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Do not blame the HA! 

BT and its supply chain are accountable for our works, and the delays that might occur. 

Unfortunately, we do have occurrences of our direct labour, supply chain, or Communication 

Providers mentioning the Highway Authority as the reason for delays.  

 

 This issue is acknowledged, taken extremely seriously, and has visibility at senior level within Openreach. 

 

 We have taken 3 actions: 

1. Our Openreach Direct labour and Suppliers are regularly briefed explaining that adding ambiguous or misleading 

notes to our systems could lead to this type of scenario. We have provided standard wording to be used, which 

outlines what WE are doing and makes no reference to local authorities. 

2. Each reported occurrence is investigated, and the offenders are briefed when they can be identified. For this 

purpose, please forward any new occurrence to alexandre.bernigaud@openreach.co.uk, and 

andy.swift@openreach.co.uk with as much detail as possible to focus the actions we are undertaking. 

3. Our Communication Providers have been informed and requested to act. This includes all our customers: BT 

Business, BT Retail, Sky, Talk Talk, etc. As per OfCom regulations, BT Retail and BT Business operate as separate 

entities to Openreach. This means that we have the same level of visibility of processes and systems with BT Retail 

and BT Business as we do with other communication providers. Our Head of Streetworks attended a communication 

provider forum with representatives from each present, and ran through examples of where this situation has 

happened and has subsequently created an issue for local authorities and Openreach. The key ask was… to only say 

what the notes say and don’t elaborate or speculate further, and definitely don’t blame the Highway Authority. 

 

 New cases are still occurring, so we intend to do more. We will audit a sample of job notes to ensure that 

(1) is happening. With regards to action (3), our Head of Streetworks will repeat the exercise as soon as 

possible, requesting a more senior commitment from those communication providers where we are able 

to demonstrate specific examples going forward. 
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