SCTE CASE STUDY
Powerful stories about the value of SCTE and how it strengthens the industry.

Suddenlink SCTE Certification
Suddenlink Communications is the seventh largest cable broadband services provider
in the United States with approximately 1.4 million subscribers. Suddenlink operates in 16 states,
primarily in medium-sized communities. Its corporate headquarters is in St. Louis, Missouri.
Suddenlink traces its origins to February 2003, when its senior management team assumed
responsibility for the American post-bankruptcy assets of Classic Communications, which
served remote suburban areas, smaller towns, and rural communities. Classic’s customers
had been largely deprived of advanced services like high-speed Internet access. The new
management team invested tens of millions of dollars to upgrade Classic systems and
improve the quality and quantity of services they offered.
The company was renamed Cebridge Connections and continued to acquire new cable companies and new cable systems,
including, among others, cable systems previously owned by Alliance, Tele-Media, Thompson, and USA Media, as well as
Shaw Communications’ systems in Texas. In 2006, Cebridge became Suddenlink Communications after the deals to acquire
cable systems from Cox Communications and Charter Communications closed.

The Challenge

A challenge Suddenlink faced as it grew was reconciling the vast differences in positions, policies and procedures that existed
at the acquired operators, and creating a unified workforce that would represent the company to its subscriber base. In 2006,
members of the Suddenlink workforce held 717 different job titles. Many had been through different training programs and had
different installation procedures based on what they learned from their previous employers.
Suddenlink recognized the need to consolidate these positions and to create common procedures for communicating the
Suddenlink brand at every level of customer engagement. Starting “with a blank word document and a blinking cursor” the
company defined positions, training regimens and expectations, including how to onboard employees, how employees should
treat customers, established benchmarks, etc. Among issues addressed:
• How to keep hires through Year One, a period in which they are more likely to leave the company;
• How to give technicians the confidence they need to perform their jobs successfully;
• Establishing training, certification and compensation levels necessary to retain employees;

• Assuring that technicians provide optimal customer experiences.
The findings were the genesis of Suddenlink’s Careerlink program that is designed to ensure that techs who join Suddenlink’s
workforce are properly trained, have a clearly defined career path and have access to the additional training they need to
increase their skills and advance their careers.
From the start, Suddenlink management recognized that one of the critical components of Careerlink would be a way to
validate the core competency of its technical operations team. While some cable system operators have opted to create
proprietary training and certification, Suddenlink saw the value in using certification tests created and administered by a
national standards body that would ensure consistency, accountability and acknowledged industry expertise.

Continued—>

+ www.scte.org

©2014 Society of Cable Telecommunications Engineers. All rights reserved.

• Defining training methods for technicians to install all products and services; and

