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openreach

Comnecting you to your nebwark

Homes and small businessesgb\( A

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

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 Access

919 839 R UK 9937 959 9764  99.78 UK 99.15 8808 9171  99.67
EastAnglia 9940 8865  9l%2  M.12 East Anglia 962 956 9729  99.71 East Anglia 9937 8743  9Lll  99.03
London &

99.43 93.17 92.66 99.65 London & London &
South East e 9911 989 9872  99.78 oncon & 9950 9209 9162  99.62
Northern

98.49 86.42 91.06 99.75 Northern Northern
England e 911  9B52  97.85  99.84 e 9835 8500 89.77  99.74
Northern

99.17 99.91 99.97 99.94 Northern Northern
Ireland i 9896 9929 10000  99.47 Norther 9921 10000 99.97  100.00
Scotland O Scotland 99.44 9559 9706  99.83 Scotland 99.10 8266 9160  99.79
Wales &
N 99.67 89.62 93.59 99.87 Wales & Wales &
Midlands oriaded 9976  97.84 9740  99.88 Mo e 9965 8813 9293  99.87
Wessex 99.16 9140  93.88  99.64

Wessex 99.60 97.07 95.98 99.48 Wessex 99.08 90.47 93.56 99.67



KPI 2a openreach

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

9520 9407  93.08 9535 UK 9527 9138 9225  93.89 UK 9519 9469 9327  95.64
East Anglia 94.98 94.33 94.21 96.00 East Anglia 95.04 90.92 93.15 94.80 East Anglia 94.96 95.02 94.43 96.21
EEEE: ne 94.80  93.24 9239  95.04 ;g:::r;s :; . 9494 9085 9166  93.36 ;2::'.‘,’ 'é:;t 9476 9384 957 9538
23;::;“ 9533 B3R 074 9526 g:;lt::;“ 9569 9153 9201 9392 ::;f:ﬁ;" 9523 9451 9291 9553
'I“r‘::lghned’" 942 9426 9439 9522 mihﬂn 9551  93.04 9504 9347 'I“r"é;h:c:“ 9411 9451 9428 9542
Scotland 95.16 94.82 92.63 95.82 Scotland 9488 9234  92.06  95.44 Scotland 95.24 9538 9276  95.89
‘D’I'I’i"‘d'l‘:‘sngs 95.53 9429 9339 9520 ;’:f'd'l‘: g‘s 9549 9123 9252  93.63 :::‘d';sngs 9554 9497 9358  95.50

Wessex 95.31 94.53 93.70 95.71 Wessex 94.98 91.82 92.73 93.49 Wessex 95.40 95.14  93.91 96.12



KPI 3a openreach

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
Combined Lines Ethernet Access

81.08 8.9  89.01 8816 7993 8168 8852 88.90 8269 8236  89.60
EastAnglia  89.58 8325 8211  89.25 East Anglia 83.81 8164 80.96 8845 East Anglia 90.60 8530 8365  90.13
;g“utd:':s a& " 8026 7928 7948  87.92 ;g:f;"é:‘ " 89.48 7819 7945  87.12 ;g:s:ll‘i:;t 8896 8070 7952  88.81
::;f:ﬁ;“ 8733  8.78 8327  90.78 g:;f:ﬁ;“ 8720 8067 8312 9077 ::;It;‘:;“ 8757 8352 8349  90.81
;‘r‘:lgh:d"‘ 91.86 8889 8382  90.37 ;“r‘":l:‘hg“ 9138  89.06  89.95  90.03 ;‘r";;h:‘;“ 9280 8858 8668  90.98
Scotland 88.82 7901 8421 9188 Scotland 8844 7876 8368  91.89 Scotland 8933 7932 8480 9187
n’iac:l‘;s"gs 87.67 8145 8249  88.84 Hﬂ;ﬁ‘s 87.03 7996 8237 8839 n’iad';sng‘s 8876 8357 8268  89.39

Wessex 88.68 81.40 81.18 86.14 Wessex 88.47 80.08 80.53 85.36 Wessex 89.02 83.41 82.31 87.18



