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1. Executive summary 

KCOM has a major interest in the Business Connectivity Market Review (BCMR) both as a 
national provider of leased line services and as the incumbent provider of leased lines within 
the Hull area. 

As with all economic regulation in the Hull area, KCOM’s primary concern is that where 
Ofcom finds we hold significant market power (SMP), the remedies imposed are 
proportionate and take into account the relevant competitive constraints in Hull. For this 
review in particular, we strongly suggest Ofcom fully conducts the European Commission’s 
three criteria test on the retail leased lines market in the Hull area. We firmly believe that this 
market is not susceptible to SMP regulation under this test, owing to the sufficiency of 
competition law to address any potential concerns. 

Given the horizon of this BCMR extends to 2019 we also urge Ofcom to consider the 
obligations relating to legacy services to ensure SMP operators are not forced to provide 
outdated services for which there is no significant demand. 

In relation to BT leased line products, KCOM, along with other providers, has suffered from 
consistently poor service delivery which has worsened over time and is not acceptable to us 
or our customers. We have previously commented on Ofcom’s proposals in respect of 
quality of service in the Fixed Access Market.  Many of our concerns in relation to the 
Business Connectivity Market are the same.  Openreach’s inability to work to and deliver 
against targets for all aspects of service delivery (where they are defined) and fluctuating 
levels of quality in service delivery suggests there are serious issues in terms of both the 
service delivery organisation and the processes it uses. 

With regard to Ethernet services we have particular concerns in relation to delivery which we 
detail further in section 7 of our response.  We also have serious reservations regarding the 
level of incentive which current SLA/SLG payments place on Openreach – certainly the lack 
of sustained improvement suggests that payments do not provide any real impetus to 
address the issues we and the rest of industry have faced for an unacceptable period of 
time.  In any event financial recompense at whatever level will never fully compensate a 
business for the uncertainty and failure to deliver to promised dates when large scale 
projects e.g. office moves, network refresh, are dependent on timely, committed delivery 
dates.  



 

KCOM Group PLC 

2 

Contents 

1.  Executive summary 1 

2.  Introduction 3 

3.  Material developments in the Hull area 3 

3.1  Wholesale leased lines 3 

3.2  Retail leased lines 4 

4.  Broadband substitution in the Hull area 4 

5.  Retail SMP remedies in the Hull area 5 

5.1  Presence of high and non-transitory barriers to entry 6 

5.2  Market structure which does not tend towards effective competition 6 

5.3  Insufficiency of competition law alone to adequately address the market failure 7 

5.4  Conclusion 7 

6.  Wholesale SMP remedies in the Hull area 8 

6.1  Legacy services 8 

6.2  Passive access 8 

7.  Openreach quality of service 9 

7.1  KCOM’s experience 9 

7.2  BT KPIs 10 

7.3  Quality and timeliness 11 

7.4  Changes to provision and repair services 12 

7.5  Incentives to provide quality of service 12 

8.  Annex – Openreach Ethernet Delivery 14 



 

KCOM Group PLC 

3 

2. Introduction 

KCOM Group PLC delivers communications services to a range of businesses and 
consumers throughout the UK under a number of different brands. In Hull and East 
Yorkshire, as the incumbent provider KC delivers a range of communications services to 
businesses, consumers and other CPs. Nationally, Kcom provides services including leased 
lines to enterprise customers while Eclipse offers a portfolio of communications services with 
a focus on the SME market. 

We have focused our consultation response on our business within the Hull area, given our 
existing SMP designation. We have structured our response to offer KCOM’s initial position 
on what we see as the key issues for the upcoming BCMR. 

Outside of the Hull area KCOM Group businesses Kcom and Eclipse are consumers of BT 
leased line products. We very much welcome Ofcom’s request for responses on quality of 
service in relation to these services. While we do purchase other leased line capacity from 
BT, the focus of section 7 of our response is in relation to the Ethernet services provided by 
Openreach which are key to enabling us to serve our customer base. 

3. Material developments in the Hull area 

3.1 Wholesale leased lines 

In the last BCMR statement, Ofcom acknowledged that MS3’s entry into the Hull market 
should have an impact on the competitive conditions, although not to the extent where 
Ofcom could relax remedies on KCOM in the wholesale leased lines market1. 

In Ofcom’s recent consultation on applying Code Powers to MS3 Networks Limited, Ofcom 
set out MS3’s future plans within the Hull area2. 

