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Making the Most of Managed 
Wi-Fi Opportunities
By Masha Zager

Approximately half of all telco trouble tickets are associated 
with in-home Wi-Fi performance. Whether a customer’s 
router is faulty, obsolete, poorly placed, improperly 
configured or subject to interference from other devices, 
the result is dissatisfied customers and unnecessary 
expense for the service provider. Telcos are addressing 
these problems by offering managed Wi-Fi services.
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By Christian Hamaker, Editor

Here within the Washington, D.C., Beltway, Wi-Fi is ubiq-
uitous. Offices offer Wi-Fi to employees and visitors who 
want or need online access, and businesses advertise the 
availability of Wi-Fi within their establishments.

That availability has become so assumed that Washington, D.C., establishment 
Bread Furst—hoping to keep customers from buying a cup of coffee and then  
hogging a table for hours during the restaurant’s busy hours—doesn’t offer Wi-Fi, 
even though teleworkers still show up. And the Wall Street Journal has picked up 
on the trend, focusing on Birch Coffee in New York City, which abolished Wi-Fi 
more than a year ago, in part because customers complained that the Wi-Fi  
connection was too slow.

But what about people who have a wireless network set up in their homes, 
where they can access the internet without using up precious data as part of their 
wireless plans? What happens when they access their home Wi-Fi network and 
can’t get connected or don’t get the connection speed they expect? 

In “Making the Most of Managed Wi-Fi Opportunities,” Masha Zager writes that 
several analyses of telco trouble tickets show that about half had to do with in-
home Wi-Fi performance. The problem is often on the user’s end, but the broad-
band companies that provide the connection must patiently address 
complaints when customers call to say they’re having issues with their Wi-Fi. In 
many cases, customers have old routers that can’t support faster internet 
speeds or their routers aren’t properly placed or configured. 

One proposed solution: managed Wi-Fi service, offering router placement, 
replacement and servicing as needed, for a monthly fee. Rural broadband pro-
viders implementing such an offering are seeing notable reductions in their 
number of trouble tickets and truck rolls. That’s even more significant given 
that these managed Wi-Fi offerings so far account for a small (but growing) per-
centage of their customer base. 

As Zager’s article states, customers’ increased reliance on Wi-Fi means 
they’ll also increasingly rely on Wi-Fi expertise from their broadband provider—
and that makes for one more business opportunity for your company. Are you 
ready to take advantage of it?

Wi-Fi Complaints: 
How Will You Manage?

Rural Telecom (ISSN:  0744-2548)
Summer 2017

Quarterly, Vol. 36, No. 3
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THE WIRE News and Moves in the Rural Broadband Industry

Develop This Skill 
Within 10 Years, or Else
OUT WITH CODING. IN WITH CREATIVE THINKING.

As automation takes hold in the next decade, jeopardizing employees across 

industries, workers should develop the skill of creative thinking to make sure they don’t 

end up unemployed. So said billionaire Mark Cuban.

“I personally think there’s going to be a greater demand in 10 years for liberal arts 

majors than there were for programming majors and maybe even engineering,” Cuban 

said. He asserted that foreign language and philosophy expertise will be the most 

desirable traits in the future. l Source: time.com

By Christian Hamaker

l

l

l Nomophobia: or “No-Mobile Phobia”—the panic one feels 
when separated from their phone or tablet.

l Technoference: When devices intrude upon meals, con-
versations and leisure time.

l Phantom Ring: The perception that one’s mobile device is 
ringing or vibrating when it isn’t.

l Cyberchondria: An affliction whereby one researches and 
diagnoses their own medical condition through online research.

l Truman Show Delusion: Named after the movie, this is 
the idea that one’s life is being broadcast.

GRAPHICS:  SALVATORE FERRO |  PHOTOS:  B IGSTOCK EXCEPT AS NOTED
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It goes by the name “emotional labor”—manipulating your emotions to meet the 
expectations of others, wrote Olivia Goldhill—and if you’re in the business of pleasing 
customers, you know it well.

But University of Florida Sociology Professor Melissa Sloan said, “The constant 
management of emotion can lead to emotional exhaustion and worker burnout.”

So what do you do when your job requires you to be happy and puts you in a position 
where, Goldhill wrote, “every public interaction is crammed with false optimism and 
forced smiles and cries of ‘awesome’”! 

Complaining isn’t the answer—“it can sound miserly to complain about being 
friendly”—but Sloan said “it’s healthier to demand that everyone be allowed to be sad 
or simply neutral, regardless of profession.” Source: qz.com

Who Is the ‘White 
Working Class’?
We’ve heard a lot since election day 
2016 about the importance of the 
“white working class.” But who are 
they? “It certainly doesn’t match the 

stereotype of the rural, blue-col-
lar worker that has often 

been cited as a typical 
member of the 

white working 
class,” wrote Max 
Ehrenfreund. He 
listed characteris-

tics of the white 
working class that 

show “it is far from 
monolithic”:

l The majority of white  
Americans are working-class, and 
nearly half have more than a high-
school education.
l They don’t live primarily in rural 
America.
l Few of them could be considered 
blue-collar workers.
l They are not culturally conservative.
l They don’t believe education will 
improve their lives.

l Source: washingtonpost.com 

DIGITAL 
DISEASES
The spread of  
digital technology 
has brought with  
it newly coined  
disorders, wrote 
Tammy Kennon. 
Among them:

l Source: theweek.com

Is ‘Emotional Labor’ 
Destroying Us?
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Quitters on the Rise
Employees are quitting their jobs at a 
pace not seen for 16 years.

The quit rate in January 2017 rose to 
2.2%—a level last seen in February 2001. 
Because workers don’t usually quit a job 
unless they’re confident they can find 
another, the higher quit rate is seen as a 
sign of confidence in President Donald 
Trump and the state of the economy.

Another sign of growing economic 
confidence: the employment-to-popula-
tion ratio rose to 60% early in 2017—the 
highest level since February 2009.  
l Source: finance.yahoo.com

Rural America: Where the Writers Are
If you’ve ever dreamed of writing the Great American Novel, consider moving to a rural area. 

Author Ben Rawlence moved from London to the Black Mountains of South Wales four years ago, 

hoping the move would spur creativity. “I have met more writers in these hills than I ever knew in all 

the global cities in which I have lived: New York, Chicago, Nairobi, London” he wrote. 

“Not only has moving away from the city increased my productivity, but I am 

blessed with that rare thing: a fresh view.” Rawlence has even launched a “rural 

book club” for other writers who reside in his area.

“My citybound friends still refer to where I live as ‘the middle 

of nowhere,’ but to me, it increasingly feels like the heart of 

things,” he wrote. l Source: nytimes.com

THE INCENTIVE AUCTION ‘BY THE NUMBERS’
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BILLION
Revenues to 

winning 
broadcast 
stations

84 
MHz

Cleared by the 
reverse auction 

process

175
Winning stations

304
MILLION

Largest individual 
station payout

194
MILLION

Largest non-
commercial 

station payout

30
BAND 

CHANGING 
WINNERS 

(moved to low- 
or high-VHF)

36
WINNING 

STATIONS 
receiving more 

than $100 million

11
NON-

COMMERCIAL 
STATIONS 

winning more 
than $100 million
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$ $

$

R E V E R S E  A U C T I O N F O R W A R D  A U C T I O N

19.8 
BILLION

Gross revenues 
(2nd largest in 
FCC auction 

history)

19.3
BILLION

Revenues net of 
requested 

bidding credits

7.3
BILLION

Auction proceeds 
for federal deficit 

reduction

70
MHz

Largest amount 
of licensed low-
band spectrum 

ever made 
available at 

auction

14
MHz

Spectrum 
available for 

wireless mics 
and unlicensed 

use

2,776
LICENSE 

BLOCKS SOLD 
(out of total of 
2,912 offered)

1.31
AVERAGE 

PRICE/
MHZ-POP 

sold in Top 40 
PEAs

.93
AVERAGE 

PRICE/
MHZ-POP

sold nationwide

50
WINNING 
BIDDERS

23
Winning bidders 

seeking 
RURAL

BIDDING 
CREDITS

15
Winning bidders 

seeking 
SMALL 

BUSINESS 
BIDDING 
CREDITS

$

$

$ $

$

l Source: fcc.gov

2002 20042002 2006 2008 2010 2012 2014 2016

Results from the FCC’s broadcast incentive auction, which the commission said created a first-of-its kind market for 
repurposing valuable broadcast airwaves for nationwide wireless mobile use.
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Start 
Your Smart 

Home for a Song…
Think equipping your home with the technology to make it a “smart home” is expensive? Not so, wrote Tim Savoy. 

