
The Four Pillars of Reliability
What It Really Takes for Enterprise Networks 
to Deliver Under Pressure

RAISING THE RELIABILITY STANDARD

Reliability is a system built across four distinct dimensions.

The Four Pillars of Enterprise Network Reliability

These are not ranked in order of importance — they are mutually reinforcing. A network with exceptional 
uptime and a support team that never answers calls does not yield reliable results. Transparent delivery 
timelines paired with infrastructure containing single points of failure are also unreliable.

Each pillar has its own consequences for the business. And each must hold for the others to mean anything.

Infrastructure Delivery Support Partnership

Enterprise IT leaders are not short on providers who 
describe themselves as reliable. The word appears 
in nearly every proposal, SLA summary, and 
capabilities deck. It is offered as a differentiator 
even when it is the baseline.

The problem is not that the word is overused, but 
that it means different things to different people 
— and those differences only become visible when 
something goes wrong. One organization considers 
its provider reliable because uptime is high. Another 
uses the same word to mean something else 
entirely, such as a deployment that came in on time 
or a support call that reached a real engineer.

As enterprise environments grow more complex, 
the distance between a provider’s narrow definition 
of reliability and what IT leaders actually need has 
grown considerably. The stakes attached to that 
gap have grown with it.

What follows is a framework for evaluating 
network reliability across four pillars that 
define what it means for a provider to be 
Reliably Reliable.™
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Infrastructure reliability is where every other conversation about reliability begins. If the  
underlying network is not engineered to withstand stress, everything built on top of it —  
support, delivery, partnership — is managing consequences rather than preventing them.
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Pillar 1: Infrastructure 

	 Redundancy

The most common version of this problem is  
“redundancy” that does not actually function as 
redundancy. Many providers offer what appear to 
be diverse network paths on paper, with separate 
routes and independent connections documented in 
architecture diagrams. In practice, those paths often 
share physical infrastructure, so a single event can 
bring down what was intended as a failover option. 
True path diversity requires independent physical 
routing, not independent logical routing over shared 
physical infrastructure.

		  Purpose-Built

A network purpose-built for enterprise operations is fundamentally different from one that started 
elsewhere and scaled up. Networks originally designed for consumer broadband and later adapted 
for enterprise use carry architectural decisions optimized for different requirements, including high 
subscriber counts, shared bandwidth pools, and traffic management approaches calibrated for  
residential consumption patterns. Enterprise workloads, especially those involving real-time analytics, 
multi-site replication, and AI-driven applications, have different performance requirements. Latency 
tolerance is lower. Packet loss sensitivity is higher. Congestion at any point in the chain has  
consequences that consumer-grade design did not anticipate.

		  Ring Architecture

The architecture question extends beyond  
redundancy to how the network handles failures.  
A ring architecture with automatic rerouting, for 
example, can detect a fiber cut and redirect traffic 
before most applications register an interruption. 
Sub-50 millisecond rerouting is achievable with the 
right design, and the difference between a 50ms 
reroute and a multi-minute outage is the difference 
between an event no one notices and one that stops 
operations and triggers escalations across  
the business.



Delivery reliability encompasses the full span of the provisioning process:

•	 Are quotes accurate and delivered on a timeline that allows planning?

•	 Do installation schedules reflect what the provider can actually achieve?

•	 Does the team handling deployment have the local knowledge and operational 
authority to move without waiting on distant approval chains?

•	 Is the customer kept genuinely informed when timelines shift?

For many enterprise IT leaders, the deployment phase is where the relationship with a 
provider is truly defined because it is the first extended test of whether commitments 
made in the sales process translate into execution.

Pillar 2: Delivery Reliability
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The business consequences of delivery failure are underappreciated in provider evaluations. A delayed  
network deployment delays the applications and services that depend on that connectivity, disrupting the 
planning of teams across the organization that were built around an expected go-live date. For organizations 
in growth phases or entering new markets, those delays have direct revenue implications, and the IT leader 
who chose the provider absorbs the internal pressure for every week the timeline extends.

