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Executive Summary 
 
Openreach sets out here its response to the section of the Call for Inputs consultation relating to Quality 

of Service.  Although we cover repair performance in this document, we have focused the response 

mainly on Ethernet provision since this has been the principal area of focus between Openreach and its 

customers in recent times. 

In this response we show that: 

o We acknowledge that recent provision performance for Ethernet has not been at acceptable 

levels. By understanding the root causes of the problems we are implementing a detailed plan 

that will get service back to acceptable levels in the short term. Structural changes across the 

delivery value chain will also be required to then sustain the levels of service that are required by 

the market; 

o Openreach performance relating to repair activity has, however, been consistently strong;  

o The delivery of good service to customers involves Openreach, Communication Providers (CPs) 

and third parties. CP related issues are a significant contributor of delay; 

o In addition, there is a need for more accurate and comprehensive CP forecasting as this will 

enable better service to the benefit of industry; 

o Openreach continues to invest in enablers of good service for the Ethernet portfolio, including in 

delivery resources, platform and processes. In addition to taking actions to improve service in the 

short term, Openreach is working with CPs to deliver the structural changes needed to sustain 

good service in the medium to long term;   

o The current delivery process is not fit for purpose for the future of this portfolio. Making the 

required changes will require contractual review and regulatory support. Having developed a 

clear view of industry priorities, we are therefore now working with our customers to deliver the 

“Ethernet Evolution” programme. This is a set of improvements to the systems, processes and 

features associated with Ethernet Access Direct (EAD). This is the future for the EAD product and 

will transform the Ethernet delivery process. The successful  delivery of Ethernet Evolution will be 

critical to sustaining good levels of service in the medium to long term; 

o Openreach has strong existing incentives to deliver good service for its customers, including the 

importance of service quality in a growing and increasingly competitive market that is of strategic 

importance to us, along with an onerous existing Service Level Agreement / Service Level 

Guarantee (SLA/SLG) regime, the severity of which can already distort behaviours; and 

o There is a need and opportunity for Openreach and its customers to agree a revised set of 

service Key Performance Indicators (KPIs) that will better meet the requirements of both. 

Openreach will also consider which measures should be made available publicly. 

Ofcom should take account of the following in specifying its approach: 

o Micro-level regulatory intervention is not necessary; better outcomes will be delivered via a 

process of industry negotiation and agreement; 

o Evolution of the SLA/SLG schemes associated with Ethernet would be better delivered via 

negotiation between Openreach and its customers. In relation to SLA/SLG development Ofcom 

should adopt a similar approach to that taken in the Fixed Access Market Review (FAMR) to 

support this collaborative approach; 

o The regulatory framework should incentivise all relevant players in the delivery value chain to act 

efficiently and effectively, and not just Openreach. That framework should also focus on providing 

the right incentives for the successful delivery of the Ethernet Evolution programme; 

o The regulatory framework needs to be based on a strong understanding of the existing processes 

and in relation to the changes associated with Ethernet Evolution. 
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1. Openreach has powerful existing incentives to deliver good service outcomes: 

Commercial imperatives to deliver good service 

The Ethernet portfolio is of critical commercial importance to Openreach. This is a high value portfolio of 

products addressing a strategically key market that is characterised by strong growth and increasing 

levels of competition.
1
 Being successful in this market is essential to Openreach if we are to meet our 

future commercial objectives. Openreach recognises that delivering consistently strong service 

performance (covering both provision and repair activities) is a key requisite to underpin future success in 

this market. 

In addition, Openreach is already subject to an onerous SLA/SLG regime for its Ethernet products 

covering both provision and repair scenarios. The severity of the consequences for failure to meet SLAs 

is illustrated in the following provision scenario: 

Scenario: EAD 1 Gig service provisioned 3 days after the agreed Contractual Delivery Date 

(CDD).
2
 

In this scenario Openreach would pay 3 days SLG for failure to deliver service on the CDD. SLG 

set at £472 per day (1 month line rental) = SLG payable of £1,416 (i.e. 25% of the entire first year 

rental value of the circuit). 

In this scenario, a standard connection charge of £3,352 would also be delayed by 3 days, as 

would standard rental revenues equivalent to £15 per day.  

