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Historical information for Regulatory Key Performance indicators
Homes, small business and larger businesses

Unless stated otherwise the data is applicable to the following periods:
Homes and small business - 1 April 2021 — 31 March 2022
Larger business - April 2020 — 31 March 2022
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Homes and small business gb\[ ]ﬁ

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. Please note that as a result of these changes it is not possible
to compare the numbers from Q1 21/22 onwards with previous years.




KPI 1a openreach

First available appointments offered within 12 working days e

The tables show the percentage of first available appointment dates for the Openreach engineer slot offered within the agreed target
of 12 working days. Around 1 in 8 service installations need an Openreach engineer to visit your home or premises.

Percentage (%) of appointments offered within 12 working days of your service provider placing an order for you

FuII Unbundled Generic

9943 9950 9773  98.35 9999 99.99 9959  99.68 9930 9941 9739 9813
East Anglia 99.05 99.39 95.44 99.31 East Anglia 100.00 99.94 99.63 99.95 East Anglia 98.87 99.30 94.78 99.21
ondon® 9026 9940 9885 9873 condond 0007 10000 99.66 9912  gouth et 99.00 9928 9870  98.66
S 9954 9974 9746 o771 Rorinem 10000 9999 9979 9977 pretoed. %942 970 9700  97.35
Northem  joooo 10000 10000 10000  Northern 10000 10000 10000 10000  jored" 10000 100.00 100.00  100.00
Scotland 9984 9957 9844 9806  Scotland 9993 10000 9990  99.63  Scotland 9982 9949 9818  97.80
s & %9.55 9949 9665 9758  wiaes& 10000 9999 9894 9989  yards 99.45 9940 9625  97.20

Wessex 99.20 99.18 99.17 99.85 Wessex 100.00 99.99 99.89  100.00 Wessex 99.04 99.05 99.06 99.82



KPI 2a openreach

o A . 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 Unbundled Generic

94.53 95.52 95.95 95.63 94.23 94.65 94.91 94.34 94.65 95.79 96.16 95.85
East Anglia 94.07 95.33 95.91 95.20 East Anglia 94.15 94.40 95.30 93.20 East Anglia 94.04 95.57 96.00 95.50
London & London &
South East 94.25 95.05 95.49 95.60 London & 03.81 94.17 94.24 94.30 South East 94.43 95.34 95.75 95.82

South East

Northern Northern Northern
England 94.63 9553  96.08  95.47 Englan:‘ 94.32 9463  95.00  94.94 England 94.76 9581 9630  95.57
Northern Northern
Ireland 94.33 9.28  96.26  95.97 :_zl;:zrn 95.18 9621 9615  95.73 Ireland 93.97 %.30  96.28  96.01
Scotland 95.71 96.80 96.80 96.37 Scotland 05.18 96.19 95.71 94.19 Scotland 95.91 96.98 97.00 96.70
Wales & 9452 9562 9599 9584  Wales& Wales & 9460 9589 9620  96.05
Midlands . ' ' . Midlands 94.32 94.69 94.89 94.71 Midlands . . .
Wessex 94.37 95.24 95.80 95.36 Wessex 93.83 94.29 94.98 93.18 Wessex 94.57 95.51 95.96 95.70



KPI 3a openreach

5 A . . 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

FuIIy Unbundled Generic

90.15 8818  87.81 8522 9052 8852 8841  85.19 8725 8610 8575 8530
EastAnglia  80.63 8868 8828 8447  EastAnglia 80.05 8898 8860 8412  EastAnglia 8728 8699  87.28 8528
ondon®  ggos  ssse 8793 g5y ondond 8040  86.09 8892  86.10 ézﬂgﬁgit 8522 8228 8474  85.02
g:;f::;“ 90,60 9013 8641  84.36 g:;;‘ﬁ;“ 90.96 9051 8696 8454 ::;:ﬁ;“ 87.82 8764 8440  83.87
northern 9254 9062 9205 8gsg  horthem 9275 9112 9208 8826  Nong" 9123 8770 9196  89.28
Scotland 9261 9047 8722 8698  Scotland 9274 9093 8811 8650  Scotland 9168  87.85 8466  87.92
e & %24 866 8775 8520  maesE 9073 8784 8826 8490 oo S 8627 850 8583  86.01

