
Simplify. Innovate. Grow.

v
Delivering on the Value You Promise
Empowering Broadband Providers to Elevate Remote & Rural 
Communities through Exceptional Experiences. 

Remy Soubry | Senior Success Account Manager, Calix Inc.

CRRBC West – Kelowna 2025



Simplify. Innovate. Grow.

vThe What & Why

2



Simplify. Innovate. Grow.

v

Embrace the Mission:
 

Building for the
Future Generations

3

JOB OPPORTUNITIES ONLINE LEARNING VIRTUAL TELEHEALTH

SMALL BIZ GROWTH FIRST RESPONDERS COMMUNITY EVENTS
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Fiber Deployments are Exploding
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After a point, speed is no 
longer a differentiator
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100+ BSPs Surveyed
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More than just an 

internet connection

Community Partnership vs. 

Buyer-Vendor Transactional Relationships

• Connected Community Programming

• Local Commerce Support

• Safe connection to online education, healthcare

• Sharing with future generations

Community-First = Check Mate
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Evolving Consumer Behavior

$8,000$200

Commodity Experience
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Efficiency 

2

6

5

4

3

1

Residential
Managed Services Provider
(Eg. Parental Controls)

Broadband Provider

Basic Managed Services
(Eg. Subscriber App)

Managed Wi-Fi Provider

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

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

Provider Evolutionary Journey
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CONSIDERATION ONBOARDING RETENTION

ACQUISITION ACTIVATION ADVOCACYAWARENESS

The Customer JourneyThe Buyer’s Journey
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Deliver an Exceptional Experience
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Go Beyond the Service

Engage & Serve 

• Engage the economic development office

• Train businesses to get online 

• Digital Literacy education for youth & elders 

It’s about more than emails or social media in 

many of these communities.

It’s about what you’re doing IN the community. 

#FaceTime
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Community Stories

MOHAWK NETWORKS, LLC

• Akwesasne, NY, USA

• Full Tribal Ownership & Operations

• 3-Part Plan focused on customer experience, revenue 

diversification, and expansion beyond territory

• Reduced truck rolls by 80% to redirect workforce 

toward projects with longer-term value. 
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Connected Communities Programming

BEACON BROADBAND (OR)

• Brookings, OR, USA

• Connected Senior’s Program

• Community Elder-Inclusive course involving local high 

school seniors as educators 

• Safe search [billing, health], email set-up, device 

connection and feature comfort + cross-generational 

relationship building

“You have no idea what it meant 

to get an email from my 92-

year-old mother.”

“It’s important that the community knows 

we’re here to support. 
The Connected Senior program delivers an 

intergenerational learning experience that helps 

seniors navigate the online world, strengthens 

network security and sparks student 

interest in broadband careers.”
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Exceptional Experience (Customer POV) 

The Right 
Decision

Long-term 
Confidence

Circle of 
Trust

Circle of Trust

• Welcome 

• Understanding & relatability

• The best solution and why - kept simple

• Ready to educate

• Selfless approach – customer priorities first

• Belief in the brand



Simplify. Innovate. Grow.

v

20

• Worked at Father’s Tire Shop in High School

• Baylor University – Communications

• Broadcast Journalist - 48 hours with Dan Rather

• Married and opened a small home goods store

Who Am I?

• Built one of the most popular and well-known 

interior home brands in the country

• Entrepreneur, interior decorator, TV 

personality, and author

• Collective worth $50 million
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Product Positioning

• 2-Pack Convenience: Includes two 3.2 oz bars for 

lasting freshness.

• Invigorating Scent: Classic Original Clean 

fragrance for a revitalizing shower experience.

• Skin-Friendly Formula: Free from parabens and 

phthalates, ideal for daily use.

• Nourishing Ingredients: Made with flaxseed oil to 

help maintain skin moisture.

• Eco-Conscious Choice: Crafted with 98% naturally 

derived ingredients for a fresh, clean feel.
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Product Positioning

Avoid the sad stench of artificial flame retardant and indulge in the freshest 

scent of the season with Duke Cannon’s Illegally Cut Pine Soap.

This large, 10 oz. soap features an invigorating aroma inspired by the fresh 

scent of Illegally Cut Pine, a practice we wholeheartedly discourage but 
imagine smells pretty nice. 