Openreach currently completes over 800 Ethernet circuits every week. Given this scale, the aggregate 

commercial cost of failure, not even accounting for the potential loss of future contestable business, 

becomes very significant when service is delivered below target levels. The severity of this regime can 

also distort behaviours and lead to inefficient outcomes. For example, Openreach expends significant 

resource proving SLG compliance with CPs that could be more productively employed focussing on 

service delivery.  

The regime is also in some respects “uncapped” – for example, there is no effective link between CP 

demand forecasts and SLG payment, leaving Openreach exposed to local demand “shocks” that it could 

not have reasonably predicted. Openreach also has limited flexibility to change delivery dates.  Given 

these factors, it is not surprising that Openreach experiences local resourcing challenges from time to 

time.    

There is also a rigorous SLA/SLG environment for repair, with a general SLA of 5 hour fix, and an SLG of 

15% of the monthly line rental per hour over the SLA. 

There are therefore very strong existing commercial incentives for Openreach to deliver good service 

levels. Further intervention by Ofcom is not necessary, particularly given the proactive improvements that 

are being undertaken by Openreach in conjunction with its customers. 

 

                                                   

1
 For example, the market for high bandwidth Ethernet and optical services in the “WECLA” area, as defined by Ofcom in the last 

BCMR, is fully competitive. 

2
 The prices shown are correct as at 27 May 2014. 
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Transparency 

Openreach reviews Ethernet service performance regularly with customers, Ofcom and the OTA2.  

Forums where service performance is regularly discussed include the Service Forum, the Ethernet 

Commercial Group, the OTA2 executive and monthly meetings with the OTA2 and Ofcom.  In addition, 

service is discussed and reported regularly at bilateral meetings between Openreach and its customers.  

In support of these interactions, Openreach also publishes to industry large amounts of reporting 

information.
3
 

This high level of existing transparency provides a strong platform for holding Openreach accountable for 

service performance, and is an additional strong incentive for Openreach to consistently deliver at levels 

that are acceptable to its customers.  

Summary 

Ofcom should recognise that strong existing incentives exist for Openreach to deliver good service – 

driven by commercial imperative and accountability to key stakeholders (particularly CPs). Ofcom should 

avoid regulatory intervention in regard to the specification of SLA/SLG schemes. To do so would risk 

making an already onerous regime unduly punitive, and would amplify the wrong incentives such that the 

primary incentive could become SLG avoidance rather than delivery of good service. It would be better if 

Ofcom instead adopted the approach it has taken in the FAMR, allowing Openreach and its customers to 

negotiate appropriate arrangements, if needed via a process of facilitation. This approach will also have 

the benefit of ensuring that any amendments are driven by the parties (Openreach and CPs) that are 

already collaborating via the Ethernet Evolution programme, and ensure that other relevant factors (such 

as Openreach plans to withdraw support for legacy products during the next control period), are 

accounted for.  

Ofcom should also carefully consider existing KPI measures and structures before specifying any 

intervention in this area.  As we set out below in our response to question 4 in the Call for Inputs 

consultation, Openreach considers that there is an opportunity to review and improve the existing service 

KPIs such that they become more meaningful to both CPs and Openreach. We also consider that this 

activity can be delivered in the short term, and will be best specified without regulatory intervention. 

Further, and in line with the approach that is being adopted in the FAMR, Openreach is also open to 

discussing with Ofcom, in the short term, the potential benefit / incentive that extra service reporting to a 

public audience could bring. Openreach will consider how best to approach this and will feed back to 

Ofcom in due course. 

2. Openreach continues to invest and innovate in Ethernet, and this includes driving sustainable 

service improvements 

Openreach continues to heavily in Ethernet in order to deliver good service outcomes. This investment 

takes a number of forms, including significant recruitment of additional engineering resources to help 

efficiently deliver and repair services, in process enhancements to improve end to end efficiency and 

throughput capacity and in product enhancements to improve reliability and enhance the customer 

experience.  

                                                   

3
 For example, information packs at the service and commercial forums, monthly service pack and monthly pack on Ethernet for 

Ofcom and the OTA2. 
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The following is a (non-exhaustive) overview of some of the investment strands that will continue to 

benefit service outcomes: 

 Openreach delivery resources  

 

Openreach is engaged now in a significant recruitment programme across Great Britain, and in all 

required areas of the delivery value chain within the business. This programme is set to continue, and 

includes a rigorous selection and training programme combined with a regional focus to ensure that 

resources are delivered where they are most needed. Openreach is also ensuring that the recruits 

are provided with the tools and training they need in order to become effective as soon as possible. 

