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openreach

Connecting you to your network

Homes and small businesses

Key Performance Indicators

Ofcom published its Wholesale Fixed Telecoms Market Review on 18 March 2021.
This introduced some changes to the Key Performance Indicators (KPIs). The number of
regions was reduced down to seven and Wholesale Line Rental (WLR) was removed from

the reporting requirements.

As required under the review from Q1 22/23 the Required First Available Date for KPI 1
changed from 12 to 10 working days. This will apply until the end of 2025/26 when the
current controls are due to expire.




KPI 1a openreach

First available appointments offered within 10 working days e

The tables show the percentage of first available appointment dates for the Openreach engineer slot offered within the agreed target
of 10 working days. Around 1 in 8 service installations need an Openreach engineer to visit your home or premises.

Percentage (%) of appointments offered within 10 working days of your service provider placing an order for you

Fully Generic
Combined Unbundled Ethernet
Lines lAccess

99.54 9867 9578  96.97 UK 99.55  99.58  97.24  97.94 UK 99.54 9850 9553  96.75
EastAnglia 9883  99.69 9936  99.64 East Anglia 99.18 9950  98.69  99.59 East Anglia 9876 9972 9942  99.66
Eondonis 99.77 9943  97.86  96.92 London & South London & South
South East ' : - - = 99.78 9979 9758  97.40 = 99.76 9936  97.89  96.81
Northern

99.82  99.68 9351  98.46 Northern Northern
England Enland 99.76  99.80  94.13  99.17 England 99.83  99.66 9343  98.29
e 10000 9987 9971  100.00 kel 10000  98.50 10000  100.00 M 10000 10000 99.68  100.00
Ireland Ireland . . . . Ireland . . . .
Scotland 99.65 9908 9334 9587 Scotland 99.75  99.66 9570  98.91 Scotland 99.63  98.97 9314 9529
Wales &

y 99.49 97.18 94.04 95.77 Wales & Wales &

Midlands aied 99.35 9930 9718  97.20 el 9952  96.80 9373  95.46
Wessex 99.11 96.91 96.40 95.09

Wessex 99.05 99.20 95.35 95.92 Wessex 99.12 96.50 96.57 94.91



KPI 2a openreach

0 - . Connecting you to your network
New lines installed on time

These tables show the percentage of new services installed on the date agreed between Openreach and your phone
or broadband provider.

Percentage (%) of new services installed on the date agreed between Openreach and your service provider

Fully Generic
Combined Unbundled Ethernet
Lines Access

T I S UK RO I (I UK 9592 9640 97.10  96.13
East Anglia  95.90 96.18 96.64 95.33 East Anglia 95.06 9436 9426  91.34 East Anglia 96.04 9645  96.84  95.97
%EEEIT & 9593 9554 9717  94.98 ;‘;:‘t’ﬁ:a&st 95.10 9401 9405  90.36 ;2{‘,2'.‘,’ Rt 9.09 9587 9746 9591
::;2:;“ 9585 9642 9712 9536 2:;::;“ 9450  93.83 9447  90.66 E,‘,’;T:ﬁ:.“ 9%.11 984 9739  96.21
'I“;'I';';z’“ 9587  97.72 97.70  96.42 'I“r:';'l“z’" 9249 9333 9477  90.08 ?rzﬁl:;m 96.24  97.97  98.05  96.93
Scotland 9533  95.96 9.44  95.79 Scotland 9445 9533 9512  92.08 Scotland 95.50  96.08  96.66  96.47
wales& o550 o596 %629 9540 ales & 93.65 93.65 93.65 91.32 L"?J.‘:,‘,,f.‘s 9584 9636 9657  96.12

Wessex 96.37 96.17 96.90 95.27 Wessex 94.95 94.37 93.75 90.05 Wessex 96.62 96.50 97.20  96.21



KPI 3a openreach

5 . . . Connecting you to your network
Faults fixed within two working days

These tables show the percentage of faults that were fixed within the agreed timescale. The service maintenance
level 1 agreement is for faults to be fixed within two working days after the day the fault is reported.

