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 TIPS AND TRICKS TO IMPROVE YOUR FIXED WIRELESS BUSINESS! 



Customer Success remains a vital strategy for many WISPs and companies across all industries. 
Customer success is an approach through which a company tries to anticipate potential issues 
that a customer may experience and work to find a solution before a problem arises. The 
ultimate goal is to deliver exceptional customer service and provide a positive customer 
experience that results in more stable revenue and reduced churn. 

How is Customer Success different from Customer Service or Account Management? 

Customer Success at its core is about being PROACTIVE. Currently, if your customers have 
problems, they submit tickets or call into the office or blast you on Social Media. Your support 
team responds and helps resolve the problems. The focus is case-by-case and based on the 
here and now. Account Managers woo unsatisfied customers and much like customer support, 
the focus is on the here and now. Both of these models are REACTIVE in nature. 

Customer Success pinpoints problems AND opportunities in a PROACTIVE manner. That 
happens by collecting and leveraging as many data points as possible about the customer. 
Furthermore, Customer Success informs strategy; it helps businesses better understand the 
customer experience and lifecycle so they can improve it. On top of all that, Customer Success 
team members truly focus on the customer and how that customer can succeed, as opposed 
to only focusing on how the company can succeed. It’s a mindset shift that reaps big rewards 
for everyone.

WHAT IS CUSTOMER SUCCESS 
& WHY IT IS IMPORTANT
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now. Account Managers woo unsatisfied customers and much like customer support, the focus 
is on the here and now. Both of these models are reactive in nature.

Customer Success pinpoints problems and opportunities in a proactive manner. That happens 
by collecting and leveraging as many data points as possible about the customer. Furthermore, 
Customer Success informs strategy; it helps businesses better understand the customer expe-
rience and lifecycle so they can improve it. On top of all that, Customer Success team members 
truly focus on the customer and how that customer can succeed, as opposed to only focusing on 
how the company can succeed. It’s a mindset shift that reaps big rewards for everyone.



WHO
WHAT
HOW

WHEN
WHERE



Let’s face it...we all spend a TON of our day-to-day time dedicated to communicating with our 
potential customers, our actual customers, our team, and hopefully the community at large.

Since retention is far easier than acquisition, understanding your customer base and their long-
term needs will help with building a predictive strategy and provide timely value propositions 
along the way. So let's jump into some things to consider when developing your Customer 
Success plan. 

BUILDING A CUSTOMER SUCCESS STRATEGY 
BASED ON YOUR CUSTOMERS NEEDS

The WHO covers both who do you need to be sharing information with as well as who on your 
team needs to be responsible for that effort. An empowered team that has fingertip access to 
the health of your network can leverage that knowledge to improve your end user’s experience. 

Let’s start by talking about your target audience. Who are you trying to reach? 

Data driven decision making is important here. Let’s go through this process with a potential 
customer…
 
What does success look like for THEM? 

What do YOU know about them? 

Do you know how they use the services you offer?

We certainly saw a huge uptick in work-from-home needs in the last 18 months, but what else 
has changed about your customers needs? 

Are you seeing a decrease in standard cable users and an increase in streamers? Gamers? 
Zoomers? 

What can you offer that will make their online experience better?

Examples of this at a strategic level:
• You can do point to point links faster and cheaper than fiber.
• You might be the only operator that can find inexpensive POP sites to hit areas not            

covered by the incumbents.
• In urban areas, you might be the operator that has an unlimited plan when cable is capped.

Tactically, you get the furthest by caring about your customer’s problems and then finding 
unique ways to solve them.

WHO

Let’s face it...we all spend a ton of our day-to-day time dedicated to communicating with our 
potential customers, our actual customers, our team, and hopefully the community at large.

Since retention is far easier than acquisition, understanding your customer base and their long- 
term needs will help with building a predictive strategy and provide timely value propositions along 
the way. So let's jump into some things to consider when developing your Customer Success plan.

The ‘who’ covers both who you need to be sharing information with as well as who on your team 
needs to be responsible for that effort. An empowered team that has fingertip access to the health of 
your network can leverage that knowledge to improve your end user’s experience.

Let’s start by talking about your target audience. Who are you trying to reach?

Data driven decision making is important here. Let’s go through this process with a potential 
customer...

What does success look like for them?

What do you know about them?

Do you know how they use the services you offer?

We certainly saw a huge uptick in work-from-home needs in the last 18 months, but what else  has 
changed about your customers' needs?  

