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Customers Targets

Start Date End Date Description Update Target Status
April 2006|March 2007 BT will increase the number of extremely New

and very satisfied customers by 5%.
April 2006 March 2007 BT will maintain its Broadband coverage New

at 99.8% and actively look for economic
opportunities to extend.

April 2005|March 2006 We will increase the ©  mber of [There was a 3% increase in

extremely and very ~d customers |customer satisfaction in the 2006
by 5% and limit t+ \ financial year. The customer
dissatisfaction to Mi 005 levels satisfaction target of 5% was
(revenua-waiahtad | el therefore not met

|
April 2004|¢ mber 2005/ We v As of 30th September, there were |Comp...
h s = "
EEMBIEEEAR 25320538 households in ‘

ne enabled exchanges outofa ' "
BRORBERT

BZRFEA DB total of 25,376,239 (95.8%).

Employees - Key Performance Indicators

Indicator Description Measure Target
Employee A measure of the overall success of  [The Employee Engagement Index  |To maintain or improve the Employee
Ei it BT's relationship with its was 65% during the 2006 financial  [Engagement Index at 65% during the
Index year. 2007 financial year.
Diversity A measure of the diversity of the BT |22.1% Women (15.8% of senior)®, |To establish a new diversity index, to
workforce 9.2% Ethnic Minority (7.4% of take account of BT's growing global
senior), 2.0% Disabled (0.59% of  |activities, during the 2007 financial
senior) year.
H&S: Lost Time |Rate of Lost Time Injury Incidents  |0.281 cases per 100,000 working  |Reduce to 0.242 cases per 100,000
Injury Rate expressed as a rate per 100,000 hours hours during the 2007 financial year
hours worked on a 12-month rolling
average
H&S: Sickness  |Percentage of calendar days lostto  |2.35% calendar days lo: - = 4 lendar days lost
Absence Rate |sickness absence expressed as a 12+ [absence BAE-FHAEEE (T nce dumngthe

month rolling average - EE*E*%%E*E

4 changes in job classification have led to a different definition of the term senior
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