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When a large MSO wanted 
to Reduce Truck Rolls and Time to Repair

“When I pulled up Remote Spectrum on my 
computer screen, they got it, because it’s the 
same thing they were seeing every day on the 
meters they were using. “



INTRODUCTION
As with most major MSOs, one of North America’s largest providers 
of voice and data communications services started out as a pioneer 
in the cable and broadband industry. Today they provide a broad 
range of services including cable television, wireless voice and data 
communications, and high-speed Internet to almost ten million 
subscribers. Keeping it all running is a highly skilled and diversified 
workforce of over 20,000 employees.

THE CHALLENGE
With an operation this large, significant detective work was often 
required in tracking down impairments for their cable and data 
enterprises. Like other operators, the usual method of troubleshooting 
downstream spectrum issues involved  a maintenance technician 
driving to an area, putting out cones, climbing a ladder, opening the 
housing, plugging into a test point, closing it back up, putting everything 
away and repeating until the fault was found. Typically it would take 
doing that whole process 3, 4 or even 5 times and taking up an hour 
or more just for the technician to find the source of the problem. They 
wanted a better solution. To upgrade customer service and satisfaction 
for its five million DOCSIS customers, the provider needed to find a way 
of troubleshooting that would cut down on some of the time and labor-
intensive field work involved with physically connecting to various 
modems and test points to find out where impairments were starting. 

Company executives had connected with ZCorum at a tradeshow and 
realized that ZCorum’s downstream spectrum app, Remote Spectrum, 
looked to be a highly accurate and reliable tool to gain remote visibility 
into the downstream spectrum coming from their subscribers’ CPE. 

The tool was an innovative approach for running a full spectrum 
analysis from anywhere without connecting a traditional meter. 
Viewing and analyzing the spectrum data could be done remotely on 
mobile devices and PCs and the data would display just as it would 
appear on a meter. They discussed the features of Remote Spectrum 
with the ZCorum sales team and realized this could mean an immediate 
and significant improvement in their troubleshooting efforts. 

They decided to take Remote Spectrum for a trial run.

THE SOLUTION
The Remote Spectrum app uses DOCSIS compatible technology in 
newer cable modems and set-top boxes to report the full spectrum 
for all channels (data and video) passing through the CPE. With this 
approach, the provider could streamline their process by shifting the 
emphasis from looking for problems in the field to remote identification 
of the issue before rolling a truck. Rather than spending an hour or more 
finding a problem that takes ten minutes to fix, they could spend five 
minutes finding that same problem with Remote Spectrum and then ten 
minutes fixing. This gives the technician a lot more time to move on to 
the next call. 

Key success factors were:

          •  Accuracy, reliability and ease of use of the tool

          • Avoiding some truck rolls and reducing the duration of others

          • Increasing customer satisfaction and speeding up time to repair

Remote Spectrum complied with the high requirements of quality, 
availability and reliability this busy provider expected. The tool had to 
function properly with a seamless connection to their equipment and 
given the sizable distances between remote locations, high availability 
and reliability was also key. In addition, the tool had to guarantee ease 
of use, enabling their employees to be trained on the tool quickly.

We delivered.

After a successful trial period, the MSO deployed the tool for their entire 
service area. Remote Spectrum is now in use by nearly 300 technicians. 
One group using the tool is a team in the office involved in analysis and 
diagnosis.  According to their Manager, they have an in-house group 
focused on remote analysis and diagnosis. “Our guys in the office are 
not the ones in the trenches climbing ladders. They are finding where 
the problem areas are and then make arrangements for a technician 
to go out and do something about it. Giving them that kind of visibility 
is extremely useful to us.  We can actually connect to various modems 
along the distribution and figure out where an impairment might start. 
So we end up finding the problem really quickly before ever sending out 
a technician.” 

“I have a guy sitting in the office who in the span 
of 5 minutes can get a diagnosis. Sometimes no 
truck ever needs to roll to the field because 
that’s not always where the solution is.” 

