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About NEO Connect 

At the forefront of broadband initiatives, from planning to execution, NEO is one of the nation’s 
leaders in planning, engineering and developing strategies for community networks. With 
extensive experience in both the public and private sector, the NEO team is able to apply real-
world business sense to every type of project.  NEO has helped communities across the United 
States create successful and sustainable networks that meet each community’s specific needs. 
Visit NEO online at www.NEOconnect.us

http://www.neoconnect.us/
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Introduction 
The Counties of Garfield and Mesa, CO engaged broadband consulting firm, NEO 
Connect to provide broadband planning services for the two-county area.  These 
planning activities included seeking and receiving feedback/input from the community 
on the importance of broadband, current levels of service, and the role of government in 
helping to advance better broadband service within the counties.  In addition to several 
community outreach meetings, NEO Connect conducted two separate online surveys 
seeking community input on broadband services for Garfield and Mesa Counties. The 
surveys were aimed at residential households and businesses and were distributed 
through the county websites and newsletters.  The surveys were not intended to secure a 
statistically-valid solicitation, but rather, were another tool to seek input from citizens 
regarding current broadband services.  In all, the survey ended with 228 residential 
responses and 58 completed business surveys.  

In January of 2015, the FCC changed the definition of broadband by raising the 
minimum download speeds from 4 Mbps to 25 Mbps and the upload speed minimum 
was increased from 1 Mbps upload to 3 Mbps. As part of the survey, respondents were 
asked to conduct a “speed test” noting actual residential Internet service speeds to 
determine whether or not citizens were meeting the new FCC definition of broadband 
service. 

 

 

 

 

Summary of Residential Survey Results 
The surveys were intended to seek additional comment and input from citizens 
regarding their broadband service.  It could be said that only citizens that have a lack of 
broadband service or see broadband service as an important issue would respond to the 
surveys.  This may very well be the case.  Although the survey is a tool to solicit citizen 
engagement regarding broadband service, the survey results of the 228 responses 
received strongly suggest the following: 

What’s Important 
• Reliability is the most important factor for the community, followed by speed 

and price. 

For the residential survey respondents, 60% of the speed tests 
recorded were below the FCC’s minimum broadband download 
threshold while 49% were below the upload threshold. 
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• A majority of residents want to see counties step up and help fill the gaps where 
there is not adequate service. 

• Only 1 out of 4 respondents (28%) are happy with their current Internet speed 
with an additional 26% classifying their service as “acceptable.” 

 

Telecommuting 
Working from home is common among Mesa and Garfield homes as half (49%) of 
residential respondents have either one or two people working from home.  Teleworkers 
typically need more robust service than the average residence.    

Citizens are willing to pay between $50 and $75 per month for Faster Service 
When asked how willing or unwilling they would be to switch to a service better service 
with a range of monthly prices, a large number residential respondents (88%) would pay 
$50/month, 72% would pay $65/month, and 47% would pay $75/month.  
 
This is significant because it provides insight for the Garfield and Mesa counties on 
possible take rate percentages, or potential number of households that would sign up for 
better service at various price points.  Take rate percentages are one of the most 
important components of the financial model for offering faster broadband services.  For 
most Gigabit networks across the county, the financial model works with a take rate of 
30-40%.   
 
The City of Longmont is building out a Gigabit network and is offering services directly 
to their citizens and businesses.  They have an introductory charter member rate of 
$49.95 per month for residential services.  On average, the City of Longmont is receiving 
a 47% take rate percentage of residents signing up for the service prior to even 
beginning construction of the network within their neighborhoods.   
 
With survey results for the Garfield and Mesa counties showing 88% of the respondents 
would sign up for a service with $50/month or even 47% stating they would sign up at a 
price point of $75/month, there is a good indication that the financial model could 
support feasible take rate percentages with this range of price points.  More due 
diligence and financial modeling would need to be done in this regard; however, the 
preliminary data gathered from the survey can help inform the financial modeling 
process. 
 
The range of what is currently being spent for Internet services varies for residential 
subscribers as two-thirds of pay at least $55/month for Internet service while nearly 1 
out of 4 (23%) pay more than $100/month. 
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Role of Government 
When asked about the primary role of the counties in broadband, more than a third 
(37%) of residents feel that if the private sector does not provide adequate broadband 
service within Garfield and Mesa counties, then the counties need to “definitely” do 
something while an additional third (33%) say they should “probably” do something. 