[MS3]’s network allows [MS3] to offer a variety of services, including the provision of 
high speed broadband services and point to point solutions to UK businesses in both 
the public and private sectors… [MS3] plans to deploy further fibre optic cables in 
ducts under both public highways and private land in Hull and the surrounding area… 
[MS3] states that it already has agreements in place with managed service providers 
which grant these providers access to [MS3]’s network and, therefore, enables them 
to use the network to deliver their services. [MS3] also states that it is in negotiations 
with a large multinational telecommunications company with a view to allowing it to 
connect its customer base to the [MS3]’s network.  

                                                 

1 http://stakeholders.ofcom.org.uk/binaries/consultations/business-connectivity/statement/Sections6-
7.pdf Paragraph 7.663 
2 http://stakeholders.ofcom.org.uk/binaries/consultations/ms3-network/summary/MS3-Network-
Consultation.pdf Paragraphs 3.5, 3.6 and 3.8 
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KCOM considers that MS3’s network will act as an increasing competitive constraint on 
KCOM within the Hull area, in both the wholesale and retail leased line markets. Given MS3 
intends to further extend its network reach within the Hull area; we believe this will have a 
material and increasing impact on the Hull area market across the 2016-2019 period. 

3.2 Retail leased lines 

In addition to retail services provided on the MS3 network in the Hull area, either by MS3 
directly or potentially by other CPs using the MS3 network, there are also CPs using KC 
Wholesale products to deliver leased lines services. KCOM also continues to see 
competition from fixed link wireless point-to-point services as alternatives to leased lines. 

We assess the Hull retail leased lines market as continuing to have relativity a static 
customer base; we expect only material development in the migration away from the legacy 
TISBO services. We anticipate greater retail competition for this stable base between 2016 
and 2019. 

4. Broadband substitution in the Hull area 

KCOM notes Ofcom has highlighted substitution of leased lines with broadband services is 
likely to be considered as part of this review. 

We also note the EC is currently reviewing the Recommendation of Relevant Markets. In the 
current draft, the leased lines markets would be considered as part of the single wholesale 
high-quality access provided at a fixed location market3. The EC’s draft accompanying 
explanatory note sets out when a contended and asymmetric wholesale service may be 
considered as a leased line substitute4. 

Typically contended and asymmetric wholesale access products offered by a network 
owner to a wholesale access seeker over copper or hybrid infrastructures, can be 
regarded by access seekers as substitutes to leased lines, when they display certain 
advanced quality characteristics at the wholesale level, such as: (i) guaranteed 
availability and high quality of service in all circumstances including SLAs, 24/7 
customer support, short repair times and redundancy, typically found in a services 
environment geared to the needs of business customers; (ii) high-quality network 
management, including of backhaul, resulting in upload speeds appropriate for 
business use and very low contention; and (iii) the possibility to access the network 
at points which have been defined according to the geographic density and 
distribution of business rather than mass-market users.   

                                                 

3 
http://ec.europa.eu/information_society/newsroom/cf/dae/document.cfm?action=display&doc_id=4189  
4 
http://ec.europa.eu/information_society/newsroom/cf/dae/document.cfm?action=display&doc_id=4190 
Section 4.2.2.3 
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We suggest it is clear DSL services would not meet these criteria, meaning that only FTTC 
and FTTP-based broadband services could be considered as potential substitutes. In the 
Hull area, we do not consider that fibre rollout will have reached a sufficient level to see a 
material substitution effect in the leased lines market within the time horizon of this market 
review. The service level agreements and uncontended capacity associated with leased 
lines remain critical differentiators to fibre broadband contended services. We have not seen 
evidence that leased line customers would be willing to forgo the dedicated capacity and 
SLAs associated with leased lines in favour of contended services. 

Considering the market characteristics, broadband connections (including ADSL and fibre 
based services) have remained stable over the last five years. We have seen an increase in 
Ethernet and Direct Internet Access (DIA) services over the same period. As shown in 
Figure 1, to date we have seen no real evidence of broadband substitution and we do not 
expect this to significantly change within the time period of the coming BCMR. 

 Redacted for publication 

Figure 1 KC business internet and Ethernet connections 
 

 

 

 

 

KCOM believes leased lines and business-grade broadband must be considered as 
separate markets in this BCMR. In the Hull area these markets are entirely different in the 
scale of connections and customer profile which continues to warrant consideration as 
separate markets within Ofcom’s market review programme.  