Percentage (%) of faults fixed within two working days of being reported

Combined Fully Unbundled Generic
ombine Lines Ethernet Access

89.17 8932 8691  88.39 88.50 87.84  86.08  87.32 80.84 9073  87.65  89.08
East Anglia 89.76 89.93 86.48 88.96 East Anglia 88.48 87.70 84.64 89.00 East Anglia 90.95 91.73 88.01 88.94
bondon® 5503 8995 8796 8906 souehEest 8054 88.89 8651  88.24 ondon & 9029 9082 8911 8955
g:;;‘:;“ 88.80  88.83  86.88  88.93 g:;:ﬁ;“ 88.03 86.86 8574  88.50 g:;:ﬁ;“ 89.81  91.02 88.00  89.24
'I“rzz:z’“ 9311 9293 9219  88.78 'I“r';'l';':‘ir“ 91.96 9143 9262  89.31 'I“r';'l';':‘ir“ 9480 95.18 91.61  88.29
Scotland 90.20 90.32 85.97 87.09 Scotland 89.93 89.65 87.38 87.53 Scotland 90.41 90.88 84.86 86.86
ates & 88.87 8941 8658 8740 oo 8837 8839 8609  84.88 ajes & 89.38 9043  87.05  89.17

Wessex 87.30 87.50 86.03 88.19 Wessex 86.56 85.72 85.72 86.44 Wessex 88.10 89.31 86.32 89.40



KPI 3b openreach

5 . . . Connecting you to your network
Faults fixed within one working day

These tables show the percentage of faults that were fixed within the agreed timescale. The maintenance level 2 agreement
is for faults to be fixed within one working day after the day the fault is reported.

Percentage (%) of faults fixed within one working day of being reported

FuIIy Unbundled Generic

8870  88.19 8590  87.24 84.06 8449 8165  85.07 88.83 8831  86.04  87.33
EastAnglia 8859  87.96 8547  87.71 East Anglia 8465 8558  84.39  86.46 East Anglia 88.68 8801 8549  87.76
ondonS g8 8929 8750  87.56 ondon & 84.15 8535  80.68  84.61 ondon s 89.44 8941 8767  87.70
::;2:;“ 89.14 87.82 8580  87.70 2:;::;“ 84.05 8376 8244  86.62 g:;:ﬁ;" 89.28  87.94 8592  87.75
northern 9159  89.86  87.41  84.04 northern 88.16  84.04 8488 8261 Nothern 9165  89.97 8747  84.08
Scotland 8935  89.17 8437 8.2 Scotland 8340 8752 8269 8279 Scotland 89.54 8922 8441 8584
ates & 8831 8779 8562  86.76 ales & 83.62 8436 8140  84.34 aes & 8844  87.90 8571  86.87

Wessex 86.88 87.04 85.04 87.67 Wessex 84.40 81.77 80.93 85.26 Wessex 86.94 87.19 85.16 87.77



KPI 4 openreach

o - . . Connecting you to your network
First available installation slot

This table shows the average number of (working) days between your phone or broadband provider placing an order for you and the
first available Openreach engineer slot. The agreed target is 10 working days. Around 1 in 8 service installations need an Openreach
engineer to visit your home or premises.

Average number of working days to the first available installation slot after your service provider has placed your order

6.74 7.60 7.51

Combined 6.74
Fully Unbundled Line 6.08 5.65 6.08 7.07

Generic Ethernet Access 6.87 6.94 7.86 7.61



KPI 7 openreach

0 - . . Connecting you to your network
Average time to install a new line when we sent an engineer

This table shows the average number of (working) days between your phone or broadband provider placing an order for you and service being installed by Openreach
where an engineer needs to visit your premises. Around 1 in 8 service installations need an Openreach engineer to visit your home or premises.

Average number of working days it took us to install a new line from your service provider placing an order for you when an engineer was needed

Combined 10.65 10.79 11.45 11.68
Fully

Unbundled Line 11.01 10.98 11.61 12.20
Generic

Ethernet Access 10.59 10.75 11.42 11.61

KPI 8
Average time to install a new line when an engineer wasn't sent

This table shows the average number of (working) days between your phone or broadband provider placing an order for you and service being installed by
Openreach. Around 7 out of 8 service installations do not need an Openreach engineer to visit your home or premises.

