Tame the Beast—Take Operations
From Reactive to Proactive Through
Insights and Automation
Alan Marks, Senior Product Marketing Manager, Calix
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Executive Summary
Broadband networks—and the services delivered over them—are becoming ever more sophisticated and complex. Broadband operations teams
are struggling to keep up. They must do more—with less. Alarms go off, but operations teams lack the critical visibility into issues to effectively
troubleshoot. As a result, technicians get dispatched, wasting precious time as they search for the root of the problem. On top of this, customers
are unhappy.
This is a great way to waste resources. Personnel spend too much time reacting to issues and struggling to get the critical information they need.
This leaves no time to plan ahead. Operations should be proactive, and while the team needs to become lean and agile—they also must
consistently improve the customer experience.
How can operations teams find their way out of this jungle? How can they tame the beast?
Let’s look at the latest Calix Intelligent Access Edge (IAE) and cloud-based innovations that revolutionize how modern broadband networks are managed and maintained. You will learn how to simplify broadband operations for your team. And discover how you can use these new tools to pivot
from being reactive to proactive in network and service health monitoring and maintenance.

Here’s what we’ll cover:
• How to anticipate subscriber-impacting issues
before they become problems
• How to optimize and automate your operational
processes for maximum efficiency
• How your broadband operations team can
partner with customer support to quickly resolve
issues and minimize escalations
Finally, we’ll give you an easy-to-use roadmap for
streamlined operations so your team can focus on
what’s most important: delivering a superior
customer experience.

The Roadmap Out of the Complexity Jungle
Broadband is at the heart of the modern connected economy. Since

To escape this predicament, they must do five things:

the pandemic, we have seen an explosion in the number of connected
devices. The average United States household now has 16 internet
devices in homes, up from 13 a year earlier. Over the same period,
cloud services have become ubiquitous in the home and at work—

1. Find a way to proactively monitor the network and troubleshoot
network-related incidents to reduce outage downtime.
2. Move to a simplified network operating model using a real-time

supporting high-bandwidth use cases such as 4K streaming and video

operational intelligence platform accessible across operations and

conferencing.

support teams.
3. Use workflow automation to simplify tasks and processes, driving

These two trends are key factors driving business transformation. They
also generate huge amounts of data on users, devices, and network
activity. If broadband service providers (BSPs) can harness the power
of this data, they can enhance their competitive edge—and better serve
their subscribers.

operational efficiencies and lowering OPEX.
4. Build an analytics platform that enables proactive network

Introducing Operations Cloud
Calix Operations Cloud (Operations Cloud)
provides BSPs with insights, proactive
intelligence, and workflow automation—all from
a single dashboard. These capabilities can be
applied across a BSP’s entire subscriber-facing
network—from the access edge to the subscriber
premises. It is fully integrated with the Calix
Intelligent Access EDGETM and Revnue EDGETM
solutions for real-time, streaming telemetry and
network health data.

maintenance and planning.
5. Develop the ability to deploy complex new services while meeting
demands for an always-on network experience.

It falls on the shoulders of broadband operations teams to turn this

Migrating to this new operational model is not difficult, nor is it costly. In

data into intelligence—and then turn this intelligence into insights.

fact, according to results from Calix customers, the effective utilization

But operations teams already have enough to do. They spend the

of network data and insights on a proactive basis can help BSPs reduce

bulk of their time troubleshooting, investigating issues, turning up new

OPEX by 35 percent. Meanwhile, by leveraging automation to eliminate

subscribers and—most importantly—keeping the network up and

repetitive network monitoring tasks, BSPs can reduce operations costs

running. As services become more complex, so does the operational

by 60 percent.

support. Operations teams must do more, with less, and do it faster.

Operations Cloud was named
Cloud Computing Product
of the Year 2022 by “Cloud
Computing” magazine.

Get Ahead:
Shift to a Proactive Operations Model
It’s easy to fall into the trap of being reactive—always reacting to the latest alarm or investigating the latest trouble ticket. This approach eventually
leads to further problems: operations teams are unprepared for unexpected supply chain issues (impacting equipment upgrades, for example) and
an inability to react to new subscriber trends. It ends up being costly too, and a waste of time and resources.
But it isn’t easy to shift from a reactive to a proactive mindset. And teams often don’t have the tools that enable them to do so.
Operations Cloud, when combined with the Intelligent Access Edge, is designed to specifically address this problem. It allows operations teams
to get ahead of issues via real-time network health, performance monitoring, and traffic insights. It does this across the entire subscriber-facing
network—from the access edge to the equipment inside the subscriber premises.
This 360-degree visibility provides deep insight into the many factors that shape the subscriber experience, including service tier, geography,
network topology, bandwidth usage, and more.
By leveraging this proactive approach to network maintenance enabled by Operations Cloud, operations teams can:
• Generate and prioritize maintenance recommendations based on past network behaviors.
• Provide “red flags” on network equipment that is failing or about to fail.
• Anticipate, for example, when degrading optical network terminal (ONT) light levels will start to impact the subscriber experience.
• Identify potential security threats by monitoring traffic flows for anomalies.
Operations teams are now able to proactively address changes in bandwidth usage, network health, and subscriber demand. The end goal ensures
optimal service delivery for subscribers with fewer service outages and faster time to resolution. 

