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Service Area and Population
Clear Lake (ILEC residential & business)

Pop.: 7,682  |  Size: 100 mi²  |  Broadband Subs: 3,300  |  Video Subs: 2,400

Ventura (ILEC residential & business)

Pop.: 721  |  Size: 42 mi²  |  Broadband Subs: 290  |  Video Subs: 200

Mason City (CLEC business only)

Pop.: 27,458  |  Size: 28 mi²  |  Broadband Subs: 120  |  Video Subs: 0



Awards and Accreditations



Video: How Did We Get Here?

• First offered video in 2002 via Next Level
• Excellent service quality

• Moved to Minerva, Calix, and Entone in 2008
• HE provider no longer providing both ATM and IP feed

• Service quality seriously degraded
• Extremely poor service for 6-12 months
• Could not justify raising rates; got behind “8-ball”

• Moved to Innovative APMAX and Amino STBs in 2011
• Excellent service quality

• BUT…



Costs Keep Rising – But Margins Don’t

• Content
• Anyone received a rate reduction recently?
• “All You Can Eat” channel lineup was killing us

• CapEx
• STBs are not cheap and depreciate quickly
• Misc. hardware adds up

• IR Eyes
• MoCAs
• Remotes

• OpEx
• 40%+ of all trouble calls are related only to video

• Hardware failure
• Wrong input



A Change Had To Be Made

• Finally able to offer video tiers in late 2015
• Created three tiers

• Basic
• Enhanced
• Ultimate

• Restructured STB pricing

• $10 - $20 rate increase for most (depending on how many STBs)
• Began fully passing on rate increases from programmers
• Two more rate increases

• $6 in 2017
• $8 in 2018

• Local Broadcast Station Fee

• Still lose money on every sub, but it’s much better than where it 
was



“But What If They Drop Our Broadband, Too?”

• Fear of reaching the “tipping point”
• Losing more video revenue than margin savings

• Customers dropping broadband, too

• In last three years, average bill increased by $30+ per month

• Profitability only improves!
• Video penetration ↓

• Broadband penetration ↑



Broadband & Video Subscriber Count



Video Getting Better, But Still Not Great

• Moving in the right direction
• Margins still in the red

• > ($10)/sub./mo.
• Over 40% of troubles are related to video ONLY

• It’s hard to keep just raising the rates without offering a solution



A Shift of Perspective

• STOPPED
• Tip toeing around discussions of video cost with customers

• Throwing up our hands and apologizing

• Trying to hold onto video penetration

• STARTED
• Being as transparent as possible

• Offering alternatives

• Being “video agnostic”
• We just want to sell you our broadband.

• We’ll help you find the best video solution for you.



Video Agnosticism: How-To

• Training
• CSRs and Technicians

• Streaming devices
• Roku, Apple TV, Amazon Fire TV, Chromecast, Air TV

• Streaming services
• Hulu, Netflix, DirecTV Now, Sling TV, PS Vue, Fubo TV, Skitter Slice

• Messaging
• We understand, and we agree.
• We want what’s best for you – we want you to be happy.
• Here are other options that could work.
• By the way, would you like to 2x your Internet speed free for 3 months while you figure it 

out?

• Action
• Bill Insert
• Experience Zone
• Spreadsheet Tool





Experience Zone







Desired Hulu with Live TV Live a Little Just Right Go Big Gotta Have It
✓ Price $39.99/mo $35/mo $50/mo $60/mo $70/mo

✓ Channels 60+ 60+ channels 80+ channels 100+ channels 120+ channels

Local live channels CBS (KIMT), ABC (KAAL)

Regional Sports Networks CSN Chicaco CSN Chicago CSN Chicago CSN Chicago

CSN Plus

FS Midwest

FS Midwest Plus

FS North FS North FS North FS North

FS North Plus

FS Wisconsin FS Wisconsin FS Wisconsin

Music Channels

A Wealth of Entertainment x x x

A&E x x x x x

ABC - On Demand x x x x x

ACC Network Extra

Afro

AMC x x x x

American Heroes x x

Animal Planet x x x x

Audience x x x x

AXS TV x x x x

AYM TV

Baby First x x x x

Baby TV

BBC America x x x x

BBC World News x x

(name)



Recap
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The Future – Exit STB “Business”
• We believe all video will be delivered by OTT within next 10 

years
• Could be a way to bridge that gap – and even make a margin
• App-based TV

• Dramatically reduce costs
• STBs
• Wrong Input
• Remote failure

• Great features
• Voice navigation
• Rich User Interface (UI)
• Content aggregated in one place

• Simple, hands-off revenue
• Download app from store
• Add service to monthly CL Tel bill



Tom Lovell
General Manager
tomlovell@cltel.com
641-357-2111

mailto:tomlovell@cltel.com




How Did They Do That?

The story of a rural provider

who dropped video



Points of Discussion

• A Little About Valley

• Deciding to Discontinue Video Service

• Process of Making It Happen

• Results on the Other Side



A Little About Valley

Valley Telephone Cooperative 

is incorporated

May 3, 1962 1995 2000

Combined all companies 

under one umbrella, new logo

Valley TeleCom Group

2007

Built fiber network 

in two CLECs: 

Safford and Willcox, AZ

Purchased four exchanges, 

became Copper Valley 

Telephone



By The Numbers

• Southeast AZ & 

southwest NM

• 10,467 sq. mi.

• Iowa – 56,273 sq mi

• Vermont – 9,616 sq mi

• Rhode Island – 1,212 
sq mi.



By The Numbers

• 4 offices

• Animas, NM

• Clifton, AZ

• Safford, AZ

• Willcox, AZ 
(Headquarters)



Deciding to Drop Video



The Beginning of the End

• 2014 – Viacom negotiations start
• Working with a consortium to get best competitive rate
• 14 channels with Viacom
• Updates through social media, eblasts, community events, tvonmyside.com

• Decision made to drop the Viacom channels
• March 2014 – Sent letter to TV customers
• 4/30/14 – Dropped Viacom channels

• 8.2% churn rate of TV customers
• Anticipated much higher rate of churn (60 day period) 
• Higher rate of increase in Internet customers



2017 Video Decision: VTG vs TV

• More TV Channel contracts to be negotiated prior EOY
• 3 Local channel DMAs

• Phoenix, AZ

• Tucson, AZ

• Albuquerque, NM

• Fox Sports AZ (MLB, NBA, NHL)

• Other Cost Considerations
• Servers/Receivers at EOL

• Channel delivery conversion to fiber backbone

• Numerous upgrades needed to provide advanced features



Customer Communication

• 3 letters mailed to TV customers

• Community events

• Customer Education

• Partnered with DirecTV
• Transitioned current TV customers only



Customer Letter #1
8/25/17



Customer Letter #2
9/21/17



Customer Letter #3
10/16/17



Immediate Impact

• 5/17 – 5/18 – 5%+ net increase Internet customers

• DSL TV customers could get faster Internet speeds

• 16.5% residential TV customers transitioned to DirecTV

• 17.9% business TV customers transitioned to DirecTV



Other Opportunities

• Created naked DSL packages

• Revamped Internet speeds & pricing

• Creating plan to expand Internet coverage

• Replacing copper with fiber in many ILEC areas



Key Takeaways

• The first step is the hardest

• Customer communication is key

• Have an alternative solution if possible

• Be on the lookout for other opportunities



Questions?



Bob Dahlstrom
Marketing Representative
Direct Line:       (520) 384-8962
Mobile:             (520) 507-0234
Email: bob.dahlstrom@vtc.net
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