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The Fidium 
Brand

Fidium is a brand that reflects a deep understanding of the needs 
of the market. It has the freedom to explore all the ways we can 
exceed the expectations of our residential customers. We are 
dedicated to delivering the best possible home connection to 
everything that matters, and embrace the idea that we can 
completely change the game with every brand interaction.

Our past builds our future…
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Fidium
Positioning

We aspire to provide the most admired customer experience in the 
industry and want to evolve the prevailing attitude about what 
being an internet customer means. From delivering the very best 
technology, to how we service our customers day-in and day-out, 
our goal is to establish an incredible experience from the 
customer’s point of view.
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Fidium Consolidated Communications

Market presence New player Established

Offering Residential Residential, Small Business, Medium 
Business, Enterprise Business, Carrier

Perception None  Baggage in select markets

Foundation Built on customer experience Built from utility and M&A activity

Customer experience Easy to do business with (simple solutions) Can be complex to do business with (robust 
product mix)

Personality Vibrant and contagious Mature and stoic

Evolving our mindset
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Key messages

Make the most of the current (negative) 
customer experience in the industry…

o Capture people’s attention

o Redirect the negative response – turn pain 
points positive

o Show how Fidium service is designed around the 
customer

Gig speeds,
Gig WiFi,

Fiber

Easy-to-use 
support tools

More 
bandwidth,
dedicated 
connection

Helpful, 
friendly

tech support

Transparency, 
customer 
service

Wallet-friendly, 
choice & 
control
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Brand attributes – How we present ourselves

Exceptional 
service

You’ll get an exceptional 
experience – from your 
first contact to all future 

interactions

Affordable 
pricing

Unlike the competition, 
we won’t take more of 
your budget to deliver 

less

Sincere 
support

We’ll provide the 
support you need, 

sometimes, even before 
you know you need it

Customer 
focus

We’re dedicated to 
providing 

unprecedented 
connectivity, 

customization and 
customer experience

Compassionate 
assistance

We’re understanding of 
your needs and will 

assist you every step of 
the way to come up with 

solutions
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Product offerings

7

Internet & phone
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Customer mobile app – Fidium AttuneTM WiFi 

AdaptTM

Buffering is a bad dream of the 
past! Adapt service delivers 
ultra-fast, perfectly consistent 
connectivity across every room.

ControlTM

With Control features, you can 
create visitor passwords with 
expiration dates for extra 
security – customize the 
devices and services guests 
can access!

Our easy-to-use home 
network app lets you 
manage it all

GuardTM

Guard provides always-on 
security for every device on 
your network. Filter suspicious 
activity, quarantine devices that 
are behaving strangely, and 
enjoy built-in ad blocking.

SenseTM

Sense is a new way to detect 
movement near each 
connected device or room on 
your network – with built-in 
filters to screen pet-based 
alerts!

Simple, smart controls

Your home is going to be smarter than ever

Fidium Attune™ WiFi, powered by Plume HomePass®, gives you total control over 
your home WiFi experience. Our free, easy-to-use app gives you a 360˚ view of 
your entire home WiFi network. If you need to run a speed test, know who’s online, 
troubleshoot a home network issue, monitor network and home security, or set 
controls around when to make access available—you have a simple interface at 
your fingertips 24/7. 

Search for “Fidium Attune WiFi”

Download from the Consolidated 
Communications app store
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Get your home phone up to speed

Never miss a call

Forward calls to any other 
phone or device, ring on other 
phones at the same time or 
when one doesn’t answer, plus 
call waiting and caller ID

Feel secure

Your home phone will 
automatically connect your 
address to 911, so you don’t 
have to worry in an emergency

Unlimited local and long distance

Includes local, nationwide and international calls to Canada, U.S. 
Virgin Islands, Guam, Puerto Rico, and the Mariana Islands

Voice powered by fiber internet

Add phone 
service
$15/mo

24-hour battery backup
in case of a power outage

International calling
charged per minute, per country

Add an additional line
for $15/mo

Add-on features:

Clear the line

Block spam, anonymously 
reject calls or set to do not 
disturb to keep your ear on 
what’s important

Get the message

All voicemails will go directly to 
your email, so you access your 
messages faster
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Products & Services
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o Fiber optics has 1000’s of times the bandwidth capacity and speed capability of copper cables.
o Fiber installation increases home value by an average of 3.1%
o Consolidated Communications is a top 10 national fiber provider.