Average number of working days it took us to install a new line from your service provider placing an order for you when an engineer wasn’t needed

I Wy ) e ey
8.47 8.31 8.78

Combined 9.12
Fully

Unbundled Line 9.77 10.77 11.10 10.26
Generic

Ethernet Access 8.98 8.04 7.89 8.47 .



KPI 12a openreach

5 . . . Connecting you to your network
Faults fixed within two working days

This table shows the average time in working hours between your phone or broadband provider reporting a fault to Openreach and the fault being cleared. The
service maintenance level 1 agreement is for faults to be fixed within two working days (14 working hours) after the day the fault is reported.

Average number of working hours it took to fix faults within two days of being reported

Combined 27.29 29.43 30.87 29.70

Fully

Unbundled Line 27.29 29.43 30.87 29.70

KPI 12b
Faults fixed within one working day

This table shows the average time between your phone or broadband provider reporting a fault to Openreach and the fault being cleared. The service maintenance
level 2 agreement is for faults to be fixed within one working day (14 working hours) after the day the fault is reported.

Average number of working hours it took to fix faults within one day of being reported

Combined 17.56 18.49 19.99 19.13
Fully

T 20.59 20.85 23.45 20.79
=il 17.48 18.41 19.92 19.06

Ethernet Access



KPI 17 openreach

o . . . . Connecting you to your network
Home or business repair visits we missed

This table shows the percentage of visit appointments we missed. Around a third of repairs need an Openreach engineer to visit your home or premises.

Percentage (%) of home or business repair visits we missed

Combined

Fully

T 1.73 1.21 1.29 1.40
LI 1.32 1.66 1.86 1.39

Ethernet Access

KPI 18
Home or business installation visits we missed

This table shows the percentage of visit appointments we missed. Around 1 in 8 service installations need an Openreach engineer to visit your home or premises.

Percentage (%) of home or business installation visits we missed

Combined

Fully

Unbundled Line 1.47 1.30 1.93 2.18
Generic o 173 139 1ot

Ethernet Access
10



KPI 19 openreach

a . . . . . Connecting you to your network
Street cabinet installation visits we missed

Superfast fibre installations need an Openreach engineer to visit your local street cabinet. This table shows the percentage of visits missed due to us
when they've been booked by your phone or broadband provider.

Percentage (%) of street cabinet installation visits we missed

2.53 1.70 1.70

Combined 3.08

Generic Ethernet Access 3.08 2.53 1.70 1.70

11



KPI 20a openreach

i . Connecting you to your network
New lines installed after the target date

These tables show the number of new landline or broadband services installed more than 30 calendar days after the date agreed between Openreach
and your phone or broadband provider.

Number of new lines installed more than 30 calendar days after the target date

FuIIy Unbundled Generic

663.4 7360 7782 7755 1162 1446 1540 1625 5472 5913 6241  613.0
East Anglia 75.0 89.8 108.5 95.3 East Anglia 11.4 14.6 15.6 19.5 East Anglia 63.7 75.3 92.9 75.8
;g::::a&st 1283 1355 1199  145.1 ;g:‘t’l“"l‘s a&st 2.3 20.6 27.3 30.5 ;g:‘t’ﬁ:;t 1020 1060  92.6  114.6
::;::;" 1148 1287 1453 1582 ::;::;“ 22.0 28.0 30.9 38.1 g:;;‘ﬁ;“ 928 1007 1144 1201
Northern 103 120 100 7.3 Northern 0.7 0.3 0.7 03 northern 9.7 11.6 9.3 6.9

Scotland 63.2 73.4 88.6 79.9 Scotland 12.3 13.0 10.3 12.0 Scotland 50.9 60.4 78.3 68.0
e & 1247 1705  169.6  163.5 Wales & 274 376 391 344 ajes & 973 1329 1305  129.1

Wessex 83.2 109.6 118.6 124.9 Wessex 16.1 21.6 17.5 26.7 Wessex 67.1 88.0 101.1 98.1

12



KPI 20b openreach

i . Connecting you to your network
New lines installed after the target date

These tables show the number of new landline or broadband services installed more than 90 calendar days after the date agreed between Openreach
and your phone or broadband provider.

