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Summary of Initiative
Experiential learning at Comcast Cable has expanded to become a foundational 
element of employee readiness during the onboarding process and helps close the 
skills gap for newly hired employees. The goal of experiential learning is to immerse 
learners in environments where high emphasis is placed on direct application and 
employees can be released from the learning environment to their jobs with higher 
degrees of proficiency, reduced learning curves and higher employee retention.

The Need
A key objective for Comcast Cable in 2017 is creating great customer experiences for its 
base of more than 29 million customers across the full suite of products and services. 
Comcast Cable has a workforce of approximately 91,000 employees, 63 percent of 
whom are in direct contact with customers — in person, online or over the phone — as a 
regular part of the job. These employees must be able to address customers’ concerns, 
questions, challenges and requests with a high degree of proficiency and confidence 
that will ensure customers are satisfied with each interaction and their issues have 
been appropriately resolved. As a result, employees must be equipped with the skills, 
expertise and tools to perform and deliver the best customer experience. 

The Solution
To ensure employees begin their jobs prepared to support a wide range of 
customer needs, learning experiences are designed so that our employees’ newly 
developed knowledge, skills and abilities can instantly be applied to their day-to-day 
responsibilities. The most effective experiential learning includes some, or all, of the 
following components:

 ~ Apprentice-like opportunities with hands-on training; 

 ~ Simulations and practice opportunities in an environment that is a replica of what 
they will experience on the job; and

 ~ Shadowing of other Comcast employees who are experienced and excel at the skill 
set that is being taught.

Full immersion in and exposure to experiential learning is enabled by supplemental 
content in many forms (e.g., web-based content, self-directed learning, simulations, 
virtual sessions, videos, games). Effective experiential learning helps newly hired 
employees develop knowledge and skills, demonstrate abilities through application, 
and build confidence in our products and services for the jobs they were hired to 
perform.

Outcomes/Benefits
Evaluations of performance measurements of employees onboarded through 
experiential learning have shown consistent and marked improvement, as compared 
to those of employees from legacy classes. Trends after 30, 60, 90 and 120 days indicate 
greater speed to proficiency and better skilled employees, and qualitative feedback 
indicates higher levels of confidence. Experiential learning has affected retention in 
some areas by as much as 20 percent to 30 percent.
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“ Our people are the heart and 
soul of Comcast, and there’s 
nothing more important than 
developing talent as we look 
ahead to what’s next.” 
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