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Elevating the Customer 
Experience
Best Practices from around North America
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Introduction
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Pam Ferguson
AVP Subscriber Experience 

Calix
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Our Customers
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Calix
Innovative communications service providers rely on Calix 
platforms to help them master and monetize the complex 
infrastructure between their subscribers and the cloud.

Calix is the leading global provider of the cloud and 
software platforms, systems and services required to 
deliver the unified access network and smart premises 
of tomorrow.

Our platforms and services help our customers build next 
generation networks by embracing a DevOps operating 
model, optimize the subscriber experience by leveraging 
big data analytics and turn the complexity of the smart 
home and business into new revenue streams.
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We live to empower the Disruptors
§ Visionaries: First to embrace challenges in 

automation, intelligent edge, smart home 
and subscriber analytics

§ Innovators: Fast to adopt new technologies and 
business practices to achieve strategic objectives

§ Diverse: From cooperatives to Global 
incumbents – ILECs, Cable operators, 
municipalities, electric coops, WISPs and more

Brad Moline
Founder, President 
and CEO

Lee Hicks
VP Network Planning
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Our Customers
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The Evolution of 
Broadband Markets
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32% 25%

2000 2005 2010 2015 2020

Bundling Speed Still Speed..
Subscriber
ExperienceAvailability
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Agenda

Elevating the Customer Experience
§ Getting Started: Understanding Your Subscribers

§ Best Practice #1: Wi-Fi = Internet ???

§ Best Practice #2: Offer Carrier-Class Solutions & 
Services

§ Best Practice #3: Educate

§ Best Practice #4: Marketing & Pricing

§ Next Steps 
6
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Getting Started: 
Understanding Your 
Subscribers
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What you know today

SMITH FAMILY
2204 Robin Lane
Madison WI 53715 

• Demographics: 3.2 Children
• Family Income: $65,000-$85,000
• Service Tier: “Basic”
• Monthly Bill: $62



Proprietary and Confidential 9

What you NEED to know
WORK FROM HOME

VPN: 40 hpw,  
Video Calls: 25 hpw

STREAM QUEEN
HULU: 15 hpw

GAMER
Xbox: 18 hpw

SUPER SENIOR
Video Calls: 15 hpw

SMART THINGER
Voice Control: 27/day

SMITH FAMILY 
• Speeds (D/U): 6/1 Mbps
• High Gaming: Yes
• High Social: Yes
• Work-From-Home: Yes
• Data Usage: 370 GB
• Streaming Usage: 280 GB
• Service Limit Hits: 42
• Speed Tests: 5
• Churn Risk: Yes 
• Wi-Fi Score: 2 
• No. of Client Devices: 14
• Smart Home Prospect: Yes
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The Best “Worker” in 2018…
…is not a machine, or an individual, 
of whatever skill or experience.
But if humans and machines work together, everyone wins!
“A weak human + machine + better process was superior to a 
strong computer alone and, more remarkably, superior to a strong 
human + machine + inferior process.”

- Gary Kasparov explaining his loss to 
IBM’s Deep Blue chess computer in 1996.

How bad can too many robots be?
Tesla relied on too many robots to build the Model 3, 
Elon Musk says. Musk agreed with Tesla’s critics that 
there was over-reliance on automation and too few 
human assembly line workers building the Model 3.
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Once I Understand Them… 
How can I Help Them?



Internet Top Features 

Source: Independence Research 2018

 -  5  10  15  20  25  30  35  40

Great downstream performance

Very fast upload speeds

Excellent WiFi coverage

Really good service for the price I pay

The service is very reliable

2017 2018

If you could name one feature that you like most about 
your Internet service - what would it be?

Reliability is key to customer 
satisfaction – overall, speed 
is still important but is 
considered table stakes –
difficult to continue to 
differentiate



Wi-Fi Issues

Source: Independence Research 2018

50.7%

11.3%

20.8%

32.3%

0% 10% 20% 30% 40% 50% 60%

I can't recall having any problems related to Wifi that
impacted my Internet experience

It was hard to connect multiple devices like phones and
printers  to the WiFi

There were critical "dead spaces" where I could not get
coverage or signal was weak

My Internet was much slower than I expected and I think
it was a WiFi issue

WiFi Issues

2018

WiFi is a convenient way to share a broadband connection, but sometimes runs 
into problems. Which of the following WiFi-related issues has your household 
encountered?

