
 

 

BT Group plc 

Results for the fourth quarter to 31 March 2018 
10 May 2018 
BT Group plc (BT.L) today announced its results for the fourth quarter and year to 31 March 2018. 

 

Key developments for the quarter: 
¶ Strategy announced today to drive sustainable long term growth in value by leading in converged connectivity, including 

removal of 13,000 roles at a total cost of £800m ς see separate press release 
¶ Continued improvement in customer experience metrics; Group NPS1 up 8.3 points and Right First Time2 up 4.3% 
¶ Clarity on the pricing of key products provided in hŦŎƻƳΩǎ Ŧƛƴŀƭ ǎǘŀǘŜƳŜƴǘ ƻƴ ²ƘƻƭŜǎŀƭŜ [ƻŎŀƭ !ŎŎŜǎǎ ǊŜƎǳƭŀǘƛƻƴ 
¶ 40MHz of 3.4GHz spectrum secured; positions us well for launch of 5G and strengthens network leadership 
¶ Consumer businesses brought together from 1 April 2018 and Enterprise businesses from 1 October 2018 
¶ Triennial pension deficit agreed at £11.3bn, 13 year recovery plan including payments of £2.1bn over the three years to 31 

March 2020 in line with prior recovery plan and a further £2.0bn contribution, due to be funded by the issuance of bonds 
which will be held by the BTPS; BTPS closed to future defined benefit accruals from 30 June 2018 reducing future exposure 
to pensions risk ς see separate press release 

¶ Outlook for 2018/19: underlying3 revenue down c.2%, adjusted4 EBITDA £7.3bn - £7.4bn, capital expenditure5 c.£3.7bn and 
normalised free cash flow4 of £2.3bn - £2.5bn 

¶ Proposed final dividend of 10.55p, giving a full year dividend of 15.4p, unchanged from 2016/17 

Financial:  
¶ Reported revenue down 1% for the year and 3% for the quarter. Underlying4 revenue down 1% for the year and 1.4% for the 

quarter 
¶ Adjusted4 EBITDA of £7,505m for the year, down 2%, and £2,083m for the quarter up 1% 
¶ Reported profit before tax up 11% for the year and up 98% for the quarter mainly due to specific items in the prior year. 

Adjusted4 profit before tax down 2% for the year but up 1% for the quarter 
¶ Reported basic earnings per share 20.5p for the year. Adjusted4 earnings per share 27.9p for the year 
¶ Net cash inflow from operating activities £4,927m for the year, and £746m for the quarter and normalised free cash flow4 

£2,973m for the year, and £1,026m for the quarter 
¶ 2017/18 underlying4 revenue down 1.0% and lower than our outlook for the full year. Adjusted4 EBITDA within our outlook 

range, normalised free cash flow4 exceeded our outlook 

    Fourth quarter to 
31 March 2018 

  Year to 
31 March 2018   

  

    £m     Change6   £m     Change6     

Reported measures                         

Revenue   5,967     (3)%   23,723     (1)%     

Profit before tax   872     98%   2,616     11%     

Basic earnings per share   7.3 p   92%   20.5 p   7%     

Net cash inflow from operating activities   746     £(845)m   4,927     £(1,247)m     
                          

Adjusted measures                         

Change in underlying4 revenue excluding transit         (1.4)%         (1.0)%     

Adjusted4 EBITDA   2,083     1%   7,505     (2)%     

Adjusted4 profit before tax   1,046     1%   3,444     (2)%     

Adjusted4 basic earnings per share   8.8 p   5%   27.9 p   (3)%     

Normalised free cash flow4   1,026     £192m   2,973     £191m     

Net debt4             9,627     £695m     

Gavin Patterson, Chief Executive, commenting on the results, said 

ά.¢ ŘŜƭƛǾŜǊŜŘ ŀ ǎƻƭƛŘ ǎŜǘ ƻŦ ŦƛƴŀƴŎƛŀƭ ǊŜǎǳƭǘǎ in the fourth quarter, with growth in our consumer divisions offset by declines in 
our enterprise businesses, due to both challenging market conditions and our decision to exit lower margin business.  

ά²Ŝ ŎƻƴǘƛƴǳŜ ǘƻ ƛƴǾŜǎǘ ŦƻǊ ƎǊƻǿǘƘΣ ƘŀǾƛƴƎ ƴƻǿ ǇŀǎǎŜŘ мΦрƳ ǇǊŜƳƛǎŜǎ ǿƛǘƘ ƻǳǊ ǳƭǘǊŀŦŀǎǘ ƴŜǘǿƻǊƪ ŀƴŘ ǎŜŎǳǊƛƴƎ плaIȊ ƻŦ 
3.4GHz spectrum suitable for 5G mobile services.  We are improving our customer experience across the Group, with our key 
metrics of Group NPS1 and Right First Time2 both strongly up. 

άhǳǊ ƛƴǘŜƎǊŀǘƛƻƴ ŀƴŘ ǊŜǎǘǊǳŎǘǳǊƛƴƎ ŀŎǘƛǾƛǘƛŜǎ ǊŜƳŀƛƴ ƻƴ ǘǊŀŎƪΦ ¢ƘŜ integration of EE into BT is delivering run rate cost synergies 
of £290m. Our restructuring programme has removed over 2,800 roles and delivered savings of £180m during the year.   

 άL ŀƳ ǇƭŜŀǎŜŘ ǘƘŀǘ ǿŜ ƘŀǾŜ ǊŜŀŎƘŜŘ ŀƎǊŜŜƳŜƴǘ ǿƛǘƘ ǘƘŜ ¢ǊǳǎǘŜŜ ƻƴ ǘƘŜ ǇŜƴǎƛƻƴ Ǿŀƭǳŀǘƛƻƴ ŀƴŘ ǊŜŎƻǾŜǊȅ ǇƭŀƴΣ ǿƘƛŎƘ ƛǎ 
affordable within our capital allocation framework, and draws a line under a key source of uncertainty for our stakeholders. 

άWe have announced today an update to our strategy to accelerate leadership in converged connectivity and services.  Our 
strategy will drive sustainable growth in value by focusing on delivering differentiated customer experiences, investing in 
integrated network leadership, and transforming our operating modelΦέ 
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 Operational: 

¶ Gfast premises of 1m and FTTP premises of 560,000 passed in Q4; over 1.5m premises able to connect to ultrafast service 
¶ Openreach fibre connections at 555,000 in Q4 with superfast fibre broadband passing nearly 27.6m UK premises 
¶ 4G coverage reaches 90% of the country as we deploy in hard to reach areas 
¶ Mobile postpaid net additions of 95,000, with low churn of 1.2%; monthly mobile postpaid ARPU down 1% to £26.0 
¶ BT Sport rights packages secured; includes Premier League matches for a further three years from 2019/20 
¶ Average BT Sport viewing increased 19% year on year; second best quarterly performance since launch 
¶ BT Consumer revenue generating units per customer increased 3% to 2.03, with ARPU up 5% to £41.7 
¶ Order intake, on a rolling 12-month basis, up 1% to £3,391m for Business and Public Sector, down 28% to £1,419m for 

Wholesale and Ventures and down 17% to £3,845m for Global Services, reflecting market conditions and our strategy to exit 
lower margin business 

¶ Integration run rate cost synergies now at £290m; restructuring initiatives delivered in year savings of £180m 
 
Performance against 2017/18 outlook: 
 

2017/18 

outlook   

2017/18  

performance 

Change in underlying4 revenue excluding transit Broadly flat   (1.0%) 

Adjusted4 EBITDA £7.5bn - £7.6bn   £7.5bn 

Normalised free cash flow4 £2.7bn - £2.9bn   £3.0bn 

 
Our outlook for 2018/19 is as follows: 
  

2018/19 

outlook   

Change in underlying3 revenue  (IAS18 basis) Down c.2%   

Adjusted4 EBITDA (IAS18 basis) £7.3bn - £7.4bn   

Capital expenditure5 c.£3.7bn   

Normalised free cash flow4 £2.3bn - £2.5bn   

 

 
Glossary of alternative performance measures 
 

Adjusted Before specific items 
  

Free cash flow Cash generated from operations (after capital expenditure) excluding pension deficit payments and after interest, tax 
and non-current asset investments 

  

Net debt Loans and other borrowings (both current and non-current), less current asset investments and cash and cash 
equivalents. Currency denominated balances within net debt are translated to Sterling at swapped rates where hedged 

  

Normalised free cash flow Free cash flow before specific items and the cash tax benefit of pension deficit payments 
  

Specific items LǘŜƳǎ ǘƘŀǘ ƛƴ ƳŀƴŀƎŜƳŜƴǘΩǎ ƧǳŘƎŜƳŜƴǘ ƴŜŜŘ ǘƻ ōŜ ŘƛǎŎƭƻǎŜŘ separately by virtue of their size, nature or incidence. 
Further information is provided in note 1 on page 45 

  

Underlying  Excludes specific items, foreign exchange movements and the effect of acquisitions and disposals. Further information 
is provided in note 2 on page 45 

 

Reconciliations to the most directly comparable IFRS measures are in Additional Information on pages 45 to 48.  Our commentary focuses on the trading results 
on an adjusted basis. Unless otherwise stated in the commentary, revenue, operating costs, earnings before interest, tax, depreciation and amortisation (EBITDA), 
operating profit, profit before tax, net finance expense, earnings per share (EPS) and normalised free cash flow are measured before specific items.  Further 
information is provided in note 1 on page 45. 
 
 
 
 
 
 
 
 
 

1 Group NPS measures Net Promoter Score in our retail businesses and Net Satisfaction in our wholesale businesses  
2 Measured against Group-ǿƛŘŜ ΨwƛƎƘǘ CƛǊǎǘ ¢ƛƳŜΩ όwC¢ύ ƛƴŘŜȄ 
3 Including transit, but excluding specific items, foreign exchange movements and the effect of acquisitions and disposals 
4 See Glossary above  
5 Excluding BDUK clawback 
6 Measured against the comparative period in the prior year 
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Group results for the fourth quarter and year to 31 March 2018 

    Fourth quarter to 
31 March 

  Year to 
31 March   

    2018     2017     Change   2018     2017   Change     

    £m     £m     %   £m     £m   %     

Revenue                                   

- reported   5,967     6,122     (3)   23,723     24,062   (1)     

- adjusted1   5,967     6,128     (3)   23,746     24,082   (1)     

- change in underlying1 revenue excluding transit               (1.4)             (1.0)     

EBITDA                                   

- reported   1,964     1,591     23   6,895     6,739   2     

- adjusted1   2,083     2,069     1   7,505     7,645   (2)     

Operating profit                                   

- reported   1,075     638     68   3,381     3,167   7     

- adjusted1   1,194     1,178     1   3,991     4,135   (3)     

Profit before tax                                   

- reported   872     440     98   2,616     2,354   11     

- adjusted1   1,046     1,031     1   3,444     3,532   (2)     

Basic earnings per share                                   

- reported   7.3 p   3.8 p   92   20.5 p   19.2 p 7     

- adjusted1   8.8 p   8.4 p   5   27.9 p   28.9 p (3)     

Capital expenditure   951     1,022     (7)   3,522     3,454   2     

Normalised free cash flow1   1,026     834     23   2,973     2,782   7     

Net debt1                   9,627     8,932   £695m     

 
Customer-facing unit results 
 

    Adjusted1 revenue     Adjusted1 EBITDA     Normalised free cash flow1     

Fourth quarter to   2018       2017     Change     2018     2017     Change     2018     2017     Change     

31 March   £m       £m     %     £m     £m     %     £m     £m     %     

BT Consumer     1,289         1,246       3       295       261       13       243       159       53     

EE     1,320         1,259       5       433       316       37       236       107       121     

Business and Public Sector     1,157         1,222       (5 )     362       391       (7 )     340       433       (21 )   

Global Services     1,241         1,422       (13 )     137       204       (33 )     220       95       132     

Wholesale and Ventures     506         541       (6 )     204       220       (7 )     151       147       3     

Openreach     1,289         1,289     -       641       695       (8 )     229       296       (23 )   

Other     -         4     n/m       11       (18 )   n/m       (393 )     (403 )     2     

Intra-group items     (835 )       (855 )     2     -     -     -     -     -     -     

Total     5,967         6,128       (3 )     2,083       2,069       1       1,026       834       23     

Year to 31 March                                                                             

BT Consumer     5,066         4,934       3       1,023       1,012       1       635       709       (10 )   

EE     5,294         5,090       4       1,353       1,156       17       754       570       32     

Business and Public Sector     4,563         4,758       (4 )     1,418       1,528       (7 )     1,136       1,293       (12 )   

Global Services     5,013         5,479       (9 )     434       495       (12 )     118       (245 )   n/m     

Wholesale and Ventures     2,009         2,109       (5 )     754       834       (10 )     509       587       (13 )   

Openreach     5,123         5,098     -       2,520       2,633       (4 )     1,048       1,349       (22 )   

Other     8         10     n/m       3       (13 )   n/m       (1,227 )     (1,481 )     (17 )   

Intra-group items     (3,330 )       (3,396 )     (2 )   -     -     -     -     -     -     

Total     23,746         24,082       (1 )     7,505       7,645       (2 )     2,973       2,782       7     
n/m = not meaningful 
1 See Glossary on page 2 
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BT Group plc 

Overview of the year to 31 March 2018 
OVERVIEW 

Reported revenue has declined 1% to £23,723m. The 3% growth in our consumer businesses was more than offset by decline in 
our enterprise divisions. The main contributor to enterprise revenue decline was Global Services whose reported revenue declined 
9% due to ongoing challenging market conditions and a reduction in IP Exchange volumes and equipment sales in line with our 
strategy to reduce low margin business.  Underlying1 revenue was down 1.0%, lower than our outlook for the full year. 

Adjusted1 EBITDA of £7,505m was down 2%, within the range of our outlook. The decline reflects the lower revenue, costs of 
investment in mobile devices and customer experience along with higher business rates and pension costs, partly offset by cost 
savings. Reported profit before tax was up 11% mainly due to specific items in the prior year.  

Net cash inflow from operating activities was down £1,247m at £4,927m, including £598m higher pension payments in the year, 
£623m higher cash flows relating to specific items and £325m2 of payments in respect of the acquisition of spectrum. Normalised 
free cash flow1, which excludes these pensions, specifics and spectrum payments, was up £191m to £2,973m, exceeding our 
outlook, mainly driven by favourable working capital movements.  

BT and the Trustee of the BT Pension Scheme (BTPS) have reached agreement on the 2017 triennial funding valuation and recovery 
plan. The funding deficit at 30 June 2017 is £11.3bn.  The deficit will be met over a 13 year period, maintaining the remaining 
period of the previous recovery plan, including payments of £2.1bn over the three years to 31 March 2020 and a further £2.0bn 
contribution, due to be funded from the proceeds of the issuance of bonds which will be held by the BTPS.  Over the quarter, we 
also announced the closure of Sections B and C of the BTPS (representing over 99% of the BTPS active membership) to future 
benefit accrual, having reached agreement with our employeesΩ unions. This is now expected to take effect from 30 June 2018. 

STRATEGIC AND OPERATIONAL UPDATE 

Deliver differentiated customer experiences 
Customer experience remains central to our strategy and long-ǘŜǊƳ ƎǊƻǿǘƘΦ hǳǊ ŎǳǎǘƻƳŜǊǎΩ ƻǾŜǊŀƭƭ ǇŜǊŎŜǇǘƛƻƴ ƻŦ .¢ ƛƳǇǊƻǾŜŘ 
for the seventh successive quarter with Group NPS3 increasing by 8.3 points when compared to the 2016/17 baseline. We are also 
ƛƳǇǊƻǾƛƴƎ ǘƘŜ ŎƻƴǎƛǎǘŜƴŎȅ ŀƴŘ ǉǳŀƭƛǘȅ ƻŦ ƻǳǊ ǎŜǊǾƛŎŜ ǿƛǘƘ ƻǳǊ ΨwƛƎƘǘ CƛǊǎǘ ¢ƛƳŜΩ4 performance increasing by 4.3% from the same 
baseline period. Our customer experience performance continues to be underpinned by our investment in the quality of our 
ǎŜǊǾƛŎŜΣ ǘƘŜ ǇŜǊŦƻǊƳŀƴŎŜ ƻŦ ƻǳǊ ƴŜǘǿƻǊƪ ŀƴŘ ƛƴ ŜƴǎǳǊƛƴƎ ƻǳǊ ǇǊƻŘǳŎǘǎ ŜǾƻƭǾŜ ǘƻ ƳŜŜǘ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ŎƘŀƴƎƛƴƎ ƴŜŜŘǎΦ 

Our proactive maintenance programme has continued to reduce the number of faults in the UK copper network, delivering a 3.7% 
reduction compared with last year despite very challenging weather conditions in Q4. Fewer network faults combined with 
improved operational planning has helped us to keep our on time repair performance above 80%. 

As we continue to improve our service levels, fewer customers need to contact us about their service and we have seen a 10% 
reduction in service contacts this quarter compared to Q4 2016/17. For customers who need to call us we are continuing to focus 
on reducing the time it takes to get through with BT Consumer wait times reducing by over a minute to 41 seconds compared to 
Q4 2016/17. We know that we must continue to improve tƭǳǎƴŜǘΩǎ ǇŜǊŦƻǊƳŀƴŎŜ ƛƴ ǘƘƛǎ ŀǊŜŀ ŀƴŘ ǿŜ ƘŀǾŜ ǊŜŘǳŎŜŘ ǿŀƛǘ ǘƛƳŜǎ ōȅ 
over four and a half minutes to 343 seconds between Q3 and Q4 2017/18.  

The use of our digital channels continues to grow, with an increase of over 20% this year in the number of BT Consumer customers 
who have chosen to contact us using online chat compared to Q4 2016/17 and a 60% increase in downloads of the My BT app 
compared to Q4 2016/17. Our Wholesale customers are also using our digital channels more with nearly all Wholesale Ethernet 
orders being taken online.  

5ǳǊƛƴƎ ǘƘŜ ǉǳŀǊǘŜǊΣ 99 ǿƻƴ ǘƘŜ Ψ.Ŝǎǘ bŜǘǿƻǊƪ tŜǊŦƻǊƳŀƴŎŜΩ ŀǿŀǊŘ ŦƻǊ ǘƘŜ ŦƛŦǘƘ ȅŜŀǊ ƛƴ ŀ Ǌƻǿ ŀǘ ǘƘŜ aƻōƛƭŜ bŜǿǎ !ǿŀǊŘǎΣ ǿƘƛƭǎǘ 
tƭǳǎƴŜǘΩǎ ŦƻǳǊ ǳ{ǿƛǘŎƘ нлму ŀǿŀǊŘǎ ƛƴŎƭǳŘŜŘ ǘƘŜ ŀǿŀǊŘ ŦƻǊ Ψ.Ŝǎǘ ±ŀƭǳŜ {LaΩΦ 

EE have again had some of the lowest levels of complaints about their mobile products according to the latest set of Ofcom results. 
IƻǿŜǾŜǊ ǿŜΩǊŜ ŘƛǎŀǇǇƻƛƴǘŜŘ ǘƘŀǘ ŎƻƳǇƭŀƛƴǘǎ ŀōƻǳǘ .¢ ŀƴŘ tƭǳǎƴŜǘ ƘŀǾŜ ǊƛǎŜƴ ŎƻƳǇŀǊŜŘ ǘƻ ǘƘŜ Wǳƭȅ-September period. We are 
determined to return to the long term trend in complaints reduction across all of our brands. 

Our Ethernet delivery performance has continued to improve. On average, it now takes fewer than 35 working days for Openreach 
to provide an Ethernet connection, compared with our MSL of 40 working days, an improvement of 40% compared with Q4 
2016/17.  

Overall, our focus on customer experience has led to an improved performance across 2017/18. We realise there are still many 
areas in which we can improve and will continue to invest in customer experience to achieve this. 
 

1 See Glossary on page 2 
2 The spectrum auction bidding cut across the 2017/18 and 2018/19 financial years. Whilst £325m was on deposit with Ofcom at 31 March 2018, we went on to win 

spectrum for a total price of £304m and the excess deposit balance has since been refunded 

3 Group NPS measures Net Promoter Score in our retail businesses and Net Satisfaction in our wholesale businesses  
4 Measured against Group-ǿƛŘŜ ΨwƛƎƘǘ CƛǊǎǘ ¢ƛƳŜΩ όwC¢ύ ƛƴŘŜȄ 
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Invest in integrated network leadership  

Mobile 

We have launched a new 4G home broadband solution, combining the 4GEE Home Router with a powerful external antenna as 
an alternative for those in rural communities that have yet to be connected with traditional fixed line broadband access or where 
customers can only receive slower fixed broadband speeds. 

hǇŜǊŀǘƛƻƴŀƭƭȅΣ ƻǳǊ ƛƴǾŜǎǘƳŜƴǘ ƛƴ пD ŎƻƴǘƛƴǳŜǎΣ ǿƛǘƘ ƻǳǊ ƎŜƻƎǊŀǇƘƛŎ ŎƻǾŜǊŀƎŜ ǊŜŀŎƘƛƴƎ фл҈ ƻŦ ǘƘŜ ¦YΩǎ ƭŀƴŘƳŀǎǎ as we continue 
to work towards our 95% coverage ambition by the end of December 2020. We expect the rate of coverage growth to reduce as 
we deploy in hard to reach areas.   

Our mobile base is now 29.6m of which 19.6m are on 4G.  In Q4 we added 95,000 postpaid mobile customers, taking the postpaid 
customer base to 17.6m. The number of prepaid customers reduced by 433,000 in Q4 in line with industry trends, taking the base 
to 5.5m.   

In April we secured 40MHz of 3.4GHz spectrum at a cost of £304m allowing us to progress with our 5G plans and strengthening 
our position as the mobile network leader.  

Broadband 

Openreach has passed nearly 27.6m premises with its superfast fibre broadband ƴŜǘǿƻǊƪΣ ǿƘƛŎƘ ŎƻƴǘǊƛōǳǘŜŘ ǘƻ ǘƘŜ DƻǾŜǊƴƳŜƴǘΩǎ 
success in achieving 95% superfast broadband coverage. Openreach achieved 555,000 fibre broadband net connections in Q4, 
bringing the number of homes and businesses connected to nearly 9.8m. Ultrafast speeds, using our FTTP and Gfast network, are 
now available to more than 1.5m premises.   