Fidium Network Overview Training



CONFIDENTIAL AND PROPRIETARY – ONLY FOR INTERNAL USE 12

Fiber vs. Cable vs. DSL

+    Symmetrical Speeds
+    1 Gig and up
+    Uptime Reliability
+    Dedicated connection

-   Coaxial cable
-   Shared bandwidth
-   Burstable speeds
-   Old technology

-   Built for phone
-   Twisted pair - copper
-   Slower speeds
-   Oldest technology

-   Asymmetrical Speeds
-   Uptime Reliability
-   Better than only coax 
or copper

o Fiber is a very durable, hollow glass tube used to transmit light at high frequencies. 
o Coax and twisted pair copper cables are old technology and have less bandwidth and distance capability. 
o DSL type services are the slowest and coax shares bandwidth between neighbors.  Both can have performance 

issues if exposed to the elements as water and current cause corrosion.  
o Nothing can compete with Fidium fiber speeds and reliability.



CONFIDENTIAL AND PROPRIETARY – ONLY FOR INTERNAL USE 13

Fiber Network Deployment to the Neighborhood

o The fiber network is managed and delivered from the Fidium Head End to the Fiber Distribution Hub.
o In excess of 10gig can be used to serve FDHs using splitters that distribute the bandwidth.
o Each home has it’s own dedicated connection and bandwidth.



CONFIDENTIAL AND PROPRIETARY – ONLY FOR INTERNAL USE 14

Fiber Distribution Hub (FDH)

o FDHs have a connection for each serviceable 
address in the neighborhood.  

o As the signal travels down the street, splice points are 
used to connect homes to the network.  
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Aerial Service Drops

o Aerial service is connected on 
poles.  

o Similar to existing aerial 
services, fiber service drops will 
connect pole to house.  

o Connections are fused to splice 
the fiber together.  

o Coiled service loops offer slack 
at the terminal.  

o All connections are closed and 
protected inside.

o Aerial drops are typically 
installed on the day of install
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Buried Service Drop

o Underground surveys are completed 
prior to the placement of buried fiber to 
avoid other utilities.

o Underground utilities are identified with 
a wand and the technician marks the 
expected path.

o Underground drop work 
typically starts 3 days prior to 
install

o Weather restrictions apply to 
underground drop placement

o Directional boring eliminates the 
need to trench from street to 
house.



CONFIDENTIAL AND PROPRIETARY – ONLY FOR INTERNAL USE 17

Optical Network Terminal (ONT)

o ONTs convert Fiber 
Optic signal into a CAT6 
capable transmission. 

o The device needs power 
and is often mounted 
near an outlet.

o New deployments 
require ONTs be located 
indoors.

o A fiber jumper will be 
spliced to the service 
drop and ran inside to 
the ONT.



CONFIDENTIAL AND PROPRIETARY – ONLY FOR INTERNAL USE

Advanced Wi-Fi 6 Service Delivery Gateway

Wi-Fi 6 Service Delivery Gateway

The Fidium Service Delivery Gateway allows more devices to connect and stream simultaneously, 
without impacting speed or reliability, by scheduling multiple streams at once and efficiently packing and 
scheduling data. Delivering the fastest Wi-Fi to all customer connected devices — today and tomorrow.

