
Case Study

Conxxus Transforms From Cable Operator 
To Fiber Broadband Service Provider By 
Embracing End-To-End Solution From Calix 

CHALLENGE
Making a Seamless Transition to Fiber While Delivering  
an Exceptional Experience for All Subscribers
Conxxus was founded in 2002 with the mission of enhancing the quality of life in rural 
communities by providing competitively priced, state-of-the-art telecommunication 
services. Twenty years later, Conxxus—now a sister company of Metro 
Communications—provides video, voice, and high-speed internet services to 5,300 
residential and business subscribers in 37 active communities in central Illinois. Along 
the way, Conxxus made the decision to evolve their network—and their business. 
Conxxus is rolling out Illinois’ first all fiber-to-the-home (FTTH) network, transforming 
from their early roots as a cable operator to become a fiber broadband service provider. 

Conxxus originally planned to upgrade their coax infrastructure by upgrading the 
cable modem termination system (CMTS) equipment in their network. However, after 
upgrading 75 percent of their coax plant, they made the decision to overbuild completely 
with fiber. Several factors contributed to this change in strategy: high operational and 
coax plant costs, maintenance of aging infrastructure, and increased network outages. 
Conxxus knew that moving from coax to XGS-PON would alleviate these issues while 
giving them the bandwidth they need to support subscribers’ ever-increasing appetite for 
data for 10 years or more. Moreover, the fiber network positions Conxxus to deliver the 
exceptional subscriber experience and value-add managed services that will help them 
compete—and win—in an increasingly crowded marketplace.

The challenge for Conxxus was how to make this transition as seamless as possible 
while providing a positive experience for all subscribers. They needed a subscriber 
network solution that could take full advantage of their state-of-the-art fiber 
infrastructure but would also improve the Wi-Fi experience for subscribers still on 
the coax network. Additionally, they were seeking a robust subscriber management 
platform that would give the Conxxus support team greater visibility into their 
subscribers’ networks, as well as a tool with self-serve capabilities to help subscribers 
control their home experience. 

COMPANY 
Conxxus 

COMPANY TYPE 
Broadband service provider 

WEBSITE 
conxxus.com 

LOCATION 
Sullivan, Illinois 

SERVICES 
Residential and business 
services including fiber internet, 
video, and voice 

SUBSCRIBERS 
5,300

https://conxxus.com/


SOLUTION
Conxxus Establishes Strong Foundation with Intelligent 
Access EDGE, Revenue EDGE, and Calix Cloud
A longtime Calix customer, Conxxus had already deployed the Calix Intelligent 
Access EDGE™ with the AXOS E9-2 and E7-2 solutions as the foundation of 
their XGS-PON access network. In 2021, they took the next step, implementing 
the Revenue EDGE™ platform—including GigaSpire® BLAST systems and the 
CommandIQ® mobile app—to offer subscribers fully managed Wi-Fi services. 
Underpinning their operations, Conxxus relies on Calix Support Cloud (Support 
Cloud) to quickly identify and address any problems. 

The GigaSpire BLAST family of systems delivers advanced Wi-Fi 6 technology 
in a range of form factors to address subscribers’ unique requirements. The 
GigaSpire BLAST u6 provides whole-home coverage with industry-leading speed 
and expandability, while the GigaSpire BLAST u4 is ideally suited for subscribers 
living in smaller homes, apartments, or condos. Critically, Conxxus can use the 
GigaSpire BLAST systems with the DOCSIS cable modems already in place, 
so they don’t have to swap anything out when converting these subscribers 
to fiber. With the GigaSpire BLAST portfolio, Conxxus can give all subscribers 
the ultimate Wi-Fi experience with blazing fast speeds today and easily roll 
out exciting Revenue EDGE managed services like home network security or 
advanced home management, among others, in the future. 

Support Cloud gives the real-time and historical intelligence and insights 
customer support representatives (CSRs) need to diagnose and resolve any 
issues remotely. With Support Cloud, support teams gain an end-to-end view 
of subscribers’ networks, down to the app level. In a single system, CSRs can 
determine if the issue is in the WAN, the gateway, the Wi-Fi network, or one or 
more of the subscriber’s devices. Support staff can then take action to resolve 
it, in many cases without having to send a technician out. Even better, Support 
Cloud enables teams to proactively resolve potential problems before subscribers 
are impacted. 