On 15 February, Openreach announced it will hire 3,500 new trainee engineers over the next 12 months to support its Fibre First 
programme, the largest recruitment drive in OpŜƴǊŜŀŎƘΩǎ ƘƛǎǘƻǊȅΦ ¢ƘŜ ǘǊŀƛƴŜŜǎ ǿƛƭƭ Ƨƻƛƴ ǘƘŜ ¦YΩǎ ƭŀǊƎŜǎǘ ǘŜŀƳ ƻŦ ǘŜƭŜŎƻƳ ŜƴƎƛƴŜŜǊǎ 
working to expand, upgrade, maintain and install new services over the network. 

The UK broadband market1 grew by 100,000 in the quarter, of which our retail share was 2%. Our retail fibre broadband additions 
increased by 202,000 in Q4 taking our base to 5.7m; 61% of our retail customers are now on fibre.  

TV and BT Sport 

After its record performance in the third quarter, BT Sport continued to deliver strong viewing figures across all platforms in Q4, 
ǳǇ мф҈ ȅŜŀǊ ƻƴ ȅŜŀǊΦ tŜǊŦƻǊƳŀƴŎŜ ǿŀǎ ŘǊƛǾŜƴ ōȅ ǘƘŜ ŎƻƴŎƭǳǎƛƻƴ ǘƻ 9ƴƎƭŀƴŘΩǎ ŎǊƛŎƪŜǘ ǘƻǳǊ ƻŦ !ǳǎǘǊŀƭƛŀΣ ǘƘŜ ƪƴƻŎƪ ƻǳǘ ǎǘŀƎŜǎ ƻŦ the 
UEFA Champions League and the Premier League. All of our BT Sport customers are now on a paid tariff, illustrating our 
commitment to monetise our investment in sport.  

During the quarter we were pleased to confirm that BT will continue to show Premier League matches on BT Sport for a further 
three years from the 2019/20 season, adding to the exclusive line-up of premium European football and rugby that sports fans 
already enjoy. The rights will cost £295m per season. We also signed a new three-year deal to continue as the exclusive live 
broadcaster of MotoGP as well as exclusive broadcasting rights for the Vanarama National League for a further three years.  

Transform our operating model 

We continue to make good progress with the EE integration. At the end of our second year we have achieved run rate savings of 
£290m. We remain confident that we will achieve our stated objective of £400m by the end of the fourth year.  Savings have been 
generated from renegotiating supplier terms, insourcing a range of activities EE previously had with third parties across technology 
and business services, rationalising our combined property estate and reducing head office and support employees. Further 
savings are anticipated from the creation of the single Consumer customer facing unit.  

Our previously announced restructuring programme is also on track.  At the end of the year, we have incurred costs of £241m, 
removing over 2,800 roles mainly from managerial and back office areas and achieved savings in the year of £180m.   

During the year we have simplified our organisational structure and strengthened our management teams to support a leaner, 
more agile and focused organisation. 

With the combination of Business and Public Sector and Wholesale and Ventures into Enterprise we now have four clearly defined 
customer facing units for consumers, enterprise, multi-national customers and fixed access networks. The customer facing units 
are supported by Technology, Service and Operations who own the architecture and design, build and operate processes across 
BT. Additionally our corporate functions provide governance, overall management, strategy and transformation, to develop 
strategy and drive transformation initiatives across BT. 

We have also made a number of appointments to the Executive Committee to strengthen our management team. Cathryn Ross, 
former Chief Executive of Ofwat, leads our regulatory affairs function and the relationship with Ofcom, Michael Sherman, joins us 
from Boston Consulting Group to lead our strategy and transformation team and Sabine Chalmers joins us from Anheuser-Busch 
InBev as General Counsel. 

 

1 DSL and fibre, excluding cable 
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Key operational metrics 

Our key operational metrics are as follows: 
 

            

Fourth quarter to 31 March   2018   2017   

Mobile           

Total mobile   29.6m   29.9m   

Net adds           

- Postpaid1   95,000   192,000   

- Prepaid1   (433,000)   (388,000)   

Base           

- Postpaid   17.6m   16.8m   

- Prepaid   5.5m   6.9m   

Postpaid churn1   1.2%   1.1%   

Broadband           

Total broadband2   20.7m   20.4m   

Openreach fibre net adds1   555,000   520,000   

Openreach fibre base   9.8m   7.7m   

Premises passed - superfast fibre broadband network   27.6m   26.5   

- of which premises passed - ultrafast capable   1.5m   0.2m   

Retail fibre net adds1   202,000   211,000   

Retail fibre base   5.7m   4.9m   

TV           

Net (losses) adds1   (16,000)   14,000   

Base   1.74m   1.75m   

Lines           

Openreach   25.1m   25.2m   

Lines sold through BT lines of business   12.8m   13.3m   

Revenue generating units per customer           

BT Consumer1   2.03   1.98   

Average revenue per user (ARPU)           

BT Consumer (rolling 12 month basis)   £41.7   £39.9   

Mobile postpaid1   £26.0   £26.3   

Mobile prepaid1   £4.8   £4.4   

Order intake (rolling 12 month basis)           

Business and Public Sector   £3,391m   £3,369m   

Global Services   £3,845m   £4,604m   

Wholesale and Ventures   £1,418m   £1,956m   

 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
1  Quarterly performance 
2  DSL and fibre, excluding cable 
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OTHER DEVELOPMENTS 

Regulation 
 
Wholesale Local Access (WLA) Market Review 

In March 2018, Ofcom issued its final statement on the Wholesale Local Access (WLA) Market Review. The key features in the new 
ǊŜƎǳƭŀǘƛƻƴΣ ǊǳƴƴƛƴƎ ŦǊƻƳ нлму ǘƻ нлнмΣ ŀǊŜ ŀ ŎƘŀǊƎŜ ŎƻƴǘǊƻƭ ŦƻǊ hǇŜƴǊŜŀŎƘΩǎ плκмл D9! ŦƛōǊŜ ǇǊƻŘǳŎǘ ŦƻǊ ǘƘŜ ŦƛǊǎǘ ǘƛƳŜΣ Ŏƻƴǘƛnued 
price control on the MPF copper product, the removal of the margin squeeze test on fibre broadband and extended quality of 
ǎŜǊǾƛŎŜ ƳŜŀǎǳǊŜ ŦƻǊ ŀƭƭ ŀŎŎŜǎǎ ǇǊƻŘǳŎǘǎΦ .¢ ǿŜƭŎƻƳŜŘ hŦŎƻƳΩǎ ǎǘŀǘŜŘ ƛƴǘŜƴǘƛƻƴ ǘƻ ǎǳǇǇƻǊǘ ƛƴǾŜǎǘƳŜƴǘ ƛƴ ŀ Ŧǳƭƭ ŦƛōǊŜ ƴŜǘǿƻǊƪΦ It 
remains important for us to secure a fair return on investment. ¢ƘŜ ŘƛǊŜŎǘ ŀŘǾŜǊǎŜ ƛƳǇŀŎǘ ƻƴ hǇŜƴǊŜŀŎƘΩǎ revenue and profit 
from directly charge controlled products is expected to be £80m-£120m in 2018/19. ²Ŝ ŜȄǇŜŎǘ ŀŘŘƛǘƛƻƴŀƭ ƛƳǇŀŎǘǎ ƻƴ hǇŜƴǊŜŀŎƘΩǎ 
cost base as a result of meeting the more demanding minimum service levels required in WLA markets and we anticipate a further 
adverse financial impact as a result of market pressure on the wholesale prices of other products not directly charge controlled. 
The net impact at the Group level will depend on the retail market dynamics.  We anticipate some of the price reductions will flow 
through to end customers. 
 
Wholesale Broadband Access (WBA) Market Review 

In June 2017, Ofcom issued a consultation on WBA noting that BT has significant market power in approximately 2% of premises 
and therefore proposed to remove the ŎƘŀǊƎŜ ŎƻƴǘǊƻƭ ƻƴ ².! ǇǊƛŎŜǎΦ ²Ŝ ǊŜǎǇƻƴŘŜŘ ǘƻ hŦŎƻƳΩǎ Ŏonsultation and welcomed their 
recognition that competition is effective for 98% of UK premises. Ofcom have delayed the release of their final conclusions, subject 
to approval by the European Commission. We expect the final statement in July 2018. 

 
Future Telecoms Infrastructure Review  

In late January, we submitted our input to the DCMS on the Future Telecoms Infrastructure Review and we continue to engage 
with the Government and others on this issue.  A report, to be published by the Government in summer 2018, will identify options 
available to promote an attractive and stable environment for investment. 
 
Dark Fibre Access  

In April 2018, Ofcom released a statement confirming that they will not introduce a temporary remedy requiring BT to provide a 
ǊŜǎǘǊƛŎǘŜŘ ŦƻǊƳ ƻŦ ŘŀǊƪ ŦƛōǊŜ όŀǘ ŀƴŘ ōŜƭƻǿ мDōǇǎύ ƛƴ ǘƘŜ ƭŜŀǎŜŘ ƭƛƴŜǎ ƳŀǊƪŜǘǎΦ ¢Ƙƛǎ Ŧƻƭƭƻǿǎ hŦŎƻƳΩǎ Ŏƻƴǎǳƭǘŀǘƛƻƴ ŀǘ ǘƘŜ ŜƴŘ of last 
year, which produced limited interest from stakeholders in a service at low bandwidths. Ofcom have noted that it will be 
considering an enhanced dark fibre as a remedy in the current Business Connectivity Market Review, due to conclude at the end 
ƻŦ aŀǊŎƘ нлмфΦ Lƴ ǘƘŜ ƳŜŀƴǘƛƳŜΣ hǇŜƴǊŜŀŎƘΩǎ h{! CƛƭǘŜǊ /ƻƴƴŜŎǘ ǇǊƻŘǳŎǘΣ ƻŦŦŜǊƛƴƎ ŀn alternative to dark fibre, is now available. 
We have a number of orders already placed and are in detailed discussions with a range of CPs around future deals.  
 
Broadband Universal Service Obligation (USO) 

Following the rejection of our voluntary commitment to deliver universal broadband, the Government laid legislation before 
Parliament, which came into force in April 2018. This sets out the specifications required for the provision of a broadband USO, 
as well as the eligibility criteria. We expect Ofcom to take two years to review with industry how this new obligation will take 
effect, including how it will be funded, who will be tasked with delivering it and what costs it is reasonable for USO providers to 
bear.  We are working closely with Government, Ofcom and industry to help deliver the broadband USO.   

 
Spectrum annual licence fees 

We were successful in our Court of Appeal challenge to the Fees Regulation issued by Ofcom in 2015 that tripled our annual 

licence fees for our 1800MHz spectrum. This challenge, which was supported by other mobile network operators, means that we 

ǿƛƭƭ Ǉŀȅ ǘƘŜ ǇǊŜǾƛƻǳǎ ƭƻǿŜǊ ŦŜŜǎ ǊŀǘŜ ǳƴǘƛƭ hŦŎƻƳ ǎŜǘǎ ǘƘŜ ƴŜǿ ŦŜŜǎΦ Lƴ ǎŜǘǘƛƴƎ ǘƘŜ ƴŜǿ ŦŜŜǎ hŦŎƻƳ Ƴǳǎǘ ŀōƛŘŜ ōȅ ǘƘŜ /ƻǳǊǘΩǎ 

judgment including assessing the impact that increasing fees may have on investment.  We expect Ofcom to consult on this in the 

near future. 

 
Deemed Consent 

We have agreed the majority of compensation payments to other CPs in the year. We continue to estimate the total compensation 
payments will amount to around £300m. 

Investigation into our Italian business 
During the quarter we completed our assessment of the remediation of our internal controls over financial reporting operating in 
and over our Italian business. As of 31 March 2018 for the purposes of US Sarbanes-Oxley Act 2002, we have concluded that these 
controls are now operating effectively. We have filed the local statutory accounts of BT Italia for 2016/17, as well as the tax return. 
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¢ƘŜ ¦YΩǎ ŜȄƛǘ ŦǊƻƳ ǘƘŜ 9¦ 
¢ƘŜ ƛƳǇŀŎǘǎ ƻŦ .ǊŜȄƛǘ ŀǊŜ ǎǘƛƭƭ ǳƴŎŜǊǘŀƛƴ ǿƘƛƭŜ ǘƘŜ ¦YΩǎ ŦǳǘǳǊŜ ǘǊŀŘƛƴƎ ŀƴŘ final transition relationship with the EU is being 
determined. We continued to operate a specific Brexit programme across BT that assesses the impact and implements appropriate 
response plans. ¢ƘŜ ƎǊƻǳǇΩǎ ǇǊƛƴŎƛǇŀƭ Ǌƛǎƪǎ ŀƴŘ ǳƴŎŜǊǘŀƛƴǘƛŜǎ ŀǊŜ ŘƛǎŎƭƻǎŜŘ ƛƴ bƻǘŜ тΦ 

 
Outlook 
For 2018/19, we expect underlying1 revenue to be down around 2% year on year mainly as a result of significant regulatory price 
reductions in Openreach, along with the possible consequential impacts on non charge controlled products.  We also expect an 
impact from our decision to de-emphasise lower margin products, particularly in the enterprise businesses. 
 
Following tougher minimum service levels and significant regulatory price reductions for Openreach coming into effect in 2018/19, 
along with the possible consequential impacts on non charge controlled products, adjusted2 Group EBITDA in 2018/19 is expected 
to be in the range £7.3bn - £7.4bn. 
 
Reported capital expenditure, excluding BDUK clawback, is expected to be around £3.7bn in 2018/19 and then to remain at that 
level in 2019/20 (on an IAS17 basis ς the current leasing standard) as the business increases network investment through 
hǇŜƴǊŜŀŎƘΩǎ CƛōǊŜ CƛǊǎǘ ǇǊƻƎǊŀƳƳŜ ŀƴŘ ŦǳǊǘƘŜǊ пD ŀƴŘ рD ƳƻōƛƭŜ ƴŜǘǿƻǊƪ ōǳƛƭŘΦ IŀǾƛƴƎ ŘŜƭƛǾŜǊŜŘ ƴƻǊƳŀƭƛǎŜŘ ŦǊŜŜ ŎŀǎƘ Ŧƭƻǿ2 in 
2017/18 of £2,973m, almost £200m above the midpoint of our outlook, we expect normalised free cash flow2 for 2018/19 to be 
in the range £2.3bn to £2.5bn. 
  
We expect to buy back only a small number of our shares, in connection with our employee share plans, in 2018/19 following the 
£221m purchased in 2017/18. This was in excess of the £100m initially expected for the 2017/18 buyback as we decided to take 
advantage of market conditions and the opportunity to purchase a significant number of shares in a single transaction by 
participating in the Orange offering in the first half of the year. 
 
Dividends 
We have a comprehensive transformation programme in place to improve our operational and financial performance in what 
remains a competitive market environment, and we are increasing investment to drive convergence and sustain our network 
leadership. We are confident in our strategy and the benefits we expect from the decisive actions we are taking to strengthen our 
competitive position.  
 
However, given the current market and regulatory headwinds and our investment plans, the Board has decided to hold the 
dividend unchanged for this year at 15.4p per share. The Board also expects to hold the dividend unchanged in respect of the next 
two financial years, given our outlook for earnings and cash flow over this period. 
 
The Board remains committed to our dividend policy, which is to maintain or grow the dividend each year whilst reflecting a 
number of factors including underlying medium term earnings expectations and levels of business reinvestment. 
 
As announced at Q2 2017/18, the interim dividend per share in 2018/19 and future years will be fixed at ол҈ ƻŦ ǘƘŜ ǇǊƛƻǊ ȅŜŀǊΩǎ 
full dividend per share. 
 
Subject to shareholder approval, the final dividend will be paid on 3 September 2018 to shareholders on the register at 10 August 
2018. The ex-dividend date is 9 August 2018. The final dividend, amounting to approximately £1,044m (2016/17: £1,050m), will 
be recognised as an appropriation of retained earnings in the quarter to 30 September 2018. 
 
Principal risks and uncertainties (Note 7 to the condensed consolidated financial statements) 
¢ƘŜ ƎǊƻǳǇΩǎ principal risks and uncertainties are disclosed in Note 7. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

1 Including transit, but excluding specific items, foreign exchange movements and the effect of acquisitions and disposals 
2 See Glossary on page 2 



 

9 
 

CHANGES TO REPORTING 
  
IFRS 15 
We will report our financial statements under IFRS 15 from the first quarter of 2018/19. We will adopt IFRS 15 on a modified 
retrospective basis in our 2018/19 financial statements. Accordingly we will not restate prior year comparatives for the effect of 
IFRS 15 but will instead restate our 1 April 2018 opening reserves for the full cumulative impact of adopting this standard. We will 
provide a reconciliation of our primary financial statements under IAS 18 to our primary financial statements under IFRS 15 in our 
Annual Report & Form 20-F 2019. We are in the process of finalising the impact of the standard including the final transition 
adjustment to retained earnings. We have estimated that the likely impact on transition at 1 April 2018 will produce a cumulative 
increase in retained earnings of between £1.1bn and £1.5bn before tax. The corresponding impact will be recorded as a contract 
asset and will lead to an additional one-off cash tax payment split equally between 2018/19 and 2019/20. We will provide detailed 
analysis of the impact of IFRS 15 including proforma restated results for prior quarters by business during Q1 2018/19. 
 

Customer facing units 
We previously announced the combination of our BT Consumer and EE businesses from 1 April 2018 and have recently announced 
the bringing together of our Business and Public Sector and Wholesale and Ventures businesses to form a new business unit, 
Enterprise, and will be reported as such from 1 October 2018. These changes will allow us to accelerate transformation, simplify 
our operating model and strengthen accountabilities. All customer facing units have operated separately during 2017/18 and are 
therefore reported separately.   
 
Key performance indicators 
As announced at Q2, we intend to refresh the operational KPIs that we provide from Q1 2018/19. This will simplify and better 
ŀƭƛƎƴ ǘƘŜƳ ǘƻ ǘƘŜ ƛƴǘŜǊƴŀƭ ƳŜǘǊƛŎǎ ǘƘŀǘ ǿŜ ǳǎŜ ǘƻ ƳŀƴŀƎŜ ǘƘŜ ōǳǎƛƴŜǎǎΣ ŀƴŘ ǘƘŜǊŜŦƻǊŜ ƛƳǇǊƻǾŜ Ǿƛǎƛōƛƭƛǘȅ ƻŦ ǘƘŜ ŘǊƛǾŜǊǎ ƻŦ .¢Ωs 
operational performance. 
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BT Group plc 

Group results for the fourth quarter to 31 March 2018 
 
Income statement 

Reported revenue was down 3% to £5,967m. This includes a £33m adverse impact from foreign exchange movements and a £45m 
reduction in transit revenue.  Underlying1 revenue excluding transit was down 1.4%.  

Reported operating costs of £4,892m were down 11%.  Adjusted1 operating costs, before depreciation and amortisation, of 
£3,884m were down 4%, reflecting the decline in volumes, cost savings and lower customer investment costs partly offset by 
higher business rates and pension costs. This also includes a £26m favourable impact from foreign exchange movements and a 
£42m decrease in transit costs. 

Adjusted1 EBITDA of £2,083m was up 1%. Depreciation and amortisation of £889m was broadly flat.  Reported net finance expense 
was £203m while adjusted1 net finance expense was £148m.  Reported profit before tax was up 98% at £872m mainly due to 
higher specific items in the prior year.  Adjusted1 profit before tax was up 1% at £1,046m. 

The effective tax rate on profit before specific items was 16.6% (Q4 2016/17: 18.6%), with the rate being lower than the standard 
UK corporation tax rate (19%) principally due to a favourable settlement of historic tax issues in India in Q4. 

Reported EPS was 7.3p, up 92%.  Adjusted1 EPS of 8.8p was up 5%.  These are based on a weighted average number of shares in 
issue of 9,909m (Q4 2016/17: 9,945m). 

Specific items (Note 4 to the condensed consolidated financial statements)  

Specific items1 resulted in a net charge after tax of £150m (Q4 2016/17: £459m). The main components include restructuring 
costs of £69m (Q4 2016/17: £nil), EE integration costs of £11m (Q4 2016/17: £123m), property rationalisation costs of £28m (Q4 
2016/17: £nil) and interest expense on pensions of £55m (Q4 2016/17: £51m). Our prior year also included provisions for 
regulatory risks of £400m, primarily relating to Deemed Consent.  

 
Capital expenditure 

Capital expenditure was £951m (Q4 2016/17: £1,022m)2.  The capital expenditure decrease of £71m was a result of lower year on 
year BDUK net grant funding deferrals, decreasing our fixed network investment total by £67m at £430m. Other capital 
expenditure components were flat with £237m spent on customer driven investments and £233m on systems and IT.  

Our base-case assumption for take-up in Broadband Delivery UK (BDUK) areas has increased to 41% of total premises passed and 
we will continue to assess this each quarter. Under the terms of the BDUK programme, we have an obligation to repay or re-invest 
grant funding depending on factors including the level of customer take-up achieved. While we have recognised grant funding of 
£35m (Q4 2016/17: £41m) in line with network build in the quarter, re-invested grant deferral of £16m (2016/17: £nil), we have 
also deferred a further £30m (Q4 2016/17: £120m) to reflect higher take-up levels on a number of contracts. During the quarter 
we also repaid grant funding deferral of £2m, giving a balance at 31 March 2018 of £536m (Q4 2016/17: £446m). 

Free cash flow 

Net cash inflow from operating activities was down £845m at £746m, including £601m higher pension deficit payments in the 
quarter and £325m of payments in respect of the acquisition of spectrum. Normalised free cash flow1, which excludes these 
pensions and spectrum payments, was up £192m at £1,026m mainly driven by favourable working capital movements. A 
reconciliation to our free cash flow is shown in Additional Information on page 46.  

The net cash cost of specific items was £119m (Q4 2016/17: £59m).  This includes restructuring payments of £66m (Q4 2016/17: 
£13m), regulatory payments of £25m (Q4 2016/17: £3m) and EE integration cost payments of £6m (Q4 2016/17: £21m).  After 
specific items and a £47m (Q4 2016/17: £11m) cash tax benefit from pension deficit payments, free cash was an inflow of £629m 
(Q4 2016/17: £786m).  

1 See Glossary on page 2 
2 This consists of gross expenditure of £972m (Q4 2016/17: £943m) which has been reduced by net grant funding of £21m (Q4 2016/17: £79m net grant deferral) 

mainly relating to our activity on the BDUK programme. 
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Net debt and liquidity 

Net debt1 was £9,627m at 31 March 2018, £704m higher than at 31 December 2017.  The increase in the quarter reflects pension 
deficit payments of £0.9bn, dividends paid of £0.5bn and tax payments of £0.2bn. These were offset by reported free cash flows 
of £0.6bn. 

