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“We want insight to jump out. We want people to
look at a report and understand what’s important and
what action to take. Qlik does that.”

Rich Hunt, Data and Insight Director, Openreach

Keeping the UK connected

As the organization that builds and maintains the
infrastructure connecting nearly every UK home and
business to the national broadband and telephone
network, the scale at which Openreach operates and
the responsibilities it shoulders are huge.

Around 37,000 staff and the UK'’s second-largest
vehicle fleet work tirelessly each day to keep the
nation connected. Its customers include national
broadband and landline providers and multiple
mobile networks.

For Rich Hunt, Data and Insight Director at
Openreach, often the easiest way to describe the
business is to outline what would happen if the
networks it manages were switched off.

“Imagine waking up in the morning with no news,

no TV or radio, no internet, no phone service or no
trains running,” he says. “You can’t even buy a coffee
because the shop’s payment system has gone down.
By 9am your day would have effectively ground to

a halt.”

Drive for efficiency and co-ordination

A key priority for Openreach is replacing the UK’s old
copper-based phone and broadband network with
full fibre connections, giving 30 million homes and
businesses access to gigabit-level internet speeds.
Unsurprisingly, delivering this national fibre-to-the-
premises (FTTP) upgrade project is a huge task
involving a relentless drive for process efficiency
and strong internal co-ordination.

Solution Overview

Customer Name
Openreach

Industry

Communications

Geography

London, UK

Function

IT, Marketing, Sales, Supply Chain Management

Challenges
» Enable successful implementation of
key projects

» Manage costs and deliver process efficiency

 Build a unified environment for reporting
and monitoring

Solution

Openreach replaced disconnected and
inconsistent spreadsheet-based reporting with
a unified future-ready solution with Qlik

at its core.

Results
» Delivery times for key services cut by half

« FTTP project costs and delivery times
significantly improved

» Reduced time-to-insight enables effective
actions and responses

Openreach builds a new vision of directive data with actionable Qlik insights 2



“Building a huge network costs a lot of money and
upgrading our customers onto that network is also a big
expense,” Hunt notes. “Controlling that operation so we
can manage costs is obviously very important.”

In 2018, the data and reporting structure that
underpinned Openreach’s operational and management
responsibilities was almost as vast and complex as the
organization itself.

“Everyone had their own systems, their own processes
and their own data,” Hunt explains. “And everyone had
their own way of producing reports on spreadsheets.”

Work was often duplicated, governance was difficult
to implement and ensuring consistency and accuracy
was a time-consuming challenge. Openreach realized
that it lacked the centralized data and strategic
reporting ecosystem that would address critical needs.
These included supporting efficient and consistent
oversight and management, delivering a smooth
roll-out of FTTP and ensuring that its vehicle fleet

was deployed in the most efficient and sustainable
way possible.

“We need to be able to see what’s working, what’s not
working and where there’s room for improvement,”
explains Surinder Khatter, Managing Director of

FTTP Service Delivery at Openreach. “The biggest
opportunity for us is ensuring that both engineers and
desk teams have the data they need to best serve
our customers.”

A level playing field

The first step was for Openreach to replace its old
spreadsheet-based reporting environment with

a platform that would put reliable and consistent
data and analytics into the hands of everyone in
the business who needed it. That platform was
Qlik Sense®.

“Bringing Qlik in created a village green for us,” says
Hunt. “It brought everyone together, making everyone
look at the same numbers and reports. It created a
conversation about our data — what is our one truth?
Qlik was a vehicle of change for us to centralize data
and see it in a different way.”

The first effect Hunt noticed was a clear uplift in data
literacy across Openreach. A previously varied and
inconsistent data landscape soon became unified and
elevated, as did the skills and awareness of the people
using Qlik.

“Qlik got us to a point where we have a much more
level playing field,” Hunt adds. “It's played a vital
role in directing our efforts and uplifting people who
needed it.”

Improving performance, service and costs

It's a move that is paying off handsomely. Actionable
insights have allowed Openreach to cut delivery times
for its high-speed Ethernet service by half, successfully
meet regulatory obligations and significantly improve
both costs and service targets for the FTTP project.

“Our customers can see the rise in performance,”

says Hunt. “And for people across the business

that consume Qlik data and insights every day, the
experience has also massively improved. They've got
one place where they can understand what’s going on
and if they see something that doesn’t look good, they
know who to contact.”

Khatter adds that Openreach is using Qlik extensively in
its field engineering operations, ensuring that managers
can track team performance effectively.

“With Qlik, they can easily track early-life failure rates
or on-the-day successes,” she explains. “It also gives
them an opportunity to identify coaching opportunities
for engineers that may need more support.”
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From insight to informed decisions

Introducing Qlik and replacing disconnected
spreadsheets with unified and visually appealing
dashboards was, however, just a first step. Openreach
saw that a dedicated analytics team would help the
business maximize the value it derived from Qlik and
launched the Openreach Data and Insight (ODI) team.

“The ODI team is a group of analytics professionals
and data engineers gathered together from across
different departments,” says Daniela Zuza, Data
Analytics Professional at Openreach. “With the
addition of some project managers, we came together
as a pan-Openreach data and insight team.”

This team has marked a step change in Openreach’s
deployment of Qlik. It allowed the business to
streamline the reporting process further and switch
from simply delivering insight to actively informing
decisions and actions.

“We want insight to jump out,” says Hunt. “We want
people to look at a report and understand what'’s
important and what action to take. Qlik does that by
allowing us to spin up new reports or add new insights
to existing reports very quickly.”

An exciting journey of modernization

There remains huge scope for Openreach to take its
data and Qlik deployment even further. Migrating to
Qlik Cloud® will give the ODI team yet more power to
deliver its vision for data and insight, while new Al
capabilities also offer exciting opportunities.

“We're on a journey with our data vision with Qlik,”
says Hunt. “We’re modernizing our data, rebuilding
from the ground up the data we actually need given
the huge changes in our organization.”

He adds that Openreach is also using Qlik to present
predictive analytics to senior leaders, providing year-
end forecasts and the opportunity to carry out ‘what
if” analysis.

“Our vision now isn't just about getting data and
reports into a single place,” Hunt concludes. “We want
to be even more directive with our insight and Qlik
has enabled that. We're really excited about where

it's taking us.”
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“We want to be even more directive with our insight
and QIlik has enabled that. We're really excited about
where it's taking us.”

Rich Hunt, Data and Insight Director, Openreach
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About Qlik

Qlik transforms complex data landscapes into actionable insights, driving strategic business outcomes. Serving over
40,000 global customers, our portfolio leverages advanced, enterprise-grade Al/ML and pervasive data quality. We
excel in data integration and governance, offering comprehensive solutions that work with diverse data sources.
Intuitive and real-time analytics from Qlik uncover hidden patterns, empowering teams to address complex challenges
and seize new opportunities. Our Al/ML tools, both practical and scalable, lead to better decisions, faster. As strategic
partners, our platform-agnostic technology and expertise make our customers more competitive.
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