
THE CH A LLE NGE

Valley Telecom Group (Valley Telecom) is a rural telephone cooperative that serves 
7,000 subscribers in more than 20 communities in southeastern Arizona and south-
western New Mexico. Established in 1962, the company provides a variety of services 
to its residential and business subscribers, including high-speed Internet, landline 
phone, and business systems. 

Valley Telecom operates as a cooperative, and all its subscribers are also members. 
Because of this close relationship with its subscribers, Valley Telecom takes particular 
pride in its commitment to providing an exceptional experience, whether it’s for the 
families it services, businesses, schools, or other community organizations.

Delivering on this commitment to its subscribers in an efficient, cost-effective 
manner, however, has always been an operational goal for Valley Telecom. Network 
expansion, CLEC growth, and its geographically disparate operating areas presented 
a series of challenges that it needed to address to keep its subscriber satisfaction at 
high levels. The company’s Network Operations Center (NOC) staff were dealing with 
a growing number of network alarms every week, and it was becoming increasingly 
time-consuming to effectively sort, prioritize, and address all the discrete events. 

Addressing subscriber trouble reports more effectively was another area they wanted 
to improve.  They found that approximately one fourth of all trouble reports resulted 
in a truck roll. Given the distances that field technicians had to travel to reach the 
company’s more remote rural areas, this was could potentially be a costly practice 
they needed to address. 

Calix Remote Monitoring Service helps 
Valley Telecom Innovate Its Operations 
Through Improved Efficiency and 
Reduced Problem Resolution Time 
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THE SOLUTION

In an effort to tackle some of its operational aspirations and 
provide its subscribers with the best possible online experience, 
Valley Telecom made key improvements to its operational 
workflows to support its roll out of Mesh-enhanced Carri-
er-class Wi-Fi to its high-speed Internet subscribers. 

Valley Telecom decided to take advantage of the Calix Remote 
Monitoring Service and become one of the early adopters of the 
program. This cloud-based managed services offering enables 
communications service providers (CSPs) like Valley Telecom 
to proactively and rapidly resolve issues impacting subscriber 
experience and service uptime. Leveraging machine learning 
technology and a support knowledge base developed through 
thousands of Calix support engagements, the Remote Monitor-
ing Service rapidly analyzes and identifies network impacting 
incidents. The service’s intelligent remote monitoring platform 
duplicates and correlates alarms, filters extraneous events, 
and identifies critical issues and their potential root causes. It 
provides fast detection of service degradation issues including 
configuration errors, physical layer issues, customer quality of 
service (QoS) issues, and the overall performance and health of 
premise-based optical networking terminals (ONTs).

Through continuous 24x7 monitoring of Valley Telecom’s 
access network, the Remote Monitoring Service automatically 
identifies and assesses all issues and sends real-time notifica-
tions to the Valley Telecom staff. These notifications specify 
the nature, location, and severity of potential problems. In 
addition to these key functions, the service provides Valley Tele-
com with an intuitive web-based analytics and reporting portal 
showing actionable historical and current views of network 
activity broken down by technology platform and trouble type.  

THE RESULTS

By deploying the Calix Remote Monitoring Service, Valley 
Telecom has dramatically improved the efficiency with which 
it responds to issues that arise in the network. For example, 
since adopting the service, Valley Telecom has seen an 83 
percent reduction in the number of alarms and other incidents 
that needed to be analyzed by staff in the Network Operations 
Center (NOC). Real-time notifications provided by the Remote 
Monitoring Service have allowed staff to focus their attention 
on specific areas of the network that require immediate correc-
tive action, which has resulted in increased efficiency.  

The Remote Monitoring Service has also helped Valley Telecom 
resolve network problems much faster. In fact, by receiving 
timely notifications about the highest-priority issues, Valley 
Telecom has been able to reduce mean time to repair (MTTR) 
on certain issues by 50 percent in just the first month. For ex-
ample, when staff were dealing with certain network problems 
affecting subscriber ONTs, the effort required to isolate and 
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“We’ve been able to reduce the  
Mean-Time-To-Repair in some cases 
by FIFTY PERCENT by providing our 
Network Engineering and Operations 
teams with more information than 
they’ve had before.”
Tim Bowlby,  
Valley TeleCom
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resolve them went from eight hours down to four hours. And whereas a full comple-
ment of both installation and repair technicians and network engineers would normal-
ly be required to resolve these issues, following the implementation of the Remote 
Monitoring Service, Valley Telecom was able to do so using just one technician and 
one network engineer. Overall, the company has found that when these issues arise 
again, they can be resolved much faster and with less operational overhead. 

The Remote Monitoring Service has also given Valley Telecom better visibility into its 
high value accounts with Service Level Agreements (SLA). Because of a notification 
sent by the Remote Monitoring Service, Valley Telecom was able to proactively identi-
fy a problem with a circuit to a banking enterprise allowing them to prevent and better 
monitor for subscriber impacting events.

Overall, the Remote Monitoring Service has provided Valley Telecom better visibil-
ity into the root cause and the specific type and location of problem areas in their 
network. The analytics and reporting portal has given the team additional insight that 
will help them more judiciously identify areas of their network in need of upgrades and 
replacement to newer technology. It has been a catalyst that for them has ushered 
in a focus on operational innovation that is touching the work flows between support 
tiers and how the measure overall success. Building on the success of the Remote 
Monitoring Service, Valley Telecom will also be implementing Calix Support Cloud to 
help its tier 2 customer support organization. These complementary platforms will 
further help Valley Telecom improve efficiency, reduce operations costs, and resolve 
problems faster with fewer costly truck rolls. 

“Overall, the Remote Monitoring Service has provided 
Valley Telecom better visibility into the root cause 
and the specific type and location of problem areas in 
their network.”  