At 31 March 2018 the group held cash and current investment balances of £3.0bn. We repaid a £0.5bn ($1.1bn) loan on 16 January 
2018. At 31 March 2018 short term borrowings of £2.0bn include term debt of £1.4bn repayable during 2018/19. We also held 
£0.6bn collateral for open mark to market positions and overdrafts.  

Our £2.1bn facility, which matures in September 2021, remains undrawn at 31 March 2018.  

Pensions (Note 2 to the condensed consolidated financial statements) 
The IAS 19 net pension position at 31 March 2018 was a deficit of £5.3bn net of tax (£6.4bn gross of tax), compared with £7.9bn 
net of tax (£9.5bn gross of tax) at 31 December 2017.  The decrease in the deficit mainly reflects a refinement to the model used 
to calculate the discount rate (£2.1bn) and pension deficit payments (£0.9bn) over the quarter.  
 
IAS 19 requires that the discount rate is determined by reference to market yields at the reporting date on high quality corporate 
bonds. The currency and term of these should be consistent with the currency and estimated term of the pension obligations. The 
assumption is calculated by applying the projected BTPS benefit cash flows to a corporate bond yield curve constructed based on 
the yield on AA-rated corporate bonds.  In setting the yield curve, judgement is required on the selection of appropriate bonds to 
be included in the universe and the approach used to then derive the yield curve. At 31 March 2018, the discount rate model used 
to select bonds and derive the yield curve was updated to better reflect yields on corporate bonds over the life of the Scheme. A 
key difference is that the revised model excludes bonds which have either an implicit or explicit Government guarantee, which is 
more consistent with the requirements of IAS19, and reflects developing practice. Both the old and revised models are standard 
models developed by our external actuary. The impact of this change is a £2.1bn reduction in the BTPS liabilities. 

  
BT and the Trustee of the BT Pension Scheme (BTPS) have reached agreement on the 2017 triennial funding valuation and recovery 
plan. The funding deficit at 30 June 2017 is £11.3bn, with the increase from the 2014 valuation mostly due to a fall in long-term 
real interest rates. 
  
The deficit will be met over a 13 year period, maintaining the remaining period of the previous recovery plan. The deficit 
contributions have three components: 

ω Payments within the three years to 31 March 2020 totalling £2.1bn, in line with the amount due under the previous 

recovery plan. £850m of this was paid in March 2018 and the remaining £1,250m is to be paid by 30 June 2019. 

ω A further £2.0bn contribution, due to be funded from the proceeds of the issuance of bonds, which will be held by the 

BTPS. The bonds will be issued as soon as practicable. 

ω For the 10 years from 1 April 2020 to 31 March 2030, annual payments of around £900m. 

An important aspect of the agreement relates to lowering the level of investment risk in the Scheme, as well as continuing to de-
risk in the future.  Steps have already been taken to move 15% of the assets from growth assets, such as equities and property, 
to lower-risk investments, such as bonds, providing a substantial reduction in risk for the Scheme and BT. 
 
Further details are set out in a separate announcement. 
 
Over the quarter, we also announced the closure of Sections B and C of the BTPS (representing over 99% of the BTPS active 
membership) to future benefit accrual, which is now expected to take effect from 30 June 2018. Benefits accrued in the BTPS for 
service prior to 1 July 2018 will remain preserved within the BTPS and subject to revaluation in line with the BTPS rules and 
relevant legislation. Over the coming year, we will establish a new 'hybrid' pension arrangement for non-management employees 
(Ψteam membersΩ) leaving the BTPS. It is intended that this new arrangement will combine elements of both defined benefit and 
defined contribution pension schemes and be designed to support those team members on lower pay scales, giving them another 
option for their retirement savings. We will also increase our standard maximum contribution rate to the BTRSS, our main defined 
contribution scheme, to 10%. These changes will reduce the build-up of future defined benefit pension risk. 
 
 

 

  

1 See Glossary on page 2  
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BT Group plc 

Group results for the year to 31 March 2018 
 
Income statement 

Reported revenue was down 1% to £23,723m. This includes an £87m favourable impact from foreign exchange movements and 
a £157m reduction in transit revenue.  Underlying1 revenue excluding transit was down 1.0%.  

Reported operating costs of £20,342m were down 3%.  Adjusted1 operating costs, before depreciation and amortisation, of 
£16,241m were down 1%, reflecting the decline in volumes and cost savings partially offset by increased investment in mobile 
devices, customer experience, higher business rates and pension costs. This includes an £82m adverse impact from foreign 
exchange movements and a £153m reduction in transit costs. 

Adjusted1 EBITDA of £7,505m was down 2%. Depreciation and amortisation was broadly flat at £3,514m.  Reported net finance 
expense was £764m while adjusted1 net finance expense was £546m.  Reported profit before tax was up 11% at £2,616m due to 
higher specific items in the prior year.  Adjusted1 profit before tax was down 2% at £3,444m. 
 
The effective tax rate on profit before specific items for the year is 19.5%, being higher than the standard UK corporation tax rate 
(19%) principally due to disallowable costs and a 0.4% increase in respect of our initial estimate of the impact of US tax reforms. 
 
Reported EPS was 20.5p, up 7%.  Adjusted1 EPS of 27.9p was down 3%.  These are based on a weighted average number of shares 
in issue of 9,911m (2016/17: 9,938m). 

Specific items (Note 4 to the condensed consolidated financial statements) 

Specific items1 resulted in a net charge after tax of £741m (2016/17: £961m). The main components include EE acquisition 
warranty claims of £225m (2016/17: £nil), restructuring costs of £241m (2016/17: £nil), EE integration costs of £46m (2016/17: 
£215m), regulatory costs of £26m (2016/17: £479m) and interest expense on pensions of £218m (2016/17: £209m). Our prior 
year also included a £260m charge in relation to our investigation into our Italian business. 

 
Capital expenditure 

Capital expenditure was £3,522m (2016/17: £3,454m)2. The capital expenditure increase of £68m was primarily a result of 
increased investment in our fixed and mobile networks which was up £77m at £1,728m. Other capital expenditure components 
were down £9m with £980m spent on customer driven investments and £687m on systems and IT. 
 
For the year we have recognised grant funding of £168m (2016/17: £160m), in line with network build, re-invested grant funding 
of £18m (2016/17: £nil) and we have also deferred £112m (2016/17: £188m) following our review of the level of customer take-
up to reflect higher take-up levels on a number of contracts. Grant funding deferral repaid throughout the year was £4m, giving 
a balance at 31 March 2018 of £536m (Q4 2016/17: £446m).   

Free cash flow 

Net cash inflow from operating activities was down £1,247m at £4,927m, including £598m higher pension deficit payments in the 
year, £623m of cash flows relating to specific items and £325m of payments in respect of the acquisition of spectrum. Normalised 
free cash flow1, which excludes these pensions, specifics and spectrum payments, was up £191m at £2,973m mainly driven by 
favourable working capital movements. A reconciliation to our free cash flow is shown in Additional Information on page 46.  
 
The net cash cost of specific items was £828m (2016/17: £205m).  This includes regulatory payments of £267m (2016/17: £3m), 
restructuring payments of £193m (2016/17: £51m) and EE integration cost payments of £54m (2016/17: £72m).  After specific 
items and a £109m (2016/17: £110m) cash tax benefit from pension deficit payments, free cash was an inflow of £1,929m 
(2016/17: £2,687m).  

 

 

1 See Glossary on page 2 
2 This consists of gross expenditure of £3,596m (2016/17: £3,426m) which has been reduced by net grant funding of £74m (2016/17: £28m net grant deferral) mainly 

relating to our activity on the Broadband Delivery UK (BDUK) programme. 
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Operating review 

BT Consumer 
 

    Fourth quarter to 31 March     Year to 31 March     

    2018     2017     Change     2018     2017     Change     

    £m     £m     £m     %     £m     £m     £m     %     

Revenue     1,289       1,246       43       3       5,066       4,934       132       3     

Operating costs     994       985       9       1       4,043       3,922       121       3     

EBITDA     295       261       34       13       1,023       1,012       11       1     

Depreciation & amortisation     57       53       4       8       216       209       7       3     

Operating profit     238       208       30       14       807       803       4       -     

                                                                    

Capital expenditure     92       72       20       28       291       237       54       23     

Normalised free cash flow     243       159       84       53       635       709       (74 )     (10 )   

 
Revenue for the quarter and full year increased 3% driven by growth in Broadband, TV, Sport and Mobile, partially offset by line 
losses. BT Consumer 12-month rolling ARPU increased 5% to £41.7 per month, underpinned by the impact of price increases from 
January 2018 and fibre customer growth. Revenue generating units1 per customer grew 3% to 2.03. 

 
Operating costs in Q4 increased 1% due to higher broadband costs driven by an increase in fibre customers. Along with the 
increase in revenue this resulted in an EBITDA increase of 13% for Q4 and 1% for the year. Operating profit was up 14% for Q4. 
Depreciation and amortisation was up 8% for Q4. 
 
Normalised free cash flow in Q4 was up 53% driven by the timing of supplier payments partly offset by additional capex 
investment. For the year capital expenditure was up 23% and normalised free cash flow was down 10% as capital expenditure and 
working capital phasing offset EBITDA growth and timing of major sports rights deposits. 

 
!ŎǊƻǎǎ .¢Ωǎ ǊŜǘŀƛƭ ŘƛǾƛǎƛƻƴǎ ǿŜ ŀŘŘŜŘ 2,000 broadband customers in Q4, as we continue to focus on value over volume. This is 
demonstrated by the addition of 202,000 superfast fibre customers in Q4, taking our fibre customer base to 5.7m, with 61% of 
our broadband customers now on fibre.  
 
We continue to see encouraging signs from our investment in customer experience as average call waiting times are more than 
one minute shorter than last year at 41 seconds and Ofcom complaints are down by 18% for Broadband compared to last year.  
 
In Q4 we were pleased to confirm that BT will continue to show Premier League matches on BT Sport for a further three years 
from the 2019/20 season, adding to the exclusive line-up of premium European football and rugby that sports fans already enjoy. 
The rights will cost £295m per season. 
 
BT Sport continued to deliver strong viewing figures across all platforms in Q4, up 19% year on year. Performance was driven by 
ǘƘŜ ŎƻƴŎƭǳǎƛƻƴ ǘƻ 9ƴƎƭŀƴŘΩǎ ŎǊƛŎƪŜǘ ǘƻǳǊ ƻŦ !ǳǎǘǊŀƭƛŀΣ ǘƘŜ ƪƴƻŎƪ ƻǳǘ ǎǘŀƎŜǎ ƻŦ ǘƘŜ ¦9C! /ƘŀƳǇƛƻƴǎ [ŜŀƎǳŜ ŀƴŘ ǘƘŜ tǊŜƳƛŜǊ [ŜŀƎue.   
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

1 Revenue generating units are voice lines, broadband, TV and mobile 
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EE 
 

    Fourth quarter to 31 March       Year to 31 March     

    2018     2017     Change       2018     2017     Change     

    £m     £m     £m     %       £m     £m     £m     %     

Revenue     1,320       1,259       61       5         5,294       5,090       204       4     

Operating costs     887       943       (56 )     (6 )       3,941       3,934       7       -     

EBITDA     433       316       117       37         1,353       1,156       197       17     

Depreciation & amortisation     201       181       20       11         776       780       (4 )     (1 )   

Operating profit     232       135       97       72         577       376       201       53     

                                                                      

Capital expenditure     178       164       14       9         628       616       12       2     

Normalised free cash flow     236       107       129       121         754       570       184       32     

 
Revenue for Q4 was up 5% with a 6% increase in postpaid revenue and a 12% increase in fixed broadband revenues, partially 
offset by a 10% reduction in prepaid revenue.  This is the sixth consecutive quarter of revenue growth. For the year, revenue was 
up 4%. 
 
Operating costs were £887m in Q4, down 6%. As expected, EBITDA recovered strongly in Q4, up 37% at £433m, as seasonal 
customer behaviour reduced customer investment costs, and grew 17% over the year. Depreciation and amortisation was £201m 
and therefore operating profit was £232m for Q4. 
 
Capital expenditure was £178m in Q4, up 9%, driven by increased network spend. Normalised free cash flow was £129m higher, 
reflecting increased EBITDA and working capital movements partially offset by higher capex spend. For the year capital 
expenditure was up 2% and normalised free cash flow was up 32%, driven by EBITDA growth. 
 
At the end of the Q4, the total BT Group mobile base was 29.6m.  Following a very strong third quarter performance, we added 
95,000 postpaid mobile customers, taking the postpaid base to 17.6m.  Group postpaid churn was 1.2% reflecting a continuing 
high level of customer loyalty. Our prepaid customers fell by 433,000, in line with industry trends, taking the base to 5.5m.  Our 
4G customer base reached 19.6m.  Monthly mobile ARPU was £26.0 for postpaid customers, down 1% due to the increased 
popularity of SIM-only tariffs, and £4.8 for prepaid customers across the Group.   
 
Our 4G geographic coverage reaches 90҈ ƻŦ ǘƘŜ ¦YΩǎ ƭŀƴŘƳŀǎǎ as we continue to work towards our 95% coverage ambition by 
the end of December 2020. We expect the rate of coverage growth to reduce as we deploy in hard to reach areas. EE continues 
ǘƻ ōŜ ǊŜŎƻƎƴƛǎŜŘ ŀǎ ǘƘŜ ¦YΩǎ ƭŜŀŘƛƴƎ ƳƻōƛƭŜ ƴŜǘǿƻǊƪ ƛƴ ƛƴŘŜǇŜƴŘŜƴǘ ǎǳǊǾŜȅǎΣ ǿƛǘƘ ǘƘŜ ƭŀǘŜǎǘ wƻƻǘaŜǘǊƛŎǎ ǎǳǊǾŜȅ ƴŀƳƛƴƎ 99 ŀǎ ǘhe 
leading mobile network for the ninth consecutive time. 
 
We are continuing to use technology to improve customer experience, and have introduced video-calling in our stores and call 
centres to connect customers with technical experts.   
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Business and Public Sector 
 

    Fourth quarter to 31 March     Year to 31 March     

    2018     2017     Change     2018     2017     Change     

    £m     £m     £m     %     £m     £m     £m     %     

Revenue     1,157       1,222       (65 )     (5 )     4,563       4,758       (195 )     (4 )   

- underlying excluding transit                             (5 )                             (4 )   

Operating costs     795       831       (36 )     (4 )     3,145       3,230       (85 )     (3 )   

EBITDA     362       391       (29 )     (7 )     1,418       1,528       (110 )     (7 )   

Depreciation & amortisation     93       88       5       6       365       352       13       4     

Operating profit     269       303       (34 )     (11 )     1,053       1,176       (123 )     (10 )   

                                                                    

Capital expenditure     83       89       (6 )     (7 )     304       275       29       11     

Normalised free cash flow     340       433       (93 )     (21 )     1,136       1,293       (157 )     (12 )   

 
Both revenue and underlying revenue excluding transit decreased 5% for Q4 and 4% for the year. This was due to the ongoing 
decline in fixed voice and lower equipment sales resulting from our decision to move away from lower margin business and the 
remaining impact of a small number of large public sector contracts coming to an end, but was partially offset by continued growth 
in IP and Mobile. This resulted in SME revenue being down 2%, Corporate revenue down 5% and Public Sector and Major Business 
revenue decreasing 9%. 
 
Foreign exchange movements had a £3m positive impact on Republic of Ireland revenue, where underlying revenue excluding 
transit was up 3% due to the impact of one-off equipment sales in Q4. 
 
Operating costs were 4% lower driven mainly by lower voice product input and legacy contract costs in the prior year. In Q4, our 
cost transformation programmes have resulted in more than 300 leavers which will provide a benefit to the cost base in the 
coming financial year. EBITDA declined 7% for both Q4 and the year following the reduction in revenue. Depreciation and 
amortisation was 6% higher and operating profit was 11% lower. 
 
Capital expenditure decreased £6m for Q4 and increased £29m for the year. Normalised free cash flow was £93m lower in Q4 
reflecting the £29m decrease in EBITDA and the timing of working capital inflows. For the year normalised free cash flow was 
£157m lower, driven by the decrease in EBITDA and revised working capital profile due to wind down of legacy government 
contracts within Public Sector and Major Business, partly offset by increased capital expenditure. 
 
Order intake decreased 20% to £0.8bn for Q4 and was up 1% to £3.4bn on a rolling 12-month basis, due to the signing of a large 
wholesale contract in Republic of Ireland in Q1. 
 
In Q4 we launched Ultrafast Fibre Broadband, powered by Gfast technology, with the initial roll out focusing on SME customers. 
This offers download speeds of up to 314Mbps with a minimum speed guarantee, 24/7 technical help and a next working day fix 
promise.  
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Global Services 
 

    Fourth quarter to 31 March     Year to 31 March     

    2018     2017     Change     2018     2017     Change     

    £m     £m     £m     %     £m     £m     £m     %     

Revenue     1,241       1,422       (181 )     (13 )     5,013       5,479       (466 )     (9 )   

- underlying excluding transit                             (8 )                             (8 )   

Operating costs     1,104       1,218       (114 )     (9 )     4,579       4,984       (405 )     (8 )   

EBITDA     137       204       (67 )     (33 )     434       495       (61 )     (12 )   

Depreciation & amortisation     105       108       (3 )     (3 )     424       439       (15 )     (3 )   

Operating profit     32       96       (64 )     (67 )     10       56       (46 )     (82 )   

                                                                    

Capital expenditure     86       101       (15 )     (15 )     278       361       (83 )     (23 )   

Normalised free cash flow     220       95       125       132       118       (245 )     363     n/m     

 
Revenue for Q4 was down 13% including a £37m negative impact from foreign exchange movements and a £42m decline in transit 
revenue. Underlying revenue excluding transit was down 8%. For the year revenue was down 9% including a £68m positive impact 
from foreign exchange movements and a £134m decline in transit revenue. Underlying revenue excluding transit was down 8% 
for the year.   
 
In Q4 we continued to experience lower general trading across all our regions. Underlying revenue excluding transit was down 
8% in the UK and down 8% in Continental Europe both reflecting lower IP Exchange volumes and equipment sales in line with our 
strategy to reduce low margin business. Underlying revenue was down 9% in the Americas1 which also included the ongoing 
impact of a major customer insourcing services in the US and a large contract in Brazil that has now completed. In AMEA2 
underlying revenue excluding transit was down 4%. 
 
Operating costs were down 9% in Q4 and down 8% for the year mainly reflecting the decline in IP Exchange volumes and 
equipment sales. EBITDA was down £67m for Q4 reflecting certain one-off items in the current year and the prior year one-off 
benefit of approximately £25m arising from a true up of the annual bonus. Excluding these one off items, EBITDA was marginally 
down. For the year EBITDA was down £61m.  
 
Depreciation and amortisation was down 3% in Q4. Operating profit for Q4 was £32m. 
 
Capital expenditure was down 15% for Q4 and 23% for the year as we execute our strategy to become a more asset light business. 
Normalised free cash flow was an inflow of £220m for Q4, up £125m, and £118m for the year, up £363m, both mainly due to the 
prior year impact of unwinding improper working capital transactions in our Italian business 
 
Our total order intake was £1.0bn in Q4, up 12%. On a rolling 12-month basis it was £3.8bn, down 16% year on year, reflecting a 
shift in buyer behaviour, including shorter contract lengths and increased usage-based terms. 
 
[ŀǎǘ ȅŜŀǊ ǿŜ ŀƴƴƻǳƴŎŜŘ ŀ ǎǘǊŀǘŜƎƛŎ ǊŜǾƛŜǿ ƻŦ ƻǳǊ ōǳǎƛƴŜǎǎ ǿƘƛŎƘ ǿŜΩǊŜ ŎŀƭƭƛƴƎ 5ƛƎƛǘŀƭ D{Φ ²Ŝ ǇǊŜǎǎŜŘ ŀƘŜŀŘ ǿƛǘƘ ŀ ǊŜǎǘǊǳŎǘǳǊƛng 
programme to help us compete more effectively, especially in Europe. Our business will focus on a named set of accounts and 
from April 2018 we implemented a new global account management model. We launched a new service, BT Cloud Connect Direct 
for IBM, to provide global businesses with direct access to IBM Cloud via our network. We built a Malware Information Sharing 
Platform (MISP) which enables data to be shared in a secure and trusted way with its partners and other ISPs. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
1 United States & Canada and Latin America (Americas) 
2 Asia Pacific, the Middle East and Africa (AMEA) 
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Wholesale and Ventures 
 

    Fourth quarter to 31 March     Year to 31 March     

    2018     2017     Change     2018     2017     Change     

    £m     £m     £m     %     £m     £m     £m     %     

Revenue     506       541       (35 )     (6 )     2,009       2,109       (100 )     (5 )   

- underlying excluding transit                             (6 )                             (4 )   

Operating costs     302       321       (19 )     (6 )     1,255       1,275       (20 )     (2 )   

EBITDA     204       220       (16 )     (7 )     754       834       (80 )     (10 )   

Depreciation & amortisation     78       79       (1 )     (1 )     311       306       5       2     

Operating profit     126       141       (15 )     (11 )     443       528       (85 )     (16 )   

                                                                    

Capital expenditure     69       72       (3 )     (4 )     229       226       3       1     

Normalised free cash flow     151       147       4       3       509       587       (78 )     (13 )   

 
Revenue for Q4 was down 6% with underlying revenue excluding transit also down 6% reflecting declines in our legacy products. 
For the year, revenue was down 5% with underlying revenue excluding transit down 4%.  
 
In Q4 Managed solutions revenue was down 8% primarily due to continued lower revenue from our Mobile Ethernet Access 
Services contracts. Data and Broadband revenue was down 10% due to the continuing decline in legacy Partial Private Circuits as 
well as both lower volumes and intensifying price competition in the wholesale broadband market. While wholesale Ethernet 
volumes grew, this was partly offset by lower pricing. Voice revenue was down 10% mainly driven by lower volumes. 
 
Our Ventures businesses performed well with revenue growth in Q4 of 6% to £89m. This performance was mainly driven by 
growth in bulk messaging services and Fleet Solutions. We continue to rollout InLinkUK units with 138 installed as at the end of 
Q4. Mobile revenue of £56m was broadly in line with last year.  
 
Operating costs were down 6% and EBITDA decreased 7% in Q4 reflecting the volume decline, particularly in higher margin legacy 
services. For Q4 depreciation and amortisation was down 1%, and operating profit decreased 11%. For the year EBITDA was down 
10%. 
  
