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Harvard Business Review – “Strategy Under Uncertainty”
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Income Statements



Organizational KPIs



Mission Clarity



Customer Centric Model - Major Shift for Many
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Customer Centric Model
What We’re Hearing
• “Running the USF game is exhausting”

• “Losing to sub-par products”

• “Why do we have techs when we are losing to self-
installation models?”

• “Starlink is kicking our #$%”

What to Do About It

• Define the Customer Experience 

• Internal Market Share/Customer Capture

• “Infrastructure vs. Retail” Mindset

• Customer at the Center – Primary Focus

• 180-degree Shift in “10-day” Rule (is it really 
FTTH?)



How are you showing your customer focus?

• Number and quality of trouble resolutions by customer

• Order to install timing

• Outbound calling tracking

• Etc.

Organizational KPI’s – Focus on Leading Indicators



Market & Customer Clarity





• “Do we value what our customers value?”
• “Our customers are home after 5:00, we end at 5:00”
• “Video costs us $3 million in margin and our customers $2 million extra fees”
• “I don’t even know what a megabit is, how do I say you need more?”
• “I don’t ever wake up thinking about electricity…unless it’s out”



Short/Long Game
Now

CYBER…CYBER…CYBER

Short term:  12-36 months?

• USF  buildout and customer capture

• BEAD & other grants

• Partner with electric/municipal/E-Rate for IRU’s & joint builds

• Creative marketing

Long game:  36+ months

• M&A - buy customers/revenues to scale and spread costs, expand 
complementary services

• Realignment of the ILEC



Cash Flow Clarity



Operational Evolution
• Construction “shift” – Optimize for cost efficiency & 

utilization

• Big Partnering:  Employee sharing – Complimentary skills  

• State-wide networks = Opportunity to leverage synergies

• Switching:  Own vs Cloud vs Regional Clusters

• Network synergies:  NOC, backhaul & purchasing power, 
regional clusters, cost savings

• “Creative/forward looking” planning & accountability

• CEO/GM & Organizational WIG’s – more robust in nature

• Employee succession matrix – Remote work – Automation

• Cooperatives – CC’s, privatization & capital considerations?



KPI’s - Cash Flow Planning



Cash Flow Planning



Competitive Clarity



“Boundaries, Funding & Acquisitions”
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Fiber Providers & Competition



Fiber Providers & Competition

21



Concluding with Clarity



Current & Future State

Past
Present

Future

• Organizational focus & identity – Becoming customer centric
• Revenue, profitability & cash inflow portfolio – The financial picture to make it happen
• Competitive landscape – “hunting & hunted” – Winning and keeping customers/differentiators
• Workforce dynamics & skillsets – The right team to make it all happen
• Customer experience – Staying customer centric and winning & retaining customers
• Scale & efficiency – Building a platform for operational and financial sustainability





Thank You!
Camille Christiansen, Partner
Camille.Christiansen@mossadams.com

Chad Duval, Partner
Chad.Duval@mossadams.com
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