Number of new lines installed more than 90 calendar days after the target date

- Fully Unbundled Generic
UK 94.4 75.1 95.3 UK 13.0 7.4 13.0 18.9 UK 81.3 67.8 82.3

141.1 122.2
East Anglia 11.6 12.4 12.0 18.1 East Anglia 0.7 0.7 1.3 2.0 East Anglia 11.0 11.7 10.7 16.1
;‘;:‘t’:'é:‘st 17.3 12.4 16.3 21.7 ;g:‘t’ﬁ::‘st 36 1.0 3.0 2.4 ;g:‘t’ﬁ::‘st 13.7 11.4 13.3 19.3
::;2:;“ 144 103 160 290 ::;::;“ 13 13 2.3 5.0 ::;::;“ 13.1 9.0 136 241
northern 1.0 1.0 13 0.7 northern 0.0 0.0 0.0 0.0 northern 1.0 1.0 13 0.7
Scotland 8.0 7.9 7.0 15.9 Scotland 1.0 1.0 0.3 1.6 Scotland 7.0 6.9 6.7 14.3
::;'I‘;g‘s 22.4 15.4 21.0 25.5 mﬁﬁs 3.7 1.0 2.6 3.6 ‘I'Ilvi?llleasnfl(s 18.7 14.4 183 21.9

Wessex 16.0 10.0 20.3 29.9 Wessex 2.7 2.3 3.3 4.3 Wessex 13.3 7.7 17.0 25.6

13



KPI 20c openreach

i . Connecting you to your network
New lines installed after the target date

These tables show the number of new landline or broadband services installed more than 120 calendar days after the date agreed between
Openreach and your phone or broadband provider.

Number of new lines installed more than 120 calendar days after the target date

. Fully Unbundled Generic
UK 61.0 35.0 49.0 74.4 UK 8.4 4.3 5.3 9.9 UK 52.7 30.7 43.7 64.5

East Anglia 6.7 7.7 6.7 9.7 East Anglia 0.0 0.3 0.7 0.7 East Anglia 6.7 7.4 6.0 9.0
Condonl 10.7 4.7 8.3 11.1 Eanconls 13 03 1.0 17 London & 9.4 43 7.3 9.4
South East South East South East

::;2:;“ 10.7 4.7 8.7 16.0 ::;::;“ 13 0.7 0.3 33 g:;:ﬁ;" 9.3 4.0 8.3 12.7
northern 0.0 0.0 0.7 03 northern 0.0 0.0 0.0 0.0 northern 0.0 0.0 0.7 0.3
Scotland 5.0 4.0 2.0 7.5 Scotland 0.7 1.0 0.3 0.6 Scotland 43 3.0 1.7 6.9
:,Ivi":,';snz‘s 15.1 6.7 100 131 mf,';fl‘s 3.0 1.0 1.0 1.0 ajes & 12.0 5.7 9.0 12.2

Wessex 11.7 5.3 11.7 16.7 Wessex 2.0 1.0 2.0 2.6 Wessex 9.7 4.3 9.7 14.0

14



KPI 21a openreach

) Connecting you to your network
Faults fixed after the target date
These tables show the number of faults fixed more than 30 calendar days beyond the target date across all service maintenance levels

Number of faults fixed more than 30 calendar days after the target date

FuIIy Unbundled Generic

1311 1798 2811 2242 6.3 5.9 7.8 7.6 1048 1440 2132 17656
East Anglia 23.6 24.2 43.4 44.7 East Anglia 3.3 5.3 5.0 6.3 East Anglia 20.3 18.9 38.4 38.4
;‘;:‘t’:'é:‘st 12.0 18.9 19.6 15.8 ;g:‘t’ﬁ::‘st 4.0 53 7.0 2.3 ;g:‘t’ﬁ::‘st 8.0 13.6 12.6 13.5
::;2:;“ 233 375 744 368 ::;::;“ 4.0 8.0 19.9 9.7 ::;::;“ 194 295 545 271
northern 4.0 5.0 4.0 7.2 northern 0.0 03 0.0 1.0 northern 4.0 46 4.0 6.2
Scotland 3.7 11.0 11.0 16.8 Scotland 0.7 1.0 3.7 0.7 Scotland 3.0 10.0 7.3 16.1
:,Ivi":,';snz‘s 25.6 27.7 49.5 40.4 mf,';fl‘s 6.6 5.0 17.7 11.7 mf,';fl‘s 19.0 22.7 31.9 28.7