5. Retail SMP remedies in the Hull area 

As part of the 2012 BCMR, Ofcom re-regulated retail leased lines in the Hull area having 
previously deregulated the market following the 2008 review. We recognise the specific 
issues around why the retail leased lines market was deregulated and then re-regulated 
based on assessment of whether KCOM held SMP. However we would note that in the four 
year period where no retail SMP regulation was in place, Ofcom had no cause to launch 
enforcement action under competition law. 

In September 2013 Ofcom removed retail regulation in the Hull area narrowband market. In 
the May 2014 draft statement to the European Commission on the fixed access market 
reviews, Ofcom also proposed to remove retail SMP regulation. We also note that Ofcom is 
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considering the removal of the only retail remedies remaining in place on BT in the business 
connectivity markets, very low bandwidth TI services5. 

KCOM does not believe the circumstances of retail leased lines are different enough to all 
the other retail markets in the Hull area to be the only market warranting retail SMP 
regulation. As part of the BCMR we suggest it would be prudent Ofcom conduct a full 
analysis of the Hull area retail leased line markets using the three criteria test from the EC 
Recommendation on Relevant Markets in order to assess the retail market’s susceptibility to 
SMP regulation. Our initial view of these tests, set out below, confirms our position that retail 
SMP regulation on KCOM is unnecessary. 

5.1 Presence of high and non-transitory barriers to entry 

KCOM believes barriers to entry are falling in the Hull area retail leased lines market, with 
the competitive conditions likely to improve within the time horizon of this market review. 

There are several routes a retail CP could use to compete in the Hull area market. As 
discussed in section 3.1, MS3 has indicated it intends to provide wholesale access to its 
expanding network. KCOM is required to publish details of its wholesale leased line products 
with pricing and a reference offer. The SMP remedies Ofcom has imposed in the wholesale 
markets act to reduce barriers to entry in the retail markets. Based on the current remedies, 
KCOM’s obligation to provide wholesale leased lines on fair and reasonable terms, including 
pricing, is clearly relevant to an assessment of the need for SMP regulation in the retail 
market. 

In addition to the availability of wholesale access, we also believe there are further reasons 
suggesting the Hull area retail leased lines market has relativity lower barriers to entry than 
Ofcom has previously found. Incumbent advantage within the Hull area for leased lines is not 
a significant constraint to other providers as often many leased line contracts are for multi-
site organisations, taking several circuits procured nationally under one retail contract. While 
retail CPs are likely to need to purchase wholesale circuits within the Hull area in order to 
meet the requirement for any Hull area sites under a national contract, KCOM has no 
intrinsic advantage winning these national tenders due to its position in the Hull area.  Once 
another retail CP has secured a national contract which includes sites within the Hull area, 
KCOM wholesale products are available to enable the CP to provision that retail service. 

5.2 Market structure which does not tend towards effective competition 

We appreciate that the current market share analysis Ofcom will undertake as part of this 
BCMR may not provide a strong enough basis to show this test is not met. However we do 

                                                 

5 http://stakeholders.ofcom.org.uk/binaries/consultations/business-connectivity-market-
review/summary/Business-Connectivity-Market-Review.pdf Paragraphs 1.35-1.39 
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note that this market review is forward looking and there are clear market developments 
within the Hull area. 

5.3 Insufficiency of competition law alone to adequately address the market failure 

Competition law gives extensive investigatory powers and available remedies to Ofcom. 
Ofcom’s role as a competition authority significantly constrains KCOM’s retail leased line 
products and behaviour even absent of SMP regulation.  

Competition law addresses two key concerns over hypothetical incumbent behaviour. KCOM 
is prevented from excessive pricing causing consumer harm and we are prevented from 
pricing too low thereby foreclosing competitive entry. KCOM’s wholesale SMP regulation and 
suite of wholesale products places an incentive on KCOM to price in a fair and reasonable 
way at the retail level due to the potential for competition from other CPs using KCOM 
wholesale products. On competitive entry, margin squeeze requirements ensure that our 
retail pricing cannot be too low that other CPs using our wholesale access products are 
unable to make a margin sufficient to sustain market entry. 

KCOM’s internal compliance process takes account of competition law and all proposed 
pricing has to be signed off accordingly, keeping in mind Ofcom’s robust powers as a 
competition authority. 