While “many nontechnical consumers may be intimidated by these technologies, 
here are a few simple ways to get started without breaking the bank”

…But Beware the Effect of Voice Assistants on Kids
If you buy Amazon’s Alexa, Google Home or Microsoft’s Cortana, track the effect of those “voice assistant” devices on your 
kids. “Many parents have been startled and intrigued by the way these disembodied, know-it-all voices … are impacting their 
kids’ behavior, making them more curious but also, at times, far less polite,” wrote Michael S. Rosenwald.

“Psychologists, technologists and linguists are only beginning to ponder the possible perils of surrounding kids with artifi-
cial intelligence, particularly as they traverse important stages of social and language development,” Rosenwald wrote. “But 
what if these gadgets lead children, whose faces are already glued to screens, further away from situations where they learn 
important interpersonal skills?” 

Rosenwald noted that while today’s kids are being shaped by technology the same way their grandparents were by TV, 
“you couldn’t talk to a TV.” l Source: washingtonpost.com

How U.S. Viewers Watch TV

THE WIRE cont inued

l

“As TV gets grander, some Americans are moving toward smaller 
screens,” wrote Alyssa Rosenberg. But while Americans watch a 
lot of TV, those 18 and older are increasingly watching programs 
on their tablets, smartphones and web browsers. 

Between the first quarter of 2014 and the first quarter of 2016:
l Tablet use rose from 12 minutes a day to 31 minutes a day.
l Smartphone use rose from 47 minutes a day to 99 minutes a day.

Those increases come at a time when American households are 
reducing their number of traditional TVs. Between 2009 and 2015:
l American households without a TV rose from 1.3% to 2.6%.
l Households with three or more TVs fell from 44% to 39%. 
l Source: washingtonpost.com

l 

Find a home automation 
hub, such as Amazon Echo 

or Google Home.

l 

Instead of replacing your 
thermostat, upgrade with 
smart HVAC alternatives 

that slide over existing wiring.

l 

Install smart locks—or better 
yet, have a locksmith or 

trained handyman do this 
important job. 

l 

Swap older light bulbs for 
“smart” bulbs.

continued

+158%
+  111 %

Number of TVs Declines
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Kim Garner is the new  
chief executive officer 
(CEO)/general manager 
(GM) at Randolph 
Communications 
(Asheboro, N.C.). Garner 

was formerly the director of human resources  
at Randolph. As of August, she will have been 
employed at Randolph for 20 years. 

On April 3, 2017, Justin 
Huebner started full time  
at Solarus (Wisconsin 
Rapids, Wis.) as its assis-
tant general manager. 

Marc Carlson is the new  
GM at MTC Technologies 
(Mediapolis, Iowa), replacing 
retired GM Bill Malcom.

Kelly Dyer retired from 
Indiana Fiber Network 
(Indianapolis, Ind.) on  
June 5.

Robert Parisien is GM of D&P Communications 
(Petersburg, Mich.). 

Bobby Williams retired from Millry Telephone Co. 
(Millry, Ala.), and the new GM is Gene Brown. 

Jeremy Becker is the new 
GM/CEO at Northwest 
Communications 
Cooperative (Ray, N.D.) He 
succeeds Mike Steffan, who 
retired last year.

Justin Petersen is the new 
GM at Mud Lake Telephone 
Cooperative Association, 
Inc. (Dubois, Idaho). He 
was previously on the Mud 
Lake board.

Kristi Westbrock has been promoted to assis-
tant GM and chief operating officer for 
Consolidated Telephone Co. (Brainerd, Minn.).

l

C O M I N G S  &  G O I N G S

Billing Solutions for Today’s Telecom Industry

BSS/OSS  ·  Accounting Software  ·  CABS Processing  ·  Integrated Solutions www.maccnet.com |  800.622.2502

Save time and money
with MACC Mobile

We all know time is money and you can 
save BOTH with MACC Mobile. 

Ÿ Techs in the field have access to 
BSS/OSS data using any smartphone 
or tablet computer

Ÿ Create less paperwork

Ÿ Reduce truck roll expenses

Ÿ Deliver faster service to your customers

Call today for a demonstration!
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Follow along at www.ntca.org/socialmedia

#RURALISSOCIAL

•

@RuralED 

Broadband bills gaining 
momentum, recognizing 
access is key to economic 
growth & jobs in rural 
America http://bit.
ly/2rwXHtX 
via @TheHill

                            

                 @SecretarySonny 

At @HouseAgNews, 
supporting rural broadband. 

If young folks can’t stay 
connected, it will be hard 

to keep them living in 
rural America.

    
@matthewberryfcc 

Thanks to FCC majority, 
rural Americans’ phone 

bills won’t go up this 
summer.

@KADGLOBAL

@ATT partnering w 
@FirstNet 2 build first-ever 

nationwide broadband 
network dedicated 2 public 
safety & first responders. 

@ATTPUBLICSafety

                    

@MOhlhausenFTC 

Under my leadership, @FTC 
will continue active/leading 

role on #datasecurity issues—
focusing on matters causing 

concrete harms to 
consumers.

•
@SenJohnThune

Had a productive discus-
sion with @FCC Chairman 
@AjitPaiFCC and telecom 
stakeholders from across 

SD on improving connec-
tivity in rural areas.

  
@BrianHartFCC 

Chairman @AjitPaiFCC oped 
in USA Today tomorrow: 
https://usat.ly/2rsxrO0 

The right path provides both 
internet openness & 
network investment

        
       @MEBroadband

Planning is great, but need 
infrastructure funding to make 
it work. Pass #ld1399 #broad-

band4ME http://maine.gov/
connectme/grants/

community
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Insurance wipeout?
Pick the right wave! Telcom 
Insurance Services Corporation, a 
risk management and insurance 
leader, will smooth your ride.  

Rest assured that a financially strong carrier, 
Great American will provide your policy. And, 
if you experience a claim, it will be handled by 
dedicated adjusters. These seasoned experts 
understand the unique and dynamic nature of 
your industry.

Catch the right wave!

Great American Insurance Group, 301 E. Fourth St., Cincinnati, OH 45202. Policies are 
underwritten by Great American Insurance Company, Great American Assurance Company, 
Great American Alliance Insurance Company, Great American Insurance Company of New York, 
Great American Security Insurance Company and Great American Spirit Insurance Company, 
authorized insurers in all 50 states and DC. © 2016 Great American Insurance Company. All 
rights reserved.

Call Telcom Insurance today
800-222.4664, ext. 1086

Ask for Peter Elliott

@CarrieJohns0n

It was an honor spending 
the day with leading women 
from the rural broadband 
industry and supporting 

tech/telecom women lead-
ers on the Hill!

• 
@Lawrence_Spiwak 

David Cohen: broadband 
adoption remains big prob-

lem/many people have 
access in front of their 
home but still don’t 

sign up.

 

@HealthIsMobile 

 Jesse Ward describes 
@NTCAconnect’s rural mem-

bers & vital importance of 
#telehealth & access to 
#broadband for afford-

able healthcare.

@NextCentCit 

A voice for the country’s 
health care providers and con-
sumers. We need telehealth, 

so we need broadband. 
@JohnWindhausen 

@SHLBCoalition

    

@ahahospitals 

#DYK Rural hospitals 
provide essential health 

services to 57 million 
people?
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YOUR
NETWORK

IS TALKING...

Are you LISTENING?

Enable Intelligent Access with Calix Marketing Cloud
www.calix.com

CONNECTING  THE DOTS

roadband is the infrastructure challenge of the 21st century. That’s a 
line I’ve been hearing, and saying, a lot lately. The ongoing infrastructure 

conversation with policymakers has created another avenue to share our 
members’ challenges and successes with key audiences at everything from congres-
sional hearings to launching the Partners in Broadband website. All the while, our team is con-
necting the dots between call completion, moving the Connect America Fund II auction along, 
exploring telemedicine opportunities and the Universal Service Fund budget control mechanism.

By Shirley Bloomfield

l

Shirley Bloomfield 
is chief executive 

officer of  
NTCA–The Rural 

Broadband 
Association. She 

can be reached at 
sbloomfield@

ntca.org. You can 
also follow her 

blog at ntca.org/
ceoblog.

B

 Finding USF 
Sufficiency
The last few months have been filled 
with advocacy events focused on the 
continued importance of the Universal 
Service Fund (USF) and the need to 
ensure sufficient resources to support 
broadband deployment. Hundreds of 
members of Congress have written the 
FCC about stand-alone broadband sup-
port, including a letter about how the 
budget control is hurting providers’ abil-
ity to offer service despite all of the USF 
reforms. Our members and policy team 
continue to explain the massive nega-
tive implications of the budget control 
mechanism, which has imposed cuts of 
more than 12% in just nine months. This 
lack of predictability makes it even 
harder to justify building going forward. 
Congress and the FCC are listening, and 
we’ll keep pushing for a solution.
  