KPI 3b openreach

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

Fully Unbundled Generic

87.74 81.09 81.69 87.87 77.05 79.76 85.65 87.85 81.24 81.76 87.94
East Anglia 89.71 83.66 82.48 87.03 East Anglia 86.17 79.22 81.12 83.33 East Anglia 89.81 83.80 82.52 87.12
ondon® 840 W0 M3 818 goncon & 8416 7403 7745  83.38 ondon & 8753 7931 7942 8731
::;f:ﬁ;“ 8742 8184 8391  89.43 ::;It::;“ 8487 7869  80.89  87.52 2.‘,’;.‘2.?{." 8752 8195 8401  89.49
Northern 9048 8557 8665  88.98 Northern 8538 8478 8760  88.03 Northern 90.63 8550  8.63  89.00
Scotland 88.48 79.93 82.39 90.21 Scotland 86.11 76.57 82.72 88.98 Scotland 88.58 80.08 82.38 90.26
n’;‘c:l‘:s"gs 8721 8109 8121  87.38 ‘,’,’I’iad';sng‘s 8310 7779 7915 8471 ﬂﬂ;ﬁ,ﬁ‘s 8736 8121 8128  87.46

Wessex 87.40 81.41 81.29 86.43 Wessex 86.19 76.89 79.71 87.09 Wessex 87.44 81.55 81.34 86.41



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 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

7.22 7.52 6.77

Combined 6.59
Fully Unbundled Line 4.85 5.25 5.51 5.24

Generic Ethernet Access 6.96 7.57 7.86 7.03



KPI 7 openreach

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 10.88 11.63 12.05 11.23
Fully

Unbundled Line 11.49 12.13 12.20 11.43
Generic

EhETE: g 10.76 11.53 12.02 11.20

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

9.43 9.16 8.86

Combined 9.22
Fully

Unbundled Line 10.22 9.93 10.43 9.69
. 8.86 9.29 8.78 8.66

Ethernet Access



KPI 12a openreach

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 27.46 35.01 35.32 27.58

Fully

Unbundled Line 27.46 35.01 35.32 27.58

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 17.99 23.25 23.84 18.90
Fully

o e 20.05 26.60 27.07 20.73
oL 17.91 23.13 23.74 18.84

Ethernet Access



KPI 17 openreach

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 1.33 2.89 3.39 1.49
Generic

Ethernet Access 1.67 3.84 4.88 1.73

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 153 245 3.60 1.51
R 1.77 3.11 4.25 1.68

Ethernet Access
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

4.21 5.21 2.58

Combined 3.60

Generic Ethernet Access 3.60 4.21 5.21 2.58

11



KPI 20a

New lines installed after the target date

openreach

Connecting you to your network

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

Fully Unbundled Generic

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

1089.1

107.7

250.6

256.8

21.7

86.1

228.2

136.9

796.5

76.7

175.0

165.3

15.3

73.5

197.1

93.7

1107.9

122.6

238.1

246.6

14.6

93.6

237.1

1097.4

124.5

230.6

233.6

11.6

78.1

234.9

170.5

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

194.0

16.4

44.6

41.5

4.0

25.1

172.8

12.6

43.6

1.6

16.8

45.8

19.3

249.6

22.7

58.9

51.8

1.7

23.9

53.6

36.9

257.2

20.3

63.1

52.8

0.7

15.4

56.2

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

895.0

91.3

206.0

215.3

17.7

70.4

181.5

111.8

623.7

64.1

131.4

132.2

13.6

56.7

151.3

74.4

858.3

99.9

179.2

12.9

69.7

183.4

117.4

167.5

180.8

10.9

62.7

178.7

121.8

12



KPI 20b

New lines installed after the target date

openreach

Connecting you to your network

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

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

138.8

15.3

34.0

24.7

2.0

9.3

34.7

18.1

9.4

21.7

17.7

1.0

6.7

30.6

12.3

114.2

19.9

20.6

17.6

1.7

11.6

27.3

15.6

184.0

28.0

35.7

37.6

2.0

10.8

28.3

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

2.0

6.6

3.7

0.3

2.3

6.0

3.7

1.0

6.7

2.0

0.0

0.0

5.7

2.3

33

2.7

2.0

0.3

2.7

3.7

4.3

3.7

5.9

6.0

0.0

31

6.0

6.3

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

114.1

13.3

27.4

21.0

i

7.0

28.7

14.3

8.3

15.0

15.7

1.0

6.7

25.0

10.0

16.6

17.9

15.6

1.3

9.0

23.6

11.3

153.1

24.3

29.8

31.5

2.0

7.7

22.0

13



KPI 20c

New lines installed after the target date

openreach

Connecting you to your network

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 78.0 50.4 55.9 94.4 UK 15.6 8.7 10.1 15.0 UK 62.4 41.7 45.8 79.5