Are you seeing a decrease in standard cable users and an increase in Streamers? Gamers? Zoomers?

What can you offer that will make their online experience better?



For a prospect, it may be information about your uptime rates. For a team member, it could 
be organizational goals and how they are helping to achieve the goals. Understanding the key 
performance indicators are important no matter what job you are responsible for in the or-
ganization. It doesn’t matter if you are a mom and pop shop or have thousands of subscribers. 
Knowing what GOOD looks like helps keep the compass aligned. 

Communicating with your customers  is so much more than just listing your service plan names 
and specials offers.

For years, I have followed my Sonar customers on Facebook. Almost without fail, the companies 
that are growing the fastest aren’t the ones that constantly post about their services...but those 
that share their stories. Pictures from their towers, technical screenshots...even holiday gather-
ings with their teams. People do business with PEOPLE! What you are looking for here are ways 
to engage prospects, inform customers and recognize your team. There are metrics involved in 
every social media post you put out there. Are you using those metrics?

  People do business with People! 
- Georgette Lopez-Aguado

Georgette Lopez-Aguado
Customer Success Manager
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Similarly, we see that successful operators determine what their KPIs are (for example, latency 
is a great metric of overall health in Preseem), and track that over time. Problem areas don’t get 
swept under the rug.

KPIs enable continuous iteration and improvement: At Preseem, we want to see that our sup-
port metrics continually go down in relation to the number of customers we have, not just the 
absolute number. This means that as we spend time being proactive, we get to spend more 
time being proactive. It’s a virtuous cycle. Success breeds success.

Next, let’s talk about HOW you are sharing the information with your stakeholders? People con-
sume their information differently. Do you note in your customer account folios what their pref-
ered communication method is? And if you do, do your team members actually leverage that 
information when reaching out?

How often do you communicate proactively with your customers and your team? People want 
to know how THEY will be impacted by your upgrades, expansion plans and even disaster re-
covery efforts. You don’t have to share every last detail but a clearly communicated vision goes 
a long way for retention and expansion efforts. 

Often the problem a customer is telling you about 
isn’t the real root of the problem. Come to it with 
an open mind.

LISTEN

By the time a customer calls, they’re already 
having a bad day.

EMPATHIZE

Make sure that you heard what they said. Make 
sure they understand what you are saying. Align 
language with a customer frame of reference 
(level of technicality, etc.) and company values.

CONFIRMATION
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WHEN

WHEN to communicate can be a bit tricker when you are being proactive. Sure, you might have a 
communication plan in place for a planned outage, but what about for an unexpected fiber cut? Or 
a winter storm with extended power outages. Proactive support means that you are helping your 
customers be prepared for the unexpected events too. How about the new electronics that will be 
under the Christmas tree. Will you wait for an uptick in support calls after the holidays? Or could you 
gift your customers some guidance ahead of time for basic troubleshooting? 

Before communicating with your customers about planned events or unepxected events. 

Ask yourself these questions:

Is this content worth putting into the world? 

How is it specifically going to help my customer? 

What do I encourage them to do? 

What benefit do I want them to receive?

And finally WHERE do you communicate proactively with your customers. Are you leveraging mass 
emails that are targeted by an access point that is showing poor performance? Do you track the 
sign-up rates for your installers that are consistently hanging door tags where allowed? How about 
messaging on your invoices or invoice attachments?

There are many ways to tackle Customer Success to ensure your customers' satisfaction. We hope 
that this short guide has been of value and has sparked some ideas on how you can get started by 
taking a PROACTIVE approach to how you communicate, measuring important KPI's, and paying 
attention to your customers' needs.

WHERE
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When to communicate can be a bit tricker when you are being proactive. Sure, you might have a 
communication plan in place for a planned outage, but what about for an unexpected fiber cut? Or a 
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WHEN

Quality of Experience Impact on Reducing Customer Churn

ADDITIONAL 
RESOURCES

ARTICLES

WEBINARS

SUCCESS
STORIES

10 Ways to Streamline Your Support Process

Preseem + Sonar Success Series: The Customer Experience

My Experience with Preseem: A Look at Grizzly Broadband 
with CEO Jason Pond Success Story

Using Preseem and Sonar to Upsell and Promote Growth

Tap Into Your Growth Potential with Preseem and Sonar
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https://blog.sonar.software/quality-of-experience-impact-on-reducing-customer-churn/
https://blog.sonar.software/10-ways-to-streamline-your-support-process/
https://player.vimeo.com/video/481775890
https://preseem.com/success-stories/grizzly-broadband/
https://preseem.com/success-stories/ziplink/
https://player.vimeo.com/video/452698166


SEE WHAT OTHER 
WISPS ARE SAYING

David Busch, CEO, Ziplink Systems

“We love Preseem! It’s one of the 
best decisions we’ve made in a long 
time. We also like how Sonar and 
Preseem work together and help us 
troubleshoot customer complaints as 
well as perform plan upgrades easily. 
This helps us have happy customers 
and more revenue!”