Pai Takes a Rural 
Road Trip

FCC Chairman Ajit Pai’s continued 
engagement on issues important to 
rural broadband providers is encourag-
ing. In June, he hit the road to visit rural 
communities across the Upper Midwest 
and northern Plains states to learn 
about challenges providers face and to 
discuss how the FCC can help. He had 
the opportunity to meet with several 
NTCA members and learn their stories. 

Creating Partners  
in Broadband
NTCA, along with National Information 
Solutions Cooperative, NRTC and the 
National Rural Utilities Cooperative 
Finance Corp., has launched an effort to 
promote collaboration in rural broad-
band deployment. Whether working with 
neighboring rural electric cooperatives 
not served by NTCA providers or local 
communities left out by large providers 
not interested in providing the service, 
our hope is to find a way to create a 
path of partnerships to bring broadband 
deployment to rural Americans who 
need access to the service. Take a look 
at www.PartnersinBroadband.com.

“The 
effects of a 

[USF] budget 
that has been 

flat for almost a 
decade are finally 

coming home 
to roost.”

—Shirley’s testimony 
before the Senate 

Commerce 
Committee, 

6/20/17

Rural Broadband Is on 
Policymakers’ Minds 
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“The 
effects of a 
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By Christian Hamaker

Mike Becker 
General Manager/Chief Executive Officer
Hartelco
(Hartington, Neb.)

ow big is Hartelco’s service area, and how many 
broadband customers do you reach?

Hartelco is located in Hartington, Neb., and serves 
the county seat in central Cedar County with 255 miles 

of fiber optic cable within our 198-square-mile service area. 
Hartington has a population of 1,550, and in 2014 it won the 
Governor’s Showcase Award as the best town in Nebraska over 
the previous five years for community development efforts. 
Part of those efforts was Hartelco’s completion of deploying 
fiber to 100% of our service area. We currently service over 900 
broadband customers, with the longest loop being about 15 
miles.

Tell us about a recent customer-service challenge and how 
Hartelco addressed it.
We have many day-to-day customer service challenges typical 
of any telco. But with last February came a particular challenge 
focused on the two Hartington school systems that are located 
across the street from each other: Hartington-Newcastle Public 
School and Cedar Catholic Jr.–Sr. High School.

This year we began “live” video broadcasting of local high 
school football and boys and girls basketball games. Since we’re 
100% FTTH and have fiber provisioned at the local football field 
as well as both high school gyms, we are able to broadcast via 
webstreaming and convert it for our IPTV system where our 
customers can watch it at home on their TVs. The response 
from customers has been overwhelming. 

Because of the two school sys-
tems in our small town, there are 
nights when both teams might have 
home games. In that event, we attempt 
to broadcast an even number of games 
for both schools based on the entire sea-
son. Because of conflicts during this last 
basketball season, we had previously broad-
cast two of the Cedar Catholic games and were 
scheduled to broadcast a Hartington-Newcastle 
game on a Thursday night.

A couple days prior to the game, I was contacted by a cus-
tomer informing me that the mother of one of the Cedar 
Catholic girls team members was unable to attend that particu-
lar Parents Night game because she was in hospice at home 
and too weak to attend. The customer, a friend of the mother, 
asked if we could broadcast the Cedar Catholic game so the 
mother could watch her daughter play their last home game of 
the season. Note that the mother had been an All-State basket-
ball player in high school, and led her team to the girls state 
basketball title.

Immediately I reached out to the superintendent at Hartington-
Newcastle schools. He didn’t blink, never batted an eye. He said 
it was the right thing to do to broadcast the game so the mother 
could watch.

We did broadcast the Parents Night game that next evening, 
with the daughter being named the Co-Player of the Game. The 

mother was thrilled that she was able to 
watch her daughter play.

Two days later, the girls state subdis-
trict pairings were announced, and the 
Hartington schools were paired against 
each other in the first round in another 
town outside our service area. 

Again, I was contacted by the moth-
er’s friend to see if we could broadcast 
the subdistrict game so the mother in 
hospice could watch her daughter play. 

H
Because 

of our 
FTTH and our 

technician’s 
skills, we were 

able to grant 
the customer’s 

wishes to 
assist the 

family. 

 FAST AND FURIOUS:
>> Your favorite Major League Baseball player is… I haven’t followed baseball closely in recent years, but 

growing up it was Mr. Hustle—Pete Rose (the player—not the coach).

>> Which is more fun to watch: basketball, football or tennis? Definitely college football—the Huskers!

>> How’d you do with your NCAA brackets this year? Horrible. Sad to say, my wife beat me again.

>> If you didn’t live in Nebraska, where would you call home? Jackson, Wyo., although the older I get, the 
more I like warm weather.

>> Greek yogurt or non-Greek yogurt? Neither! I grew up on a farm milking cows. Nuff said.

A FEW QUESTIONS
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Anna Reifenrath shoots a 3-pointer on Parents 
Night while her mother watched the game live 
from home on Hartelco TV.

Because 
of our 

FTTH and our 
technician’s 

skills, we were 
able to grant 

the customer’s 
wishes to 
assist the 

family. 

How many extra hours did staff put in to make 
that broadcast happen?
Initially, we were leery of committing to the broad-
cast because the other town isn’t served by fiber. 
However, Bill McGregor, our technician, coordi-
nated with the local high school to use their dis-
tance-learning circuit that evening for enough 
bandwidth to transmit the webstream. He did all 
the prep work and manned the video camera that 
evening, while a former coach and I announced 
the game. Our technician put in many hours 
throughout the season learning the quirks of live 
video, and provided invaluable assistance in hav-
ing the sub-district game broadcasted. Between 
phone calls to get permission for the sub-district 
game, the actual prep time and the game itself, 
our staff likely put in an additional six hours. Bill 
went above and beyond as he’d done all year, and 
the broadcast went off without a hitch.

Hartington-Newcastle fans had a “pink-out” 
night for breast cancer awareness in support of 
the Cedar Catholic mother, while the Cedar Catholic 
fans had “Get Well” posters on the walls and in the 
stands. The mother could see it all from the con-
fines of her home. It truly was a community com-
ing together to support a family in need.

Because of our FTTH and our technician’s 
skills, we were able to grant the customer’s 
wishes to assist the family. However, it was the 
last night that the mother would watch her daugh-
ter play basketball, as she lost her battle to cancer 
less than two weeks later. Her husband told me at 
the funeral services that his wife truly appreciated 
being able to watch their daughter’s basketball 
games. l

  
 Your company’s future 
 is riding on your insurer’s 
 financial strength! 
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hen announcing the availability of $500 million in public funding for broadband deployment in his state, 
New York Gov. Andrew Cuomo looked to the past to put the unprecedented investment into perspective. 

“This is infrastructure for today,” he said. “It is Eisenhower’s highway road system of the ’50s. It’s 
what Gov. Smith, what DeWitt Clinton did with the Erie Canal. Broadband is that basic a requirement.”

His words would carry to the halls of Congress and federal agencies more than 300 miles south of 
Albany, where a national dialogue about broadband rivaling roads, bridges and airports as 21st century 
infrastructure would soon catch fire. The foresight of Cuomo and his staff in crafting the country’s most 
aggressive state government effort to close a connectivity gap between urban and rural communities 
would also earn the praise of the FCC chairman and the envy of countless state legislators facing similar 
vexing rural broadband challenges.

A Broadband State of Mind
How New York Set Out to Bring Access to All by 2018 

Much of 
New York 
state is rural 
farmland.
PHOTO: 
SALVATORE 
FERRO

l BY LAURA WITHERS
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Left to right: Gov. Cuomo chats with Bob 
Puckett, Glen Faulkner and Don Bramley; 
MIDTEL Exec. VP/GM Jason Becker (left) 
and President Jim Becker (right) with 
grandmother and company CEO Marge 
Becker (94 years old); Gov. Cuomo intro-
duces his “Broad band for All” initiative; 
Jim Becker (center) and Jason Becker 
(right) accepting Phase 1 Broadband 
Award from Broadband Office Exec VP 
Jeff Nordhaus; Dr. Dennis Deaton pres-
ents to employees of GTel, along with 
members of the surrounding communities 
and strategic partners.

PHOTOS COURTESY NEW YORK STATE BROADBAND 
PROGRAM OFFICE EXCEPT AS NOTED
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On the day of the announcement in August 2016, however, those outcomes were far from sight. 

What was clear was that this action would succeed or fail on the participation of large and small tele-

communications providers serving disparate pockets of the state. The success of the program, which 

is now awarding its third phase of projects, was achieved largely on the eagerness of independent 

telecom providers to serve greater numbers of rural New Yorkers by edging out their networks, signaling 

that with a deep commitment, strong track record of service and public support to offset the extraor-

dinary costs, even the industry’s smallest players can bring broadband to the masses.