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

8.0

17.0

13.3

1.0

5.0

23.7

9.3

4.7

12.1

7.0

0.3

3.3

16.0

7.0

9.0

10.3

7.6

0.3

6.0

14.9

7.7

14.0

16.3

22.5

1.0

4.3

23.2

12.4

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

1.3

4.6

1.3

0.3

2.0

413

1.7

0.3

4.0

0.3

0.0

0.0

2.3

1.7

2.0

1.0

1.3

0.0

1.7

2.0

2.0

2.0

3.0

2.0

0.0

1.0

4.6

2.3

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

6.6

12.4

12.0

0.7

3.0

19.4

7.6

4.3

8.0

6.7

0.3

33

13.7

5.3

7.0

9.3

6.3

0.3

4.3

12.9

5.7

12.0

13.3

20.5

1.0

3.3

18.6

10.0

14



KPI 21a openreach
Faults fixed after the target date E3el

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

Fully Unbundled Generic

211.6 432.3 547.4 310.8 7.1 108.1 138.0 7. 164.5 324.1 233.7
East Anglia 32.3 66.7 116.9 76.8 East Anglia 4.0 15.8 24.4 139 East Anglia 28.3 50.9 92.5 62.9
London & London & London &
South East 28.8 72.2 88.4 50.1 South East 5.6 18.2 14.3 10.4 South East 23.2 54.0 74.1 39.7
Northern 564 1119 1156  58.7 LRI 12.0 35.1 33 215 EIUED] 444 768 822 372
England England England
Northern Northern Northern
Ireland 5.3 7.3 2.0 2.7 Ireland 0.7 2.6 0.0 1.0 Ireland 4.6 4.7 2.0 1.7
Scotland 3.0 11.2 18.0 9.6 Scotland 0.7 1.0 2.7 2.7 Scotland 2.3 10.2 15.3 6.9
Wales & Wales & Wales &
Midlands 51.5 79.5 101.8 40.5 Midlands 15.2 22.5 24.0 9.0 Midlands 36.3 57.0 77.7 31.5

Wessex 34.2 82.1 104.1 72.4 Wessex 8.9 12.9 39.3 18.6 Wessex 253 69.2 64.8 53.8

15



KPI 21b

Faults fixed after the target date

openreach

Connecting you to your network

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

f Fully Unbundled Generic
UK 5.3 2.7 4.0 4.7 UK 1.0 0.3 1.7 1.3 UK 4.3 2.3 2.3 3.4

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

1.0

1.7

1.3

0.0

0.0

0.3

1.0

0.3

0.7

1.3

0.0

0.3

0.0

0.0

1.0

0.0

1.0

0.0

0.3

0.3

1.0

1.7

0.0

0.7

0.7

0.0

0.7

1.0

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

0.0

0.7

0.3

0.0

0.0

0.0

0.0

0.0

0.0

0.3

0.0

0.0

0.0

0.0

0.7

0.0

0.7

0.0

0.0

0.0

0.3

0.0

0.0

0.3

0.3

0.0

0.0

0.7

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

1.0

1.0

1.0

0.0

0.0

0.3

1.0

0.3

0.7

1.0

0.0

0.3

0.0

0.0

0.3

0.0

0.3

0.0

0.3

0.3

0.7

1.7

0.0

0.3

0.3

0.0

0.7

0.3

16



KPI 21c

Faults fixed after the target date

openreach

Connecting you to your network

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

i Fully Unbundled Generic
UK 2.3 2.0 1.7 2.4 UK 0.3 0.0 0.7 0.3 UK 2.0 2.0 1.0 2.0

