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Top of Mind for Broadband Leaders
Challenges & Threats

§ Workforce 

§ Cybersecurity

§ Affordability

§ Subscriber Expectations 

§ Major Competitive Threats

§ Commoditization

Priorities

§ Protect and monetize the fiber advantage

§ Win the in-home experience

§ Leverage data and AI 

§ Strengthen community leadership

§ Prepare for the next growth cycle

The greatest threat isn't losing on infrastructure. 
It's winning the infrastructure battle and losing the experience battle.
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Residential
Managed Services Provider
(Ex. Parental Controls)

Broadband Provider

Basic Managed Services
(Ex. Subscriber App)

Managed Wi-Fi Provider

End-to-End Residential 
Managed Services Provider
(Ex. Guardian Plan, Gamer, 
WFH…)

Multi-segment 
Managed Services Provider
(Ex. Residential, Biz, Community, 
MDU)

Provider Evolutionary 
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Customer Experience 
& Loyalty

Business 
Performance

ARPU
Customer Lifetime 

Value (CLV)
Churn Rate

Workforce 
Evolution

First Call Resolution

Call-in Rate

Truck Roll Rate

NPS
Trouble Tickets 

1st 45 days

Market 
Growth Take Rate

11 KPIs to Measure ROI

Key Performance Indicators become the scoreboard

Member/Sub 
Activation

Cost of Acquisition

Time to Value (Install)
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Business Performance KPIs

ARPU

Are we maximizing the value of 
each member relationship?

• Revenue growth
• Service adoption
• Premier tier adoption
• Revenue diversification

• Managed services 
• Network security 
• Outdoor Wi-Fi
• Multi-segment – ex. Farms, 

Businesses, MDU, 
Community, etc.

Customer Lifetime 
Value (CLV)

Churn

How much long-term value does 
each member relationship create 
for your business?

• Long-term financial stability
• Relationship between ARPU 

and customer retention 
• Customer acquisition payback 

period
• Customer satisfaction 

Are we keeping the customers 
we’ve worked hard to earn?

• Competitive pressure/losses
• Customer loyalty
• Customer experience
• Service differentiation
• Long-term profitability
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Pricing vs Customer Lifetime Value

$40/month promo acquisition.  
Churns at 13 months = $480 CLV

$60 acquisition through referral or 
community event. 

Stays for 7 years = over $5,000

Same product. Completely different acquisition motion.
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Pricing & Positioning
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Offer Strategy/Positioning
KENTEC COMMUNICATIONS (KCI)
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Offer Strategy/Positioning
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Offer Strategy/Positioning
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Offer Strategy/Positioning
BEFORE
• 1Gig – 11.7%
• 100M – 88.3%

• ARPU: $60.26

AFTER
• All Access – 27.7% (+16%)
• Connected Home – 23.4% (+23.4%) 

• Essential – 47.3% (-41%) 
• ARPU: $70.96 (+$10.70)
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Business Performance KPIs

ARPU

Are we maximizing the value of 
each member relationship?

• Revenue growth
• Service adoption
• Premier tier adoption
• Revenue diversification

• Managed services 
• Network security 
• Outdoor Wi-Fi
• Multi-segment – ex. Farms, 

Businesses, MDU, 
Community, etc.

Customer Lifetime 
Value (CLV)

Churn

How much long-term value does 
each member relationship create 
for your business?

• Long-term financial stability
• Relationship between ARPU 

and customer retention 
• Customer acquisition payback 

period
• Customer satisfaction 

Are we keeping the customers 
we’ve worked hard to earn?

• Competitive pressure/losses
• Customer loyalty
• Customer experience
• Service differentiation
• Long-term profitability
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The Value of Retention

Source: https://www.signalmind.com/

Cost to Acquire vs Cost to Retain
Increasing 

retention by
Decreasing 

costs by

Probability of a sale to an 
existing customer

Average worth of a loyal customer 
compared to initial purchase
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Market Growth & Member Activation KPIs

Take Rate

Are we maximizing the 
opportunity within the markets 
we serve?

• Market penetration
• Subscriber adoption
• Competitive position 
• Fiber investment returns
• Growth potential

Time to Value 
(Install)

How quickly are we delivering 
on the promise we make to 
customers?

• Service activation speed
• Customer onboarding
• Operational efficiency
• Early customer satisfaction
• Referral generation

Cost of Acquisition

How efficiently are we acquiring 
new customers?

• Sales efficiency
• Marketing effectiveness
• Installation costs
• Promotional spending
• Customer acquisition profitability
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Time to Install (Value)
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Tier 1: Self-Service is the Standard 5 of 5
Tier 1 providers offer

self-install today

P R O V I D E R S E L F - I N S T A L L S E L F - U P G R A D E H O W  T H E Y  S E L L  I T  T O  S U B S C R I B E R S

Verizon Fios Standard Standard
Install on your schedule, no technician visit — kit shipped 
or store pickup  [verizon.com]

AT&T Fiber Conditional Standard Free self-install kit with app guidance — where fiber and 
ONT already in place  [att.com]

Frontier Fiber Standard Standard App-guided step-by-step setup with in-app speed test and 
24/7 chat backup  [frontier.com]

Spectrum Standard Limited Lower cost than pro install ($30 vs. $65), done in under an 
hour  [highspeedinternet.com]

Cox Standard Limited
“Easy Connect” saves ~$100 where the network is already 
active  [highspeedinternet.com]

Why it Matters:  Every Tier 1 pitch leads with the same promise — no appointment, app-guided, on the subscriber’s schedule. 
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Workforce Evolution KPIs

First Call Resolution

How effectively are we solving 
customer issues the first time?

• Customer satisfaction/loyalty 
• Training effectiveness
• Leveraging AI & Support Tools
• Operational efficiency
• Support quality
• Workforce productivity

Call-In Rate Truck Roll Rate

How much effort are customers 
expending to get help?

• Support demand
• Network quality
• Wi-Fi issues
• Product usability
• Self-service effectiveness

How efficiently are we supporting 
customers while controlling 
operational costs?

• Field service costs
• Remote resolution capabilities
• Technician productivity
• Repeat visits
• Service quality
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Customer Experience & Loyalty KPIs

NPS

Would our customers 
recommend us to others?

• Customer loyalty
• Brand perception
• Community reputation
• Referral growth
• Competitive differentiation

Trouble Ticket w/in 45 Days

Are we delivering a successful experience for 
new subscribers from day one?

• New customer experience
• Installation quality
• Wi-Fi performance
• Early service issues
• Retention risk
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Net Promoter Score (NPS)

How likely are you to recommend us to a friend, colleague, or family member?
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Low Quartile High QuartileMid Quartile

Churn (Monthly)
Residential ARPU

% of Calls Escalated to Truck rolls

First Call Resolution

Driving Performance Excellence

Call-in Rate (Monthly)

Trouble Tickets w/in 45 Days

NPS

Take Rate / Market Penetration

Cost of Acquisition

Time to Value (Install)

Customer Lifetime Value
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Every KPI answers a different board-level question, but together they form a 
single economic scoreboard

• Are we growing? (Acquisition Rate, Take Rate)

• Are we creating value? (ARPU)

• Are we retaining customers? (Churn, NPS)

• Are we delivering a great experience? (FCR, Trouble Tickets, Time to Value)

• Are we operating efficiently? (Call-In Rate, Truck Roll Rate, Cost of Acquisition)

When these KPIs move in the right direction, the business is winning. 

When they don't, they tell us exactly where to focus.

Key Takeaway
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Thank you

Caralee Nowak
caralee.nowak@calix.com