‘Game Changer’
Cuomo’s “Broadband for All” initiative made waves for two reasons. First, it brought half a billion dollars 

for broadband deployment and second, it required that projects be completed faster than any state 

program before it, leading Cuomo to call it a “game changer.” The program’s first phase awarded $54 

million to incumbent telecom providers through a reverse auction, followed by $212 million in the second 

phase, which the state estimates will bring broadband to 82,000 homes and 7,000 businesses in unserved 

and underserved census blocks by 2018. New York also petitioned the FCC to allocate $170 million in 

unclaimed Connect America Fund dollars to its statewide broadband efforts. The commission granted 

the request in January. 

Among a bevy of project requirements is the ability to serve a minimum of 100 Mbps download speeds, 

or a minimum of 25 Mbps in the most remote areas, and to complete all major fiber routes by the

M
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you 
can 
KNOW

Some insurance companies do not share your mission of 
connecting rural America. They use confusion as a sales strategy, 
hoping to keep your business by keeping you in the dark.

That is not the Telcom Insurance Group way.

Telcom Insurance Group will treat you with integrity, 
kindness and a commitment to keeping you focused on your 
mission. If you are tired of being kept in the dark, turn to the 
industry leader — owned by companies just like yours.

• KNOW and 
understand your 
coverage

• KNOW what you are 
paying for

• KNOW you have an 
insurance partner 
who understands 
your needs

• KNOW you are 
being taken care 
of by a company 
focused solely on 
your industry

• KNOW how to 
manage your risks

telcominsgrp.com

“Because it’s always been a
matter of trust”

LET’S FACE IT:

NY BROADBAND

The Way to 2018
The program’s requirement that all fiber routes 
be built by the end of 2018 was both motivating 
and pressure-filled for GTel, Midtel and their 
brethren. Coupled with the knowledge that their 
work will dramatically change the lives of their 
customers, Becker and Shelton said the con-
struction milestones have served as a tool for 
continued positivity. 

“The question I get the most today is, ‘Wow, 
can you really do that?’” Shelton said. “And I 
think for the most part it’s a resounding ‘yes.’ 
The intention is to put a gig into every home 
that wants it. We view this as an opportunity 
that is not going to come around again.”

For Becker, the road to 2018 was made a lot 
smoother by years of experience building net-
works, including more than 1,000 miles of fiber 
that Midtel laid through a grant the company 
received under the federal Broadband 
Technology Opportunities Program in 2010. After 
receiving its first grant from New York in 2016, 
Becker leaned heavily on relationships with 
contractors and suppliers he built back then. 

“We kind of got the band back together, 
which is great, because they actually know the 
game,” he said. “There’s no learning curve.”

Another project that benefited from experi-
ence was led by Margaretville Telephone Co. 
(MTC; Margaretville), which participated in New 
York’s first broadband program in 2013 with a 
grant of $2 million that it used to bring more 
than 100 miles of fiber to nearly 2,000 homes in 
the central Catskill mountains. General 
Manager Glen Faulkner credited that experi-
ence with informing several additional grant 
applications and competitive bids totaling about 
$15 million to date.

“Half of our [customer] bills go to New York 
City addresses,” Faulkner said, explaining the 
prevalence of Manhattanite vacation homes in 
MTC’s serving territory. “But there really isn’t 
much industry here, so the fact that we have 
broadband is really transformational to the 
community and us as a company.”

end of 2018. Bidding companies also had to 
show they currently serve at least 500 inter-
net subscribers and had to pay a $100,000 
application fee, which is reimbursed if the bid 
is successful.

“They didn’t want fly-by-nighters,” said 
Jim Becker, president of Midtel (Middleburgh), 
which together with a cable subsidiary was 
awarded nearly $25 million in phases 1 and 2. 
As chairman of the New York State Telecom-
munications Association, Becker worked 
with broadband office staff in 2015 to provide 
feedback on funding requirements, which he 
said made the program better and fairer.

“The broadband office had identified the 
[rural local exchange carriers] as a key player 
in this,” Becker said. “They recognized 100 
years of service in rural markets. They called 
us in early.”

The competitive nature of the reverse auc-
tion also gave more players a shot in areas 
they have never served before, said Jason 
Shelton, general manager of GTel (Germantown). 
GTel was awarded grants totaling more than 
$5 million, which it is using to bring fiber to 
customers within 70 square miles of its exist-
ing service territory and another area served 
by a cable competitor.

“I think some of the larger companies 
really only applied for some of the areas they 
were already in and didn’t necessarily step 
out of their box too much,” said Shelton. 
“Whereas the independents were looking at it 
from ‘Hey, we have an opportunity to dramat-
ically increase our footprint and to step up to 
the plate and do it.’ And that’s exactly what 
our mindset was.”

New York 
Broadband by 
the Numbers
P H A S E  1

$54 
MILLION 

in state funding

25
PROJECTS 

34,127
HOMES 

and 

2,044 
BUSINESSES 

AND COMMUNITY 
ANCHORS 

reached

P H A S E  2

$212
MILLION 

in state funding

52
PROJECTS

10,589 
MILES OF FIBER 

deployed

82,463 
HOMES 

and 

7,051 
BUSINESSES AND 

COMMUNITY 
ANCHORS 

reached

Midtel company 
headquarters in 

Middleburgh, N.Y.

A construction crew hired 
by Midtel (Middleburgh) 
strings fiber optic lines 

as part of a project 
supported by 

New York’s 
broadband 

grants.  

PHOTOS THIS  PAGE COURTESY OF MIDTEL
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Connecting the Future
said, ‘I’m on Kennedy Hill Road and you’re bringing fiber to 
me.’ It felt great.”

The positive word-of-mouth marketing that is gener-
ated by a major broadband build is enough to make even 
the newest members of a telco feel welcome—something 
Shelton and his wife experienced when they moved to 
Germantown from Colorado with their two sons a year ago. 
After a telecommunications career that moved his family 
several times, Shelton now takes pride in walking to work 
and seeing his sons receive more one-on-one time with 
their teachers at a smaller school.

“There’s not a lot of movement into 
Germantown,” Shelton said. “In some ways 
we were a little bit of a spectacle. [The broad-
band project] helped make that transition a 
little easier.”

For Faulkner, the program has been a 
“breath of fresh air” for an industry he said 
needed a jolt of energy. In the last 12 months, 
MTC’s employee base has grown by a third, 
creating a culture of new beginnings and 
reinvention.

“I think it’s a tribute to smaller companies, 
obviously operating in the rural segments of 
the state, who are connected to their commu-
nities, who know how to leverage partner-
ships, who can deliver a really cost-effective 
project,” he said. “And it has been transforma-
tional to our companies.” l

Laura Withers is director of communications for 
NTCA. She can be reached at lwithers@ntca.org.

‘A Breath of Fresh Air’
Moving beyond immediate concerns, small companies 
edging out networks through New York’s broadband invest-
ment have the unique gift of seeing how the new infra-
structure will improve life in the small towns they call 
home. And the promise of making these long-term plans 
become reality has led to some surprising and touching 
responses from the community.

“A couple weeks ago I got a hug from a lady I have never 
met before on Main Street,” Becker said. “She recognized 
me from the paper and asked me if I was Jim Becker … and 
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roadband customers are vocal when their internet service 
fails to meet expectations—and, logically enough, they 
tend to direct their complaints to their internet service 
providers. Often, however, performance and reliability 
problems can be traced to a customer’s Wi-Fi router rather 
than to the internet service itself. Several analyses of telco 
trouble tickets found that approximately half were associ-
ated with in-home Wi-Fi performance, according to 
Nathan Weber, vice president of engineering at Vantage 
Point Solutions (Mitchell, S.D.). In many cases, customers 
have old routers that cannot easily support new, faster 
internet speeds.

Wi-Fi 
Managed 

Opportunities
“My internet is down again.” 
           “Why does downloading take so long?” 
   “I’m not getting the speed I paid for!” 

Making the Most of

l BY MASHA ZAGER



25Summer 2017 RURAL TELECOM

Whether a customer’s router is faulty, obsolete, poorly 
placed, improperly configured, or subject to interference 
from other devices, the result is the same: a dissatisfied 
customer and unnecessary expense for the service pro-
vider. However, tools exist today that can turn this lose-lose 
situation into a win-win scenario, and telcos are taking 
advantage of them by offering managed Wi-Fi services. 

Fewer Trouble Tickets
For a residential customer, a managed Wi-Fi service typi-
cally consists of one or more in-home Wi-Fi routers—
which the provider replaces when needed, just like modems 
or set-top boxes—along with router configuration, place-
ment and problem resolution, all for a fixed monthly fee. 