Louis Uttaro, Co-Owner, Oso Internet Solutions

“What Preseem has done is made 
us more credible to our customers. 
Thank you Preseem for being there 
and doing what you’re doing.” 

Jason Pond, CEO, Grizzly Broadband

“Preseem helped us reduce our 
weekly support calls by over 25%. 
We have also noticed that we are 
seeing fewer cancellations where 
the customers are changing 
providers. One other thing that 
Preseem has done is given us a 
fantastic view of where upgrades 
need to happen, and we have set 
forth a plan to hit towers that need 
things upgraded NOW, what can 
wait until this summer, and what will 
wait until fall or next year, causing 
our priorities to shift in our proactive 
network management.”



SEE WHAT OTHER 
WISPS ARE SAYING

SEE WHAT OTHER 
WISPS ARE SAYING

Joe Falaschi, VP, E-vergent Wireless

Guided by Preseem, we have made 
many improvements to our network. 
I believe these improvements and 
Preseem’s optimization are the ma-
jor reasons for our customer churn 
significantly decreasing.”

Shawn Tarlo, Technical Support Lead, E-vergent Wireless

“Preseem has been an outstanding 
addition to our tool kit. It provides 
real-time, easy-to-find data 
regarding each one of our 
subscribers. It has helped us resolve 
customer support requests faster 
and more accurately. Previously, if 
a customer had a speed/latency 
complaint, we relied on NMS graphs 
which polled devices at large 
intervals and really did not provide 
an accurate picture of what was 
happening. Now, Preseem gives us 
what we need for a near-instan-
taneous diagnosis, allowing us to 
resolve the issue with confidence. 
Additionally, their support is top 
notch—shout out to everyone in the 
support department!”

sonar



ABOUT PRESEEM

Preseem is a one-of-a-kind networking solution that helps fixed 
wireless providers deliver great service by measuring, analyzing 
and improving the subscriber quality of experience. With cloud-
based analytics, Preseem allows WISPs to understand the real 
QoE experienced by subscribers and proactively maintain and 
optimize their networks. 

 2019     

The Service of the 
Year award recognizes 
companies that have 
introduced or substantially 
modified a service for the 
fixed wireless industry 
within the preceding 
calendar year. The prize 
is voted on by WISPA 
members and is presented 
at the WISPAPALOOZA 
industry conference.

 2020      2021     

WISPA SERVICE OF THE 
YEAR AWARD WINNER

Learn more and book a free demo at www.preseem.com

http://www.preseem.com


ABOUT SONAR
Sonar Software is a leading cloud-based provider of BSS & OSS 
solutions for Internet Service Providers. The platform offers a 
range of rich features that are mission-critical to the daily work 
of ISPs. Sonar is a scalable and fully integrated solution that 
helps service providers consolidate their data in one place for 
improved visibility, reduce dependency on multiple systems, 
and automate complex workflows for enhanced business 
efficiency and growth.

Sonar brings together some of the best minds and talents from 
across the industry. And we’re far more than just software 
engineers. Our team also provides round-the-clock insight, 
guidance, and technical support for all our customers.

The Startup 50 profiles 
the fastest-growing 
startups in the country. It 
is a companion list to the 
Growth 500 ranking of 
Canada’s fastest growing 
companies which has, 
for over 30 years, been 
Canada’s most respectable 
and influential ranking 
of entrepreneurial 
achievement.

Microsoft Airband Initiative

Canada’s Top Growing 
Companies is an annual 
program, produced by 
Report on Business, 
which ranks both public 
and private Canadian 
companies based on    
three-year revenue growth.

 2019     2020

 2019     2020

We believe that technology has the ability to empower and 
transform communities. To that end, Sonar has partnered with 
Microsoft to take part in its Airband Initiative. Together, we’re 
helping to close the digital divide by bringing broadband access 
to millions of people in rural parts of the world.
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See Sonar in action, book a demo at www.sonar.software

http://www.sonar.software
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