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1. Introduction 
 
This is the second in a series of 21C Customer Experience (CE) improvement project 
progress reports. This one expands on the “Broadband and private circuit repair and 
provision” scope of the April report to include customer experience impacting progress from 
the following projects and programmes: 
 
·  Customer satisfaction 
·  21C CE communications and engagement 
·  Product development and introduction from concept-to-market (C2M) 
 
In addition it provides in Annex 1 a report concluding the first stage of our consultation on 
your customer experience (CE) issues raised at the 21C CE event held in January 2008. 
 
The aim is to give customers a comprehensive view of BT Wholesale’s plans and progress 
to improve customer experience, and give them the opportunity to provide feedback and get 
involved. 
 
Next steps 
 
The report will expand over coming months as more projects are initiated by the 21C CE 
programme. We are currently reviewing over 200 projects and prospects to ensure we meet 
our CE targets for “right-first-time” and “cycle-time”.  
 
We are reviewing the prospect of making a CE dashboard available to customers 
automatically linked to our internal programme and project management system to provide 
more systematic, automatic and dynamic for CE improvement progress. 
 
We are considering setting up a Customer Experience steering group, so if you are 
interested in getting more involved please contact us using the details below. 
 
Further information & Enquires 

For further information please go to http://www.btwholesale.com/21CCE and see the 
Consult21/21CCE/NICC schedule of working groups & 21CCE activities. 
 
For any enquiries on this section please contact: helen.nurse@bt.com or 
graham.crane@bt.com  
 

2. Highlights 

The highlights for this report are: 
 
·  Broadband repair self service (diagnostics): Aims to develop and improve the 

current Broadband repair diagnostic tools to increase getting it right first time and 
reduce fault volumes. Please see below and http://www.btwholesale.com/KBD for more 
details 

·  Private circuit provisioning helpdesk : Part of project Evoke, this initiative provides a 
helpdesk to improve customer experience primarily through the reduction of early life 
failures. Customers will be able to have a three-way call with an engineer who is trained 
in both provisioning (job control) and fault diagnostics and should be able to rapidly 
answer the majority of simple questions. See below for more details. 

·  BT Wholesale customer roadmap  goes live @ http://www.btwholesaleroadmap.com/  
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3. Broadband and private circuit repair and provisi on 

Introduction 
 
This document provides an update on progress on the key BT Wholesale customer 
experience improvement projects for the period to March 2009. It is not intended to be an 
exhaustive list of projects, but an overview of the main areas for development. 
 The projects fall into four areas of focus: 

1. Private circuit provision 
2. Broadband provision 
3. Private circuit repair 
4. Broadband repair 

 
For all of the projects, the priority is to get it “Right First Time” (RFT) for you our customers 
working towards BT Wholesale’s aim of being number 1 for customer service 
 
Our Glide Paths To Our Targets 
 
We have a number of activities in our plans that produce a glide path towards 95% by 
March 2009 and the following graphs illustrate that path towards our goals. We are looking, 
where possible to address failures against the on time delivery and repair failures as well as 
the early life and repeat faults. In many cases, you as our customer can help us achieve our 
goals by ensuring that in our working relationship we collectively drive out failures and 
ensure the information we pass between us is correct, accurate and appropriate. 
 
Please note that we make reference to projects, but this paper will not provide the direct 
correlation between our projects and which initiative. 
 
Private Circuits L2C 
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Broadband L2C 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
ELF 1 – OR BB Ceases  
ELF 2 – OR BB Frames Jumpering 
ELF 3 – Diagnostic Tools 
ELF 4  – Worki 
ELF 5  – New Financial Model for Charging CPs 

Service Wrap  

OTD 1 – OR Speed up DACS Removal 
OTD 2 – Day 0 Alignment  
OTD 3 – Project Soonest  
OTD 4 – Reduction of System Latency & Exception, 

Alignment of Measures & Supply Chain 
Order Validation  

 
Private Circuits T2R 
 
 
 
 
 
 
 
 
 
 
 
 
 
ELF 1 – dB Loss trial  
ELF 2 – Master/slave clock sync  

ELF 3  – Provisioning Helpdesk  
ELF 4  – OR Improved Commissioning 

 
Broadband T2R 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
RFT 1 – Metrics & Measurement improvement  
RFT 2 – Diagnostic Improvements - lowering ELF rate 

RFT 3 – Process re-engineering improvements  
RFT 4 – Diagnostic Improvements  
RFT 5 – Resource Management 

90.00%

91.00%

92.00%

93.00%

94.00%

95.00%

96.00%

97.00%

98.00%

99.00%

100.00%

101.00%

Feb-08 Mar-08 Apr-08 May-08 Jun-08 Jul-08 Aug-08 Sep-08 Oct-08 Nov-08 Dec-08 Jan-09

0.00%

0.50%

1.00%

1.50%

2.00%

2.50%

3.00%

3.50%

4.00%

4.50%

OTD

RFT

ELF

ELF 1,2,3
ELF 4

ELF 5

OTD 1

OTD 2,3

OTD 4

90.00%

91.00%

92.00%

93.00%

94.00%

95.00%

96.00%

97.00%

98.00%

99.00%

100.00%

101.00%

Feb-08 Mar-08 Apr-08 May-08 Jun-08 Jul-08 Aug-08 Sep-08 Oct-08 Nov-08 Dec-08 Jan-09