KCOM does not recognise any tangible additional benefits the retail SMP remedies offer 
other CPs or end-users over and above competition law, nor do we see any evidence that 
competition law is an insufficient remedy in the Hull area retail leased lines market.  

5.4 Conclusion 

KCOM considers that under the EC Recommendation, the Hull area retail leased line market 
is not susceptible to SMP regulation. We expect if Ofcom were to conduct an assessment 
using the three criteria test, it would find there is a strong case that competition law would be 
sufficient to handle any potential concerns. We also consider there is a case that the barriers 
to entry in the downstream leased line market are more limited than they have been 
previously. 

At a practical level we believe removal of retail level SMP regulation would enable us to offer 
products in a way customers would expect in the national market. It would greater enable us 
to innovate using leased line connectivity with managed services to deliver bespoke 
products to customers. Particularly given we have already had a four year period of 
deregulation, our customers expect this level of flexibility from us.    

We consider Ofcom’s objective at a time where competition is beginning to increase in the 
Hull area retail leased lines market has to be providing confidence that the incumbent 
provider is not able to do anything anti-competitive to unfairly foreclose competition. 
However, in order to achieve the true benefits of competition, the incumbent also has to 
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respond to market entry through greater innovation. Competition law, without prescriptive 
retail SMP regulation, balances these two objectives; ensuring Ofcom can act if there were 
any anti-competitive practice, while offering the regulatory flexibility so that all providers in 
the market, including the incumbent, are incentivised to behave in the way that leads to the 
best possible consumer outcome. 

6. Wholesale SMP remedies in the Hull area 

As with all economic regulation in the Hull area, KCOM cautions against the use of any SMP 
remedies that would have the effect of increasing KCOM’s cost base without any material 
improvement to the competitive landscape. We highlight that any requirement to develop 
specific wholesale products, without demonstrable demand from other CPs, forces KCOM to 
recover increased costs from downstream retail products leading to inefficiency and 
therefore a welfare loss for retail customers.  

KCOM continues to support the use of the network access on reasonable request obligation 
applying in the wholesale leased lines AIBSO market. We believe this balances the need to 
ensure CPs can access suitable wholesale products on the KCOM network in the Hull area 
without being prescriptive on the products in advance of such a request being received. 

6.1 Legacy services 

With the time horizon of this market review extending to 2019, KCOM asks Ofcom to give 
serious consideration to whether SMP obligations should continue to apply to the TISBO 
markets. We consider it would be unreasonable to be obliged to continue to maintain all 
existing products, including many TISBO services, where more modern AISBO services offer 
a more cost effective option.  

While we stress at present have no specific plans to remove these products, and we have a 
commercial incentive to make products available all the while there are reasonable levels of 
demand, we believe regulatory obligations to provide up to 2019 would be unnecessary. 

6.2 Passive access 

KCOM does not believe there is any need to impose remedies regarding passive access 
products in the Hull area. To date we have received no formal expressions of demand for 
passive infrastructure access to the KCOM network in the Hull area. We consider the 
wholesale leased line products available are entirely sufficient to meet other CPs 
requirements. 

The leased lines market differs from the NGA access market where Ofcom has imposed 
specific obligations on BT to provide passive access.  Ubiquitous cover of NGA was a key 
driver behind the imposition of those remedies, not just for business but critically for 
residential premises of which there a greater number and geographic spread. In the leased 
lines market, circuits tend to be required in specific business locations only. We do not 
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believe Ofcom in the course of this review will be able to make the case it is proportionate to 
impose passive access remedies in Hull. Given the non-existent demand, we would be 
concerned such remedies would generate costs that could not be directly covered from the 
sale of passive access. 

7. Openreach quality of service 

7.1 KCOM’s experience 

Question 3: What is your experience of the quality of BT’s provision and repair of wholesale 
leased line services? Are there any consistent trends? Can you provide evidence to support 
your views?  

KCOM’s key issues in relation to wholesale leased line services relate to provisioning.  
Overall, our experience of the level of service in respect of repairs has been that it is more 
acceptable and noticeably more stable. This does not mean however that this is an area 
which does not need attention.  We have experienced significant short-term dips in 
performance in the past and we also believe that greater regulatory scrutiny of service 
delivery could be used to drive service improvements.   