Wessex 89.96 88.55 89.87 84.98 Wessex 90.22 88.56 90.12 85.06 Wessex 87.88 88.45 88.94 84.78



KPI 3b openreach

5 A . . 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

8755 8634 8554  84.44 87.49 8602 8537 8277 8755 8635 8555 8450
East Anglia 86.67 86.46 86.69 83.75 East Anglia 86.09 84.86 87.82 81.07 East Anglia 86.69 86.51 86.65 83.84
ondon® g3 se1s  ssss a8 condon 8513 8342 8550  83.37 gzﬂfﬁ';;t 8680 8421 8590  84.32
g:;f::;“ 87.64 8741 8408  83.95 g:;;‘ﬁ;“ 8834 8783 8405  81.88 ::;:ﬁ;“ 8761 8739 8408  84.04
northern 9021 9015 9028 8372 horthem 9371 8706 8780 8512  popre” 90.13 9024 9033  83.80
Scotland 9097 825 8507 8604  Scotland 80.07 8965 8664 8427  Scotland 91.06 8924 8501  86.11
e & §7.17 8599 8489 848  Macs8 88.06 8474 8494 8284  macoe 87.14 8603  84.80  84.94

Wessex 87.87 86.70 87.50 83.73 Wessex 89.07 88.54 85.36 83.07 Wessex 87.82 86.64 87.57 83.75



KPI 4 openreach

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 12 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

6.73 6.89 7.69

Combined 6.79

Fully
Unbundled Line 5.68 5.18 4.90 5.65

Generic
Ethernet Access 7.03 7.02 7.25 8.03



KPI 7 openreach

o A . . 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 11.51 10.77 10.94 11.74
Fully

Unbundled Line 11.72 11.80 11.45 12.38
Generic

Ethernet Access 11.45 10.57 1085  11.65

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

8.97 8.32 8.04

Combined 9.44
Fully

Unbundled Line 9.56 9.69 9.73 10.02
Generic

Ethernet Access 9.37 8.66 8.03 7.65



KPI 12a openreach

5 A . . 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 26.25 28.84 27.94 30.19

Fully
Unbundled Line 26.25 28.84 27.94 30.19

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

Oct-Dec
‘21

Combined 18.12 19.33 19.16 20.43

Fully
Unbundled Line 19.36 20.23 20.48 21.62

Generic
Ethernet Access 18.07 19.30 19.11 20.39



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

Unbundled Line 1.50 1.67 1.63 2.26
Generic

Ethernet Access 1.91 2.18 1.98 2.73

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 1.69 1.35 1.32 2.46
Generic 253