Wessex 38.9 55.6 79.1 62.5 Wessex 7.7 11.0 14.6 15.9 Wessex 31.2 44.6 64.5 46.5

15



KPI 21b openreach

) Connecting you to your network
Faults fixed after the target date
These tables show the number of faults fixed more than 90 calendar days beyond the target date across all service maintenance levels.

Number of faults fixed more than 90 calendar days after the target date

. Fully Unbundled Generic
UK 0.7 1.3 0.7 2.6 UK 0.0 0.0 0.3 0.0 UK 0.7 1.3 0.3 2.6

East Anglia 0.0 0.3 0.0 0.3 East Anglia 0.0 0.0 0.0 0.0 East Anglia 0.0 0.3 0.0 0.3
EORCOTS 0.0 0.0 0.0 0.0 Ll 0.0 0.0 0.0 0.0 London & 0.0 0.0 0.0 0.0
South East South East South East

::;::;" 0.0 0.0 0.0 03 ::;::;“ 0.0 0.0 0.0 0.0 g:;:ﬁ;" 0.0 0.0 0.0 0.3
Northern 0.0 0.7 0.0 0.0 northern 0.0 0.0 0.0 0.0 northern 0.0 0.7 0.0 0.0
Scotland 0.0 0.3 0.3 1.0 Scotland 0.0 0.0 0.0 0.0 Scotland 0.0 0.3 0.3 1.0
;’,I"?J;f‘f,‘s 0.3 0.0 0.0 0.0 mf,';fl‘s 0.0 0.0 0.0 0.0 n’i?,';if,‘s 0.3 0.0 0.0 0.0

Wessex 0.3 0.0 0.3 1.0 Wessex 0.0 0.0 0.3 0.0 Wessex 0.3 0.0 0.0 1.0

16



KPI 21c openreach

) Connecting you to your network
Faults fixed after the target date
These tables show the number of faults fixed more than 120 calendar days beyond the target date across all service maintenance levels.

Number of faults fixed more than 120 calendar days after the target date

: Fully Unbundled Generic
UK 0.7 0.7 0.0 0.7 UK 0.0 0.0 0.0 0.0 UK 0.7 0.7 0.0 0.7

East Anglia 0.0 0.0 0.0 0.0 East Anglia 0.0 0.0 0.0 0.0 East Anglia 0.0 0.0 0.0 0.0
Eoncone 0.0 0.0 0.0 0.0 Ll 0.0 0.0 0.0 0.0 London & 0.0 0.0 0.0 0.0
South East South East South East

::;2:;“ 0.0 0.0 0.0 03 ::;::;“ 0.0 0.0 0.0 0.0 g:;:ﬁ;" 0.0 0.0 0.0 0.3
northern 0.0 0.3 0.0 0.0 northern 0.0 0.0 0.0 0.0 northern 0.0 0.3 0.0 0.0
Scotland 0.0 0.3 0.0 03 Scotland 0.0 0.0 0.0 0.0 Scotland 0.0 0.3 0.0 0.3
:,Ivi":,';snz‘s 0.3 0.0 0.0 0.0 mf,';fl‘s 0.0 0.0 0.0 0.0 n’i?,';if,‘s 0.3 0.0 0.0 0.0

Wessex 0.3 0.0 0.0 0.0 Wessex 0.0 0.0 0.0 0.0 Wessex 0.3 0.0 0.0 0.0

17



KPI 22a

New lines not installed after the target date

openreach

Connecting you to your network

These tables show the number of new landline or broadband services not installed more than 30 calendar days beyond the date agreed between
Openreach and your phone or broadband provider.

