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PROVIDER PERSPECTIVE 

Owners Are From Mars
Operators Are From Venus
By Bryan Rader    MediaWorks

J ohn Gray, Ph.D. wrote a great book 
about men and women, trying to 
help both genders better under-

stand each other.  If you understand the 
perspective of the opposite side, you can 
form the basis of stronger, more reward-
ing relationships.

“Without a clear awareness of our 
differences, we do not take the time to 
understand and respect each other.  We 
become demanding, resentful, judg-
mental and intolerant.”  I am not sure if 
Dr. Gray was speaking about men and 
women, or property owners and private 
cable operators.

You see, both sides of this relationship 
have many of the same problems. Both 
sides have different character make-
up.  Owners want understanding and 
Operators want acceptance.  Owners 
want reassurance and Operators want 
encouragement.  Owners need caring 
and Operators need trust.

Wow, this relationship could use a lot 
of counseling.  I wonder if Dr. Gray was 
thinking about our industry when he 
laid out the different perspectives.  We 
can’t be too sure, so consider this the 
“Classic Guide to Understanding the 
Opposite Side.”

Let’s look at the property owner first.  
I refer to them as Martians.  ey look at 
cable and broadband services as an im-
portant component of the product that 
they offer to their apartment residents.  
ey search for operators that will not 
bring problems or complaints.  ey 
recognize that nobody notices their 
decision about a cable operator when 
things go well; they only notice it when 
things go poorly.

Martians want to be respected for 
having the authority to grant you a 

right-of-entry for 300 units.  ey want 
you to listen to their concerns, their 
past experiences with cable companies, 
and the uniqueness of their apartment 
community.  Martians want a special 
program of cable, phone, and Internet 
services prepared just for them, not 
the same proposal given to every other 
Martian.

Martians will spend a lot of time 
talking to various Venusians before 
making a decision.  ey will examine, 
critique, and analyze every aspect of the 
Venusians they ultimately select.  And 
they demand devotion and validation 
for their smart decision after they have 
made it.  Martians want to show the se-
nior Martians on their planet that they 
considered every option, made a wise 
choice and executed a very good deal for 
their team.

Finally, Martians want regular com-
munication from Venusians.  ey want 
back-up data, feedback, and fast prob-
lem resolution.  ey don’t like risk, staff 
changes, or negative press about their 
chosen Venusian.  And, non-response 
is the ultimate lack of respect you can 
show a Martian.  Oh, and they like to 
put on their Mr. Fix-It cap and tell Ve-
nusians how to fix their problems.  “Just 
add HD, or drop your price, or offer a 
faster speed,” are the kinds of “fix-its” 
they might deliver.

Venusians, on the other hand, have 
a different perspective.  PCOs are from 
Venus, where things are quite opposite, 
but they value respect too.  ey rec-
ognize that they are not as big as other 
operators, from, say, Jupiter (franchise 
cable).  ey don’t want to be treated by 
Martians like they are “small-time” or 
“mom ‘n pop.”  ey want acceptance.

And, Venusians like to talk about 
their future plans. ey want to pro-
mote their business plan, their service 
team and their track record. ey also 
want Martians to know other Martians 
they have done business with recently. 
Venusians know that Martians usually 
move together in packs.

Venusians are also impatient. Many of 
them focus on closing the deal; the good 
ones focus on also improving the rela-
tionship after the deal. Past Venusians’ 
failures always get in the way of build-
ing new relationships with Martians. 
Venusians try to distance themselves 
from these experiences and re-direct 
Martians attention to the present time.  
“Don’t blame me for other mistakes 
made on Venus” they might say.

e worst thing a Venusian can do 
is retreat into his cave. Martians like to 
hear from their Venusians, and expect 
quick response and regular communica-
tion. “Hiding in the cave” is not a good 
way to enhance the relationship.

e bottom line is, both planets are 
very different places. e only way to 
build a better relationship is to under-
stand the other side’s perspective.  If we 
do that, we can achieve harmony.

Oh, and one last piece of advice for 
both planets. Don’t do business with Ju-
piter, because “that’s much stupider.” 
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And both can be helped by this Classic Guide to Understanding e Opposite Side