As noted below, this recruitment is a key part of the service recovery plan that is currently being 

implemented. 

 

 Ethernet Evolution 

 

The Ethernet Evolution programme is focused on delivering a fundamental improvement to EAD 

delivery performance and predictability. Openreach continues to invest in the platform, product and 

process enhancements encapsulated by the programme, and which are all required to ensure that 

this programme of work, in collaboration with customers, delivers the improvements that will underpin 

our collective ability to deliver sustainably good levels of service for the market going forward. The 

details of the Ethernet Evolution programme are discussed in more detail below. 

 Commercial Innovation 

The “Flat rate ECC” proposal, which comes into effect from 1 June 2014, is a good example of 

collaboration between Openreach and customers delivering an outcome that will deliver service 

benefits to industry. By simplifying the commercials for ECCs, this proposal should confer operational 

and service benefits by for example, reducing the levels of orders placed in a “suspend” status by 

customers due to uncertainty relating to ECC charges. The new arrangements typify the kind of 

balanced incentive (in that it contains incentives for CPs and Openreach) needed to deliver the 

greatest benefits for end customers.  

 Product enhancements 

Openreach continues to enhance the features of its products, and these will often confer benefits to 

the customer service experience. Recent examples include delivering the ability to remotely upgrade 

from EAD 100M to 1G and EAD 10M to 100M, thereby reducing the need for customer downtime in 

the delivery of extra bandwidth. We have also recently launched the “Sync-E” product to provide 

solutions for future mobile network requirements. 

 Proactive fibre deployment 

Openreach is enhancing the proactive deployment of fibre in high density areas to speed up delivery 

in areas where there is likely to be a high demand for Ethernet services, thereby reducing the 

likelihood of extended lead times often associated with orders requiring additional infrastructure.  
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Summary 

Openreach is investing heavily in the Ethernet portfolio, including in a range of activities that will best 

enable us to deliver good service outcomes in future. A number of further enhancements will also be 

delivered through 2014/15 (and beyond) to underpin the improvement programmes already underway.  

The regulatory framework that Ofcom specifies should ensure that good incentives exist for continued 

efficient investment – with particular regard to Ethernet Evolution which is a critical enabler for the 

sustainable efficient delivery of good levels of service in an increasingly demanding market. Regulatory 

intervention should only be used where there is a clear and objective case for it, and only when it is clear 

that better results will not be delivered through a process of direct collaboration between CPs and 

Openreach. 

3. Openreach recognises that recent Ethernet provision performance has been below acceptable 

levels, but is clear on the root causes and is implementing a plan that will deliver recovery in 

the short term 

Openreach recognises that recent provision performance for EAD services has been below expected 

levels. In some of the detailed measures (for example, relating to % of services delivered to Contractual 

Delivery Date (CDD) and against some of the Mean Time to Provide (MTTP) measures), we recognise 

that our performance has been below expected levels for a period of some months.  

Some of the root causes of the recent reduced performance levels are within the Openreach domain, for 

example in relation to instances of poor performance by Openreach contactors and unintended 

consequences arising from implementation of process changes and transformational projects in the 

delivery organisation.  Openreach is already delivering a programme of actions that will address the 

immediate issues that are within its control including: 

o Recruitment within Openreach (as discussed above) to maximise process capacity in order to 

meet market demand; 

o Working more closely with contactor organisations to improve their performance;  

o Process re-engineering and re-structuring of Openreach delivery teams to improve 

throughput capacity and reduce failure hotspots in the delivery process; and 

o Proactive building of network in targeted locations to reduce delivery challenges in demand 

hot-spots. 
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Figure 1 – current performance to CDD and glide path  

 

 
 

Figure 1 (above), shows recent performance in relation to the % of orders successfully provided within 

CDD, along with the underpinning activities to deliver glide path performance to a target of 95% success. 

There is a trend of steady improvement evident over the last 6 weeks, with further activities in place in the 

short term to underpin further improvement in areas within Openreach’s direct control.  