Number of new lines not installed more than 30 calendar days after the target date

FuIIy Unbundled Generic

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

1239.8

155.0

233.8

198.6

22.7

107.4

249.0

200.2

1266.3

155.9

195.4

212.3

19.7

142.8

272.0

235.6

1553.5

185.3

229.6

294.0

22.1

172.1

319.5

263.8

1506.4

160.3

228.9

272.2

28.3

178.7

338.0

293.6

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

184.1

21.0

37.4

35.0

1.7

17.0

39.0

33.0

240.8

24.6

41.7

45.7

2.0

21.3

59.9

45.5

339.4

33.8

44.8

58.4

2.0

31.6

68.8

44.5

287.3

22.8

56.2

53.9

1.0

31.1

69.2

52.1

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

1055.8

134.0

196.4

163.7

21.0

90.4

210.0

167.2

1025.5

131.3

153.8

166.5

17.7

121.5

212.1

190.1

1214.1

151.5

184.8

235.6

20.0

140.4

250.7

219.4

1219.1

137.5

172.7

218.4

27.4

147.6

268.8

241.5

18



KPI 22b openreach

i i Connecting you to your network
New lines not installed after the target date

These tables show the number of new landline or broadband services not installed more than 90 calendar days beyond the date agreed between
Openreach and your phone or broadband provider.

Number of new lines not installed more than 90 calendar days after the target date

FuIIy Unbundled Generic

2053 2860 3359 4203 9.3 7.6 0. 8.4 2559 2484 2758 3618
East Anglia 37.0 43.0 39.1 48.2 East Anglia 3.3 5.0 5.7 5.3 East Anglia 33.7 38.0 33.4 42.9
;‘;:‘t’:'é:‘st 483 423 450 497 ;g::',?';:;t 6.0 6.3 7.0 4.7 ;g:‘t’ﬁ:;t 423 359 380 450
::;2:;“ 50.3 47.3 60.4 83.1 g:;::;“ 9.0 8.7 11.4 15.0 g:;:ﬁ;“ 413 386  49.0 68.1
:‘;‘;’;ﬁ’" 2.0 3.3 0.0 4.0 ;‘r‘;'[:';f,m 0.0 0.7 0.0 0.0 'I“r';'l';:ir" 2.0 2.7 0.0 4.0
Scotland 244 206 317 557 Scotland 4.0 2.0 5.6 7.3 Scotland 204 186 260 484
:,Ivi":,';snfl‘s 673 495 650 818 n’;‘,‘:sng‘s 9.3 6.0 10.0 10.0 n’if,';if,‘s 580 435 550 717

Wessex 56.7 58.9 85.3 95.1 Wessex 7.7 9.0 19.0 16.1 Wessex 49.0 49.9 66.3 79.0

19



KPI 22c openreach

i i Connecting you to your network
New lines not installed after the target date

These tables show the number of new landline or broadband services not installed more than 120 calendar days beyond the date agreed between
Openreach and your phone or broadband provider.

Number of new lines not installed more than 120 calendar days after the target date

FuIIy Unbundled Generic

1811 1812 2034  241.0 3.0 2.0 17 2.4 1580 1592 1717 2085
East Anglia 23.7 27.6 22.7 30.4 East Anglia 1.0 3.0 3.7 3.7 East Anglia 22.7 24.6 19.0 26.7
;‘;:‘t’:'é:‘st 28.0 30.7 26.7 26.0 ;g:‘t’:::‘st 33 3.7 2.7 2.3 ;g::,? ',‘E:;t 24.6 27.0 24.0 23.6
::;2:;“ 330 316 360 494 ::;::;“ 6.3 5.3 6.7 8.3 g:;:ﬁ;" 267 263 294 411
northern 1.0 2.0 0.0 1.0 northern 0.0 03 0.0 0.0 northern 1.0 1.7 0.0 1.0
Scotland 154 100 150  33.0 Scotland 33 0.7 2.7 4.0 Scotland 12.0 9.3 123 290
:,Ivi":,';snfl‘s 403 290 393 417 mi';ig‘s 5.0 43 4.0 3.3 n’if,';if,‘s 353 246 354 384

Wessex 36.7 35.3 56.0 57.7 Wessex 4.0 4.7 11.3 10.7 Wessex 32.7 30.6 44.7 47.0

20



KPI 23a openreach

i Connecting you to your network
Faults not fixed after the target date
These tables show the number of faults not fixed more than 30 calendar days beyond the target date across all service maintenance levels.