Will Consider Moving if Broadband is not Adequate 
Nearly 1 out of 4 (24%) said they would either “definitely” (4%) or possibly (20%) move 
if adequate broadband is not available. 
 

Summary of Business Survey Results 
While the business survey only obtained forty completions from businesses, findings are 
still informative: 

• As with residences, reliability is the most important factor for businesses, 
followed by speed and price. 

• 57% of surveyed businesses pay more than $100/month for Internet service.  
Only 23% of surveyed businesses rate their Internet as “excellent” or “good.” 
37% see their speed as “slow” or “very slow.”   

• The average speeds recorded were 42.08 Mbps download and 19.83 Mbps 
upload.  

• Four out of five businesses say they would be more efficient followed but 36% 
saying they could expand their offerings with better broadband.  

• Two-thirds of businesses either see it as “definitely” (26%) or “probably” (37%) 
the City’s role to deliver adequate broadband service if the private sector does 
not provide adequate and affordable broadband service.  

• 7% of businesses say they would “definitely” leave the area without adequate 
broadband while 16% say that it is “possible.”  
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Residential Survey Results 
 

Demographics 
Age. Sampling of residential respondents is split down the middle with half 55 or older 
and the other half aged between 22 and 54.  

 
 

School children. A rather large percentage of households (71%) do not have school aged 
children at home. Still, this leaves 29% of the survey’s respondents needing bandwidth 
sufficient for online homework assignments and educational applications that require 
robust broadband connectivity.   
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Household size. On average, households surveyed had 2.63 people living in each 
residence.    
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Telework. Half of Mesa and Garfield homes surveyed include at least one person who 
works from home.  
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Current Service  
Current Pricing.  Two-thirds of residential survey respondents pay at least $55/month 
for Internet service while nearly 1 out of 4 (23%) pay more than $100/month.  
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What is Important? 
Bundling? To determine if the Internet costs were standalone or part of a service 
package, respondents were asked what else was included in the monthly price.  40% 
included some other service (TV, telephone, cell phone) while 60% just included Internet 
service.  

 
 
Is bundling important to residential respondents anymore? Two-thirds said a single 
invoice is not important.  
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Current Providers 
Carriers. Charter (36%), CenturyLink (27%), and Xfinity (17%) subscribers dominated 
the survey sample as the primary Garfield/Mesa county ISPs. 
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Connectivity.  Corresponding with Charter and Xfinity’s market position, 46% of 
residents are connected to the Internet with cable with DSL (CenturyLink) accounting 
for 25%.   
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Speed Test Results, Reliability, Perceptions 
Devices. It is noteworthy that Internet connected streaming TV devices, game consoles, 
smart TVs, DVRs, smart phones and more are all placing great demands on bandwidth 
and increasing speed needs.  And there is no shortage of any of these devices in Garfield 
and Mesa counties.  
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Perceived Reliability.  If fast Internet and no interruptions are the goal, only 10% of 
respondents say their carrier is delivering. Forty percent feel their download speed is too 
slow while 42% say their upload is too slow “most” or “all” of the time.  
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Perception of Speed.  Only slightly more than 1 out of 4 respondents (28%) are happy 
with their Internet speed in terms of rating it “excellent” or “good.” Another 26% are 
neither enthusiastic nor dissatisfied, rating their speed as “acceptable.” And finally the 
remaining 46% see their speed as “slow” or “very slow.”  One challenge is uncovering 
what is acceptable in the eyes of citizens in Garfield/Mesa counties compared to other 
geographies.  