Capital expenditure was down 4% in Q4. Normalised free cash flow was £151m for Q4, up 3% on last year. For the year capital 
expenditure was up 1% and normalised free cash flow was £509m reflecting the decline in EBITDA.  
 
Our Q4 order intake of £504m was up 47% for Q4, including a new four-year product deal with KCOM. On a 12-month rolling basis 
order intake was down 28% to £1.4bn as last year benefitted from the five-year wholesale mobile network services deal with 
Virgin Media and the 10-year InLinkUK advertising contract. 
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Openreach 
 

    Fourth quarter to 31 March     Year to 31 March     

    2018     2017     Change     2018     2017     Change     

    £m     £m     £m     %     £m     £m     £m     %     

Revenue     1,289       1,289     -     -       5,123       5,098       25     -     

Operating costs     648       594       54       9       2,603       2,465       138       6     

EBITDA     641       695       (54 )     (8 )     2,520       2,633       (113 )     (4 )   

Depreciation & amortisation     334       355       (21 )     (6 )     1,360       1,369       (9 )     (1 )   

Operating profit     307       340       (33 )     (10 )     1,160       1,264       (104 )     (8 )   

                                                                    

Capital expenditure     394       470       (76 )     (16 )     1,658       1,573       85       5     

Normalised free cash flow     229       296       (67 )     (23 )     1,048       1,349       (301 )     (22 )   

 
Revenue was broadly flat for Q4 and the year. For Q4 we had growth of 16% in fibre broadband revenues offset by lower copper 
line rental and the negative impact of regulatory and commercial price changes of £14m and £29m respectively. For the year we 
had growth of 22% in fibre broadband revenues offset by lower copper line rental. This also includes regulatory and commercial 
price reductions of £65m and £71m respectively. 
 
Operating costs were 9% higher in Q4 and 6% in the year mainly driven by an increase in business rates charged on network assets, 
higher pension charges and investment in new recruits and upskilling our existing engineers to improve customer experience, 
partly offset by efficiencies. EBITDA was down 8% in Q4 and 4% in the year. Depreciation and amortisation was down 6% in Q4 
and 1% in the year due to timing of completing capital investments. As a result, operating profit was down 10% in Q4 and 8% in 
the year. 
 
Capital expenditure was £394m, down £76m or 16% in Q4, driven by lower year on year BDUK net grant funding deferrals1, partly 
offset by an increase in our investment in fibre broadband speed and coverage. Full year capital expenditure was 5% higher driven 
by higher underlying investment in fibre broadband speed and coverage, partly offset by the lower year on year BDUK net grant 
funding deferrals2. 

 
Normalised free cash flow was down 23% in Q4 and 22% in the year due to the increased operating costs and higher underlying 
capital expenditure. 
 
We have seen encouraging results during the year from our investment in customer experience. All 60 copper minimum service 
levels set by Ofcom that were due have been exceeded and we have seen a 3.7% reduction in our copper network faults compared 
with the same period last year. We continue to engage with Ofcom on the new Ethernet minimum service level measures that 
apply from December 2017 to March 2019. 
 
We continue to extend the reach of fibre broadband which is now available to nearly 27.6m premises passed by our superfast 
fibre broadband network.  We have now passed 1m premises with our Gfast network and more than 560,000 with our FTTP 
network meaning more than 1.5m premises are able to connect to an ultrafast (100Mbps+) service. We achieved a record high 
2.1m fibre broadband net connections during the year, with around 555,000 in Q4, and now have nearly 9.8m customers 
connected to fibre (Q4 2016/17: 7.7m). 
 
We started our biggest ever recruitment drive with plans to take on 3,500 new trainee engineers. This will help deliver our Fibre 
First programme announced in the quarter, within which we have committed to make our FTTP network available to three million 
premises by the end of 2020 and 10m by the mid-2020s with the right conditions. 
 
The physical line base reduced by 121,000 in the year, with the number of lines ceased being less than expected due to strong 
fibre demand which reduced the level of churn to alternative networks across the year. 
 

 
 
 
 
 

 
 
1Capital expenditure in Q4 is net of BDUK gross grant funding of £48m (Q4 2016/17: £40m) that was partially offset by an increase in our grant funding deferral of 
£30m (Q4 2016/17: £119m).   
2Capital expenditure for the year is net of BDUK gross grant funding of £179m (2016/17: £159m) that was partially offset by an increase in our grant funding 
deferral of £110m (2016/17: £185m).   
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Condensed consolidated financial statements 

Group income statement 

For the fourth quarter to 31 March 2018  
 

        Before 
specific 

items 

      Specific 
items 

    Total       

        £m       £m     £m       

Revenue         5,967       -       5,967       

Operating costs         (4,773 )       (119 )     (4,892 )     

Operating profit         1,194         (119 )     1,075       

Finance expense         (152 )       (55 )     (207 )     

Finance income         4       -       4       

Net finance expense         (148 )       (55 )     (203 )     

Share of post tax profit (loss) of associates and joint 
   ventures 

      -       -     -       

Profit before tax         1,046         (174 )     872       

Tax         (174 )       24       (150 )     

Profit for the period         872         (150 )     722       

Earnings per share                                   

- basic         8.8   p             7.3   p   

- diluted         8.7   p             7.2   p   

 
Group income statement 

For the fourth quarter to 31 March 2017 
 

        Before 
specific 

items 

    Specific 
items 

  

  Total     

        £m     £m     £m     

Revenue       6,128     (6 )   6,122     

Operating costs       (4,950 )   (534 )   (5,484 )   

Operating profit       1,178     (540 )   638     

Finance expense       (148 )   (51 )   (199 )   

Finance income       3     -     3     

Net finance expense       (145 )   (51 )   (196 )   

Share of post tax (loss) of associates and joint 
   ventures 

      (2 )   - 
  

  (2 )   

Profit before tax       1,031     (591 )   440     

Tax       (192 )   132     (60 )   

Profit for the period       839     (459 )   380     

Earnings per share                         

- basic       8.4 p         3.8 p   

- diluted       8.4 p         3.8 p   
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Group income statement 

For the year to 31 March 2018 
 

        Before 
specific 

items 

      Specific 
items 

    Total       

        £m       £m     £m       

Revenue         23,746         (23 )     23,723       

Operating costs         (19,755 )       (587 )     (20,342 )     

Operating profit         3,991         (610 )     3,381       

Finance expense         (558 )       (218 )     (776 )     

Finance income         12       -       12       

Net finance expense         (546 )       (218 )     (764 )     

Share of post tax profit (loss) of associates and joint 
   ventures 

        (1 )     -       (1 )     

Profit before tax         3,444         (828 )     2,616       

Tax         (671 )       87       (584 )     

Profit for the year         2,773         (741 )     2,032       

Earnings per share                                   

- basic         27.9   p             20.5   p   

- diluted         27.8   p             20.4   p   

 
Group income statement 

For the year to 31 March 2017 
 

        Before 
specific 

items 

    Specific 
items 

  

  Total     

        £m     £m     £m     

Revenue       24,082     (20 )   24,062     

Operating costs       (19,947 )   (948 )   (20,895 )   

Operating profit       4,135     (968 )   3,167     

Finance expense       (607 )   (210 )   (817 )   

Finance income       13     -     13     

Net finance expense       (594 )   (210 )   (804 )   

Share of post tax profit (loss) of associates and joint ventures       (9 )   -     (9 )   

Profit before tax       3,532     (1,178 )   2,354     

Tax       (663 )   217     (446 )   

Profit for the year       2,869     (961 )   1,908     

Earnings per share                         

- basic       28.9 p         19.2 p   

- diluted       28.7 p         19.1 p   
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Group statement of comprehensive income 

For the fourth quarter and year to 31 March 
 

  Fourth quarter to 31 March Year to 31 March 

  2018 2017 2018 2017 

  £m £m £m £m 

Profit for the period 722 380 2,032 1,908 

Other comprehensive income (loss)         

Items that will not be reclassified to the income 
statement: 

        

Remeasurements of the net pension obligation 2,336 1,726 2,160 (2,789) 

Tax on pension remeasurements (388) (319) (346) 416 

Items that have been or may be reclassified 
subsequently to the income statement: 

        

Exchange differences on translation of foreign operations (68) (60) (188) 237 

Fair value movements on available-for-sale assets 3 3 11 (3) 

Fair value movements on cash flow hedges:         

  - net fair value (losses) gains (208) (124) (368) 884 

  - recognised in income and expense 212 39 277 (938) 

Tax on components of other comprehensive income that 
have been or may be reclassified 

(15) 15 1 29 

Other comprehensive profit (loss) for the period, net of 
tax 

1,872 1,280 1,547 (2,164) 

Total comprehensive income (loss) for the period 2,594 1,660 3,579 (256) 
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Group balance sheet 
 

    31 March 
2018 

    31 March 
2017 

    

    £m     £m     

Non-current assets                   

Intangible assets     14,447       15,029     

Property, plant and equipment     17,000       16,498     

Derivative financial instruments     1,312       1,818     

Investments     53       44     

Associates and joint ventures     38       31     

Trade and other receivables     317       360     

Deferred tax assets     1,243       1,717     

      34,410       35,497     

Current assets                   

Programme rights     272       264     

Inventories     239       227     

Trade and other receivables     4,014       3,835     

Current tax receivable     77       73     

Derivative financial instruments     197       428     

Investments     3,022       1,520     

Cash and cash equivalents     528       528     

      8,349       6,875     

Current liabilities                   

Loans and other borrowings     2,281       2,632     

Derivative financial instruments     50       34     

Trade and other payables     7,168       7,437     

Current tax liabilities     83       197     

Provisions     603       625     

      10,185       10,925     

Total assets less current liabilities     32,574       31,447     

                    

Non-current liabilities                   

Loans and other borrowings     11,994       10,081     

Derivative financial instruments     787       869     

Retirement benefit obligations     6,371       9,088     

Other payables     1,326       1,298     

Deferred tax liabilities     1,340       1,240     

Provisions     452       536     

      22,270       23,112     

Equity                   

Ordinary shares     499       499     

Share premium     1,051       1,051     

Own shares     (186 )     (96 )   

Merger reserve     6,647       6,647     

Other reserves     534       884     

Retained earnings (loss)     1,759       (650 )   

Total equity     10,304       8,335     

      32,574       31,447     
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Group statement of changes in equity 

For the year to 31 March 

  Share 
Capital 

Share 
Premium 

Own 
Shares 

Merger 
Reserve 

Other 
Reserves 

Retained 
Earnings 

Total 
Equity 

  £m £m £m £m £m £m £m 

At 1 April 2016 499 1,051 (115) 8,422 685 (430) 10,112 

Profit for the year - - - - - 1,908 1,908 

Other comprehensive income (loss) 
      before tax 

- - - - 1,108 (2,779) (1,671) 

Tax on other comprehensive (loss) 
      income 

- - - - 29 416 445 

Transferred to the income statement - - - - (938) - (938) 

Comprehensive income (loss) - - - - 199 (455) (256) 

Transfer to realised profit - - - (1,775) - 1,775 - 

Dividends to shareholders - - - - - (1,436) (1,436) 

Share-based payments - - - - - 57 57 

Tax on share-based payments - - - - - (6) (6) 

Net buyback of own shares - - 19 - - (155) (136) 

At 1 April 2017 499 1,051 (96) 6,647 884 (650) 8,335 

Profit for the year - - - - - 2,032 2,032 

Other comprehensive income (loss) 
      before tax 

- - - - (545) 2,160 1,615 

Tax on other comprehensive (loss) 
      income 

- - - - 1 (346) (345) 

Transferred to the income statement - - - - 277 - 277 

Comprehensive income (loss) - - - - (267) 3,846 3,579 

Dividends to shareholders - - - - - (1,524) (1,524) 

Share-based payments - - - - - 84 84 

Tax on share-based payments - - - - - (2) (2) 

Net buyback of own shares - - (90) - - (78) (168) 

Transfer to realised profit - - - - (83) 83 - 

At 31 March 2018 499 1,051 (186) 6,647 534 1,759 10,304 



 

24 
 

Group cash flow statement 

For the fourth quarter and year to 31 March 

    Fourth quarter to 31 March   Year to 31 March   

    2018   2017   2018   2017   

    £m   £m   £m   £m   

Cash flow from operating activities                   

Profit before tax   872   440   2,616   2,354   

Share-based payments   21   7   84   57   

Profit on disposal of subsidiaries and interest in associates   -   -   (1)   (16)   

Share of post tax losses of associates and joint ventures   -   2   1   9   

Net finance expense   203   196   764   804   

Depreciation and amortisation   889   953   3,514   3,572   

(Increase) decrease in working capital1   (216)   191   (549)   (112)   

Provisions, pensions and other non-cash movements2   (874)   (29)   (1,029)   57   

Cash inflow (outflow) from operating activities3   895   1,760   5,400   6,725   

Tax paid   (149)   (169)   (473)   (551)   

Net cash inflow (outflow) from operating activities   746   1,591   4,927   6,174   

Cash flow from investing activities                   

Interest received   4   1   7   7   

Dividends received from associates and joint ventures   -   -   -   2   

Net (acquisition) disposal of subsidiaries4, associates and 
   joint ventures 

  (2)   (3)   (23)   51   

Purchases of property, plant and equipment and software   (852)   (923)   (3,362)   (3,145)   

Proceeds on disposal of property, plant and equipment   8   17   21   26   

Purchase of non-current asset investments   -   -   -   (22)   

Sale of non-current asset investments   19   -   19   -   

Purchases of current financial assets   (2,682)   (2,477)   (12,629)   (9,411)   

Proceeds on disposal of current financial assets   3,629   3,316   11,134   10,834   

Net cash inflow (outflow) from investing activities   124   (69)   (4,833)   (1,658)   

Cash flow from financing activities                   

Interest paid   (152)   (155)   (555)   (629)   

Equity dividends paid   (479)   (480)   (1,523)   (1,435)   

Proceeds from bank loans and bonds   3   -   3,760   3   

Repayment of borrowings5   (547)   (733)   (1,401)   (1,805)   

Cash flows from derivatives related to net debt   (120)   (8)   (188)   119   

Net repayment on facility loans   -   (1)   -   (619)   

Proceeds from issue of own shares   4   4   53   70   

Repurchase of ordinary share capital   -   -   (221)   (206)   

Net cash inflow (outflow) from financing activities   (1,291)   (1,373)   (75)   (4,502)   

Net increase (decrease) in cash and cash equivalents   (421)   149   19   14   

Opening cash and cash equivalents   932   360   511   459   

Net increase (decrease) in cash and cash equivalents   (421)   149   19   14   

Effect of exchange rate changes   (12)   2   (31)   38   

Closing cash and cash equivalents6   499   511   499   511   

1   Includes a prepayment of £325m (2016/17: £nil) in respect of the acquisition of Spectrum 
2    Includes pension deficit payments of £856m for the quarter (Q4 2016/17: £255m) and £872m for the year to 31 March 2018 (31 March 2017: £274m)  
3    Includes cash flows relating to TV programme rights 
4    Prior year includes a true up of consideration following the audit of the completion balance sheet relating to the acquisition of EE in 2017 
5   Repayment of borrowings includes the impact of hedging and repayment of lease liabilities  
6   Net of bank overdrafts of £29m at 31 March 2018 (31 March 2017: £17m)  
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Notes to the condensed consolidated financial statements 
 
1 Basis of preparation and accounting policies 

¢ƘŜ ŎƻƴŘŜƴǎŜŘ ŎƻƴǎƻƭƛŘŀǘŜŘ ŦƛƴŀƴŎƛŀƭ ǎǘŀǘŜƳŜƴǘǎ όΨǘƘŜ ŦƛƴŀƴŎƛŀƭ ǎǘŀǘŜƳŜƴǘǎΩύ on pages 19 to 24 comprise the financial results of 
BT Group plc for the quarters and years to 31 March 2018 and 2017 together with the audited balance sheet at 31 March 2018 
and 2017.  The results for the year to 31 March 2018 have been extracted from the 31 March 2018 audited consolidated financial 
statements which have been approved by the Board of Directors. These have not yet been delivered to the Registrar of Companies 
but are expected to be published on 24 May 2018. The financial statements for the fourth quarter are unaudited. 

The financial statements have been prepared in accordance with the accounting policies as set out in the financial statements for 
the year to 31 March 2017 and have been prepared under the historical cost convention as modified by the revaluation of financial 
assets and liabilities (including derivative financial instruments) at fair value. 

¢ƘŜ ŦƛƴŀƴŎƛŀƭ ƛƴŦƻǊƳŀǘƛƻƴ ǎŜǘ ƻǳǘ ŀōƻǾŜ ŘƻŜǎ ƴƻǘ ŎƻƴǎǘƛǘǳǘŜ ǘƘŜ ŎƻƳǇŀƴȅΩǎ ǎǘŀǘǳǘƻǊȅ ŀŎŎƻǳƴǘǎ ŦƻǊ ǘƘŜ ȅŜŀǊǎ ǘƻ ом aŀǊŎƘ нлму ƻr 
2017 but is derived from those accounts. The auditors have reported on those accounts; their reports (i) were unqualified, (ii) did 
not include a reference to any matters to which the auditors drew attention by way of emphasis without qualifying their report 
and (iii) did not contain a statement under section 498 (2) or (3) of the Companies Act 2006 in respect of the accounts for the year 
to 31 March 2018 or 31 March 2017. Statutory accounts for the year to 31 March 2017 were approved by the Board of Directors 
on 11 May 2017, published on 25 May 2017 and have been delivered to the Registrar of Companies.  
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2 Operating results ς by customer facing unit 
 

  
External 
revenue 

Internal 
revenue 

Group  
revenue 

EBITDA 
Operating 

profit  

Fourth quarter to 31 March 2018 £m £m £m £m £m 

BT Consumer 1,271 18 1,289 295 238 

EE 1,310 10 1,320 433 232 

Business and Public Sector 1,128 29 1,157 362 269 

Global Services 1,241 - 1,241 137 32 

Wholesale and Ventures 472 34 506 204 126 

Openreach 543 746 1,289 641 307 

Other 2 (2) - 11 (10) 

Intra-group items - (835) (835) - - 

Total 5,967 - 5,967 2,083 1,194 

            

Fourth quarter to 31 March 2017           

BT Consumer 1,230 16 1,246 261 208 

EE 1,251 8 1,259 316 135 

Business and Public Sector 1,189 33 1,222 391 303 

Global Services 1,422 - 1,422 204 96 

Wholesale and Ventures 504 37 541 220 141 

Openreach 528 761 1,289 695 340 

Other 4 - 4 (18) (45) 

Intra-group items - (855) (855) - - 

Total 6,128 - 6,128 2,069 1,178 

            

  
External 
revenue 

Internal 
revenue 

Group  
revenue 

EBITDA 
Operating 

profit  

            

Year to 31 March 2018 £m £m £m £m £m 

BT Consumer 5,000 66 5,066 1,023 807 

EE 5,257 37 5,294 1,353 577 

Business and Public Sector 4,448 115 4,563 1,418 1,053 

Global Services 5,013 - 5,013 434 10 

Wholesale and Ventures 1,875 134 2,009 754 443 

Openreach 2,145 2,978 5,123 2,520 1,160 

Other 8 - 8 3 (59) 

Intra-group items - (3,330) (3,330) - - 

Total 23,746 - 23,746 7,505 3,991 

            

Year to 31 March 2017           

BT Consumer 4,871 63 4,934 1,012 803 

EE 5,053 37 5,090 1,156 376 

Business and Public Sector 4,636 122 4,758 1,528 1,176 

Global Services 5,479 - 5,479 495 56 

Wholesale and Ventures 1,971 138 2,109 834 528 

Openreach 2,062 3,036 5,098 2,633 1,264 

Other 10 - 10 (13) (68) 

Intra-group items - (3,396) (3,396) - - 

Total 24,082 - 24,082 7,645 4,135 
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3 Operating costs 
 

  Fourth quarter to 31 March Year to 31 March 
  2018 2017 2018 2017 

  £m £m £m £m 

Direct labour costs 1,325 1,252 5,348 5,103 

Indirect labour costs 242 238 927 862 

Leaver costs 13 18 50 86 

Total labour costs 1,580 1,508 6,325 6,051 

Capitalised labour (370) (358) (1,410) (1,276) 

Net labour costs 1,210 1,150 4,915 4,775 

Payments to telecommunications operators 545 644 2,306 2,653 

Property and energy costs 308 300 1,285 1,202 

Network operating and IT costs 243 275 963 983 

Programme rights charges 192 187 763 714 

Other operating costs 1,386 1,503 6,009 6,110 

Operating costs before depreciation, amortisation and 
specific items 

3,884 4,059 16,241 16,437 

Depreciation and amortisation 889 891 3,514 3,510 

Total operating costs before specific items 4,773 4,950 19,755 19,947 

Specific items (Note 4) 119 534 587 948 

Total operating costs 4,892 5,484 20,342 20,895 
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4 Specific items 
 
The group separately identifies and discloses those ƛǘŜƳǎ ǘƘŀǘ ƛƴ ƳŀƴŀƎŜƳŜƴǘΩǎ ƧǳŘƎŜƳŜƴǘ ƴŜŜŘ ǘƻ ōŜ ŘƛǎŎƭƻǎŜŘ ōȅ ǾƛǊǘǳŜ ƻŦ ǘƘŜƛǊ 
ǎƛȊŜΣ ƴŀǘǳǊŜ ƻǊ ƛƴŎƛŘŜƴŎŜ όǘŜǊƳŜŘ ΨǎǇŜŎƛŦƛŎ ƛǘŜƳǎΩύΦ  ¢Ƙƛǎ ƛǎ ŎƻƴǎƛǎǘŜƴǘ ǿƛǘƘ ǘƘŜ ǿŀȅ ǘƘŀǘ ŦƛƴŀƴŎƛŀƭ ǇŜǊŦƻǊƳŀƴŎŜ ƛǎ ƳŜŀǎǳǊŜŘ by 
management and assists in providing a meaningful analysis of the trading results of the group.  Specific items may not be 
comparable to similarly titled measures used by other companies. 
 