Openreach is committed to delivering tangible improvements in the short term, through practical actions it 

already taking, and will continue to take.  

However, and as set out in more detail below, for the improvements being delivered in the short term to 

be sustained in the medium and longer term will require the delivery of strategic improvement to the end 

to end delivery process as embodied in Ethernet Evolution, along with action by CPs and third parties to 

address their own responsibility areas in the delivery value chain.     

Summary 

Ofcom should acknowledge the existing work being undertaken by Openreach to deliver improvements in 

the short term, and take this work into account when setting its regulatory framework. In addition, the 

regulatory framework should focus on the strategic plans being implemented by Openreach and industry 

via the Ethernet Evolution programme. Micro-regulatory intervention is not warranted, and would be 

counterproductive.   

4. Ofcom’s approach in relation to Ethernet QoS should be based on good understanding of the 

End to End processes that deliver service outcomes to customers 

The end to end provision process supporting the delivery of Ethernet services to CPs is a multi-stage 

process, where speed and accuracy of delivery can be affected by a number of potential failure points 

that exist throughout the value chain (often with multiple factors affecting the same order), and where 
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actions taken (and controlled by)  Openreach, CPs and external agencies (for example, local authorities 

and their approach to “Traffic Management” ) can all influence the chances of success.  

Even allowing for the process improvements that will be delivered via the Ethernet Evolution programme 

of activities; there are many challenges to contend with, particularly where fibre is not already in place in 

the network (i.e. that will in particular affect category “2”,”3” and “4” orders that currently represent over 

three quarters of order intake).  

The variety of the current “deemed consent”
4
 codes is reflective of this complexity, and of the fact that 

issues under Openreach, CP and third party control issues can impact on delivery. 

In Openreach’s view, the end to end process for delivering Ethernet needs to be changed fundamentally 

and improved if it is to be fit for purpose given the growing demands of the market (in terms of both sheer 

volume and demand for product innovation and bespoke solutions). To deliver effective transformation, all 

parties that can impact the delivery process (Openreach, CPs and third parties) need to take action.  

Summary   

The Ethernet provision process is multi-faceted, has numerous potential failure points through the value 

chain, and delivery can and will be influenced by Openreach, CPs and third parties. This process is also 

undergoing transformation and improvement via the Ethernet Evolution programme. 

In order for Ofcom to specify a regulatory framework in relation to Openreach Quality of Service, it is 

important that in advance of making decisions, Ofcom has a thorough and objective understanding of the 

full end to end process, challenges, and responsibilities. Such grounding will be necessary to the 

formation of a regulatory approach that is balanced, proportionate and likely to be effective in delivering 

sustainably good service to customers. Openreach would welcome the opportunity to work with Ofcom in 

developing this detailed understanding of the process as it exists today, and with regard to the 

transformation of that process. 

5. In the context of Ethernet provision there are a number of factors outside of Openreach’s 

direct control that Ofcom should account for when considering how to create the best 

framework for delivering excellent service for customers 

As noted above, while Openreach can legitimately be held accountable for the parts of the end to end 

delivery process that it controls, there are other parts of the process where the actions of other parties will 

influence service outcomes.  To maximise the predictability of service delivery all relevant responsibilities 

therefore need to be taken into account.  

The following are examples of situations that can and do impact on delivery – both in terms of speed and 

predictability – and which are not fully within Openreach’s control: 

o Customer Readiness  

 

In order to bring an Ethernet circuit into service, access is required to the end customer site 

so that final engineering work can be undertaken by Openreach engineers. For this work to 

be completed the Openreach engineers need to be able to access the correct location in the 

end user site, and the infrastructure at that site needs to be ready for the final work to be 

                                                   

4
 Deemed consent is a contractual process that allows Openreach to vary the CDD in certain defined circumstances.  
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completed. On the face of it this sounds like a straightforward process but can be subject to a 

number of issues that affect service delivery including, for example, incorrect details relating 

to the site, permission from the end user not obtained in advance of the installation work 

(sometimes end user sites have specific security requirements), and relatively simple 

problems in contacting the appropriate people in the CP and/or end user site in advance of 

when the work is scheduled to be completed. Effective communication can be a particular 

challenge when the commercial value chain becomes extended, as is often the case. For 

example, there are scenarios where Openreach can be dealing with a CP, which is selling 

services via a reseller, which is providing service to an end customer, which is renting data 

centre space from a third party. In such scenarios very clear responsibilities, site information 

and excellent communication will all be required in order to maximise the chances of success 

at the first opportunity. 