Number of faults not fixed more than 30 calendar days after the target date

: Fully Unbundled Generic
UK 25.0 58.3 UK 4.6 9.7 32.6 8.3 UK 20.4 48.6 90.2 40.8

1228  49.1

East Anglia 6.0 18.6 20.0 11.1 East Anglia 1.0 33 1.7 1.4 East Anglia 5.0 15.3 18.3 9.7
Condonl 0.0 24 17 1.0 Eanconls 0.0 03 0.7 0.0 London & 0.0 2.0 1.0 1.0
South East South East South East

::;2:;“ 2.3 122 229 24 ::;::;“ 0.3 13 6.0 0.0 g:;:ﬁ;" 2.0 109 170 2.4
northern 2.7 2.0 5.6 3.0 northern 0.0 0.0 0.3 03 northern 2.7 2.0 5.3 2.7
Scotland 0.3 3.7 5.3 6.3 Scotland 0.3 03 0.0 0.0 Scotland 0.0 3.4 5.3 6.3
:,Ivi":,';snz‘s 3.7 5.0 16.9 33 mf,';fl‘s 0.7 0.7 6.9 1.0 n’i?,';if,‘s 3.0 43 10.0 2.3

Wessex 10.0 14.4 40.6 21.3 Wessex 2.3 3.7 7.3 5.6 Wessex 7.7 10.7 33.3 15.7

21



KPI 23b openreach

i Connecting you to your network
Faults not fixed after the target date
These tables show the number of faults not fixed more than 90 calendar days beyond the target date across all service maintenance levels.

Number of faults not fixed more than 90 calendar days after the target date

- Fully Unbundled Generic
UK 0.3 0.0 0.3 0.3 UK 0.0 0.0 0.0 0.0 UK 0.3 0.0 0.3 0.3

East Anglia 0.0 0.0 0.3 0.0 East Anglia 0.0 0.0 0.0 0.0 East Anglia 0.0 0.0 0.3 0.0
;‘;:‘t’:'é:‘st 0.0 0.0 0.0 0.0 ;g::ﬁ'é:;t 0.0 0.0 0.0 0.0 ;‘;:‘t’:'l‘s:‘st 0.0 0.0 0.0 0.0
::;2:;“ 0.0 0.0 0.0 0.0 ::;::;“ 0.0 0.0 0.0 0.0 ::;2:;“ 0.0 0.0 0.0 0.0
northern 0.0 0.0 0.0 0.0 northern 0.0 0.0 0.0 0.0 northern 0.0 0.0 0.0 0.0
Scotland 0.0 0.0 0.0 0.3 Scotland 0.0 0.0 0.0 0.0 Scotland 0.0 0.0 0.0 0.3
:,Ivi":,';snz‘s 0.0 0.0 0.0 0.0 mf,';fl‘s 0.0 0.0 0.0 0.0 :,Ivi":,';snz‘s 0.0 0.0 0.0 0.0

Wessex 0.3 0.0 0.0 0.0 Wessex 0.0 0.0 0.0 0.0 Wessex 0.3 0.0 0.0 0.0
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KPI 23c openreach

i Connecting you to your network
Faults not fixed after the target date
These tables show the number of faults not fixed more than 120 calendar days beyond the target date across all service maintenance levels.

