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Real-world opportunities for service providers
looking to ‘own the home’



Agenda – How to Market Managed Wi-Fi
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▪ The Importance of Wi-Fi

▪ Steps to Successful Marketing

• Start with Managed Wi-Fi

• Add Whole Home Coverage

• Marketing Best Practices

• Prepare for Smart Home

▪ Discussion/Q&A



The importance of Wi-Fi
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For consumers, it’s all about the Wi-Fi
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Home Networking Method used to Access Internet in the Home
U.S. Broadband Households
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Of U.S. 
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Wi-Fi for in-home 

connectivity
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© Parks Associates



Most households use a Wi-Fi Gateway provided by their ISP
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Home Network Routers Obtained from 
Broadband Service Providers
Owners of Networking Routers in U.S. Broadband Households

© Parks Associates

39%61%

Purchased from 

other source

Purchased from 

broadband provider



The 39% of consumers that are looking elsewhere for cutting edge technology…
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… are going to find a dizzying array of options
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Surveys tell us that nearly 80% of 
consumers would rather purchase 
the router/gateway from their 
service provider; a company whose 
recommendation they trust.



Retail providers are cross-selling installation and support services
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It all starts with Managed Wi-Fi
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Business Challenges of the “old way”, i.e. BYOD
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Off-The-Shelf-Routers
▪ Buying at Retail  Lost revenue

▪ Buying 3rd party  Undercuts your brand  Enhances 
the 3rd party’s

▪ Zero control & visibility  Dismal FCR/First Call 
Resolution  Low NPS/Net Promoter Score

▪ Lack of Manageability  High cost of troubleshooting 

▪ (For the subscriber) Staying current on latest 
technology  higher cost than what it might cost them 
to lease a router from you

Limited control over 
subscriber experience



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



A better alternative: ‘Managed Wi-Fi’
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Managed Wi-Fi means providing:

2. Effective, phone-based tech support 
(with remote troubleshooting capabilities);

1. The ‘strategic point of presence’ (WAP/Wireless 
Access Point), and 

+
Your logo 

HERE



Calix Support Cloud – Overview
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Main Use Cases:
▪ Automate reactive broadband care via SmartCheck

▪ Improve support metrics: Volumes, escalations, AHT, Truck Rolls  

▪ Increase visibility inside the home leveraging Netflow 
& Wi-Fi Analytics

▪ Make customer care proactive via Call Avoidance 
features and reports



Managed Wi-Fi generates revenue

Current Managed Wi-Fi Annual 
Recurring Revenue (Consolidated, 
ND): $241K.

Based on 29% penetration rate
(~5,000/16,500 subscribers).

80% of new Internet customers take 
Managed Wi-Fi.

Current Managed Wi-Fi Annual 
Recurring Revenue: $250K.

Based on 25% penetration rate 
(~4,000/16,000 subscribers).

50% of new Internet customers take 
Managed Wi-Fi



Managed Wi-Fi generates significant cost savings

Benefits/cost savings for customers with 
Managed Wi-Fi vs BYOD (Consolidated, ND):

▪ 95% first call resolution;

▪ 60% less likely to roll a truck;

▪ 85% faster resolution = appr. $20 saving 
per trouble ticket; and

▪ reduced installation times.

Benefits/cost savings for customers with 
Managed Wi-Fi vs BYOD (All West, UT):

▪ 40% first call resolution;

▪ 30% less likely to roll a truck;

▪ 44% faster resolution = appr. $20 saving 
per trouble ticket; and

▪ reduced installation times.
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Cost for Managed Wi-Fi solution ranges from $4.95/month to $13.95/month, depending on 

what is included:

▪ Some SPs are moving toward ‘tiered’ tech support and/or differentiating based on number of in-home devices 

(e.g., SCTC $8.95/month for “on-site connection of up to five, simple devices”; $13.95/month to “synch up to 

ten, simple devices at time of installation”)

Best Practices: What are SPs charging for Managed Wi-Fi?

$9.95/month$8.95/month$7.95/month$4.95/month
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Promoting Managed Wi-Fi



18

Promoting Managed Wi-Fi



‘Whole Home Wi-Fi’
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Whole Home Wi-Fi mirrors Managed Wi-Fi purchasing dynamics
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Survey says…
▪ 80% of consumers prefer to buy their networking 

equipment from their ISP

▪ Nearly 70% of consumers of broadband services 
would be willing to pay $5-10/month for small Wi-Fi 
Access Points (WAPs)

80%

Willing to pay for small 

WAP device

Prefer to purchase from 

broadband provider

70%

*PR Newswire



Some subscribers are turning to Consumer Mesh Wi-Fi for ‘better Wi-Fi’
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Revenue is lost to retail…

You call that a ‘Best Buy’?