 

The significance of customer readiness in the delivery of Ethernet services is evidenced by 

the very large numbers (estimated at around 800-1000 each week) of circuits that are “date 

rolled” i.e. where circuits that are ready for installation have their delivery date moved 

because the customer is not ready.   

o Traffic Management 

Where new network is required to deliver service, particularly in urban areas, work often 

needs to be carried out on the public highway. This can require temporary road closure 

(either whole or in part) in order for the work to be completed. To do this requires obtaining 

permission from the relevant local authority, and can often inject lengthy delay (ranging from 

days to months) into the overall delivery process. There are also variances across the 

country in terms of the speed and approach that local authorities take to the processing of 

requests. Current and proposed changes to Traffic Management regulations could also lead 

to further delay in the delivery of Ethernet services in future. 

In both these examples, Openreach does have a role to play in helping to optimise the best outcomes (for 

example in the work we have been doing with CPs and the OTA2 to improve customer access 

communication); but cannot deliver improvements alone.  

Forecasting 

The Ethernet delivery process relies on Openreach engineers with the right skills being in the right 

location at the right time in order for service to be delivered on target. This means that Openreach is 

reliant on good demand forecasts, at a regional level, in order to optimise its ability to match future 

demand with the skilled people necessary to meet that demand. 

Although CPs are required under the Connectivity Services contract to place demand forecasts, to date 

the actual provision of demand forecasts by CPs to Openreach has been patchy at best, and certainly not 

of the quality, granularity or comprehensiveness to be of any consistent benefit to Openreach. 

Notwithstanding that in Ethernet it is possible for multiple CPs to be bidding for the same end customer 

business, Openreach nevertheless believes that CPs are better placed than Openreach itself to 

understand the profile of their likely future demand for Ethernet services, and that a more rigorous CP 

forecasting process (including at a regional level which is critical) would be additive to the accuracy of 

Openreach’s market forecasting processes.  The current situation leaves Openreach exposed to 

“shocks,” particularly where large orders are placed, or the profile of an order pipeline is amended with 

little or no warning. Such shocks will negatively impact Openreach’s ability to deliver service, and not only 
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for CPs whose orders caused the shock in the first place (plus the current SLG regime does not account 

for these shocks). 

Openreach considers that the current lack of quality forecasting is unacceptable; not only does it lead to 

extra cost and SLG exposure for Openreach in dealing with order volumes it could not have reasonably 

predicted, but it also leads to worse outcomes for the overall market. As part of Ethernet Evolution we will 

therefore be aiming to address this current shortcoming, and believe that CPs (particularly the larger ones 

that have the ability to affect market outcomes at a local level) need to be more strongly incentivised to 

work with Openreach in improving the accuracy of demand forecasts. We note and welcome that in 

recent disputes relating to the MPF appointment availability SLA (where a set of forecasting accuracy 

terms exist for the largest CPs in return for the SLG payment), Ofcom found that the forecasting terms 

and conditions that were part of the SLA scheme were themselves fair and reasonable, and therefore 

compliant with the relevant SMP obligations. 
5
 We believe that a similar approach could and should be 

implemented here, and that this would deliver benefits to the overall market in terms of service outcomes.  

Summary 

In formulating the regulatory framework for service, Ofcom should acknowledge that end to end service 

delivery is not the sole responsibility of Openreach. The actions of CPs and third parties can and do affect 

service outcomes. To deliver the best results for consumers, any regulatory framework therefore needs to 

incentivise all relevant parties across the delivery value chain. This includes, but is not limited to, 

Openreach. 

Ofcom’s approach should also allow for the development of a better industry demand forecasting process 

– this will be to the benefit of all, and the cost and implications of failure should not be borne by 

Openreach and customers.  