0.00%

0.50%

1.00%

1.50%

2.00%

2.50%

3.00%

3.50%

4.00%

4.50%

OTD

RFT

ELF

ELF 1,2,3
ELF 4

ELF 5

OTD 1

OTD 2,3

OTD 4

88.00%

90.00%

92.00%

94.00%

96.00%

98.00%

100.00%

Feb-
08

Mar-
08

Apr-
08

May-
08

Jun-
08

Jul-08 Aug-
08

Sep-
08

Oct-
08

Nov-
08

Dec-
08

Jan-
09

Feb-
09

Mar-
09

0.00%

1.00%

2.00%

3.00%

4.00%

5.00%

6.00%

7.00%

OTD RFT ELF

ELF 1,2 ELF 3 ELF 4
88.00%

90.00%

92.00%

94.00%

96.00%

98.00%

100.00%

Feb-
08

Mar-
08

Apr-
08

May-
08

Jun-
08

Jul-08 Aug-
08

Sep-
08

Oct-
08

Nov-
08

Dec-
08

Jan-
09

Feb-
09

Mar-
09

0.00%

1.00%

2.00%

3.00%

4.00%

5.00%

6.00%

7.00%

OTD RFT ELF

ELF 1,2 ELF 3 ELF 4

40.00%

50.00%

60.00%

70.00%

80.00%

90.00%

100.00%

Mar-08 Apr-08 May-08 Jun-08 Jul-08 Aug-08 Sep-08 Oct-08 Nov-08 Dec-08 Jan-09 Feb-09 Mar-09

RFT

RFT 1,2

RFT 3,4,5

40.00%

50.00%

60.00%

70.00%

80.00%

90.00%

100.00%

Mar-08 Apr-08 May-08 Jun-08 Jul-08 Aug-08 Sep-08 Oct-08 Nov-08 Dec-08 Jan-09 Feb-09 Mar-09

RFT

RFT 1,2

RFT 3,4,5



21C CUSTOMER EXPERIENCE  
May Progress Report 

 

Owner: Customer Experience Page 6 of 24 

Issue:www.btwholesale.com/21CCE 
Copyright © British Telecommunications plc 2008 

  

Overviews of the projects 
 
In all cases should you wish to understand more, then please email the Consult21 office 
with your query and we will ensure that we put you in touch with the right people. 
 
L2C Projects 
 
Private circuit provisioning helpdesk 
 
This project may be referred to as project Evoke and is the provision of a helpdesk to 
improve customer experience primarily through the reduction of early life failures. The 
proposal is to put in place a provisioning helpdesk (PHD) with a dedicated telephone 
number for customer engineers to call if there are problems with a recently provisioned 
private circuit.  
 
They will be able to speak to an engineer who is trained in both provisioning (job control) 
and fault diagnostics and should be able to rapidly answer the majority of simple questions.  
This project has been successful in trial and is now being rolled out to all our reception 
centres and the process is being industrialised into business as usual. 
 
Broadband working service wrap  
 
The broadband working service wrap introduces a Test Access Matrix (TAM) test and a 
WOOSH, (the operational support system), one-shot check as part of a Broadband provide 
order to ensure all newly provided Broadband services are working when the end user tries 
to use them for the first time.  The test is designed to work for both “normal” provide and 
SIM provide orders. However, the limitation being that it will only work in TAM enabled 
exchanges.  
 
Current progress is that the accuracy of the TAM test against the FDR test is under review 
to ensure that the solution delivered provides the most accurate result confirming delivery of 
service.  However we would welcome your involvement to ensure that we provide you with 
the maximum benefit that this capability can offer.  
 
Broadband supply chain order validation 
 
This initiative will is looking to improve the front end reception of orders, ensuring that the 
fulfilment process is completed ensuring that we provide early notice of items like DACS, 
duplicate orders and Tags on the line etc . We have undertaken certain analysis as part of 
our feasibility study of the top order reject codes on orders to ensure the notification process 
is in alignment and will be implementing fixes to any anomalies as part of this programme of 
work. 
 
As part of this programme we are looking at the Name the Day capability on broadband 
provision which is under trial at present to understand the benefits to our customers against 
the cost of the business to implement. 
 
T2R Initiatives 
 
Private circuit repair end–to- end process simplifi cation 
 
This project aims to identify and improve key private circuit repair processes that could 
cause failure, i.e. re-engineering how we do things at both a process level and a systems 
level. As stated in the last report, the scope of the projects includes many ideas which are 
currently under feasibility. The options for further development are expected by the end of 
May. Further information will follow in the next update. 
 
Private circuit self service (diagnostics) 
This project aims to develop and improve the current private circuit diagnostic tools to 
increase getting it right first time and reduce fault volumes. This includes improving the 
accuracy and capability of existing tools and launching new tools for BTW and CPs. This 
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programme aims to work collaboratively with customers to ensure diagnostic capabilities are 
fully understood and leveraged. 
 
 Work is currently underway on improving the alarm management capability as we are in 
trial with one customer to look at how we can collectively realise the benefits. Feasibility on 
how we can improve the diagnostic tool accuracy is underway as well as how our agents 
utilise the tools on your behalf on diagnosing the faults.  
 
One area of success that we have initiated is around the idea of a hospital “triage” type 
approach to fixing critical faults. We have worked with our suppliers to determine a process 
whereby on our critical lines that we look to determine if an alternative fix can be sought in 
the pre-requisite time for problems we know we cannot resolve in the standard fix time. This 
approach means that we can get our customers back on line whilst we fix the true cause of 
the original fault.  
 