The biggest gain for the telco is reducing the number of 
trouble tickets. High-quality, up-to-date routers that are 
properly positioned and configured simply don’t cause 
many problems. Weber cites one rural telco that reduced 
overall trouble tickets by 22% in its first year of providing 
managed Wi-Fi. That may not sound like much until you 
consider that fewer than 20% of its customers subscribed 
to the Wi-Fi service. 

Another operational saving is the reduction in truck 
rolls. Even if a customer does experience a problem, soft-
ware that uses the TR-069 protocol can peer into the cus-
tomer’s home network, usually enabling a technician to 
diagnose and repair the problem remotely—sometimes 
even before the customer realizes there is a problem. Some 
management software includes spectrum analyzers that 
can identify the clearest channel in the Wi-Fi spectrum, 
enabling the technician to remotely configure the router to 
use that channel.

In addition to operational savings, managed Wi-Fi gen-
erates a new revenue stream. Because of the savings they 
realize, telcos can charge a modest amount—usually less 
than $10—for managed Wi-Fi services and still come out 
ahead. Customers don’t tend to balk at small monthly 
charges. Dirk Monson, member support manager at Red 
River Communications (Abercrombie, N.D.), said that his 
company’s old wiring maintenance plan was similar in 



26 RURAL TELECOM Summer 2017

concept and similarly priced, so cus-
tomers find the charge intuitively rea-
sonable. “We’re reviving the old and 
packaging it up as new,” he says. 

The details of Wi-Fi plans vary 
from one company to another, indi-
cating that there is flexibility and 
room for experimentation to see what 
works best in each location. All West 
Communications in Kamas, Utah, 
started its managed Wi-Fi service in 
March 2016 because customers were 
“hesitant to mess with their routers” 
when they had problems, said Bridget 
Watkins, All West’s vice president for 
marketing and sales. The company 
saw a need for a solution that custom-
ers “didn’t have to worry or think 
about.” The service is an optional add-
on. Throughout 2016, customer ser-
vice reps promoted the service when 
new customers signed up for internet 
service, and technicians promoted it 
when they were at customers’ homes. 
All West started advertising it at the 
beginning of 2017, and about 10% of 
customers now subscribe. Watkins 
said that, for customers on the man-
aged Wi-Fi service, trouble tickets can 
be resolved 44% faster, and truck rolls 
have been greatly reduced. 

The monthly fee of less than $10 
covers a single router plus service, 
and Watkins said All West is develop-
ing parameters for recommending 
multiple routers for large homes. The 
multiple-router service will be offered 
as a separate, more expensive plan.

Red River Communications charges 
less than $7 per month for up to two 
routers, and it optimizes router place-
ment for each customer’s usage pat-
terns. After a soft rollout, it started 
selling the service in January 2017 
and is getting ready for its first mar-
keting blitz. At the same time, Red 
River stopped supporting third-party 
routers—“It’s a losing battle,” Monson 
explained—and now either refers cus-
tomers to the manufacturer or recom-
mends managed Wi-Fi service. About 
7% of customers have already enrolled 
in the service.

Endeavor Communications in 
Cloverdale, Ind., which has just 
launched managed Wi-Fi, touts its 
technicians’ “white glove” service, 
which “takes the torture out of tech-
nology.” “We have to own the inside of 
the house just as much as we own the 
fiber back to the network,” explained 
Darin LaCoursiere, Endeavor’s presi-
dent and chief executive officer. 

Endeavor automatically bundles 
managed Wi-Fi service with its high-
est internet speed tiers because “we 
want to make sure those customers 
get what they pay for.” The risk of having 
a customer wrongly tell her Facebook 
friends that Endeavor’s gigabit service 
isn’t anywhere close to a gigabit is too 
high. Customers in lower-level tiers 
will have the option of subscribing to 
managed Wi-Fi. These customers are 
less likely to be hobbled by older rout-
ers that can’t support high speeds. 
But on the other hand, LaCoursiere 
pointed out, they are more likely to be 
older, less tech-savvy users who might 
welcome help with router setup.

Endeavor started its launch in the 
“edge-out” areas beyond its tradi-
tional ILEC territory, and LaCoursiere 
said, “We’re basically getting 100% 
take rate on gigabit packages with 
managed Wi-Fi. They see the value.”

To make product and pricing deci-
sions for their managed Wi-Fi services, 
these companies looked at what other 
companies were offering, consulted 
market research reports and even held 
focus groups. Relevant information 
may already be available in-house. For 
example, at All West Communications, 
Watkins said, “We went through the 
historical data to see … what it would 
cost us to support from a financial 
and manpower standpoint. Part of 
reviewing the trouble data was the 
great comments and insights from 
customers and ideas about how they 
would like us to handle it.” 

Beyond the Customer Base
An interesting question is whether 
telcos can market their Wi-Fi 

WI-FI OPPORTUNITIES

An All West Communications technician 
configures a customer’s Wi-Fi router.
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expertise to noncustomers. Watkins said All West isn’t 
considering such a move at present: “We would want control 
of the network and the managed Wi-Fi so the customer 
knows who to come to if there are problems.” Weber pointed 
out that managed Wi-Fi outside one’s own service area 
would have to be an expensive service because there are 
no operational savings to offset the costs. Commercial 

Our commitment to serving rural America has never been 
stronger. Every day CoBank supports rural communities 
with reliable, consistent credit and financial services. 
We can be your trusted advisor to offer solutions and 
lending strategies if you are considering expanding through 
acquisition or construction/upgrade of your network.

We stand ready to partner with you on forward-looking 
projects that help rural America stay competitive.

Contact CoBank today.

AmericA is GrowinG

800-542-8072
www.cobank.com

sites might be interested, he said, but residential customers 
probably would not be.

However, both Red River and Endeavor are considering 
the possibility. “We’ve been asked about it,” Monson said. 
Though, like Watkins, he believes end-to-end ownership  
of the network is preferable, he said that “not all providers 
have the expertise to do managed Wi-Fi”—and the nearby 

city of Fargo is a tempting market.
At Endeavor, LaCoursiere wants to perfect 

the service in the company’s ILEC area first. 
After that, he’ll be ready to think about market-
ing it elsewhere. “With noncustomers, it would 
be more of a consultant situation,” he said. “We 
would evaluate and recommend routers, and 
supply either the router or the knowledge. 
Maybe at some point we could create a virtual 
private network to connect to them and be able 
to see what’s going on.” 

Whatever the decision, one thing is clear: As 
home Wi-Fi becomes ever more critical and more 
complex, customers will increasingly rely on 
experts to manage it. Developing Wi-Fi exper-
tise presents a great opportunity for telcos. l

Masha Zager is a freelance writer. Contact her at 
mashazager@bridgewriter.com.
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Consumers are demanding more of their technology every day—and at a quickening pace. These 
demands open the doors to the greatest innovations our imaginations can dream up. But they 
also come with expectations of peak performance, security and, most of all, reliability. As rural 
broadband providers take on connecting more consumers to the future of technological inno-

vation, the call for meaningful, safe and enjoyable online experiences is more important than ever.
Plot your response at the NTCA 2017 Fall Conference, where a focus on how 

technology is connecting us to the future will advance your understanding of 
emerging trends, threats and opportunities. Register today to draw power and 
energy from a city known for its history but full of technological drive and a 
strong spirit of independence.

High-Impact Learning
How do you stay ahead of the latest innovations? By bringing the leaders of a 
technologically advanced industry together in one location for four days to talk 
“tech.” The conference offers a number of networking opportunities and dynamic 
speakers you won’t want to miss.

l Peer-to-Peer Director Roundtables 
Back by popular demand, our peer-to-peer roundtables are segregated by 
company size, giving you the opportunity to share your experiences, ask 
questions and learn from your peers with similar business operations.
l Hear From Shirley Bloomfield  
NTCA’s chief executive officer will provide insights on the political climate 
and policy initiatives as well as give an overall industry and organiza-
tional perspective that could affect the growth of technology. 

Connecting the future has never been more important.  
Rapid Pace. High Demand. Great Innovations. 

l BY ANGIE TRAN

PREVIEW



l Program Tracks That Lead to Big Ideas 
The can’t-miss lineup of concurrent sessions includes tips on how to harness electrifying partnerships 
and leveraging software to help your operations tackle future challenges. 
l Activities That Drive the Success and Awareness of the Industry 
The Foundation for Rural Service (FRS) hosts two separate fundraising events: a cornhole competition 
and dinner cruise on the Spirit of Philadelphia. NTCA Rural Broadband PAC is offering an all-inclusive 
tour of historic Philadelphia. Add one or all of these activities to your registration and support the industry.