Network Interfaces
o • 1x Combo WAN (one active at a time)

o • SFP+ Slot

o • 2.5GBASE-T (IEEE 802.3bz-2016)

o • 4x 10/100/1000BASE-T LAN

o • MDI/MDI-X Automatically Sense

o • RJ-45 Ports with Integrated Link and Activity LEDs
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Inside Wiring and Equipment

o Wi-Fi connections
o Testing provides best location for router.
o Signal is password protected to ensure secure transmission.

o Hard wired connections
o CAT6 for gig+ speeds 
o CAT5e – common, up to 1 gig 

under 300 feet

Inside the home, ONT’s are connected to the router
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Wi-Fi Extenders – SuperPods

Plume SuperPods with WiFi combines the power of tri-band SuperPods with next-generation WiFi standards. Each SuperPod with WiFi works 
seamlessly together to extend WiFi coverage throughout the home. Having multiple SuperPods is ideal for homes larger than 1000 square feet.

WiFi Capabilities
The Fidium SuperPods features tri-band Wi-Fi connectivity, supporting more connected devices and greatly improved speeds when used with 
compatible client devices while maintaining backward compatibility with older Wi-Fi clients.

Ethernet Connectivity
SuperPods have two gigabit Ethernet connections that can be used for WAN or LAN connectivity, and the left Ethernet port on the SuperPod with 
WiFi supports up to a 2.5 Gbps WAN connection. This makes the next generation of SuperPod ideal for Internet connections with speeds greater than 
1 gigabit.

WiFi Extenders

*Include the request in the service order notes for 
customers who desire Pods installed.
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Simple, smart control

WiFi Managed Smart Home Experience

Smart TV’s and streaming devices are typically the most sensitive, Smart devices (switches, lights, etc.) will typically work well in 
most homes.

Placing extenders when not needed will cause them to oversaturate a network and run hotter than they should creating fail safes 
in the system rebooting units & causing potential outages in the customer’s home network. 

WiFi extender placement is predominantly a science with real world variables impacting the overall user experience. Our trained 
technicians employ the latest technology in RF interference identification.  If your In-Home WiFi network is not properly tuned to 
your specific home environment, the competing wireless signals can interfere with one another, degrading overall performance 
and providing a sub-optimal end-user experience.  

Fidium will provide up to 2 WiFi extenders as part of the service which will be placed in the home based on our technician’s best 
recommendations. Not all homes will need an extender based on the optimized coverage of the Service Delivery WiFi Gateway. 
Often times less is more for the best quality coverage in a home.  Our technician’s tools will allow us to tune this coverage for the 
customer’s home network specific needs. If required up to 2 WiFi extenders will be placed in the home. Additional extenders, if 
recommended by the technician, are available for $4/mo.

WiFi Extender Placement 
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2Gig - Key Point to Communicate

1. 2Gig is best for households with significant bandwidth needs who share 
a connection
o Multiple TVs streaming HD at once
o Multiple gamers
o Multiple social media users
o Multiple users on Teams or Zoom
o Other large file transfer applications
o Collectively, the devices share the 2 Gig capacity within the home 

 
2.   Customers should not expect to receive 2 Gig on a single device

o Single device ports do not support 2 Gig service 
o Adtran gateway LAN ports are 1 Gig capable
o Devices connected via Wi-Fi do not support 2 Gig
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2Gig Performance and Testing

• 2 Gig service is specifically designed for households with 
multiple devices consuming high bandwidth.  

• Most devices are not capable of supporting 2 Gig speeds. 
Therefore, a residential customer will not be able to generate 
a speed test reaching 2 Gig on their devices. 

• However, 2 Gig capacity can be demonstrated using the 
customer’s smart device through the Fidium Attune 
application

Understanding some of the differences between 1G 
and 2G is important.  See the points below to speak 
accurately regarding 2g speed and performance on 
customer devices.   
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Whole-home Attune App

• Fidium customers should be 
directed to use the Attune app 
for speed testing and device 
performance.

• The router will test the fiber 
connection from Fidium, as well 
as the Wi-Fi performance to the 
connected devices.  
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Customer Provided CPE - BYOD Policy

Fidium customers are strongly encouraged to utilize the Fidium Service Delivery Gateway & up to 2 included Wi-Fi extenders, when 
required, to enable the Whole Home Managed Wi-Fi Customer Experience.
 