Broadband end-to-end repair process simplification 
 
This project will identify and improve key Broadband repair processes that can cause failure, 
i.e. re-engineering things at both a process level and a systems level. As stated in the last 
report, the scope of the projects includes many ideas which are currently under feasibility. 
The options for further development are expected by the end of May. Further information will 
follow in the next update. 
 
Broadband SFI process 
 
Various initiatives are underway in looking at how to make the SFI process more effective 
as about 28% of all SFI’s come back as repeats. We have implemented an early life failure 
help desk as part of a trail to intervene on the calls to register faults to determine the true 
nature of the failure to help eliminate customer configuration faults. This trail is progressing 
well and we would welcome more customers to get involved. 
 
Broadband repair self service (diagnostics) 
 
This project aims to develop and improve the current Broadband repair diagnostic tools to 
increase getting it right first time and reduce fault volumes. This includes improving the 
accuracy and capability of existing tools and launching new tools for BTW and CPs, as well 
as addressing any system latency issues. 
 
Knowledge based diagnostics, as one element of this programme is currently under trial to 
ensure the solution provided is robust with the aim that full roll out to industry will take place 
in June/July 
 
Diagnostics detail history as part of this programme is available via the one shot check 
capability which will allow a level of drill down capability on the metrics. 
 
Next Steps  
 
Although the performance metrics for Broadband and private circuit repair and provision is 
improving there are still major challenges ahead.  The delivery of the customer experience 
improvement projects, listed above, with collaboration of our customers should help to keep 
the momentum over the next year.  
 
As stated at the 21C CE event in January: 

“We can only succeed if we enable you to meet the n eeds of your 
customer by working with us.” 

 
Enquiries  
For any enquiries on this section please contact: helen.nurse@bt.com or 
graham.crane@bt.com  
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4. CUSTOMER SATISFACTION 
 
Introduction 
This document provides a brief overview of the key BT Wholesale customer satisfaction 
improvement projects.  The projects fall into four functional areas of focus: 
 

1. Relationship 
2. Service 
3. Products  
4. Billing 

 
For all of the projects, the priority is to improve Customer Satisfaction as measured through 
the customer satisfaction programme. 
 
Overviews of the projects 

Relationship Projects 

The Relationship projects are all aimed at improving communication with our customers, 

making it easier for customers to access the information they need and helping customers 

to contact the right people in BTW when they need them. The scope of the projects 

includes: 

Collaborative Web Portals 

·  Collaborative Web Portals are a customised version of btwholesale.com.  Along 
with the standard products and service information that customers can normally 
find on btwholesale.com, the web portal gives customers access to the account 
team diary and updates on their particular product developments and service 
events without having to search or log onto multiple systems.  The web portal is 
currently in a customer trial due for completion at the end of June 2008. 

Service Projects 

The Service projects aim to resolve key customer service related issues including access to 
bespoke provision/repair information, Broadband customer service experience, provision 
timescales and repair times. The scope of the projects includes: 
 

Netview Engagement 

·  Netview is an online tool accessed via btwholesale.com giving customers 
access to the latest available Broadband and Private Circuit provision and repair 
performance reporting information and statistics. There are currently over 500 
registered users in the customer base. 

Vantage Programme 

·  Vantage is the improvement programme for Private Circuit Repair. It focuses on 
the end to end repair process to improve Right First Time (reduction in repeat 
faults and early life failures) and Cycle Time (repair times). 

Evoke Programme 

• Evoke is the improvement programme for Private Circuit Provision. It focuses 
on the end to end provision process including: 

 
• Right First Time 
• Early Life Failure Helpdesk 
• Product processes 
• System Separation 
• Future Focus 
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BB – Improved KCI 

·  To deliver a bespoke training programme to our Broadband Call Advisors giving 
a consistent approach to excellent customer service.  Roll out of the training 
has commenced and is due for completion by end of September 2008. 

BB – Escalation 

·  A number of initiatives are being delivered to improve the experience if a 
customer has cause to escalate an order or fault this includes proactive 
ownership if a new appointment has been made in lieu of a missed appointment 
- which will offer our customers an improved success rate from our suppliers 
delivery on appointments this will be ongoing. This is due to commence from 
end of May 2008. 

BB – Customer Call Experience 

·  We will have the opportunity to call record all inbound calls throughout our 
Broadband call centres which will benefit our advisors from enhanced coaching 
and our customers receiving a higher quality call experience.  This is due for 
completion end of March 2009. 

BB – Availability Checker 

·  Improvements to our Broadband Availability Checker will be made once we 
have performed a design review of the existing infrastructure and plan migration 
onto replacement.  Estimated completion of the review by end of June 2008.  

 

Products Projects 

These project aims to address key customer product related issues including the product 
development process, access to product information and roadmaps, product development 
systems and pricing information. The scope of the projects includes: 

World Class Agile 

·  This will roll out and support agile ways of working across Product Development 
in BTW, including sprint cycles (6 week staged development cycles), round 
table development meetings with customers, and earlier product testing to 
ensure we deliver more products Right First Time. 

Online SOR System 

·  Launching on 5th June 2008, this will increase the transparency of our product 
development process through online access to the Statement of Requirement 
Management tool. It allows customers to enter product requirements, have 
visibility of active and historic SORs and gives real time data and updates from 
the Product Management Community. 