Providers with genuine delivery reliability have a few common characteristics.

1.	 Their engineering teams are local and have operational authority. They are not submitting 
requests to a national provisioning queue and waiting for approval before scheduling a site visit.

2.	 Their quoting process is grounded in actual network knowledge of the area, so the timelines 
offered reflect what is achievable rather than what is optimistic.

3.	 When something in the deployment changes — permitting delays, site access complications, 
scope adjustments — they communicate clearly and own the revised timeline rather than 
managing it by silence.

For organizations operating in markets where not every national carrier has made deep infrastructure 
investments, this dimension becomes especially consequential. The provider who knows the territory,  
has built in it, and has relationships with local utilities and permitting authorities operates differently 
from one managing the project remotely.



When a network issue occurs during a critical business window, the experience of resolving it depends on 
whether someone picks up the phone with actual knowledge of the network, whether that person has the 
authority and tools to act rather than the obligation to log a ticket and escalate, and whether the customer 
receives clear and consistent communication throughout the process.

Visibility and Communication

Real-time visibility must operate in both directions and be specific enough to be operationally useful.

On the customer side, that means a portal that shows actual network performance data, not a status page 
that confirms the network is “up” without context. An IT leader who can see what’s happening on their 
circuits is not dependent on their provider for basic situational awareness and is not waiting on a callback to 
understand scope during an event.

On the provider side, it means a NOC that proactively monitors the network and communicates consistently 
as conditions change. The difference between a provider that identifies a developing issue and contacts the 
customer before it becomes an outage, and one that responds only after the customer calls, is the difference 
between operational partnership and reactive support. Clear, consistent updates during an active event — 
what’s happening, what’s being done, when the next update will come — are not a courtesy. They are what 
allows the IT leader to manage the internal response on their end.

Both forms of visibility reduce the friction that turns an unavoidable technical event into a protracted 
operational disruption.
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This is the pillar IT leaders feel most personally. It is also the one most directly shaped by 
how a provider is structurally organized — and the one where the gap between stated and 
actual capability is most often exposed.

Pillar 3: Operational and Support Reliability

When a network issue occurs during a critical 
business window, what matters is how quickly 
the problem gets worked.

Most large carriers route support through  
standardized tiers: a call enters the system, gets 
classified, and moves through an escalation path 
designed to handle high volumes efficiently across 
a national customer base. The model optimizes for 
throughput. What it doesn’t optimize for is urgency 
specific to a single customer whose environment 
the first responder has never seen.

When support engineers are based in the same 
region as the network they support and work  
in-house rather than through an outsourced contact 
center, the response looks different. They know  
the specific routes, equipment, and history of a  
customer’s environment. When a call comes in at 
2 a.m., the person responding pulls up the network 
and works on the problem right away — no script, 
no transfer, no waiting for someone with context to 
get looped in.

Escalation Urgency and Response



The fourth pillar is the one that makes the other three sustainable over time, and it is the 
hardest to evaluate from a proposal.

Pillar 4: Partnership and Accountability
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This matters especially when something goes 
wrong, because diffused accountability is one of 
the primary mechanisms through which provider 
relationships fail. A customer with a problem that 
spans the boundary between a carrier’s network 
and a third party’s infrastructure enters a 
conversation about responsibility. The time spent 
in that conversation is time the network is not 
working, but a provider who owns the end-to-end 
path doesn’t have that conversation. They get right 
to work.

The geographic dimension of accountability is also 
worth examining. A provider whose engineering 
and account teams are based in the markets they 
serve has a different relationship with those 
markets than one that manages them remotely from 
a NOC. Local engineers know the infrastructure 
they built, and local account managers understand 

the economic and operational context of the 
organizations they support. The investment is 
visible not just in the physical network but in the 
people who maintain it and the decisions that shape 
how it grows.