 
 
 
Speed Test Results.  The survey provided instructions to respondents to take an actual 
speed test.  198 of the 228 respondents took the speed test and recorded the results.   
 The average speeds recorded were 24.15 Mbps download and 4.93 Mbps upload. 
 The lowest speeds recorded were .09 Mbps download and .03 Mbps upload.  
 The highest speeds recorded were 93.42 Mbps download and 68 Mbps upload.   
 60% of the speed tests recorded were below the FCC’s 25 Mbps download 

threshold.   
 49% of the speed tests recorded were below the FCC’s 3 Mbps upload threshold.   
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Interest in Better Broadband  
The survey asked residents how much speed they needed – and 42% said they needed at 
least 100 Mbps.  A full 30% just aren’t sure what they need.  
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What respondents could seem to grasp versus specific speeds was “service 10 
times faster than they have now.” Most (88%) would spend $55/month while 
$65/month drops to 72% willing and $75/month is 47% “likely to pay.”   
 

 
 
Internet Service Importance. When asked to rate the most critical components of 
Internet service, residents are – not surprisingly – looking for reliability and speed first 
and second, with price coming in as the third most important attribute. Note, a score of 
“1” is the most important. 
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The Role of Government  
More than a third (37%) of residents feel that if the private sector does not provide 
adequate broadband service within Garfield and Mesa counties, then the counties need 
to “definitely” do something while an additional third (33%) say they should “probably” 
do something. That’s a 70% majority who are saying, if there is not better broadband, 
that counties should take a role in filling the gap.  
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Specific Actions.  More specifically, respondents were presented with six (6) options for 
actions that could be taken by the community, with “do nothing” as one of these 
options.  Having the counties install a state-of-the-art network and running it scored the 
highest of the options.  The “high” score being a ranking of “1.” 
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Consequences of inaction? Would residents actually move away from Garfield/Mesa 
counties if there isn’t better/adequate broadband? Nearly 1 out of 4 (24%) said they 
would either “definitely” (4%) or possibly (20%) move.  
 

 
 
 
Open Ended Responses, Residential Survey, a Sampling 
The survey asked for any other comments regarding current Internet service or thoughts 
in regards to a community broadband service. Here is a sampling of the comments. 

• If government gets involved in providing quality internet services at a decent 
price, this will lead to private internet providers to offer better service at a better 
price. Go for it! 

• Broadband or better yet, fiber is a critical, lifesaving, and economic utility that 
must be available and affordable for each resident locally. It is critical to our 
prosperity, and the health, safety and wellbeing of residents. 

• Reduce regulations to encourage private competition.  
• I believe fiber installation in local towns would serve all over time.  
• For basic necessities like these, I believe it's appropriate for governments to 

provide service if nobody else will step up. 
• Our commissioners won't even opt out of SB-152 and they wonder why our 

economy is suffering.  The SB-152 opt out is the cheapest (free) way to promote 
economic development. 

• Rural areas such as Canyon Creek only have satellite providers and the phone 
company as providers, happy to have it but more options would be nice. 

• Small municipalities should not be required provide broadband services. They 
do not have the manpower or the financial base to do so affordably. Private 
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providers need to do a better job of providing reliable, fast, affordable service to 
all people who want service no matter where they live. I think that the internet 
has grown to the point where it should be available at a similar cost that home 
telephone service was before the advent of cell phones. 

• There is zero broadband up Four Mile Rd past oak meadows. There is a ski resort 
but no internet services.  

• The limitation on bandwidth data usage with our satellite provider is our major 
complaint. We typically spend over $250/month due to the excess charge ($10/gb) 
for any usage over the maximum package we can buy that is 25gb/month.  

• I would hope that this service would extend to the rural areas as well as the 
municipalities. 

• Private companies do not have much incentive to serve rural areas because they 
focus on their profits and not offering service to rural areas. They need to be 
incentivized by local governments or required to provide good service at 
reasonable cost by local governments. 

• Now that there's competition in the area, Comcast has improved their reliability 
and customer service. The cost, however, remains very high and that needs to be 
looked into. Thanks. 

• Internet access is a socioeconomic issue.  Those that have it have an advantage 
when it comes to schooling, scholarships, and cat videos.  Not having 
inexpensive internet options will continue to increase the difference between the 
haves and have not’s.   

• Broadband has become a necessity and should be managed like other 
infrastructure: water and sewer, power and telephone. I would love to have our 
government(s) provide it for all of the public, but there has not yet been a 
discussion (that I've heard) about the cost to taxpayers. I would be willing to pay 
a bit more to help subsidize non-profits, schools and low-income customers. 