Broadband - Name the Day 

·  Developing the Broadband offering to give greater confidence that BB service 
will be delivered on the date promised and provide greater flexibility and choice 
within the standard 5 day provision lead time. This is due for delivery by end of 
Q3 2008. 

Billing Projects 

These project aims to address key customer billing issues in relation to systems, processes 
and bill formats that have made it difficult for customers to complete billing reconciliation or 
to resolve billing queries. The scope of the projects includes: 
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IPStream Bill Format 

·  The objective is to improve the IPStream Bill to enable customers to more easily 
reconcile the information with their own.  The format will be changed in the following 
ways: 

1) BT IPstream Readme file: We are adding more comprehensive information and 
more detailed explanations of the output in all the fields 

2) Product Summary: we are reducing the volume of data and replacing it with easy-
reference product summaries. 

DataStream Bill Format 

·   To launch a new DataStream invoice that will be in a Comma Separated Variable 
(CSV) invoice file that is both easier to read and easier to understand.  Two key 
changes are included: 

1) Date format: Until now this has been presented as mmddyyyy, but will be 
changed to  dd/mm/yyyy.  

2) Customers will be able to choose where they want any credit notes owing to them 
to be allocated on their BT Datastream invoices: a change to the previous system 
where BT Wholesale automatically allocated these monies without reference to the 
customer.  

DataStream eBilling 

·  To develop an eBilling solution for DataStream.  At present billing information is 
provided to customers on a CD. An eBilling solution would give our customers 
access to their data when they need it, and remove the risk of that data being lost of 
misplaced. 

cVidya Eazytrust 

·  cVidya Eazytrust is a software solution which when jointly  launched with a customer 
acts as a tariff validation solution.   This significantly reduces discrepancies in bills, 
and should allow for quicker processing and payment.  At present we are working 
on a customer trial to launch this solution.  

Customers choose bill formats 

·  We will develop and launch an interface to the eBill portal which allows customers 
to design their bill in the format they require to reconcile with their own systems.  
These will deliver invoices in a format that meets the customer requirements and 
enables them to pay in full on time. 

CBUK Reference Numbers 

·  At present we provide customers will the line number the charge is associated with, 
but most of our IPStream Customers also require the CBUK Reference Number, 
which identifies the circuit the charge is for, in order to easily reconcile their bills.  
This project will ensure that information is included on bills. . 

Snagging Lists 

In addition to the projects outlined above we have been working with customers and their 
account teams to resolve ongoing snagging issues following the 21c CE engagement event 
in January 2008. These have now been reviewed and many of the issues resolved including 
some which have been incorporated into the projects outlined above. An update on this will 
be presented at the next engagement event. Issues resolved include the ipstream bill 
format, submission issues for SORs and the creation of three Early Life Failure Helpdesks.  
 
Next Steps  
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Although the CSI for the four areas mentioned above is improving there are still major 
challenges ahead.  The delivery of the customer satisfaction improvement projects, listed 
above, the resolution of the issues mentioned in the snagging lists, with collaboration of our 
customers should help to keep the momentum over the next year. 
 
Enquiries  
 
For any enquiries on this section please contact: helen.nurse@bt.com or 
graham.crane@bt.com  
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5. Product development and introduction from concep t-to-market 
(C2M) 

 
Introduction  
 
This part of the 21C CE improvement programme is based on customer feedback that 
highlights the need to improve how we launch new/enhanced products and services in a 
timely manner, fit for purpose and engage the customer throughout the process  
C2M is a critical pillar of the CE programme within BT to help us achieve our goal to 
become number one for customer service. We plan to bring together all the initiatives 
already under way such as “customer engagement/KCI”, “SOR process” and “agile 
development”.  
 
Next steps 
 
C2M will be the focus of the next 21C CE event planned for July and more details of the 
projects and progress will be included in future reports. 
 
Enquiries  
 
For any enquiries on this section please contact: helen.nurse@bt.com or 
graham.crane@bt.com  
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6. 21C CE Communications and Engagements  

This section summarises the progress and plans for communications and engagement 

Events, Workshops & Expert Group:  

 Comments Date 
21C CE events The plan is to hold three a year with the 

next one to be held in July on the product 
development and introduction from 
concept-to-market (C2M) theme in July. 
Invites will be issued shortly 

July 

Workshops & Expert Groups :  

 Comments Date 
Customer roadmap Reviewed BTW’s roadmap for customers 8th April 

Broadband and private circuit repair and 
diagnostic customer experience 
improvements 

Two workshops will be set up shortly June 
/July 

Location & address identification Conducted in NICC B2B forum 30th April 
Billing Conducted in NICC B2B forum 21st  May 
Appointing & Access Conducted in NICC B2B forum 12th June 
Service Inventory & Catalogue Conducted in NICC B2B forum 9th July 
BTW.Com portal bilateral meetings The purpose of these is to give customers 

the opportunity to review and provide 
feedback one-to-one on the order portal. 
Two are planned in June and July and 
further meetings will be arranged at 
customers request 

June 
/July  

Web Calls   

 Comments Date 
btwholesale.com order portal 1 - order 
customer journey 

 14th April 

btwholesale.com order portal 2 – cease & 
modify 

 22nd May 

btwholesale.com order portal 3 + Other customer journeys will be 
communicated out as they become 
available  