In general we would echo the comments we made in respect of service delivery in response 
to the Fixed Access Market Review consultations.  Openreach’s inability to work to and 
deliver against provisioning targets and fluctuating levels of quality in service delivery 
suggests there are serious issues in terms of both the service delivery organisation and the 
processes it uses. First and foremost this is a general service quality issue – poor 
performance in terms of service delivery should not be acceptable simply because everyone 
is getting the same level of service and a supplier has shown itself unable to improve its 
performance. But it is also a regulatory issue, in that providers have no choice but to use 
Openreach infrastructure for delivery of many of their services to end customers and as a 
result are dependent on Openreach managing service delivery effectively.  

As Ofcom is aware, there have been significant issues with Ethernet service delivery for 
some time now.  The OTA has been working with Openreach and industry to try and address 
these issues with a number of “get well” plans put in place in an effort to deliver 
improvements.  However, when improvements have materialised they have not been 
sustained with service levels falling back to, if not below, previous levels.   

This is unacceptable and Openreach’s inability to successfully address the issues suggests 
they have been unable to identify the root cause of the problems.  We have attached a 
confidential Annex which details our experience of Ethernet service delivery and illustrates 
the issues which we have and continue to face.   
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A further issue which causes concern is a disparity in Openreach performance which has 
been highlighted by the EAB.  In its Annual Report 20136 the EAB highlighted that 
Openreach Access Direct (EAD) provision performance appeared to have favoured BT CPs 
for the majority of the year.  The EAB pointed to the following underlying reasons for this 
disparity: 

 high volume use by BT CPs of the ‘project managed service’ with some of its orders, 
removing some of the reasons for order failure with the effect of improving BT CP 
performance;  

 access to non-BT CP buildings causing delays to non-BT CP orders, an issue which 
Openreach does not have in gaining access to BT premises; and 

 the way in which different CPs require orders and order dates to be managed. 

Although the EAO had not found any non-equivalence, the report indicated that there was 
continuing concern about the disparity in performance and that further investigations would 
be undertaken.  We welcome the EAB’s commitment to investigate this further and believe 
that it would also be appropriate for Ofcom to investigate this issue as part of its 
consideration of leased line service delivery issues.  We do not believe that CPs should 
need to use the Openreach project management service in order to ensure equivalence with 
BT CPs, particularly as it is an unregulated service offered at commercial rates.  Equivalence 
does not and should not require this.     

7.2 BT KPIs 

Question 4: Do the KPIs that BT publishes / shares with industry give you sufficient visibility 
of its performance? If not, please explain what further information should be provided and 
why.  

KCOM has a number of concerns about the KPIs which are provided in respect of leased 
line services.  The figures provided are averages which do not give a true picture of what is 
happening with service delivery and certainly do not allow us to understand where the real 
issues lie.  We are also concerned that the KPIs being produced are providing Openreach 
senior management with a distorted view of performance. 

For example, one of the key measures is the percentage of circuits delivered by Customer 
Confirmed Date (CDD).  However, this does not show delivery against the original CDD.  
Rather it shows delivery against the final CDD which may be the original CDD, a revised 

                                                 

6 
http://www.btplc.com/Thegroup/Ourcompany/Theboard/Boardcommittees/EqualityofAccessBoard/Pub
lications/EAB_Annual_Report_2013.pdf 



 

KCOM Group PLC 

11 

CDD which has been agreed to by the CP or a CDD in respect of which Openreach has 
“deemed consent” on the basis that there are valid reasons for extending delivery beyond 
the original CDD.  Our experience has also been that once a CDD has been changed on 
Openreach systems there is no way to bring it back to the original date.  Therefore, even 
where an error on the part of Openreach has led to the CDD being pushed back there is no 
way to bring it back to the original date.   

KCOM has also found that where we have raised a valid challenge in respect of the KPIs 
being provided by Openreach they have not been corrected.  This too leads to senior 
management not getting a full and accurate picture of service delivery issues.  Figure 4 in the 
Confidential Annex provides details of challenges to Openreach KPIs which we have raised 
and which have been accepted by Openreach. 

7.3 Quality and timeliness 

Question 5: If there are quality or timeliness concerns, how do these affect your business 
and how do they affect your customers? Please provide evidence to support your views.  

Our key concern is in relation to business services, where typically customers tend to be 
more demanding in terms of quality of service issues and expect a high degree of surety in 
our ability to meet their service requirements. 