Privacy Is Dead 
It’s the digital age. Information gathering is now at your fingertips and com-

munications are now better than ever, but a business’ reputation can be easily 
changed with a single tweet. Nothing you do in today’s age is private.  How 
do you, as a business owner, protect your business’ reputation? Erik Qual-

man, a digital leader, will project the new rules to the digital reputation and 
how this reputation will affect other aspects of your business. 

Unleash Your Inner Tyrant!
Don’t mistake this keynote as typical leadership training designed to motivate 

your team and staff on the path to great success. Jeff Havens will shock and 
surprise you with his presentation as he walks you through entertaining yet 
effective scenarios of what management should avoid. He’ll cover creating a 

healthy corporate culture, crisis management and change management. 
Improving your business doesn’t have to be boring. Embark on a journey 

through Havens’ content-rich, deeply researched talk, delivered in his unparalleled 
style that will leave you energized.

Discover the City of Brotherly Love
Feel like a Philadelphian as you walk day and night through the vibrant streetscape and immerse 
yourself in America’s Old and New Worlds. Picturesque and friendly streets are lined with parks,  
rivers, shops, public art, restaurants and museums. Make Philly, as the locals say, your home away 
from home for the Fall Conference, and be sure to grab a cheesesteak while there.  l

Rapid Pace. High Demand. Great Innovations. 

Check out 
the full 
program  
and activities, 
and register at 
www.ntca.org/
fallconference.

PH
OT

O:
 J

EF
F 

FU
SC

O 
FO

R 
PH

LC
VB

31Summer 2017 RURAL TELECOM



32 RURAL TELECOM Summer 2017

C
loud/Network DVR (cDVR) stores a video subscriber’s recorded programming at the central 

office instead of at the customer’s home. Some benefits associated with this technology 

include lower set-top box (STB) costs and secure service provider storage of consumer 

recordings. A recent survey of 400 rural North American homes indicated that over 16% of 

respondents would move to a cloud-based DVR service if it were available to them. Given 

the fact that this is relatively new technology with limited consumer knowledge, 16% would 

indicate cloud DVR should enjoy a strong take rate in the future. 

Stanton Telecom Only Offers Cloud DVR

Stanton Telecom is one of the first in the country exclusively offering cDVR from the 

Innovative Systems InnoStream platform. According to General Manager Robert Paden, 

their northeastern Nebraska video subscribers are quite impressed with having such 

advanced technology in a rural area. 

Paden did extensive actuarial research and found a high level of DVR drive failures after 

the third year of installation in the home. The added expense of a DVR STB versus a standard STB and a  

customer’s dissatisfaction after learning that they have lost their recordings made it an easy decision to  

go with a cDVR only model. Another concern is the damage lightning strikes can cause, and Paden said their 

customers have total buy in with the concept of secured storage for their recorded programs. 

Upselling to cDVR Without Service Calls 

Under the STaC-TV brand, Stanton Telecom provides three different tiers of cDVR.

l  20 Hours of HD Recording and two simultaneous recordings

l  50 Hours of HD Recording and five simultaneous recordings

l  100+ Hours of HD Recording and eight simultaneous recordings

A new DVR add-on can run in excess of $400 for the equipment, service call and installation. Paden said 

cDVR is a game changer because the customer can have cDVR added to their service in minutes with a cou-

ple of mouse clicks from their APMAX IPTV middleware’s subscriber management software.

Cloud DVR Lowers Telco Operational Costs 
and Increases Customer Satisfaction

SPONSORED CONTENT

C A S E  S T U D Y

Stanton Telecom
Stanton, Neb. 

Valley 
Telecommunications

Herreid, S.D.
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Over the years, satellite and traditional subscription TV providers have had measurable take rates coming 

from free premium channel weekends. The same tactic can be applied to cDVR. Because all activation is 

completed without a service call, subscribers can be offered a trial period of free cDVR with minimal effort, 

and one can expect that a percentage will want to subscribe to the service. 

Paden believes the capex savings at the initial install and maintenance savings over the long term will 

make cDVR the new business model in consumer video storage. 

Valley Telecommunications Turns Off Record on DVRs 

Another company that has moved to a cDVR only model is ValleyTel in Herreid, S.D. According to Valley Gen-

eral Manager Jeff Symens, “We started off with a cap and grow model by giving cDVR to new customers, but 

halfway through we decided to go all cDVR.” Symens said they changed direction because of inevitable DVR 

hard drive failures and not wanting unhappy customers who would have lost all of their recordings. In order 

to maximize the previous investment on the DVR STBs, Symens said they are no longer enabling the DVR 

record feature, and those units are now functioning like a standard STB. The added benefit for this strategy is 

that customers can still watch DVR recordings made prior to the cDVR migration.

Like Stanton Telecom, Valley is using the InnoStream hardware platform from Innovative Systems and mon-

etizing cDVR based on the number of record streams and storage. Another advantage according to Symens 

is the ease of inexpensively increasing the number of simultaneous recordings for customers based on the 

competition. Symens said that with cDVR, they will always hold the trump card when a competitor increases 

their record streams.

One feature that has been popular with Valley’s customers is Restart TV, which is included with the cDVR ser-

vice. The two together give subscribers the ability to use Restart to go back to the beginning of a program 

and then use cDVR to record it for later viewing.

For Valley, the two drivers for cDVR are protection of customers’ recorded content and cost savings of single 

stream STBs over DVRs. 

This is an example of two rural companies that have embraced a new technology that has lowered their 

capex and opex while increasing customer satisfaction. At the very least, anyone who is in the video busi-

ness should investigate deployment options for cDVR.
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Valley Telecommunications, 
Herreid, S.D.



34 RURAL TELECOM Summer 2017

WINNERS CIRCLE

NTCA–The Rural Broadband Association awarded 23 member companies with TeleChoice Awards on May 1 
during the 2017 PR & Marketing Conference in San Diego, Calif.

The annual awards program honors excellence in member telco public relations and marketing. Entries in 
seven categories—annual report, complete branding campaign, complete marketing campaign, customer 
newsletter, local video content, single-target print publication and website—were judged on innovative strate-
gies, design, writing, creativity and other elements specific to each category. In each category, a winner was 
selected from three divisions based on the number of access lines served by the entrant and two production 
divisions: “in-house” and “outsourced.”

NTCA Chief Executive Officer Shirley Bloomfield congratulated the winners and participants for their incredible 
work. In a press release, Bloomfield said, “The marketing efforts of NTCA member companies continue to play 
a critical role in educating and raising awareness of communications technologies, services, initiatives and 
issues that impact the vitality of rural communities and our nation.”

Winning entries include campaigns that increased rural consumers’ adoption of higher internet tiers, with 
speeds of up to 1 Gbps, and print and digital material touting the telcos’ histories and commitment to their 
communities.

By Jonah Arellano

l 1–5,000 Access Lines   l 5,001–10,000 Access Lines   l 10,001 + Access Lines

A N N U A L  R E P O R T

l West Central Telephone Association  
(Sebeka, Minn.)

 In-house Production

l NineStar Connect    
(Greenfield, Ind.)

 In-house Production

l Nemont Telephone Cooperative Inc.  
(Scobey, Mont.)

 In-house Production

l SkyLine Membership Corp.   
(West Jefferson, N.C.)

 Outsourced Production

Innovation 
in Rural 
Telecom 
PR and 
Marketing

For more 
information, 

visit 
www.ntca.org/

awards.
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C O M P L E T E  M A R K E T I N G  C A M PA I G N

BTC Broadband  l
(Bixby, Okla.)

In-house Production

Arctic Slope Telephone Association Cooperative, Inc.  l
(Anchorage, Alaska)

Outsourced Production

NineStar Connect  l 
(Greenfield, Ind.)

In-house Production

Silver Star Communications  l 
(Freedom, Wyo.)

Outsourced Production

KPU Telecommunications  l 
(Ketchikan, Alaska)

Outsourced Production

Paul Bunyan Communications  l
(Bemidji, Minn.)

In-house Production

Farmers Telephone Cooperative  l
(Kingstree, S.C.)

Outsourced Production

C O M P L E T E  B R A N D I N G  C A M PA I G N

DirectLink  l
 (Canby, Ore.)

In-house Production

Golden West Telecommunications  l 
(Wall, S.D.)

In-house Production



Now Accepting Nominations. Deadline: August 18

Amplifying Excellence in the Rural Broadband Industry.

We all know someone who’s made an impact within their 

rural community or the broadband industry. Now is the 

time to celebrate their excellence by nominating them in 

one of the eight NTCA Excellence Awards categories.