 

Customer roadmap Planned for June/July July /July 
Tba 

btwholesale.com portal To go through improvements to the 
btwholesale.com portal. Planned for 
September 

Sept tba 

Vantage  To review project Vantage improvements 
for private circuit customers 

Sept tba 

Future workshops & expert groups ·  These will be arranged at customer or 
21C CE project manager request 

·  See also consult21 & 21CCE schedule 
or events 

tba 

Reports, briefings & consultations   

 Comments Date 

21C CE workshop (Jan 08) output analysis 
and recommendations 

Consultation on output from workshop Feb 

21C CE workshop (Jan 08) actions and 
engagement plan 

Consultation on actions resulting from 
workshop 

Mar  

CE projects for Broadband and Private First CE progress report Apr 



21C CUSTOMER EXPERIENCE  
May Progress Report 

 

Owner: Customer Experience Page 14 of 24 

Issue:www.btwholesale.com/21CCE 
Copyright © British Telecommunications plc 2008 

  

Circuits  

Portal follow up. Btwholesale.com 21CN 
product order portal - information and 
feedback request 

 Apr 

21C Customer Experience metrics Quarterly report Mar & 
May   

21C Customer Experience May Progress 
Report 

 June 

21C CE Acronym and Glossary of terms   June  

Response Articles: 
·  Jan CE event recommendations 
·  Customer Roadmap 
Planned articles: 
·  21C CE product roadmap & 

development and introduction process 
review from “Concept-to-Market” (C2M) 
planned for July 

·  CE metrics publication for May 
·  CE glossary of terms 

  
Feb  
May  
 
June 
 
 
 
June 
June 

 
21C CE Dashboard 

To improve communications on customer experience we are reviewing the prospect of 
introducing a CE dashboard. It should be the most beneficial to BT and customers as it 
should enable our customers and BT to agree and focus on the things we agree will improve 
CE, the customer driven CE agenda.  
 
It will provide a view of the prospect list and the projects we agree are highest priority for 
action. It will then track progress to completion in a more systematic and assessable way 
than documents like this one. There will be further news on this next month.  
 
Further information & Enquires 

For further information please go to http://www.btwholesale.com/21CCE & 
consult21/21CCE/NICC schedule of working groups & 21CCE activities 
 
For any enquiries on this section please contact: helen.nurse@bt.com or 
graham.crane@bt.com  
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Annex 1: WORKSHOP ACTIONS & ENGAGEMENT PLAN  
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Customer Experience 

Consultation document 

 

 
 

21C CUSTOMER EXPERIENCE  
WORKSHOP ACTIONS & 
ENGAGEMENT PLAN  

 
Consultation: 2 

Issue: 1 

Date: May 2008 

 

Important Note 

BT's 21C Customer Experience and associated program mes 
are still in the process of development and the sub ject of 
consultation. As such, the contents are subject to change 
following such consultation. 

This document is supplied by BT to Communications 
Providers, being customers of BT Wholesale, as part  of the 
Customer Experience consultation process. 
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Introduction 
 
This version of the document concludes the first stage of our consultation on 
your customer experience (CE) issues raised at the 21C CE event held in 
January 2008. The next stages will involve further communication and 
engagement via monthly CE project reports, web calls, workshops and events 
as outlined in Annex 1 below and on the customer experience web pages @ 
http://www.btwholesale.com/21CCE 
 
Annex 1 of this document provides an update on the summary of topics, 
issues and actions that we proposed to take forward from the event and 
customer feedback generally. These were consulted on in the first version of 
this “21C Customer Experience Workshop Actions & Engagement Plan” 
document made available to customers for review in early April. 
 
Annex 2 provides the list of all the actions arising from an analysis of the 
issues and recommendations in the “21C Customer Experience (CE) 
Workshop Output Analysis and Recommendations” document, published in 
March. The recommendations document captured all output from event and 
was used as the basis for the action list in Annex 1.  
 
The purpose of both these documents was to give BT and its Communication 
Provider (CP) customers the opportunity to clarify and add to the output of the 
event and their CE issues in order to develop an industry driven agenda to 
improve customer experience. Our aim is for us and the industry as a whole 
to be able to say we are “number one for service”.   
 
The key themes  emerging from the analysis are listed below. Further themes 
will be identified as we further analyse the output and make progress.  
 

1. Communication and  engagement  
2. Joint customer experience agenda and “snagging” list 
3. Fault reduction, diagnostics, etc 
4. How do we know how well we are doing on customer experience? 
5. Product process improvements and roadmap 
6. Systems and processes improvements and roadmap 

 
Each theme now has a senior BT owner who will engage with customers 
progressing the actions as agreed.  
 
Although the consultation on this document is now closed, we would like you 
to continue review your customer experience issues, requirements and our 
response via the series of CE web calls, expert groups and events we are 
planning and the monthly CE project report. Please see Annex 1 and the 
customer experience web pages @ http://www.btwholesale.com/21CCE for 
more details. 
 
Please provide any feedback to helen.nurse@bt.com or the content lead: 
graham.crane@bt.com 
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ANNEX 1: CUSTOMER EXPERIENCE (CE) ENGAGEMENT LIST 
 
Below is an update on the list of topics and issues by CE theme that BT Wholesale proposed 
to take forward from the 21C CE event held in January. These were published in the “21C 
Customer Experience Workshop Actions & Engagement Plan” document made available to 
customers for review in early April. 
 