6. Our plans for Ethernet Evolution will ensure that good Quality of Service outcomes will be 

delivered on a  sustainable basis in the medium and long term 

The Ethernet Evolution programme aims to optimise our ability to sustainably deliver the three things that 

our CPs have told us are of highest importance to them in relation to the Ethernet provision process: 

predictability of delivery, speed of delivery and good communication during the process (including when 

things are not going to plan). It is firmly based on CP priorities and its successful implementation will be 

critical to creating the right foundation for sustainably good levels of service into the market, and in 

improving the satisfaction that CPs have with the service that Openreach offers them. 

Openreach acknowledges that historically, for example in relation to the original requirements capture for 

the Ethernet Systems Transformation project, it had not engaged in a sufficiently collaborative way with 

CPs in order to fully understand their requirements.  

We firmly believe that this shortfall has been recognised and addressed, and that the approach we have 

taken (and will continue to take) in specifying the Ethernet Evolution programme has been firmly 

grounded in a collaborative approach to best enable detailed understanding of CP priorities relating to 

service delivery. The OTA2 has also been heavily involved and has contributed positively to this process. 

                                                   

5
 See Dispute relating to whether Openreach offered MPF New Provide to TalkTalk Telecom PLC on fair and reasonable terms and 

conditions, determination 15 August 2013 and Dispute between TalkTalk and BT relating to BT’s provision of MPF New 

Provides, final determination 22 April 2014.  
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Figure 2 – Etherent Evolution programme: scope and approach

 

To support delivering against these CP priorities, the changes that will be delivered via Ethernet Evolution 

focus on improving the overall EAD experience in five key areas:  

o More delivery certainty – CPs know the timescales for an order as early in the process as 

possible; that timescale is then reliably achieved; 

o Easier to do business with – CPs have access to better self-serve capability and 

communications; 

o Speed of delivery – Lead times enable CPs to compete with other network providers and 

improve satisfaction with their customers;  

o Efficiency – Resource is focused on critical path, value-adding work; and 

o More price certainty – CPs know how much an order is going to cost before they place it. 

 

The programme comprises a number of enhancements that collectively aim to address key problem 

areas associated with the existing end to end processes. The current published lead time for Ethernet 

orders is 30 working days subject to deemed consent. In reality, this lead time typically only exists for 

category 1 orders where there are high levels of network availability, with longer lead times typically 

prevailing elsewhere (sometimes significantly longer), and high levels of deemed consent application. 

These characteristics of the current process are a significant cause of customer dissatisfaction. We 

propose to take a number of steps to address this, including having differentiated lead times to better 

reflect the reality of deliver timescales for “standard” or “complex” orders.  This will provide more delivery 

certainty through the ordering process, and will also reduce the need to apply certain deemed consent 

categories (e.g. DC 22 – “Infrastructure”), along with improving day KCI3
6
 performance and levels of CDD 

success. 

 

                                                   

6
 KCI3. Stage where Openreach provides and update on expected CDD and ECCs. 
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Other key issues tackled by the programme include, for example: 

o Greater certainty 

 

By providing on line tools CPs and potentially also end customers will be able to have an 

indication of the potential lead time prior to placing an order. They will also be able to consider 

the impact of changing locations within a building could have on lead time. This, combined with 

the flat rate ECC proposal will mean that most customers have a good idea of potential cost and 

lead time in advance of order placement. The plans for differentiated order journey (with lead 

times better aligned to the degree of delivery complexity than is currently the case) will then 

enable more stable / reliable lead times to be set with fewer date movements once an order is 

placed. By categorising orders as the planning process progresses, orders will be assigned a 

lead time that is appropriate for the work that is required to deliver them.  

 

o Increasing order fluidity 

 

The programme recognises that “fluidity”
7
 of orders is a key issue for industry. Negative 

symptoms of uncertainty / lack of fluidity include high levels of order cancellations, 800-1000 

circuits that are “date rolled” weekly, plus high levels of orders in “suspend.” All of these factors 

lead to inefficient use of Openreach and CP resources. To tackle this issue the programme will 

implement a set of actions that CPs will be able to take and that will better meet the needs of 

large projects, plus implement a customer driven appointment system.  

Going forward, Openreach will continue work collaboratively with industry to refine, develop and 

implement the Ethernet Evolution programme, to ensure maximum benefits are delivered efficiently. 

Summary 

The Ethernet Evolution programme is the future plan for EAD, and is a critical enabler for sustainable 

service delivery improvements. This is an ongoing and collaborative exercise that Openreach is engaged 

in delivering with and for its customers.  

