Chien Hao Huang
OL-324
Milestone One
Quality Issue with Comcast
Comcast is the largest broadcasting and cable television company in the world by revenue. It is also the second largest pay TV company after AT&T. Largest home internet service provider in the US, and nation’s third largest home telephone service provider. Comcast company was founded with the purchase of 1200-subscriber cable system in Tupelo, MS (Comcast business). After the first public stock offering from 1972, it has start to grow very fast and provide more product and service till today. Between these years, they have invested from Microsoft, or partnership with Samsung Electronics Co, Ltd to bring the Xfinity Stream into more products. With such a great history and success, this is what we think of Comcast when it comes to its quality “Remember Comcast’s customer rep from hell, who insisted that a subscriber answer a barrage of questions before being allowed to cancel the service? Or the customer who was fired when he complained about a series of billing snafus, and Comcast contacted his boss? Or the technician who fell asleep on a customer’s couch? (Deadline, 2015)”.
Comcast’s biggest problem is their customers support. It is well known that the customer support they provide is very bad, including service providing, and customer care. Comcast is lacking focusing on customers, unlike FedEx who care about their customers. Comcast’s support team do not aware of the people who is doing online chat help or phone call help are lacking of actual experience and understanding of what service they provide. They would only follow a simple standard operating procedure, but nothing will be solved other than a remote restart from their end. Same issue will happen again, Comcast do not follow up or keep track on the ‘how it did happen’ and ‘why it is happening’. The customers service team would not pass down the issues that users faced to product department so they could improve their product. The worst part is communication between customers and employees. Previous mentioned, they will only follow the instructions, but they know nothing more. Furthermore, it is like a loop while have communication with them.
[bookmark: _GoBack]Comcast is lacking of major competitors, even there are some other internet provider, but it’s no doubt that people will choose the most convenient one and hope they do not need to call customer service. What Comcast should have improved is clear out the barrier between departments, epically customer service team and quality control team, so they could have a better feedback and improve their service. Also, a proper training for employees.