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

0.0

1.3

0.3

0.0

0.0

0.0

0.7

0.3

0.7

1.0

0.0

0.0

0.0

0.0

0.0

0.0

0.7

0.0

0.0

0.3

0.3

0.7

0.0

0.3

0.7

0.0

0.7

0.0

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

0.0

0.3

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.7

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.3

0.0

0.0

0.0

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

0.0

1.0

0.3

0.0

0.0

0.0

0.7

0.3

0.7

1.0

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.3

0.3

0.7

0.0

0.3

0.3

0.0

0.7

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

Fully Unbundled Generic

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

1515.5

144.1

343.6

303.7

36.7

125.5

385.1

176.1

1493.1

175.5

297.4

287.5

35.4

135.0

363.1

198.7

2127.8

260.0

464.3

422.9

30.7

174.5

463.9

3114

1469.2

178.7

307.6

263.5

23.9

115.1

322.2

249.2

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

253.9

19.0

68.0

43.7

6.0

69.2

30.3

291.8

28.9

61.8

54.6

4.7

74.7

45.4

390.0

39.9

88.2

74.8

1.3

84.0

70.4

257.9

23.6

58.4

51.9

0.7

20.8

54.0

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

1261.6

125.1

275.6

260.0

30.7

107.9

315.9

145.8

1201.3

146.6

235.6

232.9

30.8

1134

288.4

153.3

1737.8

220.1

376.0

348.2

29.4

143.2

241.0

1211.3

155.2

249.2

211.6

23.2

200.7

18



KPI 22b

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 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

Fully Unbundled Generic

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

41.1

72.2

7.4

30.1

124.4

47.3

309.5

36.6

53.5

59.3

4.0

22.6

93.3

40.2

450.3

59.7

724

93.8

2.7

34.7

108.8

78.4

426.6

53.5

83.5

79.3

3.0

29.1

101.6

75.9

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

3.0

19.7

7.4

1.3

8.0

18.0

10.0

4.0

6.7

8.7

1.0

2.6

16.0

9.6

8.7

5.7

10.7

0.3

6.3

20.3

18.3

6.0

13.0

12.6

0.0

5.0

14.7

11.4

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

335.0

38.1

60.0

64.8

6.0

22.0

106.3

37.4

260.9

326

46.9

50.6

3.0

20.0

30.6

380.0

51.0

66.7

83.1

23

284

88.4

363.9

47.5

70.5

3.0

24.1
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Ll 224 openreach
New lines not installed after the target date e

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

Fully Unbundled Generic

2557 1890 2622 2632 7.4 6.6 9.3 7.6 2084 1624 2229 2256
East Anglia 23.0 23.6 35.0 311 East Anglia 2.0 2.0 5.0 4.3 East Anglia 21.0 21.6 30.0 26.8
;g“utd:':s a& " 50.3 28.6 39.1 48.4 ;g:::';:‘ . 14.3 3.0 2.0 6.7 éﬁﬂfﬁ'é :;t 36.0 25.6 37.1 4.7
::;f:ﬁ;“ 43.1 37.2 57.1 4.7 ::;It::;“ 3.7 43 5.0 6.0 ::;It::;“ 39.4 329 52.1 3.7
;‘r‘:lgh:;" 53 23 1.0 17 'I“r";g‘:;“ 13 1.0 0.0 0.0 'I“r"‘:l;h:‘; n 4.0 13 1.0 17
Scotland 19.0 10.7 15.7 17.8 Scotland 7.0 1.0 2.0 3.3 Scotland 12.0 9.7 13.7 14.4
n’;‘d'l‘:sngs 8.6 607 687 629 ‘,’,’I’iad';sng‘s 13.3 10.0 133 8.7 n'ﬂ;s"g‘s 73.3 50.7 554 543

Wessex 28.3 25.9 45.7 51.8 Wessex 5.6 5.3 12.0 8.7 Wessex 22.7 20.6 33.7 43.1
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KPI 23a

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

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

11.7

2.3

17.0

5.0

1.0

6.3

10.3

124.0

34.8

7.4

38.1

2.0

3.3

14.5

24.0

204.2

60.2

23.8

41.0

4.3

5.6

25.7

43.6

18.5

7.2

8.7

1.0

1.9

3.8

21.8

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

2.0

0.0

4.0

0.0

0.3

0.0

1.7

7.9

0.7

12.0

0.0

0.0

3.4

4.6

6.4

4.4

12.0

2.0

0.3

5.6

15.9

2.0

3.8

1.7

1.0

0.6

0.7

6.9

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

9.7

2.3

13.0

5.0

0.7

6.3

8.6

openreach

Connecting you to your network

26.8

6.7

26.1

2.0

33

19.3

157.6

53.8

19.4

29.0

23

5.3

20.0

27.7

16.5

3.4

7.0

0.0

1.3

Shil

14.9
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Jlithtl openreach
Faults not fixed after the target date BN