Ofcom’s regulatory framework should support this important activity, and where necessary provide 

incentives to move forward with the strategic improvements to the product, and avoid focusing on legacy 

platforms and processes. 

 

 

 

 

 

 

                                                   

7
 Fluidity means that work can be carried out on a circuit (i.e. work hasn’t stopped because e.g. Openreach engineers are unable to 

access a customer site or because traffic management is being applied etc). 
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7. Our performance in relation to Ethernet repair has been consistently strong 

Given the criticality of Ethernet infrastructure to the end customers, the vast majority of the Openreach 

portfolio is subject to a premium SLA/SLG regime for fault repair
8
.  The historic performance (in terms of 

% services fixed within SLA) has been consistently strong for both EAD and for “legacy” products such as 

WES and WEES as shown in figures 3 and 4 below. In both cases, performance has typically been 

around 95% performance against SLA (or higher) over the last 12 months. 

Figure 3 – EAD on-time repair performance 

 

Figure 4 – Legacy services on-time repair performance
9
 

 

Openreach recognises that the repair processes are not free from CP dissatisfaction, for example, in 

relation to the “stop the clock” process. Openreach is also keen to reduce the current high levels of 

reported faults that are proved to the CP domain.  Overall, however, the available evidence strongly 

suggests that performance has been consistently strong over an extended time period.  

On this basis, Openreach considers that while there is need for it to continue to work closely with its 

customers to address genuine issues and continue to enhance the repair experience where possible, 

                                                   

8
 5 hour fix SLA, with SLG of 15% of the monthly rental per hour over the SLA. 

9
 Includes WES, WEES, BES and Cablelink 
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there is no prima facie case for Ofcom intervention. 

 

8. Further comments in relation to the specific CFI questions 

Our comments in relation to questions 3, 5, 6 and 7 in Ofcom’s Call for Inputs Consultation are set out in 

our response as detailed above. 

Openreach’s comments relating to question 4 in Ofcom’s Call for Inputs Consultation are set out below.  

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? 

As noted above, the Ethernet provision process is multi-faceted, where end to end delivery can be 

impacted by a number of factors. This complexity is also evident in the current number of KPI reports that 

relate to provision performance, particularly relating to MTTP, which in simple terms is intended to be a 

speed measure from valid order acceptance to circuit delivery.  

The numerous current measures of MTTP include, for example, aggregate MTTP for all order categories 

(i.e. 1-4), MTTP by category, MTTP excluding distorting factors such as “aged orders” (i.e. where CPs 

request circuit delivery with extended lead times) and so forth. 

However, the current set of KPIs does not work for Openreach and its customers. This is because 

existing reports in some cases do not provide a straight forward or unambiguous view of underlying 

Openreach performance (e.g. they could be distorted by orders where CPs actually wanted extended 

lead times). Furthermore, every circuit is different (for example some circuits are part of a delivery 

“project,” some are not) while over time regional and customer demand changes mean that overall 

averages such as MTTP do not always provide a clear or reliable picture. We recognise that this has 

regrettably led to a situation where some CPs are often suspicious of the KPIs themselves. 

Openreach considers that there is therefore a need and opportunity for industry to agree a set of 

measures that are meaningful to (and trusted by) CPs and Openreach.  We also believe that the 

opportunity here will be best met by simplifying the KPI reporting to a “significant few” set of measures, 

not by just adding additional reports and measures which risks adding complexity and confusion into an 

already complex environment.  Making improvements in this area needs (and should) not wait on 

regulatory intervention. It would be better if the changes were agreed between Openreach and CPs in the 

short term, without the need for any intervention by Ofcom (while acknowledging that Ofcom could seek 

to mandate such reports at a later date).  

Given that the current reports are all produced by Openreach, we also consider that it would be of benefit 

if Ofcom gained a thorough grounding in how the existing KPIs work, and (as with our offer in relation to 

the Ethernet provision process generally as noted above), would welcome the opportunity to discuss 

these in more detail with Ofcom.  

Finally, and as noted above, Openreach considers that it could be beneficial to also report on its Ethernet 

service performance to a public audience (as is happening in the context of the FAMR). Openreach is 

carefully considering what these KPIs should be and will welcome further discussion on this subject with 

Ofcom. 