Chariton Valley
Operations teams are using Operations Cloud to make
network maintenance quicker, easier, and smarter. In fact,
more than 100 BSPs are using Operations Cloud to improve
the efficiency of their broadband operations and network
planning teams.
For example, Missouri-based Chariton Valley is using

Operations Cloud across its entire access network—gaining
unprecedented visibility into network performance and
subscriber behavior. The solution has helped Chariton
Valley reduce overall alarms by 98 percent, slash truck
rolls nearly 40 percent, and cut subscriber turnup time by
80 percent.

Get Together:
Collaborate on a Subscriber-Centric Approach
Network operations teams are responsible for the single most important

• Operations Cloud proactively identifies ONT health issues. These are

task at a BSP: keeping the network up and running. Subscribers

flagged to CSRs using Support Cloud, providing CSRs with views of

increasingly rely on your network for vital tasks such as home working

both real-time and historical ONT performance. This helps CSRs get

and schooling—plus those that require super low latency such as online

to the root cause of problems quickly.

gaming. As such, subscribers require reliability and availability at all

• By reducing the number of issues that escalate from customer

times, regardless of the strain on your network. Failure to do so could

support to operations teams, subscriber issues are resolved

mean unhappy subscribers and damage to your reputation.

more quickly.

Operations teams aren’t the only folks who are dealing with network

Based on industry standards, Operations Cloud is compatible with the

issues. In fact, to support an always-on network, they must be deeply

full range of Calix ONTs and optical line terminals (OLTs) including the

integrated with other teams across the organization, in particular

GigaSpire® BLAST family and GigaCenter systems, and most third-

customer support. For this reason, Operations Cloud complements

party customer premises equipment (CPE). The solution also seamlessly

and integrates with a range of other Calix and systems and third-party

integrates with industry-leading operations support systems and

OSS and BSS products, notably Calix Support Cloud (Support Cloud).

business support systems (OSS/BSS). Combining data from different

Frontline customer support staff depend on Support Cloud to diagnose

sources (network, device, BSS/OSS, etc.) serves

and successfully address subscriber trouble calls as they arise.

to build a holistic view of the entire subscriber
experience. This means faster problem

Data and insights from Operations Cloud are shared with Support

resolution—and ultimately more

Cloud, providing a single view for customer service representatives

satisfied subscribers.

(CSRs). This reduces the need for support staff to “swivel chair”
between multiple systems. The combination of these two solutions
enhances the subscriber experience in two key ways:

“

Customer Testimonial
“Having a ‘single pane of glass’ for our operations
allows me to monitor my network from a single
place. I don’t have to go from tool to tool to try
and figure out what’s going on. With Operations
Cloud, I can quickly analyze what’s going on with
the network and get customers up and running as
quickly as possible.”
-Bill Underhill, Network Coordinator,
Sterling Local Area Municipal Broadband (LAMB)

Stay Ahead:
How Automation Transforms
Operations Teams
So what’s driving the need for software-driven automation from a

1. Ability to maximize OPEX cost reductions

broadband service provider’s perspective?

2. Increased speed of operations
3. Expanded service agility (the ability to accelerate service rollouts and

It boils down to the need to speed up deployment capabilities. This will

a faster time to market for new, value-added service offerings

reduce your time to market and time to service, while also lowering your
overall operational cost structure.

Network automation decreases operational costs over time—even as
a rise in customer expectations for fast, reliable service and increased

Well, how does a BSP do that?

complexity of operations continues to ramp upward.

• Through simplified, more streamlined lifecycle operations

Operations teams must balance the need to become lean and agile

• By automating service and device activations

while continuing to support an enhanced subscriber experience. They

• Having the ability to bring new services to market quickly and cost

sift through “noise” from multiple network- and service-affecting issues

effectively
• And lastly, through integration with API-driven business and
operations systems

simultaneously arriving from various sources: the network operations
center (NOC), customer support, or field operations. It’s easy for teams

“Calix Operations Cloud gives us unprecedented
insight into our network, with more transparency
in the access layer and a view of our operations in
aggregation instead of per subscriber. The result?
We save time and resources by strategically
and proactively deploying our operations team
while also gaining a competitive edge in our
market. Rolling out a truck to one of our remote
communities is costly. By using Operations Cloud
to remotely identify and address issues, we are
seeing 10 percent fewer truck rolls.”

to become overwhelmed by too many problems, too many tools, and

-Rajdeep Singh, Network Technician,

too much “swivel chairing” between different screens and systems.