Key  
 
·  Ref: this column provides a reference to themes/topics 
 
·  CE theme/topic : is organised by CE theme and provides details of those that BT 

Wholesale proposes to provide further communications and engagement on. In doing so 
this covers all the issues and requirements, [referenced in square brackets], raised at the 
January event. 

 
·  Update/progress/next steps : This provides updates on progress and next steps, and 

feedback on issues already resolved or ones we cannot resolve for some reason 
 
 
Ref Theme/Topic Update/progress/next steps 

1. Communication and  engagement  

1.1 Dashboard, engagement and 
communications plan and process 
 
The dashboard is the key topic here. It 
should be the most beneficial to us and 
customers as it enables our customers and 
us to agree and focus on the things we 
agree will improve CE, the customer driven 
CE agenda. It will enable us to see the 
prospect list and the ones we agree are 
highest priority for action. It will then track 
progress to completion so we can all see 
things are completed. 
 
The engagement and comms have been 
added here as although they are key it is 
unlikely we would be able to attract 
customers to forum just to discuss this 
 

The 21C CE progress report we produce 
for May will drive the content for the first 
version of the 21C CE dashboard.  
 
The aim is to provide a web based 
presentation of this in future months. This 
will provide project highlights plus drill 
down to the detailed list of 21C CE 
projects running in BT Wholesale 
 
Once this is in place we will consult with 
customers to ensure it meets their needs 
and provide the opportunity to feedback 
and request more information on projects 
via web calls or expert groups. 
 
We are also looking at options to bring 
together and improve existing CE 
information eg day-to-day product 
performance, etc. 

1.2 Develop and agree a CE vision & principles 
 
Although this is important in that it provides 
a framework and guiding principles for all 
the work, it may be considered an 
academic exercise. It will probably be best 
to add it to the group above as part of the 
engagement process 

This is still an option although not a top 
priority. If customers wish to engage in an 
exercise to develop a shared CE vision 
please contact us. 

1.3 Review progress periodically  
 
As promised we will run CE progress 
meetings 3 times a year 

Report on “BT performance against new 
Customer Experience metrics” is put 
together quarterly with the last one being 
published in April 2008. This will now be 
supplemented by the CE project report 
and dashboard proposed in 1.1 above.  
 
The next CE event is being planned for 
July, We are now proposing that we set 
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up a CE steering group to help review the 
progress on improving CE 

2. Joint customer experience agenda and 
“snagging” list 

This theme is where CE issues were raised 
as prospects for assessment.  If the issue 
is considered to be a key item a new CE 
theme, for example fault reduction, product 
process improvement etc, may be created.  
If the issue is not considered to be a key 
item, it will become a “snagging list” item, ie 
not a key item but important resolution is 
still important to help improve CE. 

Please see below 

2.1 Working together with Openreach project Please see May CE project report for any 
details available on this 

2.2 Reducing offshore language barrier Please see May CE project report for any 
details available on this 

2.3 
Lead-to-Cash (L2C) topics such as: 
 
·  L2C Standard & XML Schema 
 
 
·  Location & Address Identification in the 

order process (also T2R) 
·  Billing  
·  Appointing/Arranging access in the 

order process (also T2R) 
·  Service Inventory & Catalogue 

NICC B2B meetings have been held or 
arranged as follows: 
- Standard docuemnt sent for review May 
and schema will be drafted once agreed 
- 30th April 
 
- 21st May 
- 12th June 
 
- 9th July 

2.4 
Trouble-to-Resolve (T2R) 
·  T2R standard 
·  T2R XML schema 
·  T2R structured Information  
·  T2R: Exception Handling Processes 

 
Published Nov 07 
Published June 08 
Work on these will start as part of the 
NICC work programme as resources 
become available in BT or earlier if CPs 
can support these activities 

2.5 Systems deployment C2M 
·  Tools for structuring B2B gateway 

documentation 
·  Systems/platform Migration 
·  Developers guide for B2B gateways 

Work on these will start as part of the 
NICC B2B programme in the 3rd quarter 
of 2008/09 or earlier if CPs can support 
these activities 
 
 
 

2.6 
Work with customers to clarify the following 
issues raised at the 21CCE event.  
 

See below 

 

 ·  End users should be able to self move 
and self configure online and view 
services from one portal. [19] 

 

It is possible to do this from BTW.com in 
some cases and the new 21CN order 
portal. The strategy is to eventually use 
new portal and B2B gateway for all 
products and all transactions. Customers 
will have the opportunity to be engaged in 
requirements capture and development, 
via Consult21, 21C CE, NICC B2B and 
with the BAU product development teams 
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to ensure this requirement is dealt with 

 ·  “Flexible SLAs – in-flight changes 
should they be required – not just a 
standard 5 hours.  Review!  Engage 
Ofcom to push requirements – don’t 
hide behind regulation” [44] 

 

This will be dealt with via the product 
theme and the next 21C CE event 
planned for July 

 

 ·  “There are problems with e.co (repair?) 
that need a more collaborative 
approach to resolve” [79] 

 

Need more details on this one. 
Customers need to raise any issues 
direct with the team via 
http://www.btwholesale.com/pages/static/
Applications/Faults/eCo_Repair.html or 
the help desk on eCo Repair - 0800 783 
5639 option 1. If there are still issues they 
should raise them via their account 
manager or via the contacts listed above 

 ·  “Renumbering a PSTN line, how do we 
ensure that data is reflected in our 
systems so customers can manage 
their end users effectively? [88]” 

 

This is an Openreach issue and BTW is 
unable to deal with it. 