    Fourth quarter to 31 March Year to 31 March   

    2018   2017 2018   2017   

    £m   £m £m   £m   

Specific revenue                 

Italian business investigation   -   - -   22   

Regulatory matters   -   6 23   (2)   

Specific revenue   -   6 23   20   

Specific operating costs                 

Restructuring charge   69   - 241   -   

EE acquisition warranty claims   -   - 225   -   

EE integration costs   11   1231 46   215 1  

Property rationalisation costs   28   - 28   -   

Regulatory matters   4   394 26   481   

Italian business investigation   7   15 22   238   

Profit on disposal of business   -   - (1)   (16)   

Out of period irrecoverable VAT   -   2 -   30   

Specific operating costs   119   534 587   948   

Specific operating loss   119   540 610   968   

Interest on out of period irrecoverable VAT   -   - -   1   

Net interest expense on pensions   55   51 218   209   

Net specific items charge before tax   174   591 828   1,178   

Tax credit on specific items   (24)   (112) (87)   (154)   

Tax credit on re-measurement of deferred tax   -   (20) -   (63)   

Net after tax   150   459 741   961   
1 This includes £62m of specific non-cash amortisation relating to the write-off of IT assets as we integrated the BT and EE IT infrastructure 

 
Restructuring charge 

During the year we incurred charges of £241m (2016/17: £nil), primarily relating to leaver costs. These costs reflect projects within 
our group-wide cost transformation programme, and further related charges will be recognised in future years.  
 

EE acquisition warranty claims  

In the year we reached settlements with Deutsche Telekom and Orange in respect of warranty claims under the 2015 EE 
acquisition agreement, arising from the issues previously announced regarding our operations in Italy.  This represents a full and 
final settlement of these issues and results in a specific item charge of £225m (2016/17: £nil). 
 
Regulatory matters 

We recognised a net charge of £49m (2016/17: £479m) in relation to regulatory matters in the year. Of this, £23m is recognised 
in revenue and £26m in operating costs. These are made up of the following: 
 

Deemed Consent 
Lƴ нлмсκмт ŀ ŎƘŀǊƎŜ ƻŦ ϻопнƳ ǿŀǎ ǊŜŎƻƎƴƛǎŜŘ ƛƴ ǊŜƭŀǘƛƻƴ ǘƻ hŦŎƻƳΩǎ aŀǊŎƘ нлмт ŦƛƴŘƛƴƎǎ ƻŦ ƛǘǎ ƛƴǾŜǎǘƛƎŀǘƛƻƴ ƛƴǘƻ ƻǳǊ ƘƛǎǘƻǊƛŎal 
practices on Deemed Consent by Openreach. This included a fine of £42m. We have agreed the majority of compensation 
payments to other Communications Providers in the year and continue to estimate the total compensation payments will 
amount to £300m. 
 
Ladder pricing agreements 
In 2016/17 we recognised revenue and costs of £8m being the prior year impacts of ladder pricing agreements with other UK 
mobile operators following a Supreme Court judgement in July 2014. 
 
Other regulatory matters 
We re-assessed our regulatory risk provision in light of recent regulatory decisions by Ofcom. As a result we have increased 
our net provision by £49m (2016/17: £137m) for the year.  
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EE integration costs  

In the year we incurred £46m (2016/17: £215m) of integration related costs for EE.  
 
Property rationalisation costs 

We have ǊŜŎƻƎƴƛǎŜŘ ŀ ŎƘŀǊƎŜ ƻŦ ϻнуƳ όнлмсκмтΥ ϻƴƛƭύ ǊŜƭŀǘƛƴƎ ǘƻ ǘƘŜ Ǌŀǘƛƻƴŀƭƛǎŀǘƛƻƴ ƻŦ ǘƘŜ ƎǊƻǳǇΩǎ ǇǊƻǇŜǊǘȅ ǇƻǊǘŦƻƭƛƻΦ 
 
Italian business investigation 

In the prior year we recognised a charge of £260m in respect of the investigation into our Italian business.  In 2017/18, we have 
incurred professional costs of £22m relating to the investigation.   
 
Disposal of businesses 

We recognised a profit on disposal of non-core businesses of £1m (2016/17: £16m) 
 

Out of period irrecoverable VAT 

In 2016/17 we recognised a £30m charge for the year for out of period irrecoverable VAT and a further £1m related interest 
charge for the year.  
 

Interest expense on retirement benefit obligation 

For the year we incurred £218m (2016/17: £209m) of interest cost in relation to our defined benefit pension obligations. 
 
Tax on specific items 

A tax credit of £87m (2016/17: £217m) was recognised in relation to specific items and re-measurement of deferred tax. 
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5 Pensions 
 

    31 March 2018         31 March 2017     

    £bn         £bn     

IAS 19 liabilities ς BTPS     (55.8 )         (58.6 )   

Assets ς BTPS     49.9           50.0     

Other schemes     (0.5 )         (0.5 )   

Total IAS 19 deficit, gross of tax     (6.4 )         (9.1 )   

Total IAS 19 deficit, net of tax     (5.3 )         (7.6 )   

                        

Discount rate (nominal)     2.65 %         2.40 %   

Discount rate (real)     (0.44 )%         (0.78 )%   

RPI inflation     3.10 %         3.20 %   

CPI inflation   1.0% below RPI until  
31 March 2023 and 

1.1% below RPI 
thereafter 

  

  

    0.7% below RPI until 
31 March 2019 and 

1.2% below RPI 
thereafter 

    

6 Legal proceedings 

The group is involved in various legal proceedings, including actual or threatened litigation. However, save as disclosed below, the 
group does not currently believe that there are any legal proceedings that may have a material adverse impact on the operations 
or financial condition of the group. In respect of each of the claims below, the nature and progression of such proceedings and 
investigations can make it difficult to predict the impact they will have on the group. There are many reasons why we cannot 
make these assessments with certainty, including, among others, that they are in early stages, no damages or remedies have been 
specified, and/or the often slow pace of litigation. 

Italian business  
CƻƭƭƻǿƛƴƎ ǘƘŜ ƎǊƻǳǇΩǎ ŀƴƴƻǳƴŎŜƳŜƴǘ ǿƛǘƘ ǊŜǎǇŜŎǘ ǘƻ ƻǳǊ ƛƴǾŜǎǘƛƎŀǘƛƻƴ ƛƴǘƻ ƻǳǊ Lǘŀƭƛŀƴ ōǳǎƛƴŜǎǎ ƛƴ WŀƴǳŀǊȅ нлмтΣ ǘƘǊŜŜ ǇǳǊǇƻǊǘed 
securities class action complaints were filed against the company and certain current and former officers in United States courts. 
The two actions brought in New York have since been voluntarily dismissed by the plaintiffs in those actions. On 21 November 
2017, the lead plaintiff in the District of New Jersey action filed an amended complaint brought on behalf of purchasers of BT 
Group ADRs between May 2013 and January 2017, regarding allegations that the company made materially false and/or 
misleading statements during the class period. On 22 January 2018 we filed our motion to dismiss the amended complaint and 
the plaintiffs filed their reply to that motion on 23 March 2018. We filed our response to their reply on 7 May 2018 and expect 
the court to schedule oral argument on the motion. 

The issues in Italy have also resulted in engagement with certain of our regulators and other authorities. We are cooperating fully 
with these bodies.  

Phones 4U  
In December 2016, the administrators of Phones 4U Limited (P4U) started legal proceedings in the High Court in the United 
Kingdom against EE, claiming payments under a retail trading agreement for sums then due in respect of revenues (net of costs) 
from certain customers prior to P4U entering administration. This sharing of revenue under the retail trading agreement was due 
to continue until September 2019, with related payments continuing until April 2021. On 8 May 2018 we reached a confidential 
agreement with the administrators of P4U to settle this matter.  This settlement is in line with the accruals we held to cover 
potential payments required by EE.  

Since 2015 the administrators have separately made allegations that EE and other mobile network operators colluded to procure 
tп¦Ωǎ ƛƴǎƻƭǾŜƴŎȅΦ ²Ŝ ŘƛǎǇǳǘŜ ǘƘŜǎŜ ŀƭƭŜƎŀǘƛƻƴs vigorously and to date no proceedings have been issued. 

Brazilian tax claims  
The Brazilian state tax authorities have made tax demands against certain Brazilian subsidiaries relating to the Tax on Distribution 
of Goods and Services (ICMS), an indirect tax imposed on the provision of telecommunications services in Brazil. The state tax 
authorities are seeking to impose ICMS on revenues earned on activities that the company does not consider as being part of the 
provision of telecommunications services, such as equipment rental and managed services. We have disputed the basis on which 
ICMS is imposed and the rate which the tax authorities are seeking to apply. We currently have 32 ICMS cases with a current 
potential value of £219m all covering assessments made for the period up to 2012, except for one case valued at £1.2m that 
covers the period 2013 to 2016. The judicial process is likely to take many years. There are eight cases, worth approximately £43m, 
that are pending appeal before the Sao Paulo Court of Appeal. A hearing for these eight cases took place on 21 February 2018 and 
a further hearing will take place in the coming months. 
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7 Principal risks and uncertainties (extracted from the BT Group plc Annual Report & Form 20-F 2018) 

Principal risks and uncertainties 

 
The principal risks and uncertainties that affect us could have an impact on our business, brand, assets, revenue, profits, liquidity 
or capital resources. The principal risks we described last year have evolved, and so has our response to them. 
 
Our Enterprise Risk Managemenǘ ŦǊŀƳŜǿƻǊƪ ƎƛǾŜǎ ǊŜŀǎƻƴŀōƭŜ όōǳǘ Ŏŀƴƴƻǘ ƎƛǾŜ ŀōǎƻƭǳǘŜύ ŀǎǎǳǊŀƴŎŜ ǘƘŀǘ ǿŜΩǾŜ ƛŘŜƴǘƛŦƛŜŘ ŀƴŘ 
addressed our biggest risks. However, there may be some risks that are either currently unknown, or currently seen as less 
important but with the potential to become more so in the future. 
 
Events outside BT present both risks and opportunities. We focus our efforts on predicting and reducing risks while aiming to take 
advantage of any opportunities that may emerge. 
 
We recognise the uncertainty that political and geo-political risks present, and have continued to operate a specific Brexit 
programme across BT that looks at how we might be affected and what our response should be. This programme is keeping a 
close watch on developments, and reports to a steering group chaired by our group CFO. 
 
Lƴ ǘƘŜ ǎŜŎǘƛƻƴ ōŜƭƻǿΣ ǿŜ ŜȄǇƭŀƛƴ ǿƘŀǘ ǿŜΩǊŜ ŘƻƛƴƎ ǘƻ ǇǊŜǾŜƴǘ ƻǳǊ Ƴŀƛƴ Ǌƛǎƪǎ ŦǊƻƳ ƳŀǘŜǊƛŀƭƛǎƛƴƎΣ ƻǊ ǘƻ ƭƛƳƛǘ ǘƘŜƛǊ ƛƳǇŀŎǘ ƛŦ ǘƘŜȅΩǊŜ 
unavoidable. Our biggest risks and uncertainties should be considered alongside the risk management process, the forward- 
looking statements in this document and the associated cautionary statement, which you can read below. 

 

OUR PRINCIPAL RISKS 

Compliance risks 

Significant Control Failure 
 
We follow local and international law, including anti-corruption and bribery laws. The UK Bribery Act and US Foreign Corrupt 
Practices Act (FCPA) have extraterritorial reach, so cover our global operations. We also have to make sure we follow trade 
sanctions and import and export controls. We comply with the Modern Slavery Act and follow international standards on human 
ǊƛƎƘǘǎΣ ǎǳŎƘ ŀǎ ǘƘŜ LƴǘŜǊƴŀǘƛƻƴŀƭ [ŀōƻǳǊ hǊƎŀƴƛǎŀǘƛƻƴΩǎ tǊƛƴŎƛǇƭŜǎ ŀƴŘ ǘƘŜ ¦b DǳƛŘƛƴƎ tǊƛƴŎƛǇƭŜǎ ƻƴ .ǳǎƛƴŜǎǎ ŀƴŘ IǳƳŀƴ wƛƎƘǘǎ. 
 
We also face the risks associated with inappropriate and unethical behaviour in local and other markets by our people or 
associates, such as suppliers or agents, which can be difficult to detect. There is also a risk that our controls, which are designed 
to prevent, detect and correct such behaviour, may be circumvented. Controls and procedures, no matter how well designed and 
operated, can provide only reasonable assurance of achieving their objectives and there can be no assurance that any design will 
succeed in achieving its stated goals under all potential conditions, regardless of how remote. 
 
Financial controls, and the assurance that exists over them, play an important part in our ability to prevent and detect 
inappropriate behaviour. Because of its inherent limitations, internal control over financial reporting may not prevent or detect 
misstatements. Therefore even those systems determined to be effective can provide only reasonable assurance with respect to 
financial statement preparation and presentation. 
 

Potential impact 
If our people, or associates like suppliers or agents, breach anticorruption, bribery, sanctions or other legislation there could be 
significant penalties, criminal prosecution and damage to our brand. This could have an impact on future revenue and cash flow 
depending on the nature of the breach, the legislation concerned and any penalties. If we were accused of corruption, bribery, 
human rights abuses, violating sanctions regulations or other laws, it could lead to reputational damage with investors, regulators, 
civil society and customers. A breakdown in our financial control framework could result in financial misstatement. 
 

²ƘŀǘΩǎ ŎƘŀƴƎŜŘ ƻǾŜǊ ǘƘŜ ƭŀǎǘ ȅŜŀǊΚ 
²ŜΩǾŜ ǎŜŜƴ ŀƴ ƛƴŎǊŜŀǎŜ ƛƴ {ǇŜŀƪ ¦Ǉ ό.¢Ωǎ ŎƻƴŦƛŘŜƴǘƛŀƭ ƘƻǘƭƛƴŜ ǎŜǊǾƛŎŜύ ǊŜǇƻǊǘǎ ŀƴŘ ŎƻƴŦƭƛŎǘ ƻŦ ƛƴǘŜǊŜǎǘ ǊŜƎƛǎǘǊŀǘƛƻƴǎΦ Lƴ нлм7/18 
Speak Up reports increased by 63% on the previous year. This is indicative of a culture where people are more aware and confident 
to tell us about their concerns. 
 
In terms of anti-ŎƻǊǊǳǇǘƛƻƴ ŀƴŘ ōǊƛōŜǊȅ ŜƴŦƻǊŎŜƳŜƴǘ ƎŜƴŜǊŀƭƭȅΣ ǿŜΩǾŜ ŎƻƴǘƛƴǳŜŘ ǘƻ ǎŜŜ ŀ ǎǘŜŀdy flow of significant cases from both 
the UK Bribery Act and the FCPA. In the US 11 companies paid a total of $1.92 billion to resolve FCPA cases in 2017. 
 
¢ƘŜǊŜΩǎ ŀƭǎƻ ōŜŜƴ ŀƴ ƛƴŎǊŜŀǎŜ ƛƴ ƭŜƎƛǎƭŀǘƛƻƴ όŜƛǘƘŜǊ ŜƴŀŎǘŜŘ ƻǊ ǇǊƻǇƻǎŜŘύ ǘƻ ŀŘŘǊŜǎǎ ŀƴŘ ǊŜǇƻǊǘ ƻƴ human rights abuses by 
companies. 
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Iƻǿ ǿŜΩǊŜ ƳƛǘƛƎŀǘƛƴƎ ǘƘŜ Ǌƛǎƪǎ 
¢Ƙƛǎ ȅŜŀǊ ǿŜΩǾŜ ƛƳǇƭŜƳŜƴǘŜŘ ŀ ƳŀƧƻǊ ǇǊƻƎǊŀƳƳŜ ƻŦ ǿƻǊƪ ǘƻ ǎǘǊŜƴƎǘƘŜƴ ƻǳǊ ŎƻƴǘǊƻƭǎ ŀƴŘ ŎƻƳǇƭƛŀƴŎŜ ŀŎǘƛǾƛǘƛŜǎΣ ŀƴŘ ŜƴǎǳǊŜ 
awareness of the standards we expect. Following the identification of inappropriate behaviours in our Italian business in the 
summer of 2016, we have also implemented wider controls that monitor our overseas operations in our shared service centres, 
Global Services and at a group level. 
 
²ŜΩǾŜ ǊŜŘŜŦƛƴŜŘ ŀƴŘ ŎƻƳƳǳƴƛŎŀǘŜŘ ƻǳǊ three lines of defence model, and strengthened our controls policies and procedures. 
This covered both financial and non-ŦƛƴŀƴŎƛŀƭ ŎƻƴǘǊƻƭǎΣ ŀƴŘ ǿŜΩǾŜ ǊŜ- mapped our assurance coverage across the three lines of 
defence for our principal risks and uncertainties. This helped us identify opportunities to improve our controls policies and 
ǇǊƻŎŜŘǳǊŜǎΣ ŀǎ ǿŜƭƭ ŀǎ ǘƻ ŜȄǘŜƴŘ ǘƘŜ ŀǎǎǳǊŀƴŎŜ ǘƘŀǘ ƻǇŜǊŀǘŜǎ ƻǾŜǊ ǘƘŜ ŎƻƴǘǊƻƭǎΦ ²ŜΩǊŜ ŀƭǎƻ ōǳƛƭŘƛƴƎ ŀǿŀǊŜƴŜǎǎ ŀƴŘ ǳƴŘŜǊǎǘŀƴŘƛng, 
and all finance employees have completed Financial Statement Fraud awareness training, including a module on how to escalate 
concerns. 
 
²ŜΩǾŜ ŀƭǎƻ Ǉǳǘ ŀ ƴǳƳōŜǊ ƻŦ ƻǘƘŜǊ ŎƻƴǘǊƻƭǎ ƛƴ ǇƭŀŎŜ ǘƻ ŀŘŘǊŜǎǎ Ǌƛǎƪ ƛƴ ǘƘƛǎ ŀǊŜŀΦ ¢ƘŜǎŜ ƛƴŎƭǳŘŜ ŀƴ ŀƴǘƛ-corruption and bribery 
ǇǊƻƎǊŀƳƳŜ ŀƴŘ Ψ¢ƘŜ ²ŀȅ ²Ŝ ²ƻǊƪΩΣ ƻǳǊ ŜǘƘical code, available in 14 languages. We ask all our people to complete training and 
ǎƛƎƴ ǳǇ ǘƻ ¢ƘŜ ²ŀȅ ²Ŝ ²ƻǊƪ ǿƘƛŎƘ ƛƴŎƭǳŘŜǎ ƻǳǊ ȊŜǊƻ ǘƻƭŜǊŀƴŎŜ ǘƻ ōǊƛōŜǊȅ ŀƴŘ ŎƻǊǊǳǇǘƛƻƴΦ ²ŜΩǾŜ ŘŜǾŜƭƻǇŜŘ ŀ ƴŜǿ ƎǳƛŘŜ ǘƘƛǎ ȅŜŀǊ, 
Ψ¢ƘŜ .¢ ²ŀȅΩΣ ǿƘƛŎƘ ōǊƛƴƎǎ ǘƻƎŜǘƘŜǊ ŦƻǊ ƻǳǊ ǇŜƻǇƭŜ Ƙƻǿ ǿŜΩǊŜ ƻǊƎŀƴƛǎŜŘ ŀƴŘ ŘŜƭƛǾŜǊ ŦƻǊ ƻǳǊ ŎǳǎǘƻƳŜǊǎΣ ƻǳǊ ŜǘƘƛŎŀƭ ŎƻŘŜ ŀƴŘ ƻǳǊ 
values. 
 
We have policies covering conflicts of interest, gifts and hospitality, charitable donations and sponsorship. We also run tailored 
training for people in higher-risk roles like procurement and sales. 
 
²Ŝ ǊŜƎǳƭŀǊƭȅ ǿŜƛƎƘ ǳǇ ƻǳǊ ōǳǎƛƴŜǎǎ ƛƴǘŜƎǊƛǘȅ Ǌƛǎƪǎ ǘƻ ƳŀƪŜ ǎǳǊŜ ǿŜΩǾŜ Ǝƻǘ ǘƘŜ ǊƛƎƘǘ ƳƛǘƛƎŀǘƛƻƴ ƛƴ ǇƭŀŎŜΦ ²ŜΩǾŜ ƛƴǘǊƻŘǳŎŜŘ ŀƴ Ethics 
& Compliance Integrity Risk Dashboard. It brings together various indicators to better identify possible emerging trends or 
particular hotspots. The approach draws together various themes to look for patterns and establish any outliers across our 
business. 
 
All Speak Up reports are passed to the director of ethics and compliance for action. Our confidential hotline is operated by a third 
party and is available to employees and third-party contractors who can remain anonymous if they choose to. Any reports received 
direct by BT are also dealt with in accordance with our Speak Up procedures. 
 
Our internal audit team regularly runs checks on our business. External providers also assess areas we think are higher risk (such 
as the use of agents), to make sure people understand our policies and that controls are working.  
 
We do due diligence checks on third parties like suppliers, agents, resellers and distribution. In 2017/18 we completed 32 reviews 
of our existing agents resellers and distributors. We take a risk-based approach to these reviews, which include external reviews, 
internal on-site reviews and desk-based reviews. Our procurement contracts include anti-corruption and bribery clauses. In 
addition all new suppliers, agents, resellers and distributors go through an on-boarding process which includes financial checks 
and the use of our due diligence screening tool. Existing suppliers, agents, resellers and distributors are additionally screened on 
a weekly basis. 
 
Our sanctions policy helps us keep track of trade sanctions and export controls that apply to us. That means all bids involving a 
country which is subject to our sanctions policy requires approval. The policy also mandates everyone in BT to use our internal 
shipping system to arrange international exports, as it runs compliance checks and flags any orders which need an export licence. 
 
We launched a customer due diligence tool which we use when bidding for customer contracts. It identifies human rights risks 
ŀƴŘ ƭƛƴƪǎ ǘƘŜƳ ǘƻ ǘƘŜ ǎŀƴŎǘƛƻƴǎ ŀǇǇǊƻǾŀƭ ǇǊƻŎŜǎǎΦ ²ŜΩǾŜ Ǌǳƴ ǘǊŀƛƴƛƴƎ ŀƴŘ Ŏŀƭƭǎ ǘƻ ǊŀƛǎŜ ŀǿŀǊŜƴŜǎǎ ƻŦ ǘƘŜ ǘƻƻƭΦ ²ŜΩǾŜ ŀƭǎƻ ŎŀǊried 
out human rights impact assessments on our operations in India, Russia and China, and have developed an overarching human 
rights policy for imminent launch. We reported publicly on our most salient human rights risks in our Privacy and Free Expression 
ReǇƻǊǘ ƛƴ нлмрΣ ǿƘƛŎƘ ǿŜΩǊŜ ǳǇŘŀǘƛƴƎ ƛƴ нлму ǘƻ ƛƴŎƭǳŘŜ ǇŀǊǘǎ ƻŦ ƻǳǊ ƛƴǘŜǊƴŀǘƛƻƴŀƭ ōǳǎƛƴŜǎǎΦ hǳǊ IǳƳŀƴ wƛƎƘǘǎ {ǘŜŜǊƛƴƎ DǊƻǳǇ 
ǊŜǾƛŜǿǎ ƻǳǊ ǇǊƻƎǊŀƳƳŜ ŀƴŘ ŘƛǎŎǳǎǎŜǎ ŎǳǊǊŜƴǘ ƛǎǎǳŜǎΦ ²ŜΩǾŜ ŀƭǎƻ ōŜŜƴ ǿƻǊƪƛƴƎ ŎƭƻǎŜƭȅ ǿƛǘƘ ǇŜŜǊǎ ǘƘǊƻǳƎƘ ƻǊƎŀƴƛǎŀǘƛƻƴǎ ƭƛƪŜ ǘƘŜ 
Business Against Slavery Forum and Global Network Initiative. 
 
