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HOW TO USE THE CONTENT PAGES TEMPLATES  

 

Adding and styling your own text 

• There are three ways to add your own text to the template in the correct style: 

1. You can simply over-write the text in the fields indicated. It will automatically  

be in the correct style. 

2.  You can use the ‘Style’ menu on the Formatting Bar.  

3. Or you can select ‘Format’ from your Menu Bar and select ‘Style’. This opens a window 

where you apply the styling.  

 

Typefaces 

• The typeface used in the templates – Arial – is the only one allowed under the BT 

Wholesale guidelines for use in desk-top published documents that are distributed to 

customers. Please do NOT change it to any other typeface. 

 

Getting the security marking right  

• You need to make sure that your document carries the correct security marking 

throughout.  

• You ‘set’ the appropriate marking on the front cover where indicated by over-writing the 

text with the wording you require.  

• The same wording then needs to appear twice on every page of the document, both at the 

top and the bottom of the page. To see how to do this, see Changing headers and footers. 

 

Changing headers and footers  

• To add your own text to a page header or footer, select ‘View’ from the Menu Bar and then 

‘Header and Footer’ from the drop-down menu. 

• This gives you access to both areas of the page and you can then over-write the text as 

required. 

• The headers and footers you create on the first page of your document will automatically 

be repeated over every page without you needing to take any further action. 
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INTRODUCTION 
We have found that a significant proportion of our orders are delayed due to issues with the customer site 
contact details that are provided on the order, and with the access to customer sites.  Like you, BTW wants to 
avoid such delays, and therefore this Best Practice Guide has been produced to highlight to our customer‟s the 
critical information that BT Wholesale require to progress your orders and prevent delays throughout the order 
journey.   
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1 FIBRE ORDERS  

1.1 Action that you need to take for a Fibre order 

Prior to placing your Wholesale Ethernet order, we would ask that you contact your end customer‟s site contact 
to verify that they are aware of all of the following information, and that you provide us with all the mandatory 
information that we need to process your order at point of order entry. 

1.2 Information that your primary on-site contact must have 

 The product which has been ordered. 

 Who placed the order with BTW on their behalf. 

 Awareness that the visiting engineer will be from BT Openreach.  

 Whether the site is ready, and if not, to identify what the issues are, and when they will be resolved.  

 Confirm the site installation third party name, i.e. the name over the door of the premises where the 

service is to be installed. 

 Understand the power requirements of the product ordered and confirm whether is available now, or 

confirm when it will be available.  

 The location of the comms room or place where the equipment is to be sited, ensuring that access to 

this location is available. 

 Know if the equipment should be rack mounted etc., and whether the rack is available with sufficient 

space on it. 

 The point of entry of the BT network into the building and ensure is access available. 

 Potential internal routes through the building and the ability to agree these routes.  

 Landlord/ Wayleave Grantor‟s details for any internal routes or new duct entries if required. 

 Provide details of site restrictions, safety requests, induction courses, out of hours working, parking or 
security restrictions including whether engineers details are required for secure sites  

 Details of a secondary contact in case they are off at time of survey, or when any work to be completed 

at site  

 If the contact details include any IVR options, please confirm the options to select. 

1.3 If your primary contact is not on-site 

 Provide name and contact details of who will be on-site contact and confirm that this person has been 

briefed. 

 Provide supplementary contact names and numbers in case primary or secondary contacts are not 
available. 

1.4 Additional Actions required for EFM Orders 

In addition to the above information, we would also ask that you: 

 Ring ahead with your end user 72 hours prior to the appointment date to confirm that they are aware of 
the order. 

 Confirm who the stores should be marked FAO, including a telephone number 

 Assign somebody to sign for the EFM kit being delivered  

 Assign somebody to meet the installation engineer on the day and provide their phone number. 

 After the kit has been delivered please ensure it is kept in a secure location close to point of installation. 
One other point worth remembering when raising your order is that the Site Safety Notes field length should not 
exceed 100 characters. 
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2 REALISTIC REQUIRED BY DATES (CRD’s) 

All orders regardless of CRD, will have the planning and surveys completed within the first 10 days, and you will 
receive your KCI2 and KCI3 in exactly the same timescales, so it is imperative that if you know the survey 
cannot be completed within the first 10 days due to the termination area not being ready, that you provide us 
with the actual date within the “Termination area ready” field on eCo Plus.   
It is hoped that future developments will provide the capability to understand any wayleave or ECC charges at 
the point of order entry, therefore enabling you to provide us with an accurate CRD when submitting your 
orders, and in turn allowing us to focus on prioritising your orders. 
Requesting unrealistic CRD and then putting orders into delay is not good practice as it has a detrimental 
impact on other orders in the system.  
Please also note that there is currently no limit on the maximum CRD which you can input onto eCo Plus, but 
this may change following full transition to our strategic system to a maximum of 180 calendar days. 
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3 OPENREAH POLICY FOR PLANNING & ACCESS 

3.1 Fibre Orders 

Please be aware that all access requests by Openreach are made during business hours, typically 09.00 to 
17.00 hours.  
The first communication by Openreach will be made to the primary contact by phone followed by an e-mail 
where this is provided.  Openreach will then try the secondary contact if it has been provided; otherwise two 
further calls will be made to the primary contact within the 24 hour period.   
Voice messages will be left which will include the date and time of message, the reason for calling, the planner‟s 
name and a call back number with an indication of the best time to respond. 
This will give everyone involved the opportunity to respond within a 24 hour period to avoid delays.  

3.2 Copper Orders 

The copper appointment slot will be from 8-5 and the engineer may attend at any time during that timeslot. We 
are unable to request any timeslot or advise of restrictions within that period of time, so for example, we cannot 
ask that the engineer turns up after 9am if the premises are not normally occupied before 9am.  



 BT Wholesale Ethernet Best Practice Guidelines for Customer Site Access and Site Contacts 
 

Issue 1 August 2012 2004© British Telecommunications plc  Page 6 of 6 

 
 

4 FUTURE DEVELOPMENTS 

4.1 Second Contact, Access availability notes and Special arrangements Notes – 
Only available for Fibre Orders (not EFM or GEA) 

Later in the year we will be introducing new capability to eCo Plus which will allow you to provide us with a 
second contact and additional notes information to avoid delays because we are unable to contact your primary 
site contact.    We will begin to capture this additional information whilst we transition over to our strategic 
systems, although we may need to reconfirm details in some instances. If you regularly supply us with an onsite 
contact, rather than yourselves, then providing us with as much contact information as possible for the primary 
and secondary contacts will reduce possible delays to your order, so do please provide us with alternative 
contact numbers including a mobile number and email address, as this increases our chances of contacting 
your customer to arrange access etc. 

4.2 Proactive Order Management 

As part of our Proactive Order Management process, we will be rolling out the ability to escalate and resolve 
issues to further reduce some site access related delays if the engineer is unable to gain access when reaching 
site, and is unable to contact your designated site contacts. 
As we get nearer to the launch date we will be contacting you to obtain „hotline‟ contact numbers. 