Ethernet Access = 228 1z

10



KPI 19 openreach

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

1.64 3.12 3.15

Combined 1.95

Generic Ethernet
e 1.95 1.64 3.12 3.15

11



KPI 20a

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

openreach

Connecting you to your network

FuIIy Unbundled Generic

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

1165.3

140.7

276.6

248.1

31.6

83.9

249.7

134.2

1012.2

119.2

266.7

208.5

26.7

55.8

204.3

130.6

987.9

104.6

249.9

207.3

23.3

70.2

203.3

129.3

1107.0

115.4

275.3

243.5

27.2

72.1

241.2

128.9

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

394.4

46.3

93.0

87.0

6.0

34.7

83.2

44.3

294.5

72.2

5.0

18.3

67.2

37.0

185.0

14.0

47.7

39.6

2.3

42.3

27.7

180.5

12.3

44.5

41.9

5.1

13.4

46.1

17.2

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

770.9

94.4

183.6

161.2

25.7

49.3

166.5

89.9

717.7

87.5

194.5

145.4

37.6

137.1

93.6

802.9

90.6

202.3

167.7

21.0

58.8

160.9

101.6

926.4

103.0

230.8

201.5

22.1

58.6

195.1

111.7

12



KPI 20b

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

FuIIy Unbundled Generic

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

172.2

19.6

37.9

43.6

1.3

12.3

37.8

19.6

137.8

33

1.0

7.3

37.4

161.3

18.6

47.7

27.6

0.7

9.0

33.6

24.1

146.1

22.9

32.5

30.2

2.7

7.0

18.6

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

4.0

10.6

12.7

0.0

4.4

13.3

4.3

3.3

7.4

7.3

0.3

1.3

12.3

3.7

3.0

9.7

4.0

0.0

1.0

6.6

7.0

2.6

1.0

5.1

0.3

1.0

5.3

4.0

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

123.0

15.6

27.2

31.0

i3

8.0

24.6

15.3

openreach

Connecting you to your network

102.0

10.3

23.9

0.7

6.0

25.0

14.4

129.9

15.6

38.0

23.6

0.7

8.0

27.0

17.0

126.7

20.2

31.5

25.1

2.3

6.0

26.5

14.7

13



KPI 20c openreach

. . 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 94.4 78.8 89.0 80.9 UK 25.0 22.4 20.3 11.1 UK 69.4 56.4 68.7 69.8

East Anglia 9.6 6.7 11.3 13.5 East Anglia 1.7 2.3 2.7 2.0 East Anglia 8.0 4.3 8.6 11.5
;g:::';;‘;t 5 167 244 188 ;g::I?IE:st 5.0 4.0 5.0 0.7 ;g:‘t’:"';;t 17.6 126 194 181
::;::;“ 216 150 160 184 g:;::;“ 6.7 37 33 34 ::;:ﬁ;“ 15.0 113 127 150
northern 0.7 0.3 03 07  Northem 0.0 0.0 0.0 0.0  pophem 0.7 0.3 0.3 0.7
Scotland 10.0 5.0 4.0 2.7 Scotland 3.7 1.0 03 0.3  Scotland 6.3 4.0 3.7 23
DElER L 19.2 244 183 165 Wales& 5.0 8.7 4.0 s 14.3 157 143 135
Midlands Midlands Midlands

Wessex 10.6 10.7 14.7 10.0 Wessex 3.0 2.7 5.0 1.7 Wessex 7.6 8.0 9.7 8.4

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

3389 4660 2789  302.8 0.3 122.2 4.9 3.8 268.6 3438 2040  229.0
East Anglia 64.0 72.2 41.4 39.1 East Anglia 15.3 16.0 8.7 7.4 East Anglia 48.6 56.2 32.7 31.7
ondon s 80.0 1200 903 506  gondond& 15.6 2o 260 112  Londom® 64.4 97.0 644 394
::;::;“ 113.9 1086 550  119.0 g:;::;“ 253 354 150 335 ::;::;“ 88.6 732 400 856
'I‘rz::':“;’" 1.7 23 4.0 8.1 'I“r:'l':'::l"‘ 0.0 0.3 0.7 1.0 :':T:::Im 1.7 2.0 3.3 7.1
Scotland 2.0 4.3 4.3 9.6 Scotland 0.7 0.3 0.3 0.7 Scotland 1.4 4.0 4.0 8.9
e & 46.7 648 379 533  yioes& 7.4 182 109 136 wales& 39.3 465 269 397

Wessex 30.7 84.9 46.0 23.1 Wessex 6.0 20.0 13.3 6.4 Wessex 24.7 64.9 32.7 16.7

15



KPI 21b

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

openreach

Connecting you to your network

: Fully Unbundled Generic
UK 7.3 6.3 7.0 3.7 UK 2.4 1.7 1.7 0.7 UK 5.0 4.6 5.3 3.0

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

2.0

3.3

0.0

0.0

0.0

0.3

1.7

0.7

2.0

0.0

0.3

0.3

1.3

0.7

3.0

2.3

0.3

0.0

0.0

0.7

0.3

0.7

1.7

0.0

0.0

0.7

0.3

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

0.3

0.7

1.4

0.0

0.0

0.0

0.0

0.0

0.3

0.7

0.0

0.0

0.0

0.7

0.3

0.3

0.3

0.3

0.0

0.0

0.3

0.0

0.0

0.3

0.0

0.0

0.3

0.0

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

1.6

1.0

2.0

0.0

0.0

0.0

0.3

1.7

0.3

1.3

0.0

0.3

0.3

0.7

0.3

2.7

2.0

0.0

0.0

0.0

0.3

0.3

0.7

1.3

0.0

0.0

0.3

0.3

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 3.0 2.3 2.0 2.3 UK 1.3 0.3 1.3 0.7 UK 1.7 2.0 0.7 1.7