The Solution

Suddenlink chose the Society of Cable Telecommunications Engineers (SCTE) as the independent, recognized certification
body that would execute testing and certification for Suddenlink technicians. Suddenlink undertook a thorough evaluation
process that considered such alternatives as private vendors, proprietary examinations and Suddenlink-specific versions of
SCTE examinations, but in the end chose industry-standard SCTE examinations for several reasons:
• The need for a universally-accepted measurement system that would support the career paths of
Suddenlink engineering and operations professionals;
• SCTE’s reputation as a standards, training and certification leader that aligns programs with the
needs of cable system operators;
• SCTE’s ability to keep exams up-to-date with changes across the industry; and
• SCTE’s process for defining and guiding certification paths that help Suddenlink employees advance their careers.
Created in association with the operator community, SCTE certifications are based on in-depth testing and ongoing professional development maintenance through continuing technical education requirements. SCTE currently offers 10 certifications,
ranging from Broadband Premises Installer (BPI) for entry-level technicians to specialized certifications for DOCSIS Engineering,
Digital Video Engineering (DEP) and Internet Protocol Engineering (IPEP). All examinations are available online. A complete list
of SCTE certifications is at http://www.scte.org/certification/.
To ensure that engineering and operations professionals remain up to date with technological change, SCTE certifications must
be renewed every three years. This can be accomplished in one of two ways: by completing recertification units from activities
such as additional training courses or by retaking the examination. Renewals must take place within a six-month period before
the expiration date.
At Suddenlink, technicians who do not already hold SCTE certifications are required to attain an
SCTE certification within six months of hiring. Technicians are encouraged to progress through the
first three levels of SCTE certification: Broadband Premises Installer (BPI), Broadband Distribution
Specialist (BDS) and Broadband Transport Specialist (BTS). Opportunities for career advancement
at Suddenlink are directly linked to the level of broadband certification, and technicians receive
bonuses for attaining these three and other non-required certifications. Certifications are among
factors considered in individual career advancement. Once a technician achieves the required certification, demonstrates competence in his/her current position (through performance scorecards)
and is compliant with company policies, the technician can advance to the next level, up to level III.
New Suddenlink hires with no previous broadband experience undergo a 90-day entry program that alternates field experience with classroom training. The program has been designed to give new hires a 360-degree view of the knowledge base,
the practical applications and the real-world conditions that are necessary parts of cable field engineering. “There are always
people who don’t want to work in the heat or the cold or the rain or who get up on a pole, and say, ‘This isn’t the job for me,’”
says Andy Parrott, corporate vice president of technical operations for Suddenlink. Candidates who elect to remain with Suddenlink are required to pass the SCTE’s Broadband Premises Installer examination at the end of their initial training period.
In 2010, three years after beginning the Careerlink program, Suddenlink attained a key milestone when it announced that
every technician who had been with the company for at least 90 days had achieved at least one SCTE certification. That same
year, the company embarked on the next phase of training and development: requiring field managers and field supervisors
to achieve SCTE certification, as well, ensuring that their knowledge base would align with that of their direct and indirect
reports as the industry changes. In 2013, Suddenlink announced that two of its employees were among the first three people
to achieve nine SCTE certifications, the maximum available at that time. Suddenlink technical personnel currently hold nearly
6,000 SCTE certifications.
From a public perspective, Careerlink and SCTE certification have delivered clear benefits for Suddenlink. The company’s
Net Promoter Scores have improved more than 60% since 2007, while its J.D. Power customer satisfaction scores are the
most-improved in the industry during that time. The company promotes and celebrates technical team certifications at its
local offices. Some local system leaders provide hats, patches and business cards that recognize employees’ certifications,
providing customers with tangible evidence of technicians’ expertise and skills.
In addition, the combination of Careerlink and SCTE certification has driven changes within Suddenlink. These include:
• Increased recognition of the professionalism of engineering and operations professionals, and a companywide
understanding that career education is expected of all employees.
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• A competitive spirit that drives colleagues to advance their learning and achieve additional levels of certification. “They
used to talk about football or hunting,” says Milynda Weis, director of technical training for Suddenlink. “Now they talk
about what certification they’re working on.”
• An awareness from engineering and operations professionals both inside and outside of Suddenlink that the company
invests in its people, leading to more loyal employees and attracting quality personnel from the outside.

Conclusion

As part of its effort to provide a workforce that could provide a consistent standard of excellence, Suddenlink integrated SCTE
certification into its Careerlink employee development program. The company has become the first cable system operator to
achieve 100% certification of its technical workforce for employees with 90 days of service or more and to date has attained
nearly 6,000 SCTE certifications overall. Benefits to Suddenlink have included increases in key customer quality metrics, an
increased appetite for learning across the company and reduced churn in the Suddenlink workforce.

PRESS RELEASE:

Suddenlink Tech Team Reaches Training Milestone - August 2, 2010
Today, the Society of Cable Telecommunications Engineers (SCTE) announced that all Suddenlink technicians and installers
who have been with the company for at least 90 days have earned one or more professional certifications from SCTE.
Suddenlink is the first major cable operator to accomplish the feat.
The achievement caps a professional development program started two years ago. Called “Careerlink,” that program was
designed to help Suddenlink’s technical workforce achieve SCTE certifications, boosting their knowledge and skills. Since
Careerlink was introduced, more than 1,500 Suddenlink engineers and other field personnel have earned more than 3,000
SCTE certifications, for an average of more than 125 certifications per month.
“The effects of SCTE certification and our Careerlink program have been felt throughout the organization,” said Jerry Kent,
Suddenlink’s Chairman and CEO. “We made this investment because we know that enhancing the knowledge and skills of
our workforce leads to greater customer satisfaction and improved operating results. We have every intention of continuing
this initiative and introducing similar development programs for other members of our workforce.”
Mark Dzuban, president and CEO of SCTE added: “Suddenlink’s Careerlink program is a template for how cable system
operators can use SCTE certification resources to help ensure that their employees are prepared to provide the best possible
customer experience.”

SCTE: Essentials Knowledge for Cable ProfessionalsTM
Learn more about SCTE Certification at www.scte.org/certification
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