FIELD MAINTENANCE TROUBLESHOOTING 
WAS TIME CONSUMING and costly
T HE Y W ERE A BLE TO SHORT EN T HE M T T R ON M A N Y OF T HEIR M A IN T EN A NCE CA LLS BY 

OV ER 70% USING REMOT E SPEC T RUM.



transmitter and a narrowcast transmitter combined onto the same 
cable sent out into the system. The power levels on those transmitters 
need to be the same so that they’re hitting the customers’ CPE relatively 
flat. If they have a narrowcast transmitter transmitting too low, that 
could mean one or more complaints about poor Video quality.
“Before we had Remote Spectrum we’d check levels and send a 
service technician to the home. He would determine that the issue 
was not limited to that home, and a maintenance technician would be 
dispatched to the area. The maintenance tech would trace the issue all 
the way back to the node and eventually determine that the signal was 
being transmitted too low from the headend. That would get a referral 
over to a third headend technician who would actually walk over to the 
rack at the headend, turn the dial up by 10 dB and be done.  Meanwhile, 
three different technicians have been engaged, multiple days have gone 
by, and the customer hasn’t had proper service during that time.”
“Recently with Remote Spectrum we came across a similar issue 
where 8-10 narrowcast channels were very low and we could tell that 
easily in the Remote Spectrum tool based on the fact that the adjacent 
broadcast channels were about 10 dB higher. And, when we checked 
multiple modems on the same node, we found that they were telling us 
the same story, which led us right to the source.”
“In this case, our guy in one of our systems picked up the phone and 
called the headend technician and said ‘Hey, I’m seeing something, can 
you go check the narrowcast transmitter for this particular node.’ It was 
fixed within 10 minutes as opposed to multiple days and multiple truck 
rolls.”

THE FUTURE LOOKS BRIGHT
As part of their future plans they are also augmenting their processes 
to ensure any new CPE under consideration for purchase by them are 
tested and compatible with the Remote Spectrum tool. Integrating 
these procedures into their hardware procuring processes will keep 
their troubleshooting costs down and their customer satisfaction high.

A second group reaping the benefits from Remote Spectrum are the 
maintenance technicians out in the field. “A maintenance technician 
who needs to troubleshoot an issue can see the spectrum from more 
than one modem before he leaves the comfort of the office or from 
his laptop inside his truck,” management noted. “So when he drives 
there he’s driving to the location of the fault, not driving to start the 
troubleshooting process to find the problem. He already knows where 
the problem is, so we’re spending less time finding and more time 
fixing.”

THE RESULTS
Months after the completion of the implementation project, the provider 
is still delighted with the tool, and they have seen some impressive 
results. The outcome of their streamlined troubleshooting process has 
been excellent and satisfaction among the maintenance technicians 
and the customers is high. Remote Spectrum has had a big impact 
on operations costs by avoiding some truck rolls and shortening the 
duration of others. With the average cost of a truck roll running $80-100, 
that means a significant savings. 
“I’d say we’ve easily saved between 45 minutes to an hour per truck roll 
in some cases. That really adds up when you consider the number of 
times we’re able to isolate the source of a problem before we drive to 
an area.”
The operator has also been able to identify and fix some problems 
quickly without anyone having to get in a truck and driving on site 
to run tests. “Normally a maintenance technician at the node or at a 
customer’s premise would have made the exact same diagnosis that we 
can now make from the office with Remote Spectrum, but it would be a 
lot more expensive. Whereas, by using this tool, I have a guy sitting in 
the office who in the span of 5 minutes can get a diagnosis. Sometimes 
no truck ever needs to roll to the field because that’s not always where 
the solution is. The difference is now we know that before we send out 
a truck.”
One example given that made a big impact is the ability to quickly 
verify and correct narrowcast balancing issues. They have a broadcast 

THE BOTTOM LINE
One of the largest service providers in North America needed to enhance its troubleshooting process. They turned to ZCorum. Deploying Remote 
Spectrum transformed their maintenance processes and the results were measurable improvements in productivity, workload, operating costs 
and customer satisfaction.
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