Almost 50% of 
respondents indicated 
they encountered having  
WiFi problems 

The perception that WiFi
adversely  impacted 
broadband speed was the 
top issue  



Managed Wi-Fi Awareness

Source: Independence Research 2018

7.9

10.3

13.3

19.1

49.0

 -  10  20  30  40  50  60

My household does not subscribe to managed Wifi but we
would be interested in finding out more about it

I don’t think my Internet provider offers managed Wifi to 
consumers

We don’t subscribe to managed Wifi - and have no interest

My household currently subscribes to a managed Wifi service

I’m not sure what managed Wifi involves

Managed WiFi Awareness 
What is your view of managed Wi-Fi services?

The desire for reliability
and the potential for WiFi
challenges create an 
opportunity for a managed 
WiFi service

– but there is a need for 
customer education
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Subscriber Experience in 2018
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Subscriber Experience in 2019?

15
*2016 Cisco VNI Complete Forecast    **2018 Stake a Claim in the Connected Home: Parks Associates

25% Wi-Fi coverage
Issues caused by:**

Signal blockage 
within the 
premises

Interference
from nearby
Access points

Interference
from non-Wi-Fi
signals

17%
experience 

weekly 
crashes*

79%
Network driven

By OTTV*

50%
of calls related 

to Wi-Fi

37%
Report Wi-Fi 

is slow*

76%
Wi-Fi is the primary 

connection 
technology*
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Best Practice #1: 
Understanding Perspectives
Wi-Fi = Internet
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What else is important? Ubiquitous Wi-Fi

Home Networking Method used to Access Internet in the Home
U.S. Broadband Households

90%

60%

30%

0%
Ethernet Cables 3G/4G Wi-Fi

of U.S. households 
with broadband use 
Wi-Fi for in-home 
connectivity80+%

© Parks Associates

For most consumers, 
Wi-Fi = Internet
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Most home network routers obtained from 
broadband service providers
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Most households use a Wi-Fi Gateway 
provided by their ISP

71%24% 5%

Source: BMMA 2019 Market Research (Canada and US)

Purchased from 
other source

Purchased from 
broadband provider

Don’t know/other
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The 24% of consumers that are looking 
elsewhere for cutting edge technology…
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And there is a dizzying 
array of options

Many consumers would 
rather purchase a 
router/gateway from their 
service provider; 
a company whose
recommendation they trust.
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Popularity of consumer-grade Wi-Fi 
extenders and mesh systems growing
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§ 22% of US broadband households own a Wi-Fi 
extender
§ Extenders generally don’t resolve issues unless hardware 

is optimized to work with the residential gateway.

§ 11% of US broadband households have purchased a 
whole home mesh networking system
§ Relegates the residential gateway to “bridge” mode, 

preventing many TR-069 features

§ Make sure that subscribers are aware that you have 
something to offer
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A better alternative: ‘Managed Wi-Fi’
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Why is Managed Wi-Fi better?:
§ Improve subscriber satisfaction scores
§ Reduce churn
§ Increase revenue
§ Lower support costs

++
ACS/

TR-069

Router/Gateway Wi-Fi Extender/ 
Mesh Wi-Fi
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Transparency and Control in the Home?
What you see today

SMITH FAMILY
2204 Robin Lane
Madison WI 53715 

§ Service Tier: “Basic”
§ Monthly Bill: $62
§ Basic Gateway info
§ Data consumption
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SMITH FAMILY 

§ Wi-Fi Score: 2 
§ Self Heal: Off 
§ Top Application: Hulu 
§ Number of Client Devices: 14 
§ Client Health: Red / Compromised 
§ Signal Strength: Poor 
§ WAN Health: 

Green / Good 

24

IoT Hub

804 Mesh

GigaCenter

Home 
Monitoring 

System
Amazon Echo

Transparency and Control in the Home!
What you NEED to see
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Best Practice #2:
Select Carrier Class 
Solutions & Wrap Services 
Around Them
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Before: Consolidated North Dakota
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“Other Consumer grade 
solutions that were not 
reliable, were hard to 
manage… customers 
would purchase the 

router from us & then a 
year later they’d be upset 
when it stopped working, 
and they got it from us!”