• Smells like fresh cut pine, not a stiff fine and restitution (same as our 

Fresh Cut Pine Soap)

• At 10 oz., our large soap is 3x the size of dainty seasonal soaps

• Made in the USA by humans, not elves

• According to Deb in Receivables, this is a "super fun" gift for guys.

• A portion of proceeds benefits veterans and active-duty military

• Size: 10 oz bar

Avoid the misdemeanor trespassing charge and 

embrace the freshest scent of the season.
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Offer Strategy/Positioning
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Offer Strategy/Positioning

vs
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Offer Strategy/Positioning

• Two Nex-Gen Navigator   

plans sold in the first 24 hours

“I just have to brag a bit. We have another 2.5 

GB install scheduled for next week. The 

customer is a big gamer, and that is why he 

wanted 2.5 Gig.”

 ~ Kristin Peterson, Customer Experience & 

Marketing Manager
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Exceptional Experience

The Right 
Decision

Long-term 
Confidence

Circle of 
Trust

The Right Decision

• Justify the price/understand the value

• Trust the brand/company

• Accomplished the goal

• Celebrated

• I’m now an expert
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Exceptional Experience

The Right 
Decision

Long-term 
Confidence

Circle of 
Trust

Long-term Confidence

• Not just a number, but a member

• Trust in quality

• Support and backup

• Remain in the know

• Valued
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Exceptional Experience

The Right 
Decision

Long-term 
Confidence

Circle of 
Trust
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Exceptional Experience

Cater Beyond 
Needs; Make the 
Recommendation

Continued 
Community 
Involvement

Discovery 
Questions
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More than just an 

internet connection

Community Partnership vs. 

Buyer-Vendor Transactional Relationships

• Connected Community Programming

• Local Commerce Support

• Safe connection to online education, healthcare

• Sharing with future generations

Community-First = Check Mate
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Application Example: AI

• What am I doing as a leader to be more fluent in AI?

• What barriers must I break for my organization to 

embrace and scale AI without fear?

• How can I activate this?

Get leaders ready within their organizations to prepare for transformation.

Embrace Change from the Top

Set the stage for continuous forward movement so prevent impact by industry 
evolution.

Pace for Long-Term Success
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• What unique community programs you offer

• How you support local businesses

• Exclusive features you provide for remote workers / work-

from-homer-s

• How you ensure the best experience for gamers

• What initiatives you have for digital inclusion
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• What unique community programs you offer

• How you support local businesses

• Exclusive features you provide for remote workers / work-

from-homer-s

• How you ensure the best experience for gamers

• What initiatives you have for digital inclusion

Can other providers say the same?
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Scan the QR Code 

to access resources

Let's Workshop It 
What you can do now
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In small groups or independently, map out how your current offering supports (or could support) each 

segment in your communities. 

EDUCATION

How do you support students, 

schools, online learning?

HEALTHCARE

What role does your service play 

in telehealth or health access?

SMALL BIZ

How do you enable local 

entrepreneurs, artisan and 

commerce?

FIRST RESPONDERS

How does your network 

support emergency services?

ELDERS

What programs or tools help 

seniors stay connected and safe?

YOUTH

How do you support digital 

literacy or safe online habits?
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Create a tangible takeaway that supports long-term impact with your communities. 

Use the prompts below to start conceptualizing.

Improve Onboarding

What’s one thing you can do to make 

onboarding smoother or more memorable?

Surprise & Delight

What’s one new way you could exceed 

expectations for a subscriber?

Empower Your Team

How can every department contribute to 

loyalty and subscriber experience?

Community Connection

What’s one initiative that builds trust and 

connection locally?
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AI Tools
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Share with the room! What have you tried lately?

Google Labs Pomelli

AI design help for clearer network maps 
and marketing visuals.

See how customers navigate your 
broadband portal to fix friction fast.

Microsoft Clarity

Scribe

Instantly turn workflows into step-by-
step guides for faster onboarding.
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Delivering on the Value You Promise

Remy Soubry | Senior Success Account Manager, Calix Inc.

Message me on Whova or email Remy.Soubry@calix.com

CRRBC West – Kelowna 2025

Thank you
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