All aspects of Openreach service delivery have a direct impact on our customer relationships 
as it is fundamental in enabling us to fulfil customer needs. Where issues occur relating to 
quality and/or timeliness, whether that be in provisioning service or repair or some other 
aspect of service delivery, ultimately we are answerable to the customer and it is not 
acceptable for us to suggest that the fault lies with another party e.g. Openreach. Because of 
the nature of our customer base in the national market, often the customer installations we 
are undertaking are complex and can have significant financial implications. Our customers 
expect a high degree of surety in our ability to deliver their services and that is provided 
contractually. When we are unable to meet those contractual commitments due to issues 
with Openreach service delivery we bear that responsibility with our customer. 

These problems are also exacerbated by the fact that there is still a general lack of 
understanding amongst customers about how BT is structured and specifically the role of 
Openreach in delivery of services.  It is known that when issues arise with Openreach quality 
of service, rightly or wrongly, customers believe that they will receive a better service from 
BT CPs.  This was confirmed recently in research commissioned by Ofcom which found that 
28% of businesses and 35% of residential consumers agreed that ‘you are less likely to have 
a problem with service installation or repair from BT than with competitors’.  Over half of 
consumers and businesses agreed ‘strongly’ or ‘slightly’ that ‘if I had a bad experience with a 
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provider other than BT with service installation or repairs I would consider switching to BT’.7   
We also note the concerns we have expressed above concerning the disparity in service 
delivery between BT and non-BT CPs. 

7.4 Changes to provision and repair services 

Question 6: Do BT’s current provision and repair services for wholesale leased lines meet 
your customers’ needs, for example in relation to lead times, keeping appointments or 
adhering to agreed delivery dates? If not what changes do you think BT should make to its 
provision and repair services?  

Please see our comments above in response to question 5.  Our customers demand a high 
degree of surety and expect that to be provided contractually.   

It is however difficult to specify what changes BT should make to its provision and repair 
services to address these issues.  The problems with Ethernet delivery are not simply an 
inability to meet delivery targets and we do not think that simply specifying a target will 
deliver real improvements.  We believe there are deep rooted issues within Openreach 
which have led to the problems industry is now experiencing and that senior management 
within Openreach has yet to get to grips with the these issues.  This is something that Ofcom 
will need to address if any regulatory solution is to be effective.   

7.5 Incentives to provide quality of service 

Question 7: Do you consider BT has appropriate incentives to provide the quality of service 
which you and your customers require? If not, what changes do you think should be made to 
BT’s incentives? 

Our starting point when considering this question is that the contracts under which 
Openreach provides services are not normal commercial contracts. Invariably contractual 
provisions are presented to industry who then engage in a degree of negotiation but with 
little bargaining power to force changes to the contract. As a result where there are service 
quality provisions in Openreach contracts they are not as detailed and comprehensive as we 
would expect to see in commercially negotiated contracts, nor do they require delivery to the 
standards which we and our customers would expect. Where SLAs/SLGs are included in 
contract they may cover only part of the service delivery wrap for a particular product and 
committed delivery dates can and do change.  

                                                 

7 P 7 & 67 Ofcom Fixed Line Installation and Fault Repair Summary Report April 2013 
http://stakeholders.ofcom.org.uk/binaries/research/telecoms-research/telecoms-market-data/fault-
repair-research.pdf 
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Similarly payments associated with SLAs are not always triggered if a target is missed. 
Where payments are triggered the level of those payments is insufficient to compensate 
other providers and their customers adequately. In the eyes of our customers we are 
responsible for delivery and if we are unable to do so in the timescales or to the standard 
they require then we will be held accountable. This does not only involve financial penalties 
(which can be considerable) but also damage to reputation.  

We also question whether the current level of payments for failure to meet SLAs/SLGs are 
sufficient to incentivise Openreach to improve its service. Overall they form a very small 
element of the Openreach balance sheet and as such may simply be seen as a cost of doing 
business rather than a penalty.  

Finally, we also have concerns that when things do go wrong and a delivery is failing the 
escalation and jeopardy management processes are, in our experience, completely 
ineffective.  This means that once something does go wrong there is little chance of 
recovering the situation.  In considering Openreach service delivery we would urge Ofcom to 
consider the overall process, including what happens when things do go wrong.
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 Redacted for publication 

8. Annex – Openreach Ethernet Delivery 

 

 

 