2.7 
Account team & customer snagging items 
involves identifying and managing forward 
snagging items 

Please see May CE project report for any 
details available on this 

2.8 
Customer satisfaction projects.  
 
These are generic issues and projects 
identified through the customer satisfaction 
survey process. At present this process is 
mostly conducted 1-2-1 with customers. 
This item provides a channel 
communication channel where these issues 
are generic across one or more customers 

Please see May CE project report for any 
details available on this 

3. Fault reduction, diagnostics, etc 

This is a key area for us and our 
customers. We need to let them know what 
we are doing already and run a series of 
expert groups to ensure that meets 
customers’ requirements. It would be best 
organised into private circuits and 
broadband 

Two workshops are planned for this to 
cover fault reduction and diagnostics for 
broadband and private circuits. Further 
workshops and web calls will be arranged 
if customers require them 

3.1 
Run web calls and workshop(s) on project 
Vantage to cover private circuit CE issues 
and improvement 

A Vantage web call is planned for 
September and it will be covered at the 
PC workshop above 

3.2 
Run web calls and workshop(s) on 
broadband fault diagnosis  This will now be part of the workshops 

plus web calls will be set up if customers 
require them 

4. How do we know how well we are doing 
on customer experience? 

 

4.1 
Engagement with customers to establish 
requirements for customer experience 
dashboard. This will be covered in 1.1 

Please see 1.1 on CE dashboard 

5. Product process improvements and  
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roadmap 

5.1 
Run web call(s) to feedback on work 
already going on, including: 
·  product roadmaps; 
·  SoR; 
·  agile working; and  
·  “name the day”.  

·  Customer roadmaps including 
product are available from 
www.btwholesaleroadmap.com 

·  See May CE project report for details 
of product development from 
Concept to Market (C2M) 
improvement projects 

·  The theme of the next 21C CE 
workshop with be “product 
development from Concept to Market 
(C2M)” 

·  Further web calls can be arranged at 
customer request 

5.2 
Run web calls and expert groups to 
feedback and engage with customers on 
product related issues raised at the 21C CE 
event, including; 
 

·  See below for responses to these 
issues  

·  Customers are requested to 
comment or raise any further issues 
via the May report feedback form or 
at the next 21C CE event 

 ·  Working together across BT to improve 
CE [5] 

Generic really as much of the CE 
improvement work is aimed at this 
particularly some key Wholesale 
Executive led CE projects 

 ·  Improve communications around "clock 
stopping" in the order and fault 
processes [6] 

There are a number of initiatives aimed 
at reviewing "clock stopping" in the order 
and fault processes and bringing clarity to 
them. These are being managed at the 
product and functional level by BT 
Wholesale and across the industry in 
terms of standards and best practice for 
L2C (orders) and T2R (faults) processes 
within the NICC B2B forum. 

 ·  Sharing of information through product 
life cycle [24] 

SOR and End-to-End (E2E) C2M 
projects aimed at this. See May CE 
project report, attend the C2M workshop 
and listen to the SOR web call 

 ·  Providing meaningful product metrics to 
customers [41, 42]. 

As above and via SOR and E2E projects. 
Further details will be published via CE 
project reporting and dashboard as they 
become available.  

 ·  “one stop shop” for all BT products [52] Via SOR project. Further details will be 
published via CE project reporting and 
dashboard as they become available. 

 ·  SORs - communication and 
engagement on how things are 
prioritised, managed and 
communicated after submission 
[54,58,60,61,62,63,65,73,74,80 

As above and via SOR and E2E projects. 
Further details will be published via CE 
project reporting and dashboard as they 
become available. 

 ·  Pricing & contracts [56] 
 

To be added to C2M project prospects in 
terms of the process by which these are 
communicated and agreed with 
customers. To be further discussed in 
future CE progress reports and during 
July 21C CE event 

 ·  Smaller CP requirements [59] 
 

To be added to C2M project prospects. 
To be further discussed in future CE 
progress reports and during July 21C CE 
event 
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 ·  Improving C2M timescales [64] 
 

To be added to C2M project prospects. 
To be further discussed in future CE 
progress reports and during July 21C CE 
event 

 ·  Share trial information wider and more 
regularly [72] 

 

To be added to C2M project prospects. 
To be further discussed in future CE 
progress reports and during July 21C CE 
event 

 ·  Credit SOR ideas when they are 
developed to the CP that submitted it 
[74] 

 

Via SOR project. Further details will be 
published via CE project reporting and 
dashboard as they become available. 

 ·  Industry have often “worked around” 
known issues which need to be shared 
and/or integrated resolved through 
product process [85] 

One of the topics for the syndicate 
sessions at the them next 21C CE / C2M 
event in July  

6. Systems and processes improvements 
and roadmap  

 

6.1 
Use the systems roadmap expert groups 
and web calls to discuss issues and actions 
on automation at Consult21 Systems & 
Process working group (S&P WG) with 
further recommendations below. 