Support Cloud is fully integrated with the CommandIQ mobile app. Rich 
self-serve capabilities in CommandIQ empower subscribers to control their 
connected home experience right from the palm of their hand. The app makes 
it easy for subscribers to manage their networks and perform basic tasks 
and troubleshooting. They can reset their Wi-Fi SSID and password, check 
connectivity and run speed tests, and find self-help resources to get quick 
answers to questions. These capabilities help to reduce the number of calls to the 
support help desk and increase subscriber satisfaction. 

Conxxus has also taken advantage of Calix Customer Success Services, which 
are designed to help service providers get the most out of their Calix investments. 
As a Premier Customer Success customer, Conxxus works with dedicated 
Success Managers who leverage Calix expertise, resources, tools, and guidance 
to help them achieve—and exceed—their business objectives. Together, 
they define Conxxus’ goals for customer support (as well as marketing and 
operations), and align their people, processes, and systems to meet them. 

“We faced so many 
issues with coax—the 
cost, maintenance, 
upgrading—that 
moving to an all-fiber 
infrastructure was an 
obvious decision for us. 
With their end-to-end 
solution, Calix gives 
us everything we need 
to build a world-class 
network while ensuring 
a seamless transition 
for our subscribers. 
That includes leading 
managed Wi-Fi, but 
also subscriber 
management and self-
service capabilities. 
And we have the 
flexibility to add new 
services quickly and 
easily, to anticipate 
subscriber demands. 
Our partnership with 
Calix has been integral 
in our transformation 
to become a fiber 
broadband provider.”

Lewis Brown,  
Broadband Network 
Manager at Conxxus
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RESULTS
Conxxus Cuts Trouble Calls by 88 Percent and 
Eliminates Repeat Tickets Thanks to CommandIQ 
and Support Cloud
With the end-to-end solution from Calix, Conxxus is making the transformation 
from cable company to fiber broadband provider and operator of one of the most 
advanced networks in Illinois. Conxxus is migrating subscribers in three to  
five communities per quarter and plans to have all subscribers on fiber within  
18 months. 

Supporting this transition, Conxxus has ramped the deployment of GigaSpire 
BLAST systems, increasing the number of units installed by 133 percent in 
2022. Over the same period, the BSP drove adoption of the CommandIQ mobile 
app to 75 percent, underscoring subscriber interest in self-serve capabilities. 
Thanks to the combination of CommandIQ and Support Cloud, Conxxus slashed 
the number of inbound support calls they received in 2022 by a staggering 88 
percent. Additionally, they fully eliminated repeat trouble calls.

To maximize subscriber use of CommandIQ, Conxxus has implemented several 
best practices. Install technicians incorporate CommandIQ into the install 
process to make it as easy as possible for subscribers to get and use the app. 
They help subscribers download and set up the app, provide a welcome kit with 
further details on the app, and share links to CommandIQ support videos on the 
Conxxus website. Other steps the BSP has taken include making app adoption 
part of technicians’ incentive plans and running email campaigns to subscribers 
who were not currently using the app. 

Support Cloud makes it easy for Conxxus to track and analyze key support metrics 
including trouble call volumes, repeat calls, and truck rolls. They examine call 
outcomes and have customized their call and resolution codes to better identify 
trends and further reduce call volumes. With tools like the Subscriber Quality of 
Experience (QoE) score and intuitive dashboards that eliminate the need to swivel-
chair between systems, Conxxus can take a more proactive approach to support, 
improving the subscriber experience and increasing satisfaction.

Through their partnership with Calix, Conxxus continues to fulfill their mission of 
enhancing the quality of life in rural communities. Not only are they providing the 
broadband connectivity essential to subscribers’ everyday lives, but they also 
have the foundation to deliver a growing range of managed services that will 
help them grow revenue, increase subscriber satisfaction, and build value in their 
communities. With their success, Conxxus stands out as a shining example for 
other cable operators looking to make the leap from coax to broadband. 

Learn more about how you can transform your network by visiting our  
cable operators solutions page.
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