East Anglia 0.3 0.7 0.3 0.3 East Anglia 0.0 0.0 0.3 0.0 East Anglia 0.3 0.7 0.0 0.3
London & London & London &

b 0.3 0.3 0.3
South East 1L 0.7 7 g South East 2 03 0.3 0.0 South East L
DNoghen 1.7 0.7 03 o [ L 0.7 0.0 0.0 03 [Northemn 1.0 0.7 0.3 0.6
England : ' ' : England ’ ' ’ : England
Northern Northern Northern 0.0 0.0 0.0
Ireland 0.0 0.0 0.3 0.0 Ireland 0.0 0.0 0.3 0.0 Ireland 0.0 d b d
Scotland 0.0 0.3 0.0 0.0 Scotland 0.0 0.0 0.0 0.0 Scotland 0.0 0.3 0.0 0.0
Wales & Wales & Wales & 0.0 0.0 0.0
Midlands 0.0 0.0 0.0 0.3 Midlands 0.0 0.0 0.0 0.3 Midlands 0.0 d : d

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

17



KPI 22a openreach

. . 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 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

1920.8 16457 17348 17854 565.1 3040 2041 2754 13648 12517 14407  1510.0
East Anglia 219.3 198.2 199.5 175.0 East Anglia 65.4 48.8 27.7 21.1 East Anglia 154.0 149.4 171.8 153.9
ondon®  4ge4 465 4sia 4366 gondond 1356 1071 833 738 ézﬂgﬁgit 3507 3544 3681  362.8
g:;f::;“ 379.9 3172 3413 3422 g:;;‘:;“ 112.7 711 50 422 ::;:ﬁ;“ 2671 2461 2893  300.0
northern 45.1 86 357 50  hothem 10.4 5.7 5.0 93  porthem 347 29 307 426
Scotland 100.2 860 1028 1250  Scotland 25.6 187 137 204  Scotland 74.6 673 892 1046
e & 4s8.1 381 4021 4454 malesE 147.2 835 797 748 paes 3109 2446 3224 3706

Wessex 240.2 226.1 201.9 208.1 Wessex 68.2 59.1 32.7 33.8 Wessex 172.0 167.0 169.2 174.3

18



KPI 22b openreach

. . 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

5181 4080 4325 4521 140.7 9.7 4.9 3.0 3774 3082 3476  369.1
East Anglia 60.7 48.0 59.7 46.8 East Anglia 18.7 18.0 12.0 6.7 East Anglia 42.0 30.0 47.6 40.1
ondon&  y70 133 1086 117 ondon& 27.0 03 250 259  condom® 90.0 830 836 858
g:;f::;“ 99.3 726 816  79.1 g:;::;“ 28.0 133 9.0 7.6 ::;:ﬁ;“ 713 593 726 715
northern 3.7 2.0 2.0 86  northem 1.0 0.0 0.0 & e 2.7 2.0 2.0 7.3
Scotland 32.6 15.3 17.9 20.7 Scotland 7.3 1.7 2.0 6.0 Scotland 25.3 13.7 16.0 14.7
e & 142.8 B34 1044 1251 yaesE 444 204 230 238 paos 98.4 721 814 1013

Wessex 62.0 63.3 58.3 60.2 Wessex 14.3 15.0 14.0 11.7 Wessex 47.6 48.3 44.3 48.5

19



KPI 22c openreach

. . 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

309.0 253.5 250.7 268.9 1.0 4.7 5.0 1.8 228.0 188.7 195.7 217.1
East Anglia 37.4 32.0 34.4 29.1 East Anglia 10.7 15.0 9.0 5.0 East Anglia 26.7 17.0 25.4 24.1
London & London & London &
4, 50.7 46.0 51.0
South East 69.7 69.3 63.6 69.7 South East 15.6 18.7 17.6 18.7 South East 54.0
Northern Northern Northern
. 32.3 45, 41.
England 60.3 40.7 50.4 44.3 England 16.7 8.3 5.3 3.0 England 43.6 5.0 3
i 0.7 0.7 0.7 o [ 03 0.0 0.0 | BEer 0.3 0.7 0.7 3.3
Ireland : ’ ’ . Ireland : : : : Ireland
Scotland 22.0 11.0 8.0 10.5 Scotland 4.3 1.0 0.3 3.1 Scotland 17.7 10.0 7.7 7.4
Wales & Wales & Wales &
. . 48.1 . i
Midlands 85.7 60.8 56.0 74.1 Midlands 25.0 12.7 12.7 15.0 Midlands 60.7 43.3 59.0

