer account linking 

and customer search. 
Identify what subset of  

information is more 
relevant for real-time e.g., 

customer interactions.
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Thank You!
Greg Bone
Principal Architect
Shaw Communications
greg.bone@sjrb.ca
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