 

For more information and to submit your nomination,  
visit www.ntca.org/excellence.
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WINNERS CIRCLE

C U S T O M E R  N E W S L E T T E R

l Golden Belt Telephone Association, Inc. 
(Rush Center, Kan.)
In-house Production

l Arctic Slope Telephone Association   
Cooperative, Inc. (Anchorage, Alaska)
Outsourced Production

l Pioneer Communications 
(Ulysses, Kan.)
In-house Production

l Alliance Communications Cooperative  
(Baltic, S.C.)
In-house Production

l West Carolina Rural Telephone   
Cooperative, Inc. (Abbeville, S.C.)
Outsourced Production

l 1–5,000 Access Lines   l 5,001–10,000 Access Lines   l 10,001 + Access Lines

L O C A L  V I D E O  C O N T E N T

l Huxley Communications Cooperative  
(Huxley, Iowa)

 In-house Production

l KPU Telecommunications   
(Ketchikan, Alaska)

 In-house Production

l DTC Communications    
(Alexandria, Tenn.)

 In-house Production

continued



Now Accepting Nominations. Deadline: August 18

Amplifying Excellence in the Rural Broadband Industry.

We all know someone who’s made an impact within their 

rural community or the broadband industry. Now is the 

time to celebrate their excellence by nominating them in 

one of the eight NTCA Excellence Awards categories.

 

For more information and to submit your nomination,  
visit www.ntca.org/excellence.



Your NTCA membership includes resources and benefits that will propel your business and employees to 

the next level of success. Our Business Solutions provide a one-stop shop to help you meet your goals. 

Whether you need insurance and benefits, HR services, board training and development, or connections to 

program partners, NTCA Business Solutions can be the answer to your needs.

Insurance & Benefits 
Our exceptional benefits  
program provides your  

company with comprehensive 
group health and retirement 

plan options.

Our HR experts deliver  
customized management  
services. From executive  
searches to training, our 
team will help you achieve 

employee excellence. 

Craft a continuing  
education plan for your 

board. With our wide range of 
modules, we’ll help customize 

a curriculum to meet your 
specific needs.

HR Services Program Partners 
In partnership with vetted  

service providers, NTCA helps  
you operate more efficiently with 

shipping solutions and cyber  
risk management tools at  

reduced rates. 

Board Training 

For more information visit www.ntca.org/BusinessSolutions  
or contact your Member Relations Manager.

We can help guide  
your business  
in the right  
direction.

WINNERS CIRCLE l 1–5,000 Access Lines   l 5,001–10,000 Access Lines   l 10,001 + Access Lines

continued

S I N G L E - T A R G E T  P R I N T  P U B L I C A T I O N

l Golden Belt Telephone Association, Inc. 
 (Rush Center, Kan.)

In-house Production

l Pioneer Communications   
 (Ulysses, Kan.)
 In-house Production

l All West Communications Inc.  
 (Kamas, Utah)
 Outsourced Production

l SkyLine Membership Corp.  
 (West Jefferson, N.C.)
 In-house Production

l  West Kentucky and Tennessee   
 Telecommunications Cooperative 
 (Mayfield, Ky.)
 Outsourced Production

W E B S I T E

l  RiverStreet Networks  
 (Wilkesboro, N.C.)
 In-house Production

l  DirectLink (Canby, Ore.)  
 In-house Production

l  Chariton Valley Telephone Corp.   
 (Macon, Mo.)
 Outsourced Production

l  STRATA Networks 
 (Roosevelt, Utah)
 In-house Production
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Your NTCA membership includes resources and benefits that will propel your business and employees to 

the next level of success. Our Business Solutions provide a one-stop shop to help you meet your goals. 

Whether you need insurance and benefits, HR services, board training and development, or connections to 

program partners, NTCA Business Solutions can be the answer to your needs.

Insurance & Benefits 
Our exceptional benefits  
program provides your  

company with comprehensive 
group health and retirement 

plan options.

Our HR experts deliver  
customized management  
services. From executive  
searches to training, our 
team will help you achieve 

employee excellence. 

Craft a continuing  
education plan for your 

board. With our wide range of 
modules, we’ll help customize 

a curriculum to meet your 
specific needs.

HR Services Program Partners 
In partnership with vetted  

service providers, NTCA helps  
you operate more efficiently with 

shipping solutions and cyber  
risk management tools at  

reduced rates. 

Board Training 

For more information visit www.ntca.org/BusinessSolutions  
or contact your Member Relations Manager.

We can help guide  
your business  
in the right  
direction.
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Let’s start with Madagascar. How did you 
get involved with this project?
I was asked by the National Cooperative 
Business Association (NCBA-CLUSA) to 
participate in their program called “Farmer 
to Farmer.” It is designed to bring volun-
teers to developing countries to share their 
expertise in areas such as agronomy, soil 
management and cooperative manage-
ment.

In this case, they’re forming a new 
farmer’s co-op in Madagascar that grows vanilla. The farmers 
there frequently get the short end of the stick because middle-
men brokers come in and lowball the price then turn around 
and make big profits selling to exporters. The co-op will cut out 
that middleman so that they can sell directly to the exporters. 
This is similar to what grain farmers did in the United States 
during the 1930s. This empowers the farmers, generates a bet-
ter price for their product and improves their quality of life.

So, you are starting with the co-op basics: the seven Roch-
dale principles? 
Yes, absolutely. We translated the Rochdale principles to Mala-
gasy and put them on the wall at every meeting. I remember 
one meeting, a farmer who was undecided about joining the 
co-op asked, “What is the co-op going to do for me?” I turned to 
another farmer in the room and said, “François, you grow 
oranges. When you plant an orange tree, do you expect it to 
give you fruit right away?” and of course he answered, “No. We 
have to nurture the tree, let it grow, and then we get oranges.” 
And I said, “And the co-op is the same way.” You have to give to 
the co-op before the co-op gives back to you.

dam Schwartz is the founder and principal of The Cooperative Way, a consulting firm dedicated to 
assisting cooperative businesses succeed. We caught up with him in our Arlington office just after he 
got back from his trip to Madagascar, where he worked with vanilla bean farmers to establish a new 
agriculture cooperative.

By Mark Marion

All Companies 
Can Embrace a 
Servant-Leader 
Mentality
A Q&A With Adam Schwartz

l

Mark Marion is 
director of Training 
and Development 
at NTCA. Contact 
him at mmarion@

ntca.org.

A

TRAINING DAYS Insights From NTCA’s Training & Development Team

Are there business practices that for-
profit companies and cooperatives can 
learn from each other?
When co-ops are performing well they treat 
their members like customers: they respect 
them, listen to them and offer the services 
they need. Long-lasting, for-profit compa-
nies treat their customers like members: 
forging deep connections with customers 
and building brand loyalty. 

Of course, in either business model, you 
need to make money. If revenues don’t exceed expenses, then 
we’re not going to be here to do good things for our communi-
ties. But I believe that if companies embrace a servant-leader 
mentality, do the right thing by the customer, focus on the busi-
ness at hand, and act as good community players, the profits 
take care of themselves.

How well does the cooperative business model fare as you 
look to next-generation board directors and co-op members?
The cooperative is the best business model on earth; we just 
need to act that way. It has broad appeal to all generations, but 
especially to millennials. A young person recently asked, “You 
mean to tell me there are utilities out there where the custom-
ers own them? That’s so cool, how do I start one?!”

So, this resonates with younger generations. If they are 
asked to serve and they feel valued, they will answer the call. 
And by being involved, they will be much more likely to stay in 
their rural communities. Current board members need to begin 
succession planning not to put themselves out of a job, but to 
ensure their legacy is secure and the co-op will thrive through 
future generations.
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What’s the secret ingredient to get telco and 
electric co-ops working together?
Self-interest. It sounds counterintuitive when we’re 
talking about co-ops, but look at why cooperatives 
got started: it was really a blending of individual 
self-interests. What I like to say about the co-op 
model is that it answers the question of “What’s in 
it for me?” with “What’s in it for we?”

If I were working with two co-ops in the same 
rural area I’d say, “What is our mutual self-interest? 
Rather than being competitive, how can we collab-
orate to make sure we get it done efficiently while 
ensuring we all benefit?”

Could the ag co-ops or the credit unions be addi-
tional players in that?
Absolutely! I’ve participated in what we call “kum-
baya” co-op gatherings where we come together as 
a community, to identify business reasons to work 
together. For example, I’ll ask the co-ops, “Do you 
have any members behind on their bills?” (That’s a 
guaranteed groan line.) Well, maybe we should be 
partnering with the credit union to do some finan-
cial counseling and budgeting education—helping 
our members so they prioritize their local compa-
nies that help the community thrive. We’ve all got 
to work together. We’ve all got to figure it out. If 
being a co-op or being locally owned is the glue 
that unites us, then let’s start there. l

l 

July 9–11, 
2017

Southeast 
Regional 

Conference
Omni Amelia 

Island Plantation 
Resort, Amelia 

Island, Fla. 