• Perhaps the private sector would be more efficient. Also, because it is not as 
constrained by physical infrastructure as most utilities (electric-gas-water grids) 
broadband and cell phone service can and do provide opportunities for 
competitive for-profit providers in overlapping territories.  

• Reliability is critical for distant learning. I have almost missed midnight 
assignments for graduate school due to unreliable service. 

• Service is adequate for our needs right now. But expensive. Service slows down 
significantly on weekends and after work when everyone gets home and is using 
it. Can we focus on boosting bandwidth during these times? Thanks.  

• Improved service would help to make us competitive in attracting new business 
• If the government gets involved they should provide it to all citizens public, 

business, and government alike. 
• Broadband is economic development 
• Broadband service is more important than infrastructure for motor vehicles for 

economic development in Garfield County 
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• While I currently have sufficient broadband for my needs, I really want to move 
to a more rural location (still within Garfield County!) but can't because most of 
the places I want to live don't provide the broadband capability I need. (I work 
from home) 

• My service is horrible and truthfully it has impeded my ability to gain 
employment opportunities for my family recently. I am on unemployment for 
the first time in my life, because I lack the internet needed for many work at 
home opportunities and due to the fact that the jobs in our community are few 
and far between.  

• This valley has third world internet service.  100Mbps should be minimum 
speed.  Most all European countries and Japan have this speed.   

• Broadband would increase the appeal of our community to tech companies.    
• Unless government works to bring broadband to those areas, we will have a 

significant disparity in services, and many residents will be unable to access 
many basic government functions as more and more go online. 

• I'm actually paying for up to 10 MBS, but because of line degradation, I only see 
less than 1.5 MBS.  

• A modern, reliable internet is a absolute must if the county wants to have any 
chance to have a reasonably strong economy. 

• As a homebound disabled senior, both cost and access are important. An internet 
connection is my only contact with the outside world, and I do not have 
unlimited resources. I struggle to pay for my current service, which is 
inconsistent and does not give me what the provider says it is supposed to.  

• Widespread availability of state-of-the-art broadband services is essential to 
modern economic development. Communities that do not offer such broadband 
availability, either through the private or public sector, will become economic 
backwaters. Get with the times, Mesa County. 

• The current cable company acts as its own monopoly.  If you need the service 
level of cable, you have no choice.  In a normal market type system, there would 
be more choices.  In this type of market, the municipalities should be obliged to 
get involved to improve service. 

• We need forward thinking and courage on this issue.  Lagging behind puts our 
community at a disadvantage. 

• Fast, reliable internet service should be viewed as a necessary utility.  
• Do you want to attract business?  Then you need to address this!!! 
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Business Survey Results 
 

Demographics 
Business type. Nearly half of participating businesses that answered the “industry” 
question are in professional services with “high tech” and “healthcare” also well 
represented.  

 

Business size. Three-fourths of businesses surveyed have less than 50 employees.  
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Teleworking. While 30% of companies do not permit employees to work from home, 
37% of responding businesses have employees who work from home every day.  
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Current Service  
Current Pricing.  57% of surveyed businesses pay more than $100/month for Internet 
service.   

 
 
Nearly two-thirds of respondents report their Internet service is not bundled with other 
services.  
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As with residential respondents, 68% of respondents don’t think one invoice is 
important.  

 
 
 
Carriers. Comcast Xfinity (32%) and CenturyLink (28%) subscribers dominated the 
business survey sample as the primary Garfield and Mesa county ISPs. 
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Connectivity.  Corresponding with Comcast’s Xfinity and CenturyLink’s market 
position, 32% of businesses are connected to the Internet with cable and 21% are 
connected with DSL.   
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Speed Test Results, Reliability, Perceptions 
Perceived Reliability. Better than the 10% of residential respondents, 25% of businesses 
never have interruptions. Nearly 30% say their upload and download speeds are too 
slow always or most of the time. 
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Perception of Speed.  Only 23% of surveyed businesses rate their Internet as “excellent” 
or “good.” 37% see their speed as “slow” or “very slow.”    
 

 
 
Speed Test Results.  The survey provided instructions to respondents to take an actual 
speed test.  55 of the 58 respondents took the speed test and recorded the results.   
 