Number of faults not fixed more than 120 calendar days after the target date

. Fully Unbundled Generic
UK 0.3 0.0 0.0 0.0 UK 0.0 0.0 0.0 0.0 UK 0.3 0.0 0.0 0.0

East Anglia 0.0 0.0 0.0 0.0 East Anglia 0.0 0.0 0.0 0.0 East Anglia 0.0 0.0 0.0 0.0
Eoncone 0.0 0.0 0.0 0.0 Ll 0.0 0.0 0.0 0.0 London & 0.0 0.0 0.0 0.0
South East South East South East

::;2:;“ 0.0 0.0 0.0 0.0 ::;::;“ 0.0 0.0 0.0 0.0 g:;:ﬁ;" 0.0 0.0 0.0 0.0
northern 0.0 0.0 0.0 0.0 northern 0.0 0.0 0.0 0.0 northern 0.0 0.0 0.0 0.0
Scotland 0.0 0.0 0.0 0.0 Scotland 0.0 0.0 0.0 0.0 Scotland 0.0 0.0 0.0 0.0
:,Ivi":,';snz‘s 0.0 0.0 0.0 0.0 mf,';fl‘s 0.0 0.0 0.0 0.0 n’i?,';if,‘s 0.0 0.0 0.0 0.0

Wessex 0.3 0.0 0.0 0.0 Wessex 0.0 0.0 0.0 0.0 Wessex 0.3 0.0 0.0 0.0

23



openreach

Connecting you to your network

Larger businesses

Key Performance Indicators

Ofcom published its Wholesale Fixed Telecoms Market Review on 18 March 2021. This sets
regulatory obligations on Openreach including a transparency obligation in relation to the
publication of Key Performance Indicators (KPIs). For clarity, these KPIs are calculated on a
different basis from Openreach’s regulatory Quality of Service Standards. In particular,
while both include Ethernet and Dark Fibre services, the KPIs also include WDM services
and covers a broader geographic area. The tables below report our performance against

these KPIs.




KPI A

Circuit installation
This table shows the average number of working days between your provider placing an order for you and the circuit being installed by Openreach,

excluding any customer delays.

Average number of working days it took us to install a circuit

Northern Ireland

Scotland

Wales

England
North

England
West

England
East

40.90

32.48

39.02

33.44

39.78

41.15

44.13

31.10

35.25

35.76

37.56

37.94

41.44

38.68

35.62

34.75

34.06

38.13

38.30

41.84

39.49

38.76

34.93

40.87

39.33

40.89

39.77

openreach

Connecting you to your network
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KPI B

Faults fixed within the agreed time

The percentage of faults that were fixed within the relevant Service Level Agreement (SLA).

Percentage (%) of faults fixed within the time period agreed with your service provider

Northern Ireland

Scotland

Wales

England
North

England
West

England
East

95.77%

95.65%

95.04%

97.13%

96.97%

95.31%

95.01%

95.44%

97.94%

96.20%

95.71%

95.83%

94.26%

95.51%

96.15%

92.37%

96.80%

97.68%

95.72%

96.63%

96.10%

96.03%

88.44%

96.45%

97.14%

96.45%

96.07%

95.74%

openreach
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KPIC

Circuits installed by the agreed date

This table shows the percentage of times that circuits are delivered by the originally agreed date, excluding any customer delays.

Percentage (%) of circuits installed by the date agreed with your service provider.

Northern Ireland

Scotland

Wales

England
North

England
West

England
East

84.59%

97.01%

85.84%

92.70%

85.39%

84.92%

81.13%

85.45%

88.58%

88.82%

89.74%

85.21%

87.28%

82.73%

85.51%

91.21%

89.59%

90.79%

85.17%

85.72%

83.18%

84.40%

86.40%

86.55%

84.47%

84.07%

84.15%

84.18%

openreach
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KPI H1

Oldest orders open on the last day of the month

openreach

Connecting you to your network

This table shows the average percentage of orders, that were older than 133 working days and were still open on the last day of the three months in

each quarter.

Average percentage (%) of orders open on the last day of the three months in each quarter

Northern Ireland

Scotland

Wales

England
North

England
West

England
East

7.77%

6.21%

6.72%

9.94%

7.15%

9.23%

7.46%

7.72%

4.80%

6.94%

9.40%

7.13%

8.68%

7.73%

7.57%

3.35%

6.91%

8.59%

7.42%

8.20%

7.52%

7.55%

3.89%

6.32%

8.36%

7.86%

7.73%

7.56%
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