Canadian Fiber Optics

With these in mind, the one thing that will be key to maintain visibility
and control of your network operations revolves around automation.
The benefits of network automation extend to three specific areas—
each is vital to the success of a network operations team:

“

Customer Testimonial

With this in mind, the one thing that will be key to maintaining visibility
and control of your network is automation.

Stay Ahead:
How Automation Transforms
Operations Teams (cont’d)
In this environment, it’s difficult to ensure that operations personnel are

• Automate service activation and turnup. Increase operational

focusing on what’s important. Instead, they find their time taken up with

efficiencies by eliminating the need for excessive human intervention

inefficient manual tasks and excessive workloads.

in provisioning and service-turnup. This frees up valuable personnel
to work on more important, complex tasks.

By employing automation, teams can streamline processes and create

• Automate reporting and notifications. Quickly identify and prioritize

more efficient and effective operations. They are also able to scale

the most important network events, alarms, and notifications.

complex data processing and analytics across the entire

Operations teams can create customized alarm notifications

subscriber-facing network.

and scheduled alarm reports,allowing them to provide the right
information—to the right people—at the right time.

Network automation decreases operational costs over time even as a

• Automate network health and traffic monitoring. Use real-time data

rise in customer expectations for fast, reliable service and increased

and insights to feed workflows that relieve broadband operations from

complexity of operations continues to ramp upward.

spending time on repetitive network monitoring tasks. This frees up
valuable human resources and lowers OPEX.

Operations teams may have systems in place to monitor and analyze
specific parts of the network. But a solution that provides end-to-end

With automation, successful BSPs will be prepared to seamlessly

visibility of the entire subscriber-facing network has not existed—until

provision, activate, and deploy new services on the fly.

now. Using this 360-degree view, BSPs can:

Stay Ahead:
How Automation Transforms
Operations Teams (cont’d)
You can dramatically improve your subscribers’ experience by creating a flexible operational environment. You can automate service introductions,
create services rapidly, and more easily scale your operations.
For tomorrow’s BSPs, automation is the cornerstone strategy that will increase their network agility and reliability while controlling operational and
capital expenses. By providing a catalyst such as the Intelligent Access EDGE platform, you’ll benefit from improvements in operational efficiencies
through process automation, which in turn, makes workflow processes faster, smoother, and more efficient.
By automating workflows, you’ll be adding simplification and enhanced flexibility, reducing the probability for errors while dramatically increasing the
speed of your service provisioning and service delivery capabilities.
By streamlining processes and automating workflows, operations teams can resolve service-impacting issues even faster. And by getting ahead with
a proactive approach, they can address issues before they occur—and focus instead on the things that matter.

Conclusion
The key challenge facing broadband operations teams is to tame the beast of operational complexity. Calix can help you
achieve this by addressing three key areas:

• Getting ahead: Shifting issue resolution from a reactive to proactive approach.
• Getting together: Integrating with other teams, particularly customer support.
• Staying ahead: Simplifying and automating broadband operations and
streamlining processes.
Calix Operations Cloud provides real-time intelligence and 360-degree network visibility
that delivers these objectives. It allows operations teams to resolve service-impacting
issues faster than ever before, reduce OPEX, and deliver on the promise of always on
next-generation broadband.

Register today for a free demo to discover how you can transform
your broadband operations with Operations Cloud.

Resources:
Overview of Operations Cloud: https://www.calix.com/platforms/calix_cloud/operations-cloud.html
PDF: “Transform broadband operations with complete visibility of the subscriber experience” (Solutions Overview)
https://www.calix.com/content/dam/calix/marketing-documents/public/solution-brief/sb_ops-cloud.pdf
Video: Operations Cloud and the Calix End-to-End Solution Strategy
https://www.calix.com/video/calix-cloud/operations-cloud-and-the-calix-end-to-end-solution-strategy.html
Video: Customer Testimonial—Sterling LAMB
https://www.calix.com/video/calix-cloud/operations-cloud-sterling.html

About Calix
Calix, Inc. (NYSE: CALX) – Calix cloud and software platforms enable service providers of all types and sizes to innovate and
transform. Our customers utilize the real-time data and insights from Calix platforms to simplify their businesses and deliver
experiences that excite their subscribers. The resulting growth in subscriber acquisition, loyalty, and revenue creates more value
for their businesses and communities. This is the Calix mission; to enable broadband service providers of all sizes to simplify,
excite, and grow.