Despite our efforts, unfortunately not everyone gets it right every time. We disciplined 205 employees in the UK as a result of 
ethical misconduct this year, and 98 left the company. The most common issues related to inappropriate use of company vehicles. 
 

Processing our customers data 
We control and process huge quantities of customer data around the world, so observing data privacy laws is something we take 
ŜȄǘǊŜƳŜƭȅ ǎŜǊƛƻǳǎƭȅΦ LǘΩǎ ŜǎǎŜƴǘƛŀƭ ǘƘŀǘ ƛndividuals and businesses can trust us to do the right thing with their data. 
 
²Ŝ ƳŀƪŜ ǎǳǊŜ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ Řŀǘŀ ƛǎ ǎŜŎǳǊŜΣ ŀƴŘ ǇǊƻǘŜŎǘŜŘ ŀƎŀƛƴǎǘ ōƻǘƘ ƛƴǘŜǊƴŀƭ ŀƴŘ ŜȄǘŜǊƴŀƭ ǘƘǊŜŀǘǎ όŜƎ ŎȅōŜǊŀǘǘŀŎƪǎύΦ .ŜƛƴƎ 
ǘǊǳǎǘŜŘ ǿƛǘƘ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ Řŀǘŀ ƎƻŜǎ ŦǳǊǘƘŜǊ ǘƘŀƴ that though. It means preserving the integrity of the personal data we process, 
ŀƴŘ ƻƴƭȅ ƪŜŜǇƛƴƎ ǘƘŜ ǘƘƛƴƎǎ ǿŜ ƴŜŜŘ ǘƻ ǇǊƻǾƛŘŜ ŎǳǎǘƻƳŜǊǎ ǿƛǘƘ ǘƘŜ ǎŜǊǾƛŎŜǎ ǘƘŜȅΩǾŜ ǎƛƎƴŜŘ ǳǇ ŦƻǊΦ Lǘ ŀƭǎƻ ƳŜŀƴǎ ōŜƛƴƎ ǘǊŀƴǎǇŀrent 
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around how we use customer data, who we share it with, making sure the way we process personal data is legal, fair and in line 
ǿƛǘƘ ŎǳǎǘƻƳŜǊǎΩ ǊƛƎƘǘǎ ŀƴŘ ǿƛǎƘŜǎΣ ŀƴŘ ŜƴǎǳǊƛƴƎ ǘƘŀǘ ǿŜ ŦǳƭŦƛƭ ǘƘŜ ƭŜƎŀƭ ƻōƭƛƎŀǘƛƻƴǎ ǿŜ ƘŀǾŜ ǿƘŜƴ ŎǳǎǘƻƳŜǊǎ ǿŀƴǘ ǘƻ ŜȄŜǊŎƛǎŜ their 
rights under data legislation. As a communications provider we currently operate under a stringent reporting regime to tell the 
¦Y LƴŦƻǊƳŀǘƛƻƴ /ƻƳƳƛǎǎƛƻƴŜǊΩǎ hŦŦƛŎŜ όL/hύ ƛŦ ǿŜ ōŜŎƻƳŜ ŀǿŀǊŜ ƻŦ ŀ ǇŜǊǎƻƴŀƭ Řŀǘŀ ǎŜŎǳǊƛǘȅ ōǊŜŀŎƘΦ ²Ŝ Ƴǳǎǘ ŀƭǎƻ ǘŜƭƭ ŀƴȅ ŀŦŦŜŎted 
individuals as quickly as possible if the incident is likely to have a significant impact on them. On 25 May 2018 EU General Data 
Protection Regulation (GDPR) will come into force. We are in the process of implementing more stringent procedures around data 
protection in order to comply with the GDPR requirements, which may lead to higher regulatory compliance costs. 
 
!ƴ ƛƴŘƛǾƛŘǳŀƭΩǎ ŦǳƴŘŀƳŜƴǘŀƭ ǊƛƎƘǘ ǘƻ ǇǊƛǾŀŎȅ ƛǎ ǊŜŦƭŜŎǘŜŘ ƛƴ ǘƘŜ ŦŀŎǘ ǘƘŀǘ Řŀǘŀ ǇǊƛǾŀŎȅ ƭŀǿǎ ŀǊŜ ƛƴ ŦƻǊŎŜ ƛƴ ƳƻǊŜ ǘƘŀƴ млл Ŏƻuntries. 
The nature of those laws vary across different parts of the world. Increasingly we (and other multinationals) have to show that 
ǿŜΩǊŜ ƘŀƴŘƭƛƴƎ ǇŜǊǎƻƴŀƭ Řŀǘŀ ƛƴ ƭƛƴŜ ǿƛǘƘ ŀ ŎƻƳǇƭŜȄ ǿŜō ƻŦ ƴŀǘƛƻƴŀƭ Řŀǘŀ ƭŀǿǎ ŀƴŘ ǎƻŎƛŜǘȅΩǎ ŜǘƘƛŎŀƭ ŜȄǇŜŎǘŀǘƛƻƴǎΦ 
 

Potential impact 
Failing to stick to data protection and privacy laws could result in regulatory enforcement action, significant fines, class-action, 
prison sentences and the regulator telling us to stop processing data. 
 
On top of that, we could see huge reputational damage and big financial losses. Those losses could come from fines and damages 
if we fail to meet our legal requirements, as well as costs resulting from having to terminate customer contracts and the 
ǎǳōǎŜǉǳŜƴǘ ŎǳǎǘƻƳŜǊ ŎƘǳǊƴΦ /ƻƳǇŀƴƛŜǎ ǿƘƻΩǾŜ ƘŀŘ ƘƛƎƘ ǇǊƻŦƛƭŜ Řŀǘŀ ƛƴŎƛŘŜƴǘǎ ƘŀǾŜ ǎŜŜƴ ŀ ǎƛƎƴƛŦƛŎŀƴǘ ƛƳǇŀŎt to their share price 
and suffered ongoing costs from their non-compliance. 
 

²ƘŀǘΩǎ ŎƘŀƴƎŜŘ ƻǾŜǊ ǘƘŜ ƭŀǎǘ ȅŜŀǊΚ 
¢ƘŜ D5tw ƛǎ ŘŜŜƳŜŘ ƻƴŜ ƻŦ ǘƘŜ ōƛƎƎŜǎǘ ǎƘŀƪŜ ǳǇǎ ƛƴ Řŀǘŀ ƭŀǿ ŦƻǊ ƻǾŜǊ ŀ ŘŜŎŀŘŜΦ LǘΩǎ ōŜŜƴ ŎǊŜŀǘŜŘ ǘƻ ǳǇŘŀǘŜ ǘƘŜ ŜȄƛǎǘƛƴƎ ƭŀǿ ǘo 
ensure that indiǾƛŘǳŀƭǎΩ Řŀǘŀ ƛǎ ǇǊƻǘŜŎǘŜŘ ŀƴŘ ǎŜŎǳǊŜŘ ŀƴŘ ƎƛǾŜǎ ǇŜƻǇƭŜ ŀ ƎǊŜŀǘŜǊ ǎŀȅ ŀǎ ǘƻ Ƙƻǿ ǘƘŜƛǊ Řŀǘŀ ƛǎ ǳǎŜŘΦ Lǘ ŀƭǎƻ ƛƴŎǊŜŀǎŜǎ 
their rights as to how their personal data is kept, used and retained by businesses. The sanctions for breaching the GDPR are 
significantly higher than under the previous regime, which could result in a substantial fine in the event of a breach. 
 
{ŎǊǳǘƛƴȅ ŦǊƻƳ ƴŀǘƛƻƴŀƭ ǊŜƎǳƭŀǘƻǊǎ ƛǎ ƛƴŎǊŜŀǎƛƴƎ ŀǎ ŎƻƳǇŀƴƛŜǎ ŀǊŜ ƳƻƴƛǘƻǊŜŘ ǘƻ ŜƴǎǳǊŜ ǘƘŜȅΩǊŜ ǿƻǊƪƛƴƎ ǘƻǿŀǊŘǎ ŎƻƳǇƭƛŀƴŎŜ ǿƛǘƘ 
the new law. In addition within the last twelve months several large companies have suffered further well publicised data incidents 
and the general trend towards bigger financial penalties has increased. 
 

Iƻǿ ǿŜΩǊŜ ƳƛǘƛƎŀǘƛƴƎ ǘƘŜ Ǌƛǎƪǎ 
²ŜΩǾŜ ŎǊŜŀǘŜŘ ŀ ŎƻƳǇƭƛŀƴŎŜ ǇǊƻƎǊŀƳƳŜ ǘƻ ǊŜview all activities that involve customer data across the business in light of the new 
regulatory requirements. Our focus will be on protecting our systems, enhancing our operational processes to protect customer 
data, and refreshing our training so that our people understand the importance of the data they handle. 
 
We also want to give our people the tools they need to make everyday risk-based decisions around privacy and data protection 
without it being a burden or making their job more complicated. If we Řƻ ǘƘŀǘΣ ǘƘŜǊŜΩǎ ŀ ƳǳŎƘ ōŜǘǘŜǊ ŎƘŀƴŎŜ ƻŦ Řŀǘŀ ŎƻƳǇƭƛŀƴŎŜ 
ōŜŎƻƳƛƴƎ ΨōǳǎƛƴŜǎǎ ŀǎ ǳǎǳŀƭΩΦ CƻǊ ŜȄŀƳǇƭŜΣ ǳǎƛƴƎ tǊƛǾŀŎȅ LƳǇŀŎǘ !ǎǎŜǎǎƳŜƴǘǎ ǿƘŜƴ ǿŜ ŘŜǾŜƭƻǇ ƴŜǿ ǇǊƻŘǳŎǘǎ ŀƴŘ ǎŜǊǾƛŎŜǎ ƳŀƪŜǎ 
sure everyone understands privacy issues from the start and builds in the right controls, without any operational impact. 
 
The Chief Privacy Officer and her team champion privacy awareness, and are responsible for undertaking monitoring and 
assurance to make sure data compliance is embedded within the business. Our mitigations against cyberattacks are described in 
our Security and resilience risk. 
 

Health, safety and wellbeing 
Our people are crucial to our business and if they feel safe, healthy and happy they will perform better for our customers and our 
shareholders. Working to reduce the risk of harm to our people helps us comply with health and safety laws wherever we operate. 
 
Many of our people, especially our UK engineers, work for much of the time in community settings where we have limited control 
over the working environment. Much of the network is carried above ground level and temporary work at height is a major risk 
for us ς over the course of a year our people will undertake more than 35 million climbing jobs. All of our people work in a fast 
paced and highly competitive sector where change is constant and psychological pressures are significant. Managing physical and 
psychological hazards is therefore complex. 
 

Potential impact 
We work to make sure our people go home safely every day. Any health and safety failure could result in injury to our people or 
members of the public, financial penalties, and/or reputational damage. 
 
¢ƘŜ ǿŜƭƭōŜƛƴƎ ƻŦ ƻǳǊ ŎƻƭƭŜŀƎǳŜǎ ƛǎ ƛƳǇƻǊǘŀƴǘ ƛŦ ǿŜΩǊŜ ǘƻ ǘǊŀƴǎŦƻǊƳ ƻǳǊ ōǳǎƛƴŜǎǎ ǿƘƛƭŜ ŎƻƴǘƛƴǳƛƴƎ ǘƻ ǊŜŎǊǳƛǘΣ ǊŜǘŀƛƴ ŀƴŘ ŜƴƎŀƎe our 
workforce to deliver a great customer experience and grow the business. An adverse reaction to change could impact talent 
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retention, resulting in a loss of critical skills and greater need for external recruitment, which would add cost to the business. Poor 
engagement also raises the risk of general industrial unrest and action. 
 
²ƘŀǘΩǎ ŎƘŀƴƎŜŘ ƻǾŜǊ ǘƘŜ ƭŀǎǘ ȅŜŀǊΚ 
Changes in technology and working practices help to reduce the physical risks to our people. For example, the shift from copper 
to fibre in the network means our work involves less heavy manual labour, reducing the risk of musculo-skeletal disorders as a 
result. Conversely, people increasingly seek to attribute common health problems to past work activity with the aim of securing 
compensation, and the regulatory environment is getting harsher. 
 
Lƴ ǇŀǊŀƭƭŜƭΣ ŀ ŎƘŀƴƎŜ ƛƴ ƻǳǊ ǿƻǊƪŦƻǊŎŜ ƛǎ ƛƴŎǊŜŀǎƛƴƎ Ǌƛǎƪǎ ƛƴ ŀǊŜŀǎ ǎǳŎƘ ŀǎ ŘǊƛǾƛƴƎΦ ²ŜΩǾŜ ƘŀŘ ŀ ƳŀǘǳǊŜ ǿƻǊƪŦƻǊŎŜ ǿƛǘƘ ƭƛǘǘƭŜ labour 
turnover for many years. That cadre is reaching retirement age at the same time as demand for our products and services is 
ƛƴŎǊŜŀǎƛƴƎΣ ŀƴŘ ǎƻ ǿŜΩǊŜ ǊŜŎǊǳƛǘƛƴƎ ƭŀǊƎŜ ƴǳƳōŜǊǎ ƻŦ ȅƻǳƴƎŜǊ ǇŜƻǇƭŜΦ ¢ƘŜ ƴŜǿ ƛƴǘŀƪŜ Ƙŀǎ ŀ ŘƛŦŦŜǊŜƴǘ Ǌƛǎƪ ŀǘǘƛǘǳŘŜΣ ŎƻƳōƛƴŜŘ ǿith 
less experience, so we need to make sure we put in additional safeguards with less reliance on expertise and individual judgement. 
 
The pace of upgrading the network, fixed and mobile, has continued to accelerate. That increases our civil engineering workload 
and the hazards and risks associated with that type of work. The Grenfell Tower fire has raised awareness of fire issues ς ǿŜΩǾŜ 
ǊŜǾƛŜǿŜŘ ŎƭŀŘŘƛƴƎ ŀŎǊƻǎǎ ǘƘŜ .¢ ŜǎǘŀǘŜ ŀƴŘ ǿŜΩǊŜ ŜȄŀƳƛƴƛƴƎ ŀ ǊŀƴƎŜ ƻŦ ƻǘƘŜǊ ŀǎǇŜŎǘǎ ƻŦ ŦƛǊŜ ǎŀŦŜǘȅΦ 
 
¢ƘŜ ǇŀŎŜ ŀƴŘ ǎŎŀƭŜ ƻŦ ŎƘŀƴƎŜ ǿƛǘƘƛƴ ǘƘŜ ōǳǎƛƴŜǎǎ Ƙŀǎ ŀƭǎƻ ŎƻƴǘƛƴǳŜŘ ǘƻ ŀŎŎŜƭŜǊŀǘŜ ŀƴŘ ǿŜΩǊŜ ŀǿŀǊŜ ǘƘƛǎ Ƙŀǎ ŀ ǇǎȅŎƘƻƭogical impact 
on our people. The risk of epidemic disease is constant; this year our main focus has been on pneumonic plague and influenza. 

 
Iƻǿ ǿŜΩǊŜ ƳƛǘƛƎŀǘƛƴƎ ǘƘŜ Ǌƛǎƪǎ 
²ŜΩǾŜ Ǝƻǘ ŀ ŎƻƳǇŀƴȅǿƛŘŜ ŀƴŘ .ƻŀǊŘ-endorsed health, safety and wellbeing strategy which has been refreshed this year. The 
Board receives a bi-annual report which tracks key performance indicators and which forms the basis of a discussion of emerging 
issues. The strategy is cascaded through the chief executive to the operational businesses, each of which formulates its own plans 
and targets on an annual basis. 
 
At an operational level, our managers take responsibility for making sure their teams know how to comply with health and safety 
standards. We monitor compliance using annual licensing, scheduled refresher training, competency assessments and 
accreditation processes for higher-risk groups. All our people undertake training in basic health and safety. Progress is monitored 
by a companywide health, safety & wellbeing forum chaired by the Group HR Director. Professional input is provided through a 
central centre of expertise which supplements advisers in the operational units. 
 
¢Ƙƛǎ ȅŜŀǊ ǿŜΩǾŜ ŎƻƳǇƭŜǘŜŘ ŀ ƭƛŀōƛƭƛǘȅ ǊŜǾƛŜǿ ŀƴŘ ŀ ƳŀǘŜǊƛŀƭ ŎƻƴǘǊƻƭǎ ŀǳŘƛǘΣ ōƻǘƘ ƻŦ ǿƘƛŎƘ ƘƛƎƘƭƛƎƘǘŜŘ ŎƻƳǇŜǘŜƴŎy, accreditation 
ŀƴŘ ŀǎǎǳǊŀƴŎŜ ŀǎ ŀǊŜŀǎ ŦƻǊ ŀǘǘŜƴǘƛƻƴΦ ²ŜΩǊŜ ǳƴŘŜǊǘŀƪƛƴƎ ŀ ŎƻƳǇǊŜƘŜƴǎƛǾŜ ǊŜǾƛǎƛƻƴ ƻŦ ƻǳǊ ƘŜŀƭǘƘ ŀƴŘ ǎŀŦŜǘȅ ǘǊŀƛƴƛƴƎΣ ǿƛǘƘ ŀƴ 
emphasis on higher-Ǌƛǎƪ ŀŎǘƛǾƛǘƛŜǎΦ ²Ŝ ƳŀƪŜ ǎǳǊŜ ǘƘŀǘ ǘǊŀƛƴƛƴƎ ƛǎ ŜȄǘŜǊƴŀƭƭȅ ŀŎŎǊŜŘƛǘŜŘ ǿƘŜǊŜ ǇƻǎǎƛōƭŜ ŀƴŘ ǿŜΩǊŜ ŜȄtending the 
ŀŎŎǊŜŘƛǘŀǘƛƻƴ ƻŦ ƻǳǊ ƳŀƴŀƎŜƳŜƴǘ ǎȅǎǘŜƳǎ ǿƘŜǊŜ ŀǇǇǊƻǇǊƛŀǘŜΦ ²ŜΩǾŜ ŀŘƻǇǘŜŘ ŀ ǘƘǊŜŜ ƭƛƴŜǎ ƻŦ ŘŜŦŜƴŎŜ ŀǇǇǊƻŀŎƘ ŀƴŘ ǿŜΩǊŜ 
ŜƴƘŀƴŎƛƴƎ ƻǳǊ ŦƛǊǎǘ ŀƴŘ ǎŜŎƻƴŘ ƭƛƴŜǎ ƻŦ ŀǎǎǳǊŀƴŎŜ ŀǎ ŀ ǊŜǎǳƭǘ ƻŦ ŀǳŘƛǘ ǊŜŎƻƳƳŜƴŘŀǘƛƻƴǎΦ ²ŜΩǊŜ ǇǊƻŎǳǊƛƴƎ ŀ ƴŜǿ L¢ ǎȅǎǘŜƳ ǿƘƛŎƘ 
will help us better capture and share information. 
 
We provide comprehensive support to our people to enhance their wellbeing. We provide extensive guidance on promoting good 
physical, psychological and emotional health. We launched this year a major programme on healthy change management. We 
ǘǊŀƛƴ ƻǳǊ ƳŀƴŀƎŜǊǎ ǘƻ ƛŘŜƴǘƛŦȅ ǘƘŜ ŜŀǊƭȅ ǎƛƎƴǎ ƻŦ ŘƛǎǘǊŜǎǎ ŀƴŘ Ƙƻǿ ǘƻ ŘŜŀƭ ǿƛǘƘ ǘƘŜƳΦ ¢Ƙƛǎ ȅŜŀǊ ǿŜΩǾŜ ǎǳǇǇƭŜƳŜƴǘŜŘ ǘƘŀǘ ǿƛǘƘ a 
ǇŜŜǊ ǎǳǇǇƻǊǘ ǎŎƘŜƳŜ ǘƘŀǘ ǳǎŜǎ ƻǳǊ ǇŜƻǇƭŜǎΩ ŜȄǇŜǊƛŜƴŎŜ ƻŦ ƳŜƴǘŀƭ ƛƭƭ ƘŜŀƭǘƘ ǘƻ ƘŜƭǇ ǘƘŜƛǊ Ŏƻƭleagues. We provide funded treatment 
services for mental health and musculo-skeletal disorders and have achieved a 95% rehabilitation rate. 

 
Competition and technology risks 
Our markets are characterised by intensifying competition from established players and new entrants. This competition 
compounds some of the external challenges that we see in the market place, notably: 

¶ Fixed broadband and mobile connectivity nearing saturation, with most segments of the UK telecoms markets now 

growing below the rate of inflation; 

¶ Customers seeking fast migration from higher-margin legacy products to fully digitised, converged, secure, faultless 

solutions; 

¶ Efficient markets demanding clear differentiation for premium pricing, driving price deflation of basic connectivity and 

data; 

¶ High exit barriers, prolonging and intensifying competition even when selected companies in the sector are struggling to 

generate economic returns. 
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Technology change is also a key characteristic of our sector. We need to be able to identify emerging technologies, assess how 
customers will adopt these technologies, and invest accordingly, frequently a long-time before the demand materialises. We also 
need to respond to changes in the use of existing technology, such as the exponential growth the sector has seen in data 
consumption and network capacity requirements. 

 
Potential impact 
Intensified competition can result in lower volumes and/or prices than we currently forecast.   If we do not respond effectively to 
competition then we can lose market share, revenue and/or profit. 
 
In addition, new technology developments can lead to accelerated obsolescence of our current products, increased investment 
requirements, new sources of competition and/or the deterioration of our competitive position. This in turn can result in lower 
volumes and prices, stranded assets and higher costs. A failure to invest optimally in technology today can have implications for 
our market position and ability to generate future returns. 