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 0.7 1.0 1.7 1.7 UK 0.0 1.0 1.3 0.7 UK 0.7 0.0 0.3 1.0

East Anglia 0.0 0.0 0.0 0.3 East Anglia 0.0 0.0 0.0 0.0 East Anglia 0.0 0.0 0.0 0.3
;g“utd:'é a&st 0.0 0.0 0.0 0.0 ;g“utdﬂ:‘st 0.0 0.0 0.0 0.0 ;g:;’:'é:‘st 0.0 0.0 0.0 0.0
::;f:ﬁ;“ 0.7 1.0 1.0 0.3 ::;It::;“ 0.0 1.0 07 0.0 ::;f::;“ 0.7 0.0 03 0.3
Northern 0.0 0.0 0.7 03 Northern 0.0 0.0 0.7 03 Northen 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
n’;‘d'l‘:sngls 0.0 0.0 0.0 0.0 ‘,’,’I’iad';sng‘s 0.0 0.0 0.0 0.0 ::iad'l‘:sng‘s 0.0 0.0 0.0 0.0

Wessex 0.0 0.0 0.0 0.7 Wessex 0.0 0.0 0.0 0.3 Wessex 0.0 0.0 0.0 0.3
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KPI 23c

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 mainte nance levels.

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

i Fully Unbundled Generic
UK 0.3 0.3 0.7 0.7 UK 0.0 0.3 0.7 0.3 UK 0.3 0.0 0.0 0.3

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

0.0

0.0

0.3

0.0

0.0

0.0

0.0

0.0

0.0

0.3

0.0

0.0

0.0

0.0

0.0

0.0

0.7

0.0

0.0

0.0

0.0

0.0

0.0

0.3

0.3

0.0

0.0

0.0

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.3

0.0

0.0

0.0

0.0

0.0

0.0

0.7

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.3

0.0

0.0

0.0

East Anglia

London &
South East

Northern
England

Northern
Ireland

Scotland

Wales &
Midlands

Wessex

0.0

0.0

0.3

0.0

0.0

0.0

0.0

openreach

Connecting you to your network

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.0

0.3

0.0

0.0

0.0

0.0
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Comnecting you to your nebwark

Larger businesses il

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 resul,
it is not possible to compare the numbers for the oldest orders measure from Q1 21/22

onwards with previous years.




KPI A openreach

. 0 o o Connecting you to your network
Circuit installation

This table shows the average number 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

41.86 42,59 45.01

Northern Ireland 36.43 35.39 43.24 37.96
Scotland 41.48 38.48 43.54 46.12
Wales 41.58 40.41 33.90 2.3
ﬁ';ﬂ‘;“d 41.15 42.09 47.45 44,06
e 42.98 42.28 44.78 3.3
Eng 42.16 45.40 44.90 45.56

East
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KPI B openreach

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

UK 94.95

93.24 93.84 95.66
Northern Ireland 90.83 92.00 89.51 92.41
Scotland 95.28 9.4 90.83 93.85
Wales 95.64 94.42 95,51 97.75
S 9%.42 93.26 94.76 9.30
e 93.9 92.72 94.51 95.31
England

East 94.25 92.76 93.40 95.61
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G openreach
Circuits installed by the agreed date ooy

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.

82.67 78.35 81.28 83.82
Northern Ireland 85.77 89.29 84.09 85.89
Scotland 83.89 85.42 83.20 84.35
Wales 83.33 84.62 89.74 88.00
S 84.33 77.34 79.32 83.68
e 82.07 79.19 81.10 85.38
Eng 80.75 75.00 81.42 81.80

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 7.20 7.35 8.30 8.26

Northern Ireland

Scotland

Wales

England
North

England
West

England
East

3.83

7.37

10.16

7.26

7.82

6.37

4.25

6.73

10.74

7.24

7.44

7.24

5.12

6.66

10.47

8.50

8.89

7.94

6.70

6.33

9.97

7.90

9.86

7.82
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