Case Study

Firefly Accelerates
Broadband Installations
With Improved Quality and
Efficiency
CHALLENGE
Firefly Fiber Broadband is a wholly-owned subsidiary of Central Virginia Electric
Cooperative (CVEC) that provides fiber-based high-speed Internet services to
residents and businesses located in 14 counties in Central Virginia. Operating in a
largely rural area where affordable high-speed Internet services are scarce, Firefly
is in the midst of an ambitious five-year growth plan that will bring gigabit-speed
broadband to all of its 37,000 members.
In late 2019, Firefly began rolling out its new broadband services. In 2020, as more
and more CVEC members were required to work and learn from home during the
global pandemic, demand rose sharply. By mid-year, Firefly’s six in-house installation
technicians were performing more than 100 installations per week and new
subscribers were waiting four to five weeks to get their service up and running.
To accelerate the pace of new installs to meet the needs of its members, Firefly
augmented its in-house team with additional contract installers. While it recognized
that high-speed broadband was more important than ever for its members, it did not
want to sacrifice quality in the name of speed. The challenge for Firefly was finding
a way to ensure that contract and company installers were meeting its rigorous
requirements for installation quality while continuing to accelerate the service rollout.

SOLUTION
Firefly enlisted the help of Calix Professional Services to ensure its contract field
installers were meeting quality standards. Calix Deployment Enablement Services
empower field installers, construction teams, and contractors with best practices,
training, tools, and quality assessment expertise to help streamline deployment
projects and reduce inventory loss and site revisits. The service is made up of
best practices and training for consistent and repeatable deployments; the Calix
MobilePRO app for managing and documenting projects, inventory, and quality; and
quality assessment expertise to keep deployments on time and on budget.
For Firefly, Calix Deployment Enablement Services provide the company’s contract
installation technicians with a standard set of procedures to follow for every customer
installation they perform. The MobilePRO app guides the technicians through
each step in the process. Not only does the app allow them to confirm that they’ve
completed each step, it also requires them to record the results of their work by taking
a photo of it. For example, the technician uses the app to capture photos showing that
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Firefly Fiber Broadband

LOCATION
Palmyra, VA

NETWORK

Fiber-To-The-Home
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Symmetric broadband up to
1Gbps
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Calix Professional Services,
Calix Intelligent Access EDGE,
Calix Revenue EDGE

“Calix Enablement Services has helped Firefly technicians and contractors simplify and

Case Study

massively improve the quality of premises installations. This increase in efficiency has
resulted in an incredible reduction in return visits by roughly 80 percent.
Moreover, Calix has provided us with the ability to monitor installation activity in near
real-time and remotely conduct high-quality assurance checks which has reduced our
OPEX.”
Dennis Reece, General Manager, Firefly Fiber Broadband

RESULTS
Calix Deployment Enablement Services
have been instrumental in enabling
Firefly to keep pace with the rapidly
growing demand for its high-speed
broadband services. They allowed
it to reduce costs while ensuring
that customer installations met the
company’s high standards for quality.
With each contract technician now
following a consistent set of procedures
– guided by the MobilePRO app –
Firefly has been able to achieve an
unprecedented level of consistency and
repeatability with its installations.
“For our contractors, it was very simple
to learn how to use the MobilePRO app
to do the installs,” says Morgan Hamm,
fiber operations manager at Firefly.
“We’re not trying to add a task that
complicates the installer’s day. It takes
about ten minutes for them to complete
the submission when the install is done.”
Once they have received the details
from the installer, Firefly’s Installation

Managers can closely examine the
results of each installation and ensure
that it passes a quality check. Before
implementing these best practices,
Firefly was only able to do eight and ten
quality audits out of the approximately
170 installations completed by the
team each week. Doing so meant that
a manager would have to drive to the
subscriber’s home and verify the quality
of the installation in person.
Now that it has easy access to the
precise details and images of each
installation, Firefly can conduct quality
audits for 100 percent of its installations
remotely rather than having to make
expensive and time-consuming site
visits. Being able to do quality audits
in this manner has saved Firefly a
full day per week in audit time and
has dramatically reduced costs. Most
importantly, it ensures that every one
of its members has everything they
need for an unmatched subscriber
experience.
The data captured during installation

procedures has also proven to be a
valuable training tool for the contract
technicians. When a quality audit
uncovers portions of an installation
that have not been completed properly,
Firefly managers can advise technicians
what they need to do differently so
that errors in the field can be reduced.
The customer care team is another
beneficiary. When a member call
in to the help desk with an issue,
Customer Service Representatives
have detailed information about the
member’s installation that they can use
to troubleshoot and correct the problem
without having to send a truck roll.

FUTURE
Overall, the quality of the work
performed by the contract installation
team has improved, and Firefly has
seen an 80 percent reduction in repeat
truck rolls on installlations. Looking
ahead, Firefly is considering evolving
its process to allow its installation
managers to conduct quality reviews in
real time while the technician is at the
customer premises.
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