 
²ƘŀǘΩǎ ŎƘŀƴƎŜŘ ƻǾŜǊ ǘƘŜ ƭŀǎǘ ȅŜar? 
Set against a challenging economic climate, in which the outlook for the UK economy has deteriorated, our leading 
competitors have been very active over the last 12 months. Important developments included: 

¶ ±ƛǊƎƛƴ aŜŘƛŀΩǎ ŎƻƴǘƛƴǳŜŘ ŜȄǇŀƴǎƛƻƴ ƻŦ ƛǘǎ ¦Y ƴetwork; 

¶ ±ƻŘŀŦƻƴŜΩǎ ƳƻǾŜ ƛƴǘƻ ŦƛōǊŜΣ ƛƴŎƭǳŘƛƴƎ ǘƘŜ C¢¢I ǇŀǊǘƴŜǊǎƘƛǇ ǎƛƎƴŜŘ ǿƛǘƘ /ƛǘȅCƛōǊŜΤ 

¶ Hyperoptic securing £100m of funding to expand its UK network; 

¶ ΨȊŜǊƻ-ǊŀǘŜŘΩ ƳƻōƛƭŜ Řŀǘŀ ǇǊƻǇƻǎƛǘƛƻƴǎ ƭŀǳƴŎƘŜŘ ōȅ IоD ŀƴŘ ±ƻŘŀŦƻƴŜΤ 

¶ {ƪȅΩǎ ŎƻƴǘƛƴǳŜŘ ǎǳŎŎŜǎǎ ǿƛǘƘ bƻǿ-TV; 

¶ ¢ŀƭƪ¢ŀƭƪΩǎ ŜŦŦƻǊǘǎ ǘƻ ƎǊƻǿ ƛǘǎ ōǊƻŀŘōŀƴŘ ǎǳōǎŎǊƛōŜǊ ōŀǎŜ ǳƴŘŜǊ ŀ ƴŜǿ ǎǘǊŀǘŜƎȅΦ 
 
Technological developments and changing customer preferences also continue to create risk to our business model. For 
example: 

¶ While mobile data usage continues to grow, prices per gigabyte of network traffic have continued to fall. The on-going 
profitability of our mobile operations hinges on our being able to successfully monetise mobile data growth in the face of 
strong competition; 

¶ Support for a large-scale deployment of FTTP infrastructure among key stakeholders has increased. However, there is still 
material uncertainty as to whether a viable economic case can be found for large-scale deployment. The economic case for 
FTTP remains challenging given superfast broadband coverage now exceeds 90% and the majority of end-users are currently 
only willing to pay a low premium for additional speeds. 

 
Iƻǿ ǿŜΩǊŜ ƳƛǘƛƎŀǘƛƴƎ ǘƘŜ Ǌƛǎƪǎ 
²ŜΩǾŜ ŜǾƻƭǾŜŘ ƻǳǊ ǎǘǊŀǘŜƎȅ ǘƻ ǊŜŦƭŜŎǘ ǘƘƛǎ ŜƴǾƛǊƻƴƳŜƴǘΣ ǿƛǘƘ ǊŜƴŜǿŜŘ ŦƻŎǳǎ ƻƴΥ 

¶ delivering differentiated customer experiences; 

¶ investing in integrated network leadership; 

¶ transforming our operating model. 
 
We believe this is the best way for us to stay ahead of our competitors and to generate long-term, sustainable value growth. 
²ŜΩǊŜ ŀƭǎƻ ǿƻǊƪing with stakeholders to help develop an environment that both encourages and facilitates investment in a 
large-scale FTTP environment. 
 
We also keep a close eye on technology developments that could impact us achieving our strategic goals, including through our 
Board Technology Committee. This Committee, chaired by the CEO, agrees our technology strategies, monitors emerging trends 
and oversees technology risk management across the group. 

 
Communications industry regulation 
Regulation affects much of what we do. 
 
In the UK, where Ofcom identifies competition concerns in communications markets, it can set rules requiring us to provide 
certain services on specified terms to our customers. Ofcom reviews markets regularly and can introduce, extend, relax or 
remove rules as a result of its findings. It has powers to conduct specific investigations about market behaviour, including price 
levels. In addition, Ofcom can set out rules for spectrum auctions and to ensure consumer protection in the sector. 
 
Ofcom will investigate our compliance with regulatory requirements and can impose fines and restitution on us if we fail to 
comply. 
 
CƻƭƭƻǿƛƴƎ ǘƘŜ DƻǾŜǊƴƳŜƴǘΩǎ ǊŜƧŜŎǘƛƻƴ ƻŦ ƻǳǊ ǾƻƭǳƴǘŀǊȅ ŎƻƳƳƛǘƳŜƴǘΣ ŀ ōǊƻŀŘōŀƴŘ ǳƴƛǾŜǊǎŀƭ ǎŜǊǾƛŎŜ ǿƛƭƭ ƴƻǿ ōŜ ŘŜƭƛǾŜǊŜŘ 
through a regulatory obligation. We acknowledge the impact that this will have on industry and the risks attached to a 
regulatory broadband USO. We will work hard with Ofcom to find a solution that works for our customers and society, and that 
minimises the distortions for industry. 
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hŦŎƻƳ ŀƭǎƻ Ƙŀǎ ǇƻǿŜǊǎ ǘƻ ǊŜƎǳƭŀǘŜ ǘƘŜ ǘŜǊƳǎ ƻƴ ǿƘƛŎƘ ǿŜΩǊŜ ǎǳǇǇƭƛŜŘ ǿƛǘƘ ŎŜǊǘŀƛƴ ǎŜǊǾƛŎŜǎ ōȅ ƻǘƘŜǊǎ ς for instance, mobile call 
termination ς and can sort out disputes between us and other communications providers about the terms on which services 
are supplied. Appeals of regulatory decisions also give rise to risks (and opportunities). 
 
Outside the UK, regulation defines where and how we are able to compete through licensing rules and defining the terms on 
which we are able to access networks of incumbent operators.  
 
Potential impact 
Some of our revenue comes from supplying wholesale services to markets where Ofcom has found us to have significant market 
power. Most of this revenue relates to services where regulation requires us to cut average prices each year by a specific, real-
term percentage for a three-year period. 
 
Where other telecoms providers ask Ofcom to resolve disputes with us, there is a risk that Ofcom may set the prices at which 
we supply services, make us provide additional services and/or impact how we structure our business. In some circumstances, 
Ofcom can adjust past prices and make us pay back amounts to wholesale customers. 
 
Regulation outside the UK can hit our revenue too. For example, overly-restrictive licensing requirements or ineffective 
regulation of access to other networks mean we might not be able to compete fairly.  Regulation can also define and control 
the terms of access to necessary regulated inputs, which raises our costs. 

 
²ƘŀǘΩǎ ŎƘŀƴƎŜŘ ƻǾŜǊ ǘƘŜ ƭŀǎǘ year? 
Ofcom has concluded market reviews in relation to wholesale narrowband access, wholesale local access and wholesale 
broadband access. They have also decided not to impose a temporary remedy requiring BT to provide a restricted form of dark 
fibre (at and below 1Gbit/s) in the leased lines markets, but will consider this again in their upcoming business connectivity 
market review. We have summarised this in the Regulation section. 
 
²Ŝ ǎǳŎŎŜǎǎŦǳƭƭȅ ŀǇǇŜŀƭŜŘ hŦŎƻƳΩǎ .ǳǎƛƴŜǎǎ /ƻƴƴŜŎǘƛǾƛǘȅ aŀǊƪŜǘ wŜǾƛŜǿ ό./MR) statement to the Competition Appeal Tribunal 
which found in our favour and remitted the decision back to Ofcom. It has also started its next market review on BCMR. 
 
In the retail market, Ofcom also expressed concerns in relation to the prices charged to voice-ƻƴƭȅ ŎǳǎǘƻƳŜǊǎΦ ²ŜΩǾŜ ǊŜǎǇƻƴŘŜŘ 
ǘƻ hŦŎƻƳΩǎ ŎƻƴŎŜǊƴǎ ōȅ ŀƎǊŜŜƛƴƎ ǘƻ Ŏǳǘ ǘƘƻǎŜ ǇǊƛŎŜǎΦ ²ŜΩǾŜ ŀƭǎƻ ƛƴǘǊƻŘǳŎŜŘ ŀƴ ŀǳǘƻƳŀǘƛŎ ŎƻƳǇŜƴǎŀǘƛƻƴ ǎŎƘŜƳŜ ŦƻǊ ǎƭƻǿ 
repairs, missed appointments and delayed installations. Ofcom has also revised the General Conditions and the changes will 
come into force in October 2018. 
 
!ƭƻƴƎǎƛŘŜ ǘƘŜ ǎǘŀƴŘŀǊŘ ŎȅŎƭŜ ƻŦ ƳŀǊƪŜǘ ǊŜǾƛŜǿǎΣ ǿŜΩǾŜ ōŜŜƴ ǿƻǊƪƛƴƎ ƘŀǊŘ ǘƻ ŘŜƭƛǾŜǊ ƻƴ ǘƘŜ /ƻƳƳƛǘƳŜƴǘǎ made to Ofcom in 
aŀǊŎƘ нлмт ŀǎ ǇŀǊǘ ƻŦ ƛǘǎ 5ƛƎƛǘŀƭ /ƻƳƳǳƴƛŎŀǘƛƻƴǎ wŜǾƛŜǿΦ ²ŜΩǾŜ ƳŀŘŜ ǎƛƎƴƛŦƛŎŀƴǘ progress in this area, and have now 
introduced changes to our internal processes to ensure that we comply with both the letter and spirit of the commitments. 

 
Iƻǿ ǿŜΩǊŜ ƳƛǘƛƎŀǘƛƴƎ ǘƘŜ Ǌƛǎƪǎ 
We have a strong team of regulatory and policy specialists. Together with legal experts, compliance and operational teams they 
guard against potential risks and look for opportunities to positively shape the regulatory regime at the right time and in the 
right way. They engage regularly with regulators, Government, consumer organisations and other key stakeholders to build 
trust and to understand their outlook. They communicate our positions in a clear, consistent and straightforward way. Their 
insight also helps us to forecast future regulatory outcomes. We can then build sensible assumptions into our financial plans 
and investment decisions. 
 
We push for clear, predictable and proportionate regulation that enables BT to succeed by delivering what customers and 
society want. Whenever there are market reviews, charge controls, disputes or investigations, we submit evidence and analysis. 
This helps us manage the risks around decisions in any particular year. 
 
We can judicially review regulatory decisions and appeal to the Competition Appeal Tribunal. We can also raise disputes or 
complain (under the relevant regulatory framework or competition law) where we have problems getting access to wholesale 
services or to other access networks. 
 
²ŜΩǊŜ ŀƭǎƻ ǿƻǊƪƛƴƎ ƘŀǊŘ ǘƻ ŘŜƭƛǾŜǊ ŀ ƎǊŜŀǘ ŎǳǎǘƻƳŜǊ ŜȄǇŜǊƛŜƴŎŜΣ ƎƻƛƴƎ ōŜȅƻƴŘ ƻǳǊ Ƴƛƴimum regulatory obligations. 
 

Political 
Across our operations we are exposed to the effects of political and geopolitical risks, in particular: 
ς  Lƴ ǘƘŜ ¦YΣ ƛƴǘŜǊƴŜǘ ŀŎŎŜǎǎ ƛǎ ƛƴŎǊŜŀǎƛƴƎƭȅ ǎŜŜƴ ŀǎ ŀƴ ŜǎǎŜƴǘƛŀƭ ǇŀǊǘ ƻŦ ǇŜƻǇƭŜΩǎ ƭƛǾŜǎΦ !ǎ ŀ ǊŜǎǳƭǘΣ political debate continues to 
focus on network coverage, quality and speed of service, as well as broader issues of online safety and security. As well as 
ǇǊƻǾƛŘƛƴƎ ŀ ŎǊƛǘƛŎŀƭ ŜƭŜƳŜƴǘ ƻŦ ǘƘŜ ¦YΩǎ ƴŀǘƛƻƴŀƭ ƛƴŦǊŀǎǘǊǳŎǘǳǊŜΣ ōƻǘƘ ŦƛȄŜŘ ŀƴŘ ǿƛǊŜƭŜǎǎΣ ǿŜΩǊŜ ŀƭǎƻ engaged in supporting high-
profile programmes such as BDUK and the Emergency Services Network. 
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ς  ¢ƘŜ ǊŜǎǳƭǘ ƻŦ ǘƘŜ ¦Y ǊŜŦŜǊŜƴŘǳƳ ǘƻ ƭŜŀǾŜ ǘƘŜ 9ǳǊƻǇŜŀƴ ¦ƴƛƻƴ όΨ.ǊŜȄƛǘΩύ ǎƛƎƴƛŦƛŎŀƴǘƭȅ ƛƴŎǊŜŀǎŜŘ ǇƻƭƛǘƛŎŀƭ ǳƴŎŜǊǘŀƛƴǘȅΦ ¢Ƙƛǎ 
continues to impact political debates around the United Kingdom, such as the possibility of a second Scottish Independence 
referendum and the complex situation in Northern Ireland including border matters. 
ς  Outside the UK, political and geopolitical risk can impact our business through changes in the regulatory and competitive 
landscape ς ŀƴ ŜȄŀƳǇƭŜ ƛǎ ǘƘŜ ¦{ !ŘƳƛƴƛǎǘǊŀǘƛƻƴΩǎ ŎƘŀƴƎŜŘ ŀǇǇǊƻŀŎƘ ǘƻ ǘǊŀŘŜ ǇƻƭƛŎȅ - but also as a direct threat to our people 
and assets as a result of social unrest or a breakdown in the rule of law. 

 
Potential impact 
Political uncertainty can have direct financial consequences across the economy, impacting for example foreign exchange rates, 
the availability and cost of capital, interest rates and also resulting in changes in the tax regime. For BT specifically, the most 
ǎƛƎƴƛŦƛŎŀƴǘ ƛƳǇŀŎǘ ƻŦ ǇƻƭƛǘƛŎŀƭ Ǌƛǎƪ ƛǎ ƛǘǎ ǇƻǘŜƴǘƛŀƭ ƛƴǘŜǊŀŎǘƛƻƴ ǿƛǘƘ ǎƻƳŜ ƻŦ ƻǳǊ ƻǘƘŜǊ tǊƛƴŎƛǇŀƭ wƛǎƪǎΦ Lƴ ǘƘŜ ¦YΣ ǿŜΩǊŜ ǎŜeing an 
increasing overlap between political debate and the regulatory environment, with the potential that our Communications 
Industry Regulation risk increases as a result. 
 
¢ƘŜ ƛƳǇŀŎǘǎ ƻŦ .ǊŜȄƛǘ ŀǊŜ ǎǘƛƭƭ ǳƴŎŜǊǘŀƛƴ ǿƘƛƭŜ ǘƘŜ ¦YΩǎ ŦǳǘǳǊŜ ǘǊŀŘƛƴƎ ŀƴŘ ǘǊŀƴǎƛǘƛƻƴ ǊŜƭŀǘƛƻƴǎƘƛǇ ǿƛǘƘ ǘƘŜ EU is determined, 
albeit the agreement in principle on a number of withdrawal measures was welcome, notably the commitment to protect the 
rights of EU citizens living in the UK and vice versa. There is the potential for our costs to increase, for example through any 
changes required to our systems to reflect new taxes or customs duties or other processes. Our regulatory risk could increase 
if there were to be future divergence with the EU regime. Our suppliers may face disruption as a result of challenges in their 
own organisations and supply chains. Also, delivering a great customer experience and great network will become more 
challenging if it is harder for us to recruit and retain skilled talent and to source sufficient construction workforce. The UK 
economy may also suffer as a result of this uncertainty. 
 
Geopolitical risk outside the UK can most clearly impact our Communications Industry Regulation risk, but also our Security and 
Resilience risks where it poses a threat to the continuity of our operations. 

 
²ƘŀǘΩǎ ŎƘŀƴƎŜŘ ƻǾŜǊ ǘƘŜ ƭŀǎǘ ȅŜŀǊΚ 
This has been a complex year, given the 2017 General Election, EU Withdrawal Bill, Brexit negotiations and other policy 
measures. A second Scottish Independence Referendum became less imminent as the SNP has a significantly reduced number 
of Scottish seats (albeit a majority still).  
 
In December 2017, the Government reached agreement in principle with the EU on divorce measures around people, money 
and Irish border principles; negotiations yearly in 2018 focused on finalising withdrawal issues and also moved on to transition 
and trading arrangements. What trading relationship the UK/EU will end up with and by when is unclear. 
 
Lƴ ǘƘŜ ¦YΣ ǘƘŜ ŎƻƴŎƭǳǎƛƻƴ ƻŦ hŦŎƻƳΩǎ 5ƛƎƛǘŀƭ /ƻƳƳǳƴƛŎŀǘƛƻƴǎ wŜǾƛŜǿ ό5/wύ Ƙŀǎ ǊŜǎƻƭǾŜŘ ǎƻƳŜ ƻŦ ǘƘŜ uncertainties that affected 
BT 12 months ago. The agreement we reached with Ofcom at the conclusion of the review has led to the creation of a new, 
independent board for Openreach, which is working well.  
 
Openreach is doing its own independent work to plan its fibre rollout, in open consultation with the rest of the industry. The 
Government has now established a Future Telecoms Infrastructure Review, which we hope can provide additional certainty for 
companies and investors about how the policy and regulatory framework can promote long-term decision-making and, as a 
consequence, underpin future 5G and fibre deployment. 

 
Iƻǿ ǿŜΩǊŜ ƳƛǘƛƎŀǘƛƴƎ ǘƘŜ Ǌƛǎƪǎ  
We maintain strong engagement with the UK Government, key departments, MPs, peers, the media and with business and 
consumer bodies. We also engage closely with governments and politicians in Brussels and in our key markets around the world. 
We seek to inform public debate around telecommunications through fact-based evidence concerning the market and our role 
within it. 
 
WŜΩǾŜ ǇǊƻƎǊŜǎǎŜŘ ǘƘŜ ǇǊƻƎǊŀƳƳŜ ŀŎǊƻǎǎ ǘƘŜ ōǳǎƛƴŜǎǎ ǘƻ ƘŜƭǇ ǳǎ ǳƴŘŜǊǎǘŀƴŘ ŀƴŘ ƳŀƴŀƎŜ ǘƘŜ Ǌƛǎƪǎ ŀǎǎƻŎƛŀǘŜŘ ǿƛǘƘ .ǊŜȄƛǘΦ ¢Ƙƛǎ 
also considered other potential impacts such as those associated with a second Scottish Independence referendum, and the 
bƻǊŘŜǊ ǉǳŜǎǘƛƻƴǎ ƻƴ ǘƘŜ ƛǎƭŀƴŘ ƻŦ LǊŜƭŀƴŘΣ ŀƴŘ ƛǎ ƭŜŘ ōȅ ŀ ǎǘŜŜǊƛƴƎ ƎǊƻǳǇ ŎƘŀƛǊŜŘ ōȅ ǘƘŜ DǊƻǳǇ /ChΦ ²ŜΩǾŜ ŀƭǎƻ ƻŦŦŜǊŜŘ ƻǳǊ ǾƛŜws 
to Government, Parliament and business groups on related policy areas, such as R&D, data flows, trade and people/skills 
matters. 
 
Outside the UK, our Public Affairs and regulatory teams work to help support governments and regulators in ensuring that 
markets work in an open and fairly regulated way for the benefit of customers and competition. Geopolitical risks are closely 
monitored, with our security and business continuity teams particularly focused on protecting our people and our assets. 
 
¢ƘŜǊŜ ŎƻƴǘƛƴǳŜǎ ǘƻ ōŜ ǎƛƎƴƛŦƛŎŀƴǘ ǳƴŎŜǊǘŀƛƴǘȅ ŦƻƭƭƻǿƛƴƎ ǘƘŜ ¦YΩǎ ǾƻǘŜ ǘƻ ƭŜŀǾŜ ǘƘŜ 9ǳǊƻǇŜŀƴ ¦ƴƛƻƴ ό9¦ύΦ ²Ŝ ŀǊŜ ƳŀƪƛƴƎ ǎǳǊŜ 
ǘƘŀǘ ǿŜΩǊŜ ǇǊŜǇŀǊŜd for the final outcome of negotiations between the UK and the EU. We also wish to help inform the debate 
where relevant to our sector and our company. 
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How we managed the risk 
We decided early on that we needed to understand what risks and opportunities Brexit might create for us, so ahead of the 
vote we set up a programme bringing together functions across the business. 
 
We then ramped up the activity after the vote, forming a steering group chaired by the group CFO. Over the last two years or 
so, it has overseen work that is being done by various sub-projects. These are looking at areas such as the tax, people, 
procurement, systems, regulatory and commercial impacts of Brexit.  
 
¢Ƙƛǎ ȅŜŀǊ ǿŜΩǾŜ ŎƻƴǘƛƴǳŜŘ ǘƻ ƻŦŦŜǊ ƻǳǊ ǾƛŜǿǎ ǘƻ ƎƻǾŜǊƴƳŜƴǘ ƻƴ ǊŜƭŀǘŜŘ ǇƻƭƛŎȅ ŀǊŜŀǎΣ ƛƴŎƭǳŘƛƴƎ ǊŜǎǇƻƴŘƛƴƎ ǘƻ tŀǊƭƛŀƳŜƴǘŀǊȅ 
inquiries and consultation documents (on migration and on trade for instance), and working with business and sector 
ŀǎǎƻŎƛŀǘƛƻƴǎ ǘƻ ŜȄǇƭŀƛƴ ƛǎǎǳŜǎΦ ²ŜΩǾŜ ŀƭǎƻ ǇǊƻƎǊŜǎǎŜŘ ƻǳǊ ŎƻƴǘƛƴƎŜƴŎȅ ǇƭŀƴƴƛƴƎΣ ƛƴŎƭǳŘƛƴƎ ƛŘŜƴǘƛŦȅƛƴƎ ǿƘŜƴ ǿŜ ƳƛƎƘǘ ƴŜŜŘ ǘƻ 
put these plans into effect. 

 
The result, and what we learnt 
The nature of the Brexit negotƛŀǘƛƻƴǎ ƘŀǾŜ ŎǊŜŀǘŜŘ ŀ ǇŜǊƛƻŘ ƻŦ ǇǊƻƭƻƴƎŜŘ ǳƴŎŜǊǘŀƛƴǘȅΦ ¢ƘŜ ǊŜŀŘƛƴŜǎǎ ǿƻǊƪ ǘƘŀǘ ǿŜΩǾŜ 
undertaken across the business means we can provide confidence of our resilience to our people, our customers and our 
suppliers. 

