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Five 
ingredients 
driving the 
most 
successful 
broadband 
providers
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Marketing/Advertising

Customer Experience

Research

Branding

Web

Training

Pivot is the leading 
marketing and customer 
experience agency 
serving the rural 
broadband industry.
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1. Strong & Alive Brand2. Robust Marketing & 
Sales Capability

3. Compelling Product Execution
4. Superior Customer 

Experience
5. Great Team/Culture

The Recipe 
for Success
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A Fishing Story



askpivot.com  | 

The Recipe 
for Success

Strong & 
Alive Brand
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Branding is…
Your Logo/Imagery and so 
much more.

• Your messaging
• Your personality
• Your creative
• Your execution
• What you stand for

It’s the perceptions people 
have about your 
organization.
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“The most important first step is really 
understanding the one thing your brand 
stands for.” 

—Dustin Duke
Principal Creative Director, Brand Innovation 
Lab, Amazon Ads
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Recent research from NCSolutions and Nielsen said 
creativity provides 47% of the total sales impact. 

A survey from Celtra found that 85% of U.S. adults 
are more likely to trust a brand with high-quality 
and well-designed ads.
- ADWEEK, THE 5 HABITS OF HIGHLY EFFECTIVE ADVERTISING
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Success for 
Jade

25%

2x
Increase in ARPU

Subscriber Rate
Following Brand Launch

Award-Winning
Marketing Excellence Awards

30+
Community Expansion
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Success for 
Blue Stream Fiber

60k

107%
Bulk Units Sold in a Year

Increase in Site Page Views
Dramatic result attributed 
to consolidating 5 sites into 1

4%
Internet + TV Sales Increase
After Brand Refresh

4x
Increase in QR Code Scans
After Brand Refresh
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Guiding 
lights for a 
brand.

Connect

Differentiate

Reflect

18
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Robust 
Sales and 
Marketing 
Capability
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“We don’t do any marketing.”
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21% Click Through Rate

49% Conversion Rate
$3 Cost

What’s a Marketing Qualified Lead Worth?
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Compelling 
Product 
Execution
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Compelling Offering
• Fiber
• Simplicity/right price
• Customer focused

24
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• Usually contain the basic intent of each of these 
four questions.

1. At what price would it be so low that you start 
to question this product’s quality?

2. At what price do you think this product is 
starting to be a bargain?

3. At what price does this product begin to 
seem expensive?

4. At what price is this product too expensive? 

Van Westendorp Price 
Sensitivity Meter
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“Potential Demand” Curves and Price Sensitivity for 
100 Mbps Package at $109.95
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Definitely would switch Would start to become interested

At what monthly rate/price would you start to become more interested in switching to XYZ Fiber’s internet service? 
At what monthly rate/price do you think you would definitely switch to XYZ Fiber’s internet service?
These questions were asked only of those who said high price is a reason they wouldn’t switch. *
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Superior 
Customer 
Focus/CX
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49% of customers who left a brand, 
to which they’ve been loyal, say it’s 
due to poor CX.
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Great CX
=

Relentless 
Focus on 

Customers



askpivot.com  | 

3.9

4.3

3.7

4.5
4.3

4.5 4.4 4.5 4.5

3.7
3.9 4.0 4.0

2.9

3.6

3.3

4.0

3.4

3.6

4.1
4.0 4.0

3.5

3.1

3.5

3.9

Customers Employees

30

Pre-Purchase Purchase Post-InstallationInstallation

Customer Journey Mapping

Finding 
information 
on website

Calling office 
for more 
information

Information 
provided on 
social media

Knowledge and 
professionalism 
of employees 
when placing 
the order

How clear the 
explanation 
was of next 
steps and 
what to 
expect

The ease of 
scheduling 
your service 
installation

Technician 
called in 
advance to 
confirm or 
update 
time of 
arrival

Upon arrival, 
the tech 
explained the 
installation 
process and I 
understood 
what to expect

Before tech left, 
I felt confident I 
could use the 
service and 
everything was 
working 
properly

Ease of 
understanding 
and accuracy of 
the first bill

Ease of 
managing 
my account 
online

Ease of 
scheduling 
technician 
visit to 
address a 
problem/ 
issue

Resolution 
of technical 
issue

1 2 3 4
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Customer Loyalty: Net Promoter Score

41 average

70s = rare

Fiber typically earns 
a higher NPS

0 or lower = much 
improvement is 
needed
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Great Team/ 
Culture
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51%’ers
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Jenny’s Move 
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One more 
thing…
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Consider an Operating System for Your 
Growing Business
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Thank you!

Dave Nieuwstraten
dave@askpivot.com
503 310-7007