Wessex 33.3 39.0 37.7 37.7 Wessex 8.3 9.0 10.0 6.7 Wessex 25.0 30.0 27.7 31.0

20



KPI 23a openreach

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

FuII Unbundled Generic

140.1 207.5 136.7 3.3 7.0 5.4 3.5 5. 113.1 152.0 103.2
East Anglia 29.3 35.7 16.6 10.7 East Anglia 5.7 11.3 3.3 0.7 East Anglia 23.7 24.4 13.3 10.1
London & London & London & 5.6 441 353 8.4
South East 30.3 58.8 45.7 11.4 South East 4.7 14.7 10.4 3.0 South East . . . .
Northern Northern Northern 36.8 355 315 2.2
England 49.1 48.5 40.9 27.9 England 12.3 13.0 9.4 5.7 England . . . .
Houhen 13 17 17 ot 0.0 0.3 0.7 00  Northern 13 13 1.0 3.4
Ireland : ’ ’ : Ireland : ’ : : Ireland
Scotland 0.3 2.7 1.0 1.0 Scotland 0.3 0.3 0.0 0.0 Scotland 0.0 2.3 1.0 1.0
DELES LY 16.7 204 158 133  Wales& 17 5.0 4.4 o 15.0 154 114 109
Midlands ’ ' ’ . Midlands ’ ' : : Midlands

Wessex 13.0 39.8 15.0 15.6 Wessex 2.3 10.7 5.3 3.3 Wessex 10.7 29.1 9.7 12.3

21



KPI 23b openreach

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 3.0 2.0 4.0 2.3 UK 1.0 0.7 2.0 0.7 UK 2.0 1.3 2.0 1.7

East Anglia 0.7 0.7 0.3 0.0 East Anglia 0.0 0.3 0.0 0.0 East Anglia 0.7 0.3 0.3 0.0
London & London & London &

b 0.7 0.7 0.3
South East i 0.7 oY o South East e 0.0 0.3 0.3 South East e
DNoghen 2.0 0.3 17 wp 0.7 0.0 1.0 0.0  Northern 13 0.3 0.7 0.0
England : ' ' : England ’ ' ’ : England
Northern Northern Northern 0.0 0.0 0.0
Ireland 0.0 0.0 0.3 0.0 Ireland 0.0 0.0 0.3 0.0 Ireland 0.0 d b d
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
Wales & Wales & Wales & 0.0 0.0 0.0
Midlands 0.3 0.0 0.0 0.3 Midlands 0.3 0.0 0.0 0.3 Midlands 0.0 d : d

Wessex 0.0 0.3 0.7 1.3 Wessex 0.0 0.3 0.3 0.0 Wessex 0.0 0.0 0.3 1.3
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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 1.0 0.0 1.0 1.0 UK 0.7 0.0 0.7 0.0 UK 0.3 0.0 0.3 1.0

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
London & London & London &

d 0.0 0.3 0.0
South East i 0.0 0l Y South East e 0.0 0.0 0.0 South East L
DNoghen 0.7 0.0 0.7 wp 03 0.0 0.7 0.0  Northern 0.3 0.0 0.0 0.0
England : ' ' : England ’ ' ’ : England
Northern Northern Northern 0.0 0.0 0.0
Ireland 0.0 0.0 0.0 0.0 Ireland 0.0 0.0 0.0 0.0 Ireland 0.0 d b d
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
Wales & Wales & Wales & 0.0 0.0 0.0
Midlands 0.3 0.0 0.0 0.0 Midlands 0.3 0.0 0.0 0.0 Midlands 0.0 d : d
Wessex 0.0 0.0 0.0 1.0 Wessex 0.0 0.0 0.0 0.0 Wessex 0.0 0.0 0.0 1.0
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Connecting you to your network

Larger business ol

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). For larger businesses
this has reduced the number of KPIs and changed the oldest orders measure. As a result,
it is not possible to compare the numbers for the oldest orders measure from Q1 21/22

onwards with previous years.