While you get stuck with the support costs…



A better approach: ‘Whole Home Wi-Fi’
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Whole Home Wi-Fi means providing:

2. Effective, phone-based tech support 
(with remote troubleshooting capabilities); and

1. The ‘strategic point of presence’ (WAP/Wireless 
Access Point), and 

+

3. Extended/whole home coverage.

Your logo 

HERE
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Best Practices: What are SPs charging for Mesh Wi-Fi?

$4.95/unit$3.95/unit

$6.95/unit



Marketing Best Practices
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Marketing Best Practices
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Observations from our customers
▪ Lead with your brand

▪ Don’t re-invent the wheel – Calix can help with creative 
content

▪ Leverage data/micro-segmentation to identify high 
potential subscribers  Marketing Cloud is AWESOME!

▪ Choose the right channel  Consider increasing social 
media

▪ Find the right price-value balance – one that results in 
highest adoption and drives most cost savings

▪ Personalize/Inform/Educate  videos, FAQs, product 
details, etc.



Calix Marketing Cloud - Overview

Gain insights into your subscribers like never before
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Increase

ARPU

Reduce

Churn

Boost

Marketing ROI

Use Cases

▪ Actionable Subscriber Insights

▪ Data usage

▪ Social Channel 

heatmap/usage

▪ Subscriber types

▪ Retention/Satisfaction monitor

▪ Segmentation filters

▪ Micro Targeting for Campaigns

▪ Focused upsell

“Organizations that leverage customer behavior 

data… outperform peers by 85% in sales growth 

and more than 25% in gross margin”

- McKinsey, March 2017



Better Wi-Fi is a great service differentiator for service providers
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Offering better Wi-Fi 

presents an opportunity

Premium Wi-Fi = better coverage, 

less congestion, and faster speeds
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Calix can help you get started on your journey

Dedicated site for marketing and educational materials (https://go.pardot.com/l/2172/2018-03-05/3nb85p).



Marketing Starter Kit
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Toolkit Keeps Expanding - More Personas and Content Coming…
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Wi-Fi Educational Materials
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Eight (8) documents 

available
Want more? Topic 

suggestions welcome.
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Posters, Bill Inserts, Door Hangers and Social Media

Your logo here

For further assistance
Contact: Greg Owens

Email: greg.owens@calix.com

Voice: 613.804.1978 

Marketing Starter Kit
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Scheduled Your Free Marketing Consult

• We’re working with dozens of service providers to help them build their 

go-to-market strategies. 

• If you’d like to discuss the business case and learn about some of the 

best practices that exist in the market, get in touch today and schedule 

a free consultation with a Calix executive or product expert.

• 100+ marketing consults completed to date.

• Schedule a free consultation (https://go.pardot.com/l/2172/2018-02-

26/3mzdjf). Links also available from the GigaCenter, 804Mesh and 

EXOS web pages.



The End Game is Smart Home
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Prepare for Smart Home
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25%
adopted 

now

IoTGrowth 
has finally hit the home 

37%
Deploying 

in 2020
deploying 

in 2022

51% 66
million

US households with               

smart devices by 2022

The war for the 
Smart Home is NOW



Internet Giants 

~$830B

~$796B

Looking for New Markets

MARKET CAP

MARKET CAP
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No Compromise Smart Home System

6 Gb/s WiFi
First Service Provider Offered 8x8 11ax Wi-Fi

Universal IoT
All IoT technologies

Voice Command Services
AVS voice recognition technology

World first - three configurations
11AX | 11AX-Voice | 11AX – Voice - IOT

Configurable as Gateway or Satellite
11AX backhaul or ethernet

Brand Worthy Game Changers
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Your logo 

HERE



Set-Up 
YOUR 
BRANDED 
Smart Home
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More than a Technology Solution

A Platform To Deliver Epic Experiences
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Marketing & Branding

Enablement

New Business Models 

& Revenue Streams

Manage Costs & 

Speed Time to Market
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Wrap Up: How to Market Managed Wi-Fi

1. The essential first 

step: Embrace 

Managed Wi-Fi 

2. Offer Whole Home Wi-Fi: 

Extending coverage 

throughout the 

subscriber’s home

3. Smart Home: 

Evolution requires a 

transformation; 

creates opportunities



Discussion/Q&A
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Thank you

derek.kiger@calix.com
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