
CaseStudy
Community Communications
Need a Reliable Managed
Services Provider
We gave them
first class support 

A Better Diagnostics Tool Makes All the 
Difference. Community Communications Uses 
TruVizion Data in Several Ways to Help Reduce 
Truck Rolls.

Monticello, Arkansas is a region known for its dense pine 
and cypress forests and numerous rivers. Amid these ideal 
surroundings, Community Communications Company enjoys 
the relaxed comfort & charm of a small town located in the 
heart of Southeastern Arkansas. Founded in 1972, Community 
Communications provides cable TV, Internet, home telephone 
and business voice and data services to Monticello and other
South Arkansas and Mississippi communities, and remains the 
largest independently owned cable company in Arkansas.
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THE RESULTS
With TruVizion’s comprehensive diagnostics 
data and its intuitive interface, Community 
Communications now has the support tools 
they need to provide a superior service to their 
broadband customers. Since the transition 
to ZCorum they’ve also come to appreciate 
the improved level of support they receive 
from ZCorum’s various teams when they have 
questions or need advice.

The TruVizion tool has had an impact on 
reducing the time it takes to troubleshoot 
a customer issue or overcome an outage. 
Technicians are able to pinpoint issues in the 
field more rapidly, resulting in a lower time to 
repair and an overall decline in trouble calls.

REDUCED TRUCK ROLLS
Community Communications is using 
TruVizion in several different ways to 
help them reduce their truck rolls. With 
the CMTS overview screen, Community 
Communications’ techs are able to see 
immediately if there’s an abnormal amount of 
cable modems out of spec. With a single click 
they can view a detailed report, and with one 
more click display the affected modems on a 
map and zero in on the cause. This is a major 
improvement over their old tool, as before 
they had to drill down multiple levels just to 
find how many modems were affected.

Overall they are also being more proactive 
now that they can see so much data instantly. 
Being proactive has improved their overall 
customer satisfaction due to fewer issues 
cropping up that customers would normally 
call in for.

HISTORICAL GRAPHING
Community Communications has found the 
historical charts to be a valuable asset in seeing 
changes over time. Scott noted, “I’ve had 
numerous occasions where my technicians 
look at a graph and say ‘Oh, you know what, 
I was around the corner adjusting an LE over 
there, and I bet I threw that whole line off. 
There’s something tapped or untapped there.’ 
Sure enough, that will be the issue.”

INTRODUCTION

THE CHALLENGE
Even in a small town, being an independent operator can present
some big challenges. Keeping a network in top shape plus 
supporting end-users to maintain a high level of customer 
satisfaction requires constant diligence and a lot of hard 
work. Consistent and reliable support from their managed 
services provider was key to keeping things running smoothly. 
Unfortunately for Community Communications, their service 
provider was busy acquiring other companies and things began
to change.

During this period it became apparent that they would not 
be receiving the level of customer service and engineering 
assistance they were accustomed to. The level of support went 
“downhill” and never picked up.

Another major problem occurred when they had to switch to 
a different platform developed by one of the newly acquired 



companies. They had to transition their entire network to 
the new platform in order to receive diagnostics. But that 
new tool only provided the basic functionality of what was 
needed to diagnose and resolve problems. When customers 
experienced connection troubles or network issues erupted, 
Community Communications’ technicians would have to dig 
into their CMTS to find out if an issue was related to noise, 
ingress, or an inadvertent error from another issue that had 
been worked on previously.

Handling the bulk of their operations with basic tools and 
limited support became a source of dissatisfaction for the Arkansas provider. 

Disappointed with this turn of events, they began thinking of a change of their own and set out to review other 
solutions. They knew they wanted a provider with proven results in supplying high-level customer support and 
engineering expertise as well as a more robust diagnostics and network monitoring tool.

THE SOLUTION
As part of their due diligence, Community Communications started a trial of ZCorum’s broadband diagnostics 
tools. During the trial they immediately saw the value and the huge impact that advanced diagnostics would 
have on their operations. After demonstrations and in-depth discussions, Community Communications signed 
on for ZCorum’s full suite of managed broadband services, which included access to ZCorum’s patented TruVizion 
diagnostics software.

TRUVIZION HAD EVERYTHING THEY NEEDED
Community Communications’ technicians jumped right into the use of TruVizion and were able to quickly grasp 
the navigation and how to use the data the tool provided. 

The historical information and graphs were an integral part of being able to diagnose problems that surfaced on 
their network because they were able to see issues as far back as the last 90 days. TruVizion’s ongoing collection 
of historical data also eliminated the need to create a watch list for modems as was necessary with their former 
tool. Eliminating this extra step allowed their technicians to proactively address issues without a lapse in time.

IMPROVED TROUBLESHOOTING
With TruVizion, Community Communications was able to take advantage of having at-a-glance diagnostics 
information about a customer’s real-time cable modem performance levels and historical data for every modem 
and port. With this information readily available, there was no need to drill-down to locate diagnostics information,
which was a welcomed transition from the previous provider’s tool.

THE BOTTOM LINE
Community Communications now has access to a reliable support team as well as patented broadband 
diagnostics software that is far above what they were using previously. With the transition to ZCorum, 
they were able to provide an increased level of customer satisfaction while reducing their truck rolls.
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ZCorum provides broadband Internet and communication 
solutions to telcos, cable companies, utilities, and municipalities, 
assisting in all facets of broadband implementation, integration, 
engineering and consulting, network monitoring and 
diagnostics. 


