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Thank you for contacting 
Openreach



What Why Benefit/Impact

1. All Applications 

1.1 Case owner name becomes one field Salesforce has a single field to accept the full name Benefit: CP enters their name in one field instead of two 

1.2 DSO Cases will now be visible DSO Cases weren’t previously visible outside of the DSO app Benefit: Customers can now see DSO cases in context, reducing 
unnecessary cases into Desk when the Order is under DSO management 

1.3 In the last step of raising a case (optional 
attachments) there is no Back button

To enable the case in Salesforce and the uploaded file in Transflex 
to be linked once submitted 

Cases can be edited post submission and attachments updated. 

2. Ethernet Escalation App

2.1 Alternative Email Contact field only accepts one 
email 

Salesforce has an email address and an alternative email address 
but no function to hold many alternative emails. 

Impact: Simplifies communications and information flow. 

2.2 In App Option to raise an escalation case to HLE The email process is time consuming and due to SI set up 
currently results in a second case. Ethernet Escalation App has 
always had a HLE option, which is now integrated with Salesforce

Benefit: reduced touch times for customer Order Managers  
The existing email process will remain in place

2.3 Validation that an Escalation has been raised 
and worked for 24hrs prior to High Level Escalation 
Team (HLE) engagement

Validates the HLE request against the business rules, published in 
the CSP

Benefit: standardises the HLE requests coming into Openreach. 
The existing email process and escalation contacts will remain in place
for exceptional circumstances 

2.4 Search Function: Returns one less column 
“next update” in results table, includes Full Name  

Limitation of Salesforce (9 columns) Benefit: cleaner presentation of search function 

2.5 Application Names will be updated Clearer names for Ethernet Escalation Benefit: better reflection of the Applications function 



What Why Benefit 

3. DSO Application

3.1 Validation to ensure the DSO case has the 
mandatory attachment (sign off)

Validates the DSO request against the business rules, published in 
the CSP

Benefit: standardises the DSO requests coming into Openreach

3.2 Alternative Email Contact field only 
accepts one email 

Salesforce has an email address and an alternative email address 
but no function to hold many alternative emails. 

Impact: Simplifies communications and information flow. 

3.3 Removed unused fields from the DSO form Reduce confusion and unnecessary information Benefit: simplify DSO entry for CPs 

4. View My Job

4.1 Case Types and Case Categories The case types reduced from  fifteen to five. Moved from product 
specific to product agnostic. 

Benefit: shorter, clearer options for CPs to select. 

4.2 Notes Section loads in compression Technical requirement to reduce the time taken to load the page Benefit: fast initial page load for CPs
Impact: to read the full notes, you will have to click to expand the section 

5. Email Templates 

5.1 KCI Email Templates will change slightly Emails will be generated by Salesforce instead of Single Interface, 
example cases will be provided

Benefit: Aligning to a single system 

5.2 Case Update Emails will not contain 
update content 

Emails will provide a hyperlink to the system so updates can be 
securely viewed 

Benefit: Increases the level of security when providing updates 





Further Cases

Initial Case FND CE General Enquiry FND CE Escalation FND CE DSO FND CE Responding to Delay FND CE Amendment

FND CE General Enquiry
Y Y Y Y Y

View Case + Add Case View Case  + Add Case View Case  + Add Case Add Case Add Case

FND CE Escalation
Y Y Y Y Y

View Case + Add Case View Case  + Add Case Add Case Add Case Add Case

FND CE DSO
N N N Y Y

View Case View Case View Case Add Case Add Case

FND CE Responding to Delay
Y Y Y Y Y

Add Case Add Case Add Case Add Case Add Case

FND CE Amendment
Y Y Y Y Y

Add Case Add Case Add Case Add Case Add Case
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Email Subject: Case ref: /  Circuit Ref  -  Case Update

------------------------------------------------------------------------------

Hello,

There has been an update on your case [Case number]

Please login to your Openreach customer portal to view this update.

If you need to contact us again about this issue, please use this case 

reference.

FOD – HUD – Openreach
Ethernet – VMJ – Openreach
Ethernet – Ethernet Escalations – Openreach
DSO – Ethernet DSO – Openreach
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After 606 Orders: 
This POC showed there is a better way of doing things and it involves using technology we all see in our personal life. We saw a 
positive impact within the end-to-end order journey.

Performance impact:
• Delay performance (P1&2) was reduced by 3.6 days for the CE journey orders 
• Survey Performance was c.5% better (success on the day) against baseline
• Propensity to Contact (P1&2) was c.20% less for CE journey

All these measures drive less volume of touch points across industry
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Go Direct Timelines
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