Automation is part of BT’s strategy to 
improve customer experience and 
reduce cost. It has been covered in 
several consult21, 21C CE and NICC 
B2B forums and will continue to be a 
central theme at future meetings 

 ·  Ensure single systems interface 
proposals covered at roadmap meeting 
on 8th April [7,46,87] 

This is BT strategy and has been 
covered in several consult21, 21C CE 
and NICC B2B forums.  

 ·  Set up meetings with customers' end-
users to review and improve the 
BTW.com portal. These could be multi-
lateral but more likely bi-lateral.  Via 
BTW.com ordering portal web call on 
14th April to start this.[7,75] 

 

·  Two web call held, on provide and 
modify and cease functionalities and 
available on consult21/CE pages. 
More planned to cover more 
customer journeys 

·  2 bilateral portal review sessions be 
arranged and customers can request 
these via graham.crane@bt.com 
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ANNEX 2: CUSTOMER EXPERIENCE (CE) ACTIONS 
 
The actions from the January event are listed below are organised by the 6 theme headings. 
The numbers in [square brackets] provide a reference back to table in the recommendations 
document. 

 
1. Communication and  engagement 

 
1.1 Develop and agree a communication plan for CE [0,1,3,6,8,9,12,16,30,32,33,40, 
59,66,67,68,69,70,71,76,82] 

·  Develop and agree a communication plan for CE 
·  Tailor for different communities both Internal & external 
·  Provide a CE Web page 
·  Provide CE newsletter via Response and relevant channels 

1.2 Develop and agree a CE engagement process and calendar of events [6,8,9,10,26, 
66,67,68,69,70,71] 

1.3 Develop and agree a CE vision & principles [0,26] 
1.4 Develop, agree and communicate a systematic process capturing, analysing, 

resolving issues and communicating issues [5,32,33] 
1.5 Develop, agree and communicate proposals for a CE dashboard that provides 

customers with the information they need to know about our performance and the 
projects to improve it [6,8,40] 

  
2. Joint customer experience agenda and “snagging” list 

 
2.1 Add the following to list of CE projects to feedback progress to customers on  

·  "Working together" with Openreach project [15,27,43] 
·  Project already going on to improve offshore language barrier issues [90] 

2.2 Prioritise, support and resource Consult21/NICC B2B issues below including:[93] 
·  Lead-to-Cash 

o Location & Address Identification 
o Appointing/Arranging access (also T2R) 
o Billing  
o Service Inventory & Catalogue 

·  Trouble-to-resolve 
o T2R Structured Information                       
o T2R: Exception Handling Processes 

·  Systems deployment 
o Tools for structuring B2B gateway documentation 
o Systems/platform Migration 

 
Work with customers to clarify the following issues: 

 
2.3 End users should be able to self move and self configure online and view services 

from one portal. [19] 
2.4 “Flexible SLAs – in-flight changes should they be required – not just a standard 5 

hours.  Review!  Engage Ofcom to push requirements – don’t hide behind regulation” 
[44] 

2.5 “There are problems with e.co (repair?) that need a more collaborative approach to 
resolve” [79] 

2.6 “Renumbering a PSTN line, how do we ensure that data is reflected in our systems so 
customers can manage their end users effectively? [88]” 

2.7 “What marketing methods do we use to our customers and how effective are they? 
Can we share some learning with BTGS?” [89] 

 
3. Fault reduction, diagnostics, etc 

 
3.1 Run web call and if necessary workshop(s) on project Vantage as part of the CE 

engagement calendar as this already covers many of the issues around reducing fault 
volumes, diagnostics, etc [11,31,34,38,45,47,77,78,81] 
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3.2 Include further feedback and engagement on broadband fault diagnosis as part of the 
CE engagement calendar. [34,45,47, 77,78] 

3.3 Agree ownership and engagement at BTW MD level. 
 

4. How do we know how well we are doing on customer  experience? 
 

4.1 Engagement with customers to establish requirements for customer experience 
dashboard [28,41,42] 

 
5. Product process improvements and roadmap 

 
5.1 Feedback on work already going on, including on product roadmaps, SoR, agile 

working and “name the day”. [4,18,25,48,49,50,51] 
5.2 Ensure product process improvements being planned for 2008/09 consider issues 

raised at 21C CE event, including: 
·  Working together across BT to improve CE [5] 
·  Improve communications around "clock stopping" in the order and fault processes 

[6] 
·  Sharing of information through product life cycle [24] 
·  Providing meaningful product metrics to customers [41,42]. 
·   “one stop shop” for all BT products [52] 
·  SORs - communication and engagement on how things are prioritised, managed 

and communicated after submission [54,58,60,61,62,63,65,73,74,80 
·  Pricing & contracts [56] 
·  Smaller CP requirements [59] 
·  Improving C2M timescales [64] 
·  Share trial information wider and more regularly [72] 
·  Credit SOR ideas when they are developed to the CP that submitted it [74] 
·  Industry have often “worked around” known issues which need to be shared 

and/or integrated resolved through product process [85] 
 

6. Systems and processes improvements and roadmap  
 

6.01 Discuss issues and actions on automation at Consult21 Systems & Process working 
group (S&P WG) with further recommendations below. Next S&P WG on 8h April 
[2] 

6.02 Ensure single systems interface proposals covered at roadmap meeting on 8th April 
[7,46,87] 

6.03 Set up meetings with customers' end-users  to review and improve the BTW.com 
portal. These could be multi-lateral but more likely bi-lateral.  Via BTW.com 
ordering portal web call on 14th April to start this.[7,75] 

  

 

 


