THE SERVICE PROVIDER'S
TOOLKIT FOR NAVIGATING
COVID-19

PURSUING A ZERO TOUCH SOLUTION

IN THIS DOCUMENT

A Message to Our Service Providers

4 Steps You Can Take
Community Resources
Contact Information




WE ARE HERE TO HELP

We have been working diligently with
telecom engineers to put together some
useful steps that Service Providers
could utilize to reduce social contact per
national health guidelines. Until
recently, installation and support have
always worked best in person, on
premise, with a guarantee of good
service before a technician would leave.

COMTREND'S MISSION

Today, to protect both your employees and your subscribers, it is
imperative to reduce or remove this interaction while trying to attain the
same level of customer satisfaction. We are calling this, "The Pursuit of
Zero Touch." If a self-install is possible, perfect. If better home WiFi can
be a delivered kit with good instructions and a support number to call,
that would help too.

Below are steps to help better protect you, your subscribers and their

families, and keep them supported as we navigate the complexities of
COVID-19 and its implications.
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4 STEPS YOU CAN TAKE

CUT DOWN YOUR TIME AT THE CUSTOMER
PREMISE & MAINTAIN SOCIAL DISTANCING

1 IMPLEMENT SELF-INSTALLS

¢ When possible, begin implementing self-installs instead of visiting the
customer premise. If you are utilizing TR-069, DHCP, or custom firmware,
then you can use our sample self-install guide to help subscribers self-install
the gateway.

¢ We have started with the NL-3120 sample self-install guide. While we will be

providing additional tools in future updates, please know that Comtrend
Marketing and Engineering can assist in customizing these guides to your
company's unique parameters of installing Comtrend Gateways. Email your
Sales Representative for assistance (or NA.Sales@Comtrend.com).

e We understand that PPPoE WAN service is more challenging for some
providers as it requires unique settings for each customer. Please talk to us on

how we can help with approaching a zero-touch install for this type of service.

CUSTOMIZABLE
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https://files.constantcontact.com/4460e5a9101/3c86c827-879b-4609-80c1-ad9174a58819.pdf
https://files.constantcontact.com/4460e5a9101/3c86c827-879b-4609-80c1-ad9174a58819.pdf

4 STEPS YOU CAN TAKE (CONTINUED)

2 UTILIZE ACS REMOTE MANAGEMENT
IF YOU DON'T ALREADY, WE HIGHLY RECOMMEND
THAT YOU GET AN ACS (AUTO CONFIGURATION

SERVER)
e Having an ACS enables you to easily setup, manage, troubleshoot, and
control the CPE remotely.

e Comtrend offers a FREE ACS option which can be used on all Comtrend

hardware.
e Take full advantage of your existing Comtrend ACS solution (Comtrend

ACS 3.0 or Fine Point's MountainView) to reduce social interaction.

Comtrend ACS 3.0

Utilize the new CSR (Customer Service Representative)
Portal to remotely offer technical support.

e The Network Map can locate problematic WiFi hosts.

¢ View Connectivity Performance in signal strength RSSI values.

» View individual Internet Speeds (i.e. between the gateway and
the Internet, the Mesh Node and the Gateways, and more).

Fine Point's MountainView

Utilize Fine Point's MountainView Customer Service
Representative (CSR) portal to view historical data for a
deep dive of information when troubleshooting.

« |dentify subscriber trends and patterns to better troubleshoot.
¢ Drill down within a residential network and identify which

devices are having issues.
¢ View connectivity performance in signal strength RSSI.
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4 Steps You Can Take (continued)

PREPARE FOR INCREASED WIFI DEMANDS:

HAVE TOOLS READY AND AVAILABLE TO HELP
SUBSCRIBERS' WITH THEIR WIFI NETWORKS.

Social distancing has moved work, schooling, and overall social communication
to the home. This means greater demands are being put on residential WiFi
networks. Learn more about increased Internet usage demands here.

o Utilize Powerline + WiFi solutions to easily bring WiFi to remote locations of the
home utilizing the existing electrical wiring. Comtrend offers a G.hn Powerline +
WiFi solution to eliminate those WiFi "dead zones."

o Additionally, offer Internet Management with Parental Controls for parents who
want to limit their children's Internet access while they stay home from school.

4 MAINTAIN 90-DAY INVENTORY LEVELS

¢ We recommend that you have at least a 90-day supply of inventory. As the
COVID-19 situation dynamically develops, we want you to be prepared for
possible increases in demand and changes to supply chain.
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https://us.comtrend.com/products/pg-9172ac/
https://us.comtrend.com/router-limits/

COMMUNITY RESOURCES

PLEASE USE US AS A RESOURCE WITH ANY
QUESTIONS YOU MAY HAVE.

Please use us as a resource with any questions you may

have. If you have recommendations for reducing social

interaction while supporting broadband needs, please
send them our way! We can share them in our next
update to help Service Provides across the country.

Below are additional resources:

NTCA Pandemic Resources for Rural Broadband Providers
CDC Pandemic Prepardness Resources

OSHA Pandemic Health Preparedness and Response Guidance
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https://ceoblog.ntca.org/pandemic-resources-for-rural-broadband-providers/
https://www.cdc.gov/coronavirus/2019-ncov/php/pandemic-preparedness-resources.html
https://www.osha.gov/Publications/OSHA_pandemic_health.pdf

THANK YOU

To learn more, please contact your Sales Account Representative

"~ TERRITORY ACCOUNT MANAGER TERRITORY ACCOUNT MANAGER (LATAM)
~ Gerard Sison Jose Gomez

. Gerard.SisoneComtrend.com Jose.GomezeComtrend.com
(949) 608-2201 (949) 608-2202

TERRITORY ACCOUNT MANAGER
Steve Davis
Steve.DaviseComtrend.com

(949) 753-7620

ACCOUNT MANAGER*
Natalie Trujillo
Natalie.TrujilloeComtrend.com
(949) 608-2203

*NOTE, ASSIGNED UTAH AS WELL *NOTE, ASSIGNED MISSOURI AS WELL
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SALES, BUSINESS DEVELOPMENT, AND MARKETING MANAGEMENT

John DiFrenna- Vice President of Sales & Marketing  Anthony "AJ" Saccacio- Director of Channel Sales
John.DiFrennaeComtrend.com

Anthony.SaccacioeComtrend.com
(949) 608-2200

(949) 753-7636

Bradley Joe- Senior Director, Business Development  Dan Knofler- Director of Marketing

Bradley.JoeeComtrend.com (949) 608-2216

Dan.KnolfereComtrend.com
(949) 608-2212

(949) 753-9643
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