This is particularly relevant for organizations in 
regional markets that national carriers have 
historically treated as secondary priorities.

The assumption that a larger provider’s scale 
translates into better service for a mid-size 
organization in a secondary market has been 
tested enough times to deserve scrutiny. Scale 
produces standardization. It does not produce the 
kind of attention and ownership that comes from 
a provider whose primary commitment is to the 
region it serves.

Accountability, in the context of a network  
relationship, is a structural property as much as 
a cultural one. When a provider owns the fiber, 
designs the network, builds it, monitors it, and 
supports it with in-house teams, outcome  
ownership is unambiguous. There is no handoff 
point where responsibility diffuses across 
organizations. The provider who designed the 
network is the provider who supports it, and those 
two functions share the same understanding of 
what was built and how it should behave.



Why the Standard Is Changing

The operating environment that enterprise IT leaders are managing today is substantively different from 
the one in which most provider evaluation frameworks were developed.

•	 AI-driven applications have introduced traffic patterns that are less predictable and more sensitive to 
latency and packet loss than the workloads that preceded them.

•	 GPU-to-GPU communication across distributed training environments, real-time inference at scale, and 
the storage access patterns associated with large model deployments have specific infrastructure 
requirements that standard enterprise connectivity was not designed to meet.

•	 Hybrid cloud architectures have added layers of dependency that extend the blast radius of any network 
disruption. An outage that would previously have affected one application now affects the cloud 
workloads, SaaS integrations, and remote access systems that depend on that connectivity.

1-866-GO-FIBER    |    DQE.com 

Tolerance for disruption has declined while the cost of 
disruption has increased. The organizations least equipped to 
absorb downtime are often those furthest from the major 
metros where national carriers concentrate their engineering 
investment and support infrastructure.

A hospital system in a secondary market, a manufacturer with 
operations distributed across multiple sites within a regional 
footprint, or a financial services firm that has expanded into 
adjacent markets has the same operational dependencies on its 
networks as its counterparts in larger cities. Their needs do not 
scale down because their market does.

In this environment, the provider relationship is a strategic 
variable. The organization that has a provider capable of 
delivering across all four reliability dimensions enters from a 
different position than the one that has optimized only for price 
and uptime percentage. That organization gains infrastructure 
designed to withstand stress, delivery timelines it can plan 
around, support that resolves rather than routes, and a partner 
with genuine ownership of outcomes.



Built for This Standard

DQE Communications was established in 1997 as a dark fiber infrastructure company, built originally to 
support the connectivity requirements of Duquesne Light’s power generation and distribution operations. 
That origin determined the design principles applied to the network from the beginning, including 
utility-grade reliability, no tolerance for unplanned outages, and infrastructure engineered for critical 
operations rather than consumer scale.

That foundation now underpins one of the region’s most capable enterprise fiber networks:

•	 Infrastructure: 100% fiber backbone spanning 4,700+ route miles across Pennsylvania,  
West Virginia, and Ohio, with dual-core ring architecture, sub-50ms automatic rerouting,  
and multiple physically diverse paths

•	 Delivery: Local engineering teams with direct operational authority in the markets they serve

•	 Support: In-house, Pittsburgh-based NOC staffed 24/7/365 with certified engineers who know your 
network — no scripts, no offshore handoffs, no transfers before reaching someone who can act

•	 Partnership: End-to-end ownership of the fiber, the design, the build, the monitoring, and the 
support, so there’s no diffused accountability or ambiguity about who owns the outcome

Most providers can confidently claim one of these dimensions. Some can claim two. Reliably Reliable™ 
means all four, every time. That’s the DQE standard. Our investment is long-term and explicitly regional, 
because the organizations in these markets deserve the same standard of reliability as those in any major 
metro. No other provider makes you a priority like DQE.

Ready to Connect?
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