Coming Up...

l 

July 23–25, 
2017

Southwest 
Regional 

Conference
The Westin 

Kierland Resort & 
Spa, Scottsdale, 

Ariz.

l 

August 13–15, 
2017 

North 
Central 

Regional 
Conference
Sheraton Sioux 

Falls & 
Convention 

Center, Sioux 
Falls, S.D.
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August 20–22, 
2017

Central/
Northeast 
Regional 

Conference
Coralville Marriott 

Hotel & 
Conference 

Center, Coralville, 
Iowa
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August 6–10,
2017 

Power Week
Omni Grove Park 

Inn, Asheville, 
N.C.

l 

August 21–24,
2017 

Finance & 
Accounting 
Conference
Caesars Palace, 
Las Vegas, Nev.

l 

September 
24–27, 2017 

NTCA Fall 
Conference

Marriott 
Philadelphia 
Downtown, 

Philadelphia, Pa.
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connecting the world

Software Solutions
Order Management
Plant Inventory & Assignment
Auto-Provisioning/Activation
Trouble Ticketing
Workforce Management
Billing & Revenue Management

 CLICK :  www.saskte l internat ional .com  |  EMAIL:  in fo@saskte l internat ional .com 

Professional Services
Strategic Consulting
Network Consulting
Operational Effectiveness
Managed Services

Visit our website today to schedule an Introductory Call!

 

Growing rural communities...

through trusted advice and solutions. 

OPTIMIZE YOUR NETWORK                                  

INCREASE REVENUE
TRANSFORM CUSTOMER EXPERIENCE

Our goal at SaskTel International is to help make managing your rural 
telecom easier, so that you can make the lives in your communities better.

As a rural telco, you have a lot on your shoulders.  Being able to provide high 
quality broadband access and other services influences the growth of your 
community.  Telecom services is needed for better healthcare, education, 
business and agriculture, but you’re running into roadblocks.  Delivering 
services is costly due to low population density, and rugged terrain makes 
deploying networks a constant struggle.  We understand where you’re coming 
from because we’ve come from the same place.

Over the last 30 years, we’ve been leveraging the expertise and experience of 
our parent company, SaskTel, a quad-play provider, to help rural telcos just like 
yourself to grow.  SaskTel has been deploying services in rural areas for over a 
century, and have enjoyed watching the growth of each community.  We 
welcome the opportunity to help you grow as well.
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Page Advertiser Phone  Website

15 Calix 707-766-3000  www.calix.com

28 CoBank 800-542-8072  www.cobank.com

41 CommSoft 888-COMMSOFT www.commsoft.net

2 Finley Engineering 417-682-5531  www.fecinc.com

7 GVNW Consulting 503-612-4400  www.gvnw.com

27 Huawei Technologies USA 702-493-6142  www.huawei.com/us

48 Innovative Systems, LLC 605-995-6120  www.innovsys.com

11 Mid America Computer Corp. (MACC)   402-426-6222  www.maccnet.com

5 National Information Solutions Cooperative (NISC) 866-999-6472  www.nisc.coop

29 Power & Tel 901-324-6500  www.ptsupply.com

17 QBE Farmers Union Insurance 800-669-0622  www.farmersunioninsurance.com

42 Sasktel International 877-242-9950   www.sasktelinternational.com

13, 21 Telcom Insurance Group (TIG) 800-222-4664  www.TelcomInsGrp.com

3 Toly Digital  561-694-8655  www.tolydigital.com

22 Zyxel Communications 714-632-0882 www.zyxel.com

Ad Index Summer 2017

Ready to Retire? Financial Planning Tips
l

Five Years of Smart Rural Communities
l

Overcoming the Recruiting and 
Retention Challenge

To submit article ideas, send proposals 
to the editor at 

publications@ntca.org.

IN THE
NEXT
ISSUE  l Check out the 

Rural Telecom Solution 
Providers Directory at 
www.ntca.org.

 l Visit our website at 
ruraltelecom.org
The Rural Telecom 
website includes the 
digital edition of the mag-
azine, exclusively  for sub-
scribers, and 
articles that can be 
enjoyed by all visitors. 

 l For advertising   
information, contact
703-351-2089 or 
SALES@ntca.org.



The Potential-‘Itys’ Within 
Workforce Management

SPONSORED CONTENT
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L
ast November, one of Mapcom Systems’ clients went live with their implementation of M4 Workforce 

Manager. The client is an NTCA member and innovative leader in the rural telecommunications field 

with a service area that spans significant parts of an 80 x 100 mile rectangle in middle America. 

They have over 45,000 co-operative members and face challenges that come from managing a 

workforce that must support their needs.

After just four months, they saw significant benefits across their day-to-day operations. These benefits can 

be classified by the extra abilities, the “Itys,” they afford operations. 

l  Simplicity

l  Functionality

Simplicity The move to M4 Workforce Manager and M4 Mobile Tech simplified the 

field equipment that technicians needed to bring with them and the 

screens within the application that users interacted with during their tasks. The total number of keystrokes 

was reduced, saving time for employees. The cross-platform simplicity in the interface reduced the amount 

of training needed for staff. Technician routing is now handled in the workforce platform and tasks are auto-

matically spawned for technicians from trouble tickets or service orders.

Functionality The benefit in increased functionality of the workforce plat-

form enabled new efficiencies. Field technicians automati-

cally provision customer equipment with button presses in Mobile Tech. Techs no longer need to manually 

create service orders in the field. They can cater to extreme one-off business demands. Now OSP designers 

close their tickets in the field as they complete them rather than delaying until a return to the office.

Visibility Management and executives gained new visibility into the entire workforce, 

including contractors. The workforce platform provides reports on all techni-

cian activities. Managers can see the entire workload for the day and adjust routes for each technician to 

accommodate them more efficiently. The platform also highlights all the tasks that are associated with a 

service order or trouble ticket and allows the viewing of those tasks’ status.

l  Visibility

l  Manageability

l  Accountability

l  Profitability

l  Flexibility
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Manageability The visual nature of M4 Workforce Manager allows supervi-

sors to see problems as they occur, like techs running over 

allotted times on a service order or trouble ticket, or jeopardies that might prevent a successful install. The 

drag-and-drop interface has also made it easier to assign tickets in “Storm Mode” when a large influx of 

trouble tickets occurs. The result has been a reduced lead time to reach their customers and fulfill those 

customers’ needs. 

AccountabilityThe platform gives a complete audit trail for the full life-

cycle of order and ticket management. It has also 

helped their accountability to their customers, since they no longer need to “open dispatch,” meaning they 

can give a customer an appointment time on the first call. The majority of the time, under the new platform, 

they are able to see customers on the very same day.

ProfitabilityThe capability to book customers to “same-day” appointments has 

helped close new opportunities. The MTTI, “Mean Time to Install,” has 

dropped drastically after the move to M4 Workforce Manager. Through just four months of live operation on 

M4, the MTTI has reduced year over year by an average of 40%.

FlexibilityWhen the situation calls for it, the new workforce platform allows the 

incorporation of contractors with little training or setup on the new system. 

Additionally, technicians can be rerouted and notified through their device without the need to be contacted 

with a phone call.

All of the “Itys” add up and make a dramatic difference. That materialized visibly when the client had to 

manually upgrade the firmware of over 7,400 ONTs in the field. This special unanticipated demand on their 

workforce would have significantly impacted continuing day-to-day operations. First, the ease of M4 allowed 

the hiring of 15 external contractors to help. Second, they no longer need to manually type up each ONT as a 

service order—with M4 the system automatically generated them, saving over 600 man hours and a 3-foot-

high stack of paper. There is a lot of potential in all those “Itys.”

FOR MORE DETAILS, CONTACT US 804-743-1860, OR JCRAWFORD@MAPCOM.COM.

The MTTI 
is the mean 
time to install 
services. The 
year-over-year 
MTTI reduction 
has resulted 
in delivering a 
better customer 
experience.
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By Christian Hamaker

TRENDING

News consumption across all media jumped 18% in 2016, powered by more cable-news viewers.

The Wall Street Journal reports that adults over 18 watched 27.1 billion minutes of cable news last year, up from 18.8 billion min-

utes in 2015. But those viewers are disproportionately older: People over the age of 50 spent 11.6% of their time watching cable 

news; that drops to just 2.5% for people age 18–34.

Cable News 
Consumption Up...

11.6%

2.5%

 2015 18.8

Cable news viewing 
by adults over 18
in billions of minutes

 2016 27.1

n reports older adults watched 44% more news in 2016 • Zika virus cases

Hours adults spent per week watching cable news Hours spent per month watching all TV, 2016 Q4

Cable news
appeals to 
older folks
Percentage of  
TV viewing 
devoted to news

2012

50+

AGE 50–64: 193 hrs

AGE 18–24: 77 hrs

18–34

2015 2016

SNZ

6.554.75

...Especially Among Older Americans
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