KPI A openreach

- o o 0 Connecting you to your network
Circuit installation

This table shows the average humber of working days between your ethernet provider placing an order for you and the circuit being installed by
Openreach, excluding customer delays. This covers our Ethernet portfolio of products that offer high quality, high bandwidth and permanently
connected point to point services. This includes Ethernet Access Direct (EAD - all bandwidths), Ethernet Backhaul Direct (EBD) and Cablelink.

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

Oct -
Dec '20
UK

39.56 3591  34.84 3458  33.86 36.18 3943 4254
Northern
Troland 2773 2851 28.02 3684  40.09 39.55 3921  42.33
Scotland 39.43 3437 3165 2643 2821 3336 3464  39.49
Wales 3135 3266 3169 3171 32.52 3443 3897 4119
Enal=od 419 3900 3878 3744 3543 3754 4017 44.24
g . . . . . : . .
England
West 4021 3724 3372 3495 3582 3801 39.83  43.09
ERgland 39.99 33.94 34.03 34.05 32.82 3442 39.63 41.38

East
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KPI B openreach

5 A . . Connecting you to your network
Faults fixed within the agreed time

The percentage of faults that were fixed within the target timescale of 5 hours. This covers our Ethernet portfolio of products that offer high quality,
high bandwidth and permanently connected point to point services. This includes Ethernet Access Direct (EAD - all bandwidths), Ethernet Backhaul
Direct (EBD) and Cablelink.

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

Oct -
Dec '20
UK

95.11 9571 9593  96.07  96.11 9465 9401 9345
Northern
Iroland 90.54 9174 9700 8957 9176 8835 9327  89.57
Scotland 9%.15  95.61 31.65 9509  95.15 9201 9211  90.52
Wales 95.98  96.51 9729 9876  97.76 95.44 9458 9431
England
S 93.98 9592 9610 9672  95.17 95.14 9492  94.84
England
West 9587 9596  95.31 96.24  96.87 9582  93.95  94.96
ERgiand 95.42 9552  96.61 9558  96.47 9430 9366  92.19

East
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o A A Connecting you to your network
Circuits installed by the agreed date

This table shows the percentage of times that Ethernet circuits are delivered by the originally agreed date, excluding customer delays. This covers our
Ethernet portfolio of products that offer high quality, high bandwidth and permanently connected point to point services. This includes Ethernet
Access Direct (EAD - all bandwidths), Ethernet Backhaul Direct (EBD) and Cablelink.

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

Oct -
Dec '20
UK

81.58  83.85 86.82 86.71 87.21 85.03  83.70 82.14
Northern
i 95.95 91.84  95.43 89.60  89.74 88.48  87.79 82.88
Scotland 96.15 8659  90.32 91.30  92.84 88.44  88.08 80.39
Wales 95.85 89.08  88.70 9297  87.18 82.76  84.48 83.02
England
S 93.98 83.23 85.09 84.40  87.10 8451  83.84  81.68
England
West 95.87 8217  87.25 8737  85.66 8455 8241 82.96
ERgiand 95.42 83.43 86.31 8626  86.43 85.02 8290  82.29

East
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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 older than 133 working days that were still open on the last day of the three months in each
quarter. This covers our Ethernet portfolio of products that offer high quality, high bandwidth and permanently connected point to point services. This

includes Ethernet Access Direct (EAD - all bandwidths), Ethernet Backhaul Direct (EBD) and Cablelink.

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

UK 5.56 5.66 6.02 7.12

Northern
Ireland

Scotland

Wales

England
North

England
West

England
East

1.64

4.38

5.98

6.47

6.14

4.71

2.55

4.32

5.57

5.92

7.14

4.82

2.62

4.00

5.47

6.45

7.41

5.40

4.27

5.69

7.10

7.75

8.34

6.17
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