This service provider enhanced Wi-Fi solution includes; Network Security protocols, proactive remediation, device firmware updates and 
network enhancements while connected to the Fidium Fiber Network with Fidium devices.

 
If a residential Fidium customer strongly requests the use of their own device, which will be provided outside of the Fidium 
experience, we are developing a solution to allow these customers to bring their own device (BYOD);
 

o Customers must still choose the Network Care Wireless Package NCWL to be eligible for any promotions running, which includes the 
lease of the Fidium provided Service Delivery Gateway (SDG)

  
If a residential Fidium customer chooses to use their own device, provided outside of Fidium, the following customer experience 
can then be expected;
 

o Tech support will test the outside connection to the Optical Node Terminal (ONT) ONLY.

o Fidium will have no visibility or the ability to test the customer device.  
 

If the connection test is okay, Tech Support will advise that the problem resides with the customer provided device or beyond and it will be up 
to the customer to troubleshoot and remediate their connection beyond that device.  If they have any problems with their customer provided 
equipment, Fidium has no control beyond the ONT.
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Analog Telephone Adapter (ATA)

The newer ATA’s, are also referred to as Media Terminal Adapters (MTA), 
because they can do even more than before. The Fidium ATA’s with 2 & 4 
voice ports are provided free of charge for our Voice over IP (VoIP) telephony 
solution, which are compatible with most standard analog telephone devices. 
The ATA delivers voice quality and features, equivalent or superior to those of 
the Public Switched Telephone Network (PSTN). Quality of Service (QoS) 
features provide PSTN-like voice quality service.  Its data rate limiting feature 
ensures voice quality during phone calls by automatically throttling down data 
throughput and reserving bandwidth for voice whenever a call is in progress.
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Battery Back-Up for Voice over IP Service

Customers should be encouraged to use a battery backup or generator system to keep their VoIP phones working during a 
power outage. This will help the ability to call 911 and maintain home alarms or medical alert services for short periods of 
time. Each piece of equipment used to provide voice service needs to be powered by battery backup solution. Each device 
must be backed-up if a customer wants to retain voice service during a power outage.
 

o The Wi-Fi® Service Delivery Gateway

o The Optical Network Terminal (ONT)

o Most cordless phones also require power to make calls.
 

If a customer has medical or safety power needs and can’t be without power due to medical or safety reasons, we suggest 
they choose a battery back-up solution that offers at least 24 hours of backup time.
Fidium offers an 8-hour & 24-hour battery backup solution through a third party provider, but customers have other options, 
as well. Customers are free to purchase other industry standard back-up options and some customers even choose to tie 
directly into their home generators.

https://www.powertecsolutions.net/solutions/li-36-battery-upgrade/

https://www.powertecsolutions.net/solutions/li-36-battery-upgrade/


CONFIDENTIAL AND PROPRIETARY – ONLY FOR INTERNAL USE

New customers may have questions about what video choices are 
available.

Our fiber internet provides the best internet connection for streaming 
video, thus giving our customers the power to choose from any 
streaming service with confidence. 

� 5 reasons to choose STREAMing video:

� Freedom of choice – widest variety of content options
� Mobility – watch from anywhere on any device
� Flexibility – try them out, see what works
� Save Money – no bundling or excess charges
� No contract – easy sign up, cancel anytime

Video Solutions for Fidium Customers



CONFIDENTIAL AND PROPRIETARY – ONLY FOR INTERNAL USE

29

• Set up your Fidium Agent Account

• Sign in to the Agent Portal

• Start an Order / Wrong Web Portal

• Online Order Entry

• Training

• Reporting

Fidium Agent Portal Training
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Set Up Your Agent Account

30

• You will receive a Welcome Email 
from Fidium Agents

• Click the blue “Activate Fidium 
Account” button

• Follow the steps to create your 
password and set up your Fidium 
Agent Account

• Once your account is set up, either 
click the button that says Take me 
to my sign in page, or go to: 
https://shopping.fidiumfiber.com/
agent in your browser

https://shopping.fidiumfiber.com/agent
https://shopping.fidiumfiber.com/agent
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Sign In to the Agent Portal