Joel Emter, Consolidated North Dakota
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Best Practice: Leverage Managed Wi-Fi 
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Managed Wi-Fi (started February 1, 2016)
§ Monthly Subscription ($4.99/month)

§ Equipment rental (GigaCenter)
+ management services & support

§ Multiple package options:
§ 1+ GigaCenters for large homes
§ NEW! Calix 804Mesh

§ 29% of customers are using managed router; 4,000+ units
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Challenges of the “old way”
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Off-The-Shelf-Routers
§ Zero control & visibility

= dismal first call resolution
§ Cost of troubleshooting 

= trip charge + hourly
§ Cost of Equipment on an annual or semi-annual basis as 

technology changes = $$$, more than the cost of leasing 
router from Consolidated

Limited control over 
subscriber experience
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Best Practice: Own the Subscriber Experience 

§ 29% take rate
§ 94% retention rate 

(Managed Wi-Fi)
§ 80% of new Internet 

customers have also 
taken Managed Wi-Fi

§ Current Managed Wi-
Fi Annual Recurring 
Revenue: $241K

§ 50% reduction in 
support call times 

§ 50% reduction in field 
technician deployments

§ 95% first call resolution
§ 60% less likely to roll a 

truck
§ 85% faster resolution

= ~$20 saving per 
trouble ticket 

§ reduced installation 
times



Proprietary and Confidential

Consolidated Telecom: Promotions

30
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Consolidated Telecom: 
Managed Wi-Fi is a Win-Win

31
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TbayTel Background

Internet satisfaction key area of improvement in customer 
research studies
Main drivers à Internet reliability, spotty WiFi
Focus: Managed WiFi - increase customer satisfaction and 
maintain churn
Partnered with Calix to launch GigaCenter, 804 Mesh Satellite, 
CSC and CMC
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Best Practice: TBayTel Home Wi-Fi
Connect Hub & Connect Extender
Marketing

33

Mass advertising campaign à

•Out of home, radio, social, print, web, commercial

Webpage updates 

•Dedicated page, detailing features and benefits
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TBay Tel: TBayTel Home Wi-Fi
Connect Hub & Connect Extender
Education

34

Extender self install guide
• Available at retail locations

Extender sales aid

•Distributed in home by installers
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TBay Tel: TBayTel Home Wi-Fi
Results are in

Proactive diagnostics

• Improved call times

• Reduced escalations

• Reduced truck rolls

Increased customer satisfaction 

Increased ARPU

Continued subscriber growth



Proprietary and Confidential

Deliver the best Managed Wi-Fi solution

+ +
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Best Practice #3: 
Educate, Educate, Educate
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Best Practice: Educate
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Educational Tools & Videos
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Best Practice #4:
Go-To-Market
Marketing & Pricing
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Developing the Offer
Determine your Options: 

• Include managed Wi-Fi with every 
broadband package
• Will you charge more for the package? Re-

price your broadband services? Only incl with 
specific levels of service?

• Charge a monthly fee for managed Wi-Fi 
service

• Charge customers if they want to use 
their own router 

• Do you need different levels of service 
(basic, premium, business)

Determine what will be included with 
your Managed Wi-Fi service?

• GigaCenter
• GigaSpire + EXOS
• Mesh Extender
• Free Phone Support
• Free On-site Support

• For wi-fi only or connected devices
• Warranty
• Free Replacement
• Installation or Self-install available
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Best Practice: ABC Managed Wi-Fi
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What are SPs charging for Managed Wi-Fi?
Managed Wi-Fi solutions range from $4.99 - $15/month (installation from $0 - $75)

$9.95-$10/month

$8.95/month

$4.99/month $15/month$7.95/month

$6.95/month
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What are SPs charging for Whole Home (Mesh)?

$3.95/unit

$10/unit

$4.95-$5.00/unit
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Calix Marketing Starter Kit
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Link to dedicated site found from the Calix WISP site: 
https://www.calix.com/solutions/service-providers/wisps.html



Proprietary and Confidential

Service Provider Samples
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Interested in More Info
§ Visit the Calix booth 

today

§ Register: monthly 
webinar series

§ Calix.com: Marketing and 
Educational Materials 

§ Free marketing 
consultation
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THANK
YOU


