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There is no giant step that does it.
It’s a lot of little steps.

Peter A.Cohen

The impact we 
have on each 
other goes a 
long way in 
defining our 
leadership abilities.

Dan Somers

You’ve got the knowledge,
skills and motivation to
make your mark here at AT&T
Broadband. We’re committed to
furthering your development,
increasing your job
satisfaction and helping you
build a rewarding career.
Read on to discover what’s
been implemented with 
the above goal in mind.

If you are interested in
future growth opportunities
with AT&T Broadband, you are
encouraged to contact your
supervisor or manager for
more information.

Keep trying. It’s only from the valley
that the mountain seems high.

Abraham Lincoln



The five-step PMP process. 
1 Clarify AT&T Broadband and system goals. 
2 Set individual goals.
3 Gather performance data.
4 Analyze the data.
5 Provide constructive feedback.

There’s an old saying, “What gets measured
gets done.” Similarly, by measuring employees and
providing feedback on those things that matter
most to the customer, we increase customer
satisfaction. Finally, by
establishing and using
measures that help grow
the business (e.g.
customer retention
procedures), we increase revenue.

Whatever your job classification, you’ll receive
objective evaluation with the Performance
Management Program (PMP), AT&T Broadband
employee appraisal process. The PMP is a
structured plan that provides management with
practical tools to measure, develop and reward
your performance. Standardized job-specific
objectives assist you in planning and meeting
short term and long term individual,
departmental and company goals.
Comprehensive, systematically gathered
performance documentation highlights your
progress. Frequent communication (e.g. quarterly

evaluation) promotes constructive feedback and
finally, a guaranteed annual review informs you
of, and integrates with, clearly-defined merit
increase and promotion opportunities.

To become familiar with all you can gain
through the PMP, ask your supervisor or manager
how you can utilize the program, not only to
leverage the most benefit from your current
position, but also to chart an upward career course.

Installer

Baseline requirements for the
Installer designation include 0-3
months technical experience, a
high school diploma or equivalent
and acceptable completion of
designated practical exams and
the completion of required job
skills and new hire orientation.

Advanced Installer

Advanced Installers must take the
*NCTI Installer Technician
course, pass written and practical
exams, and job performance
standards of the PMP.

Service Technician

In addition to passing relevant
written and practical exams,
Service Technicians must also
execute the *NCTI Service
Technician course or equivalent
training program.

System Technician

System Technicians must pass
written and practical system
exams and complete the *NCTI
System Technician course or
equivalent training program.

Advanced Technician
Besides passing written and
practical Advanced Technician
exams, individuals wishing to
attain this position must complete
the *NCTI Advanced Technician
course or equivalent training
program.

Research has shown that your job satisfaction increases when you know where your

company is headed and how you fit into the overall plan.You want to know specifically

what is expected of you.You desire timely, objective and accurate appraisals of your

strengths and weaknesses, measured against specific, and attainable goals. And finally,

your rewards should be fairly based on actual, documented performance.

Your Needs Are Priority

Standards and structures are important to 
the extent that they meet the expectations and
produce favorable results for all involved. At 
AT&T Broadband, we know that for many
individuals, an ability to continue moving up 
the career ladder is crucial.

In conjunction with the PMP, we’ve developed 
a proficiency program relevant to your respective

AT&T Broadband division. Each job has a set of
defined standards, written and practical exams. As
you voluntarily accomplish established proficiencies 
at your current level, and subsequently meet the
requirements of the position to which you aspire,
you will automatically achieve a higher classification
to that next level position covered by the program.

The AT&T Broadband Customer Service and
Sales Representative (CSSR) Proficiency Program
encompasses the following professional path:
CSSR I, CSSR II and Advanced CSSR. As a self-
promoting process, there are no deadlines with
regard to acquiring established proficiencies; you
may proceed according to your own schedule of
time and increasing talent. As such, your decision
and ambition hold the primary key to accelerated
vertical movement.

Note: Employees within each CSSR classification must complete current

position proficiencies as well as those at the successive level prior to

attaining advanced credentials and benefits.

Expect Objective Evaluation

The Technical Proficiency Path

The CSSR 
Proficiency Path

The AT&T Broadband Technical Proficiency Program
encompasses the following Technical Path: Installer, Advanced
Installer, Service Technician, System Technician, Advanced
Technician and Headend Technician. Like the CSSR proficiency
plan, field personnel may meet requirements and proceed to the
next career level at a self-determined pace. Employees in this job
group may also have the option of challenging the program at
various levels, thus accelerating advancement.

Note: Employees within each Technical classification must complete current
position proficiencies as well as those at the succeeding level prior to attaining
advanced credentials and benefits.

CSSR I

The following are foundational
requirements of the CSSR I
position: New Hire Orientation,
Foundations of Customer
Service and Sales I, and a basic
troubleshooting course.

CSSR II

Requirements of the CSSR II
position include: Part I 
of the AT&T Broadband Office
Operations and Fulfillment
course, and completion of the
NCTI Tech* for Non Tech
course or an advanced
Troubleshooting training
program.

Advanced CSSR

CSSR applicants desiring
advanced placement must take
part in the Leadership Skills for
Frontline Employees program
as well as Part II of the AT&T
Broadband Office Operations
and Fulfillment course.

*NCTI courses may be substituted by other equiva-

lent Technical Training Courses that assure the

attainment of relevant job competencies.

Anticipate Advancement

If we did all the things we are
capable of doing, we would
literally astonish ourselves.

Thomas Edison

*NCTI courses may be substituted by other equivalent

Technical Training Courses that assure the attainment of

relevant job competencies.

Respect for Individuals

Dedication to Helping
Customers

Highest Standards 
of Integrity

Innovation

Teamwork

Our Common Bond