31

• Sign in to the Agent Portal using 
your email address and the 
password you established when 
setting up your Fidium Account

• By signing in on this page it will 
allow the system to automatically 
attach your name and which 
company you work for to the order 
to ensure that you get credit for 
the sale and install

• Make sure your browser is set to 
Incognito.  This will help with 
cookies and cache errors.
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Wrong Web Portal

32

• If you see this web page, 
STOP…you are on the 
wrong web portal and 
your rep and company 
information won’t be 
attached to the order
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Beginning Your Order

33

Step:1 
This is how the address page 
should look when making a 
sale in the DSR Portal

Enter the customer’s address 
slowly and address options 
will appear for you to select

When you select the address 
the Order for Home button 
will turn blue for you to click

Click Order for Home to 
begin…
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Step 2:  

Choose the best speed for 
your customer

Click Add to Cart.  

Online order entry
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Step 3:  

Confirm Shopping Cart details.

and click Continue….

Online order entry
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Step 4:

Voice services can also 
be added to the cart.  

Additional plan details 
are found under View 
More

Then Click Continue…

Online order entry
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Step 5:

This customer has 
ordered internet and 
phone.

Here you can review the 
entire order along with 
charges and credits.

Click Continue 

Online order entry
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Step 6:

• Enter the Primary 
Account Holder’s 
information.  

• Be sure to get a cell 
phone number to 
send appointment 
text.  

• Secondary account 
holder is optional.

• Billing address can be 
the service location or 
otherwise – just enter 
as new

Online order entry
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Online order entry

Step 7:

Create a PIN and complete security questions with answers.

If the customer isn’t ready to place order use the Send Quote button to send them a quote. If the customer completes the order 
within 10 days you will still get credit for the installed order

Click Continue…
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Step 8:

Here you can review the entire 
order including:

• Products
• Costs
• Discounts
• Contact information

✔ Check Terms & Conditions, 
then click Schedule Order

Online order entry
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• Changing an installation appointment is easy using 
the calendar.  Choose an available date and time.

• Proceed to Installation info 

Step 9:  Schedule the order.

• Orders scheduled online receive the first available 
time and date.   Change the date by checking the 
Change installation box. 

Online order entry
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Step 10:

• Notice the highlighted 
check boxes for contact, 
text messages and special 
instructions. 

 

• Install notifications will be 
sent to the text number.

• Click Submit Order

Online order entry
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Online order entry

Success!  

Confirmation screen displays:

1. Order number
2. Install appointment/time
3. Portal activation reminder

• Agent and Company 
information will be 
automatically attached to 
the sale/install, and will be 
visible in reporting
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Sale Confirmation

Congrats!  

Sales Rep will receive an email 
congratulating and confirming that they 
made a sale.
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• Track all sales throughout the day - save names, addresses and order numbers
• Enter sales into the spreadsheet
• Email the spreadsheet at the EOD

Continue to track manually to assist with any discrepancies or questions regarding sales and service orders.

Order Submission Process
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Customer Communication – Customer Email – part 1
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Customer Communication – Customer Email – part 2

Text sent 24 hours 
prior to install
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SalesRabbit Lead Management

• Leads uploaded to Manager for distribution
• Shared or individual user licenses
• Lead Statuses and appointments
• iOS and Android
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Ty Again Try# DOG Dog (might not be there next time)

GATE Gate (might have access next time)

TAG Door tag (might be home now)

BUSY Couldn’t talk (might have time now)

No Contact Non# HOA Private community

VCNT Vacant

BAD Bad Address

Contact Con# CUST Customer

DNC Do Not Contact

PRICE Too much

COMP Happy with Competitor

PROD Product feature inferior

Follow Up Go# APPT Made appt

CALL Callback

Presentation Sho# COMP Happy with Competitor

SPEED 2G, 1G, 250, 50

Sold Buy#

Salesrabbit Updates
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