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Comcast Launches XFinity Mobile Using 
Spoke News & Rewards
Mobilizes Large-Scale Change at Comcast

resultschallenge

“Spoke has led to increased 
performance for every team 
member. They connect with each 
other in the Community and tell me 
they can’t wait for more training to 
earn more coins!” 

Senior Vice President, Comcast

Increased Speed 
to Competency

centralized & improved 
communication simplified processes

To align hundreds of thousands 
of Comcast employees across the 
nation on operational policies and 
new product information.
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Comcast Corporation
Established in 1963 
Employees: 164,000+ 
Philadelphia, Pennsylvania 
Media and Technology Company 
Sales: $86.9 Billion 

Solutions
• Spoke LMS
• Custom Training
• custom software

5.5x
increase 
in course 

completions

Backstory: Mobilizing Large-Scale Change at Comcast

Fortune 50 media and technology company, Comcast, wanted to develop a 
comprehensive training, communication, and customer service program in order to 
align and empower hundreds of their retail store teams across the nation. 

With the desire to implement an overwhelming amount of new operational policies 
and product information, Comcast partnered with Unboxed to create a holistic 
solution that encompassed training, learning content, communications, custom 
software applications, coaching, and gamification. 

Throughout Unboxed and Comcast’s eight-year partnership to date, Unboxed has 
worked with their Training, Operations, Communications, Marketing, Legal, and 
HR Teams to launch comprehensive programs such as Xfinity Mobile, new pricing 
structures, enhanced sales strategies, etc. 

The following case study takes a deep dive into one of the many successful programs 
that Unboxed partnered with Comcast to develop – the launch of Xfinity Mobile.  

Launching Xfinity Mobile Through Spoke

In 2017, Comcast was launching a new product 
line, Xfinity Mobile, which would provide its 
customers with a new wireless service option. The 
challenge was to align hundreds of their Xfinity 
retail store teams, call centers, and other sales 
channels across the nation to get up-to-speed and 
to drive the new product launch. 

Comcast’s overall goal for the program was to 
create a true customer centric retail location for 
its customers versus the service model of the past. 
This radical change involved changing selling 
behaviors and many operational processes in their 
locations. In order to set their employees up for 
success, they needed a centralized platform to 
deliver information to their retail sales consultants 
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(RSCs). Prior to Spoke, RSCs used email and a handful of other resources to stay up-
to-date, which posed challenges in finding the right information in an organized and 
efficient manner. 

RSCs also needed information that was specific to their market or region, but their 
current communication processes couldn’t accommodate this need, which lead to 
confusion.

Lastly, with so much change that comes with adding a new product line, Comcast 
needed to find a way to motivate their retail employees to complete their training so 
they would be able to clearly and consistently explain the value to their customers. 
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“Working with Unboxed 
has been a sheer 
delight. They have been 
fun, creative, and so 
responsive working with 
us on a transformational 
project for our business.” 
Senior Associate

“Unboxed challenged us 
in a good way. They really 
listened to the requests 
of the team.”
Executive Director

a true partnership

After working together for so many years, Comcast knew Unboxed understood their 
business and could rely on them to successfully launch their Xfinity Mobile training 
through our Spoke LMS. 

Unboxed partnered closely with Comcast’s 
Training, Operations, Communications, Marketing, 
and HR teams to launch the platform by creatively 
designing a new training, communication, and 
rewards program, including the creation of unique 
content, contests, and fun prizes to keep the 
engagement high on the Spoke platform. 

Spoke Features with Big Impact

Having a centralized place for product and store 
updates was critical to the success of Xfinity’s retail 
stores. By utilizing Spoke News, specific groups 
based on geographic location, team, job role, etc. 
received information that was relevant to them, 
saving employees time and reducing the noise. 
Even better, Unboxed created a custom reporting 
portal by specific team and group to quickly 

2.5x
more 
user 

engagement
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demonstrate what elements of the program were working best. 

Spoke News also made it easier for employees to take their initial training, 
troubleshoot any issues that came up in their store or market, and get frequent 
updates along the way so RSCs could provide exceptional customer experience. 

In order to motivate their sales teams to learn about their new product, Comcast 
leveraged Spoke Rewards and developed a program with Unboxed called, “Know & 
Tell.” When RSCs completed a series of required courses and shared a best practice in 
a Spoke Community forum discussion, they could claim their Xfinity Mobile branded 
reward of choice: a water bottle, bag, or towel. 
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for more information
www.unboxedtechnology.com

challenge
aligning hundreds of 
thousands of Comcast 
employees across the nation 
on operational policies and 
new product information.

Training & Technology That’s Different, and Makes a Difference

The functionality of Spoke, combined with the right content strategy and 
training, resulted in a 2.5x increase in non-required activities, 5.5x increase in 
course completions, and 2x in average daily logins. The line between training and 
communication went away. Employees now had access to the tools they needed to 
effectively communicate the value of Xfinity Mobile to their customers. 

Xfinity stores nation-wide are selling Xfinity Mobile, which now has more than 1.2 
million subscribers. Unboxed is proud to have influenced the success of this 
Fortune 50 company.  

5.5x
increase 

in average 
daily logins

Solutions
• Spoke LMS
• Custom Training
• custom software

Unboxed Training & Technology
2201 West Broad Street, Suite 202

Richmond, VA 23220
www.unboxedtechnology.com