 The average speeds recorded were 42.08 Mbps download and 19.83 Mbps 

upload.  
 The lowest speeds recorded were .26 Mbps download and .08 Mbps upload.  
 The highest speeds recorded were 300 Mbps download and 251 Mbps upload.   
 60% of the speed tests recorded were below the FCC’s 25 Mbps broadband 

threshold.   
 41% of the speed tests recorded were below the FCC’s 3 Mbps broadband 

threshold.   
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Interest in Better Broadband   
The survey explored a desire for better broadband. Again, there was a large contingent 
of “Don’t Know” accompanied by half (49%) saying they want at least 100 Mbps.  
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If the counties provide businesses with better service it would seem that a price-point 
between $100 and $200/month.  
 

 
  
 
Impacts of Better Broadband.  Four out of five businesses say they would be more 
efficient followed but 36% saying they could expand their offerings with better 
broadband.  
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Internet Service Importance. When asked to rate the most critical components of 
Internet service, businesses are looking for reliability and speed first and second, with 
price coming in as the third most important attribute.  Note, the score of “1” is most 
important. 
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The Role of Government 
Two-thirds of businesses either see it as “definitely” (26%) or “probably” (37%) the 
City’s role to deliver adequate broadband service if the private sector does not provide 
adequate and affordable broadband service.  
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Specific Actions.  More specifically, business respondents were presented with six (6) 
options for actions that could be taken by the community, with “do nothing” as one of 
these options.  Work with a private firm scored the highest of the options.  
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Consequences of inaction? Would businesses actually leave the area if it doesn’t have 
adequate broadband? 7% say “definitely, yes” while 16% say that it is “possible.”  
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Open Ended Responses, Business Survey 
The survey asked for any other comments in regards to current services or thoughts 
regarding a community broadband network.  Here are the responses to the open-ended 
comment question. 
 

• Thank you for working on this. We are in desperate need of higher quality and 
faster connections. We have had our internet go completely down on numerous 
occasions for several hours, and sometimes more than a day. This occurs at a 
huge cost to our business, which cannot function without internet. 

• I have two locations and one is remote with only satellite and poor cell phone 
service 

• The city of Glenwood Springs already has taken a leadership role in providing 
excellent high speed Internet with a combination of government and 
government/private sector partnership.  I would encourage the county to work 
closely with the City to leverage the lessons and experience they have gotten in 
the last 10 years.   

• Internet connectivity is as important as other utilities and should be handled by 
the municipality, not left to corps only interested in extracting as much cash from 
the public they can while not improving or expanding the infrastructure or 
reducing prices as the technology becomes less expensive. At very least 
municipalities should force them to provide good quality, inexpensive service in 
exchange for the monopolies they receive. 

• It would be nice to 1. get what your paying for, 2. get dependable service, 3. not 
have to travel to Glenwood to transmit armor design files and battle field repair 
data to the Department of Defense.   

• If government gets into the broadband business it should also connect all 
government agencies together with a private network and permit a connection to 
other government outside Garfield County 

• We are a rural area and there is not sufficient incentive for private sector to 
deliver high speed, reliable service at a reasonable price because of low 
population density 

• "My internet is provided by the state of Colorado (I'm a state employee) and is 
substandard, costly and poorly supported.  We could get better service if we 
were not required to use state provided services. This is one reason I'm not bully 
on state/government provided solutions. 

• My home connection is satellite based, expensive, requires a 2 year commitment, 
and unusable.  I think this survey misses the boat by not considering home 
internet.  That is a key factor for high tech workers today.  You cannot attract 
high tech workers if they cannot get broadband at home." 

• In my area, there is no REAL competition, just Comcast. Wherever fiber has been 
introduced into a market, such as the Google trials, Comcast has quickly lowered 
its prices and boosted the speeds of their service in order to compete. That is 
what really works.   
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• I don't like that I only have one choice for internet service at my location.  I do 
not think the government needs to be involved in providing internet services. 

• Adequate speed is not available in every business locale. 
• For TV viewers, movie downloads and gaming users, the access to bandwidth 

should be limited.  TV and movie viewing should be sourced through a different 
access 

• Reliability is terrible. 
• Both home and office internet is often interrupted and is almost non existent 

from 5pm - 9:30pm 
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