 
Pensions 
We have a large funding ƻōƭƛƎŀǘƛƻƴ ǘƻ ƻǳǊ ŘŜŦƛƴŜŘ ōŜƴŜŦƛǘ όΨ5.Ωύ ǇŜƴǎƛƻƴ ǎŎƘŜƳŜǎΦ ¢ƘŜ ƭŀǊƎŜǎǘ ƻŦ ǘƘŜǎŜΣ ǘƘŜ .¢ tŜƴǎƛƻƴ {ŎƘŜƳŜ 
(BTPS or Scheme), represents over 97% of our pension obligations. The BTPS faces similar risks to other UK DB schemes: things 
like future low investment returns, high inflation, longer life expectancy and regulatory changes may all mean the BTPS becomes 
more of a financial burden. 

 
Potential impact 
The next valuation of the BTPS is scheduled to take place as at 30 June 2020 and an increase in the pension deficit may have an 
impact on the level of deficit payments we are required to make into the Scheme. Indirectly it may also have an adverse impact 
on our share price and credit rating. 
 
Any deterioration in our credit rating would increase our cost of borrowing and may limit the availability or flexibility of future 
funding for the group, thereby affecting our ability to invest, pay dividends or repay debt as it matures. 

 
²ƘŀǘΩǎ ŎƘŀƴƎŜŘ ƻǾŜǊ ǘƘŜ ƭŀǎǘ ȅŜŀǊΚ 
The actuarial valuation of the Scheme as at 30 June 2017 was announced in May 2018. This provides certainty over the level of 
cash contributions required until the next triennial valuation is concluded, taking place no later than 30 June 2020. As part of 
ǘƘŜ ŀŎǘǳŀǊƛŀƭ ǾŀƭǳŀǘƛƻƴΣ ǿŜ ǊŜǾƛŜǿŜŘ ǘƘŜ {ŎƘŜƳŜΩǎ ŀǇǇǊoach to investing assets with the Trustee. We agreed to changes which 
should help protect the BTPS from volatile investment returns and high inflation by investing in a way which provides greater 
ŎŜǊǘŀƛƴǘȅ ƻǾŜǊ ǘƘŜ {ŎƘŜƳŜΩǎ ŀōƛƭƛǘȅ ǘƻ ƳŜŜǘ ōŜƴŜŦƛǘ ǇŀȅƳŜƴǘǎ over the longer term. 
 
When a valuation is calculated, the funding position is affected by the financial market conditions at the valuation date. When 
determining expected future returns on the Scheme assets, different factors are taken into account, including yields (or returns) 
on government bonds. If assets returns are lower than expected over the period to the next valuation, or a lower future 
investment return assumption is adopted at the 30 June 2020 valuation, the deficit would likely increase, potentially leading to 
a higher level of future deficit payments. 
  
In March 2018, we announced the closure of Sections B and C of the BTPS to future benefit accrual (which represents more 
than 99% of the BTPS active membership), having reached agreement with the relevant Unions. Although we will establish a 
new hybrid pension arrangement for non-management employees in the BTPS at closure, the changes reduce the financial risks 
associated with providing future defined benefit pension accrual. We currently expect to close the BTPS from 30 June 2018. 

 
Iƻǿ ǿŜΩǊŜ ƳƛǘƛƎŀǘƛƴƎ ǘƘŜ Ǌƛǎƪǎ 
The investment performance and liability experience are regularly reviewed by both us and the Trustee of the BTPS. We also 
consider the associated risks and possible mitigations. The investment strategy aims to partly mitigate the impact of increases 
in the liabilities, for example by investing in assets that will increase in value if future inflation expectations rise. The assets held 
are also well diversified, softening the impact of sharp drops in the value of individual asset classes. This helps us maintain a 
reasonable balance of risk and return. 
 
Our financial strength and cash generation provide a level of protection against the impact of changes in the funding position 
of the BTPS. The funding liabilities also include a buffer against future negative experience, as legislation requires that we 
calculate liabilities on a prudent basis. 
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Financial risk 
Lƴ ŎƻƳƳƻƴ ǿƛǘƘ ƻǘƘŜǊ ƳŀƧƻǊ ƛƴǘŜǊƴŀǘƛƻƴŀƭ ōǳǎƛƴŜǎǎŜǎΣ ǿŜΩǊŜ ŜȄǇƻǎŜŘ ǘƻ ŀ ǾŀǊƛŜǘȅ ƻŦ ŦƛƴŀƴŎƛŀƭ ǊƛǎƪǎΦ ¢ƘŜǎŜ ƛƴŎƭǳŘŜ ǘǊŜŀǎǳǊȅ Ǌƛsks, 
which arise principally from market risk (including interest rate risk and foreign exchange risk), credit risk, and liquidity risk. They 
also include tax risk, principally that we need to understand fully the current and future tax consequences of business decisions 
to comply with tax rules and avoid financial and reputational damage.  

 
Potential impact 
If there is an adverse movŜƳŜƴǘ ƛƴ ŦƻǊŜƛƎƴ ŜȄŎƘŀƴƎŜ ŀƴŘ ƛƴǘŜǊŜǎǘ ǊŀǘŜǎ ǘƘŜǊŜ ŎƻǳƭŘ ōŜ ŀ ƴŜƎŀǘƛǾŜ ƛƳǇŀŎǘ ƻƴ ǘƘŜ ƎǊƻǳǇΩǎ 
ǇǊƻŦƛǘŀōƛƭƛǘȅΣ ŎŀǎƘ ŦƭƻǿΣ ŀƴŘ ōŀƭŀƴŎŜ ǎƘŜŜǘΦ {ŜƴǎƛǘƛǾƛǘȅ ƛƴ ǘƘŜ ƛƴŎƻƳŜ ǎǘŀǘŜƳŜƴǘ ŀƴŘ ǎƘŀǊŜƘƻƭŘŜǊǎΩ Ŝǉǳƛǘȅ ŀǊƛǎƛƴƎ ŦǊƻƳ ƛƴǘŜǊŜst 
rate and foreign exchange volatility is shown in note 27 to the Consolidated Financial Statements. 
 
¢ƘŜ ŦŀƛƭǳǊŜ ƻŦ ¢ǊŜŀǎǳǊȅ ŎƻǳƴǘŜǊǇŀǊǘƛŜǎ ǘƻ ƘƻƴƻǳǊ ŦƛƴŀƴŎƛŀƭ ƻōƭƛƎŀǘƛƻƴǎ ŎƻǳƭŘ ƘŀǾŜ ŀƴ ŀŘǾŜǊǎŜ ƛƳǇŀŎǘ ƻƴ ǘƘŜ ƎǊƻǳǇΩǎ ƭƛǉǳƛŘƛǘȅ (for 
example from the loss of cash deposits) and profitability (for example from increased finance expenses). A deterioration in 
ƭƛǉǳƛŘƛǘȅ ŎƻǳƭŘ ƘŀǾŜ ŀƴ ŀŘǾŜǊǎŜ ƛƳǇŀŎǘ ƻƴ ǘƘŜ .ƻŀǊŘΩǎ ŀǎǎŜǎǎƳŜƴǘ ƻŦ ƎƻƛƴƎ ŎƻƴŎŜǊƴΣ ǇŀǊǘƛŎǳƭŀǊƭȅ ƛŦ ŎƻƳōƛƴŜŘ ǿƛǘƘ ŀƴ ƛƴŀōƛƭƛǘȅ to 
refinance maturing debt. 
 
If we fail to comply with tax rules then we could face financial penalties and reputational damage. Beyond compliance, if we 
ŘƻƴΩǘ ŀŘŜǉǳŀǘŜƭȅ ǊŜŦƭŜŎǘ ǘƘŜ ŎǳǊǊŜƴǘ ŀƴŘ ŦǳǘǳǊŜ ǘŀȄ ŎƻƴǎŜǉǳŜƴŎŜǎ ƛƴ ƻǳǊ ōǳǎƛƴŜǎǎ ŘŜŎƛǎƛƻƴǎΣ ǿŜ ƳƛƎƘǘ ƳŀƪŜ ōŀŘ ŘŜŎƛǎƛƻƴǎ 
resulting in financial loss and potentially financial misstatements, as well as reputational damage. 

 
²ƘŀǘΩǎ ŎƘŀƴƎŜŘ ƻǾŜǊ ǘƘŜ ƭŀǎǘ ȅŜŀǊΚ 
We continue to face the same treasury risks as in financial year 2016/17. 
 
From a taxation perspective, our business continues to evolve rapidly, creating different tax consequences, for example the 
bringing together of EE and the BT Consumer customer-facing units, the Openreach industry consultation on large-scale FTTP, 
and a review of our pension provision. During the year, new UK legislation was introduced, which restricts deductions for 
interest expense and which reduced the ability to offset profits with prior year losses. Accounting changes can also have tax 
consequences, for example, forthcoming changes to accounting for revenue from contracts with customers and accounting for 
ƭŜŀǎŜǎΦ Dƭƻōŀƭ ǘŀȄ ǊǳƭŜǎ ŀƭǎƻ ŎƻƴǘƛƴǳŜ ǘƻ ŜǾƻƭǾŜΣ ŦƻǊ ŜȄŀƳǇƭŜ ǘƘŜ h9/5Ωǎ .ŀǎŜ 9Ǌƻǎƛƻƴ ŀƴŘ tǊƻŦƛǘ {ƘƛŦǘƛƴƎ ǇǊƻƧŜŎǘΣ ¦{ ǘŀȄ ǊŜŦorm, 
ǘƘŜ 9ǳǊƻǇŜŀƴ /ƻƳƳƛǎǎƛƻƴΩǎ ŎƘŀƭƭŜƴƎŜ ǘƻ ǘŀȄ ǇǊŀŎǘƛŎŜǎ ǳƴŘŜǊ ǎǘŀǘŜ ŀƛŘ ǇǊƻǾƛǎƛƻƴǎΣ ŀƴŘ 9/ ŀƴŘ ¦Y ǇǊƻǇƻǎŀƭǎ ŦƻǊ ǘƘŜ introduction 
of an interim digital services tax. All these change the current and future tax consequences of business decisions. 

 
Iƻǿ ǿŜΩǊŜ ƳƛǘƛƎŀǘƛƴƎ ǘƘŜ Ǌƛǎƪǎ 
We have a centralised treasury function whose primary role is to manage liquidity and funding requirements as well as our 
exposure to associated financial and market risks, including credit risk, interest rate risk and foreign exchange risk, in-line with 
Board-approved policies. These risk management policies are described in detail in note 27 to the Consolidated Financial 
Statements. The Board reviews liquidity and funding requirements of the group on an ongoing basis. 
 
! ǎǘǊƻƴƎ ƎƻǾŜǊƴŀƴŎŜ ŦǊŀƳŜǿƻǊƪ ƛǎ ŀƭǎƻ ŀǘ ǘƘŜ ƘŜŀǊǘ ƻŦ ƻǳǊ ƳƛǘƛƎŀǘƛƻƴ ŀǇǇǊƻŀŎƘ ǘƻ ǘŀȄ ǊƛǎƪΦ ²ŜΩǾŜ ŀ ŦǊŀƳŜǿƻǊƪ ŦƻǊ ƳŀƴŀƎƛƴƎ 
taxes that is set centrally and agreed by the Board. We employ suitably qualified professionals to manage and assure the 
operation of this framework. We seek to pay tax in accordance with the laws of the countries where we do business. 
 
However, in some areas these laws are unclear, and it can take many years to agree an outcome with a tax authority or through 
litigation. Nevertheless, we always seek open and constructive working relationships with tax authorities worldwide, engaging 
reputable independent advice where required. 

 
Security and resilience 
Our commercial success is firmly rooted in our reputation for the security and resilience of our services. So we strive to maintain 
the highest standards of protection and incident management in order to confront the natural perils, network and system faults, 
and malicious acts that threaten our operations. 
 
By monitoring cyberattacks on our networks and systems and our peers and customers, we see that hacking tools, phishing 
scams and disruptive malware are becoming more sophisticated and yet more accessible to attackers. In response, we continue 
to develop our cyber defence capability and invest more in automatic detection and prevention systems. We recognise that 
services can also be interrupted by events such as supply chain failure, software changes, equipment faults, fire, flood, 
infrastructure outages and sabotage. 

 
Potential impact 
The consequences of security and resilience risks can include major financial loss, long-term damage to reputation and loss of 
market share. Regulatory sanctions, fines and contract penalties might be applied, contracts might be terminated, and costly 
concessions might be needed, together with unplanned and rapid improvements to retain business and rebuild trust. We might 
also miss opportunities to grow revenue and launch new services ahead of the competition. 
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²ƘŀǘΩǎ ŎƘŀƴƎŜŘ ƻǾŜǊ ǘƘŜ ƭŀǎǘ ȅŜŀǊΚ 
Cyber attackers are learning how to defeat conventional defences such as Anti-Virus (AV), proxy servers, and basic 
authentication. They are changing malware signatures faster than AV vendors can deliver matching identity files, launching 
Denial of Service (DoS) attacks that are disguised as legitimate traffic at the application level, and using increasingly convincing 
phishing emails to trick users into giving access to restricted systems. The growth in ransomware attacks has made headline 
news and caused significant disruption to some of our corporate customers, but we have so far managed to avoid such 
consequences. Our incident management teams are gaining experience from these events and applying lessons learned to 
ƛƳǇǊƻǾŜ ƻǳǊ ǊŜǎǇƻƴǎŜǎΦ ²ŜΩǊŜ ŀƭǎƻ ƘŜƭǇƛƴƎ ŎǳǎǘƻƳŜǊǎ ōȅ ǎƘŀǊƛƴƎ ǘƘƛǎ ŜȄǇŜǊǘƛǎŜΦ 
 
²ŜΩǾŜ ƛƴŎǊŜŀǎŜŘ ǘƘŜ ǳǎŜ ƻŦ !ǊǘƛŦƛŎƛŀƭ LƴǘŜƭƭƛƎŜƴŎŜ ό!Lύ ƛƴ ƻǳǊ ŎȅōŜǊǎŜŎǳǊƛǘȅ ƻǇŜǊŀǘƛƻƴǎ ǘƻ ǇǊƻŎŜǎǎ ǘƘŜ Ǿast amount of data 
ŀǾŀƛƭŀōƭŜΦ ²Ŝ ǳǎŜ ƻǳǊ ƻǿƴ {ŀǘǳǊƴ ǎȅǎǘŜƳ ǘƻ Ǿƛǎǳŀƭƭȅ ŦƛƭǘŜǊ ǘƘŜ ƛƴŦƻǊƳŀǘƛƻƴ ŀƴŘ ƘŜƭǇ ƻǳǊ ŀƴŀƭȅǎǘǎ ǇŜǊŦƻǊƳ ƛƴǾŜǎǘƛƎŀǘƛƻƴǎΦ ²ŜΩǊe 
trialling further AI innovations that will detect network anomalies in large volumes of data, and learn patterns of how malware 
propagates. 
 
Looking at other drivers of service interruption, 2017/18 has been relatively benign for the UK in terms of extreme weather 
ŜǾŜƴǘǎΦ IƻǿŜǾŜǊΣ ŀŎŎŜǇǘƛƴƎ ǘƘŀǘ ǘƘŜ Ǌƛǎƪ ƛǎ ƛƴŎǊŜŀǎƛƴƎΣ ǿŜΩǾŜ ŎƻƴǘƛƴǳŜŘ ǘƻ ŜƴƘŀƴŎŜ ƻǳǊ ƻǾŜǊŀƭƭ ŦƭƻƻŘκǎǘƻǊƳ ǇǊŜǇŀǊŜŘƴŜǎǎΦ ²ŜΩǾŜ 
also been working with HMG and other utilities in planning for a Ψ.ƭŀŎƪ {ǘŀǊǘΩ όƳŀƧƻǊ ǎƘǳǘŘƻǿƴ ƻŦ ǘƘŜ ƴŀǘƛƻƴŀƭ ǇƻǿŜǊ 
transmission system) scenario. 

 
Iƻǿ ǿŜΩǊŜ ƳƛǘƛƎŀǘƛƴƎ ǘƘŜ Ǌƛǎƪǎ 
²ŜΩǊŜ ƳŀƪƛƴƎ Ǌƛǎƪ ƛƳǇǊƻǾŜƳŜƴǘǎ ƛƴǾƻƭǾƛƴƎ ǇŜƻǇƭŜΣ processes and technology - prioritising the work according to our 
assessments of security and resilience exposure. The proportion of our network and systems that is monitored and logged 
continuously is rising steadily, and the security awareness of our employees is being enhanced by advanced training modules 
and mock phishing exercises. 
 
{ŜƎƳŜƴǘŀǘƛƻƴ ƻŦ ƻǳǊ L¢ ŜǎǘŀǘŜ ŀǘ ǘƘŜ Řŀǘŀ ŎŜƴǘǊŜ ƭŜǾŜƭ ƛǎ ƴƻǿ ŎƻƳǇƭŜǘŜΣ ŀƴŘ ǿŜΩǊŜ ǘǳǊƴƛƴƎ ƻǳǊ ŀǘǘŜƴǘƛƻƴ ǘƻ ƳƛŎǊƻ-segmentation 
at the applications level as we provision new cloud-ōŀǎŜŘ ǎȅǎǘŜƳǎΦ ¢ƘŜ ǊŜǎǳƭǘǎ ƻŦ ΨwŜŘ ¢ŜŀƳΩ ŜȄŜǊŎƛǎŜǎ ōȅ ƻǳǊ ŜǘƘƛŎŀƭ ƘŀŎƪŜǊǎ 
ŀǊŜ ŘǊƛǾƛƴƎ ƛƳǇǊƻǾŜƳŜƴǘǎ ŀŎǊƻǎǎ .¢Σ ǇŀǊǘƛŎǳƭŀǊƭȅ ǿƘŜǊŜ ŀŎŎŜǎǎ ŎƻƴǘǊƻƭǎ ŀǊŜ ŦƻǳƴŘ ǘƻ ƴŜŜŘ ǳǇƎǊŀŘƛƴƎΦ ²ŜΩǾŜ ŀƭǎƻ ōŜŜƴ ǘƛƎƘǘŜƴƛƴg 
our control of sensitive personal data in preparation for the EU General Data Privacy Regulations. This has prompted significant 
improvements in our IT inventory, which in turn makes it easier to manage major cyber incidents. 
 
Mobile, geographically dispersed, emergency response capabilities are now operŀǘƛƴƎ ŀǘ Ŧǳƭƭ ŘŜǎƛƎƴŜŘ ŎŀǇŀōƛƭƛǘȅΦ ²ŜΩǾŜ ōǳƛƭǘ 
on our site-specific flood defence plans, and completed specialist flood surveys of our most critical at risk assets, with a view 
during 2018/19 to deploying permanent flood defences as appropriate. 
 
Members of our Emergency Response Team were deployed to the Caribbean to utilise their skills in providing emergency 
communications in response to hurricanes Irma and Maria. They were also able to use our improved approach to supporting 
community isolation situations in assisting the emergency services following the Grenfell Tower tragedy. 

 
Employee engagement 
Our people are central to everything we do and a vital part of our ambition to deliver a great customer experience and 
sustainable, profitable revenue growth. Our people strategy supports this ambition by creating an inclusive and enjoyable 
workplace so that our people can thrive as part of a dynamic business. Great employee engagement is necessary to ensure we 
meet our strategic aims. 

 
Potential impact 
We need to transform our business while also continuing to recruit, retain and engage our workforce to deliver a great customer 
experience and grow the business. An adverse reaction to change could impact talent retention resulting in a loss of critical 
skills and greater need for external recruitment, which would add cost to the business. Poor engagement also raises the risk of 
general industrial unrest and action. 

 
²ƘŀǘΩǎ ŎƘŀƴƎŜŘ ƻǾŜǊ ǘƘŜ ƭŀǎǘ ȅŜŀǊΚ 
We limited pensionable pay increases for some members of the BT pension scheme and subsequently initiated a review of our 
UK pension arrangements. Following the review, we decided to close the BTPS to ensure that our pension arrangements are 
fair, flexible and affordable for both employees and BT, which included enhancements to our defined contribution pension 
scheme. We continue to work through the people implications of making Openreach a separate legal entity in response to the 
outcome of the Digital Communications Review. We also announced the creation of a new Consumer team that brings together 
the BT Consumer and EE businesses. 

 
Iƻǿ ǿŜΩǊŜ ƳƛǘƛƎŀǘƛƴƎ ǘƘŜ Ǌƛǎƪǎ 
²ŜΩǾŜ ǳƴŘŜǊǘŀƪŜƴ ŜȄǘŜƴǎƛǾŜ Ŏƻƴǎǳƭǘŀǘƛƻƴ ǿƛǘƘ ǳƴƛƻƴǎΣ ǿƻǊƪǎ ŎƻǳƴŎƛƭǎ ŀƴŘ ŜƳǇƭƻȅŜŜ ǊŜǇǊŜǎŜƴǘŀǘƛǾŜǎ ŀǎ ǇŀǊǘ ƻŦ ŀ 
comprehensive global engagement strategy designed to engender positive employee relations. We help employees understand 
the reasons for change and the impact it may have on them, while also working to protect service to customers. 
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The review of pension arrangements includes a proposal to enhance our defined contribution pension scheme to help provide 
ŀƴ ŀŘŜǉǳŀǘŜ ƛƴŎƻƳŜ ƛƴ ǊŜǘƛǊŜƳŜƴǘ ŦƻǊ ŀƭƭ ƻŦ ƻǳǊ ŜƳǇƭƻȅŜŜǎΦ ²ŜΩǾŜ ŎƻƴǘƛƴǳŜŘ ǘƻ ǎǘǊŜŀƳƭƛƴŜ ƻǳǊ ƳŀƴŀƎŜƳŜƴǘ ǎǘǊǳŎǘǳǊŜ ǘƻ ƳƻǾŜ 
decision making closer to the frontline customer teams and speed up the decision-making process to deliver better customer 
ƻǳǘŎƻƳŜǎΦ ²ŜΩǾŜ ŀƭǎƻ ǎƛƳǇƭƛŦƛŜŘ ƻǳǊ ǇŜǊŦƻǊƳŀƴŎŜ ŀǇǇǊŀƛǎŀƭ ǇǊƻŎŜǎǎΣ ǊŜŘǳŎƛƴƎ ǘƘŜ ŦǊŜǉǳŜƴŎȅ ƻŦ ŀǎǎŜǎǎƳŜƴǘ ŀƴŘ ǘƘŜ ƴǳƳōŜǊ ƻŦ 
performance categories to free up time for line managers to talk with their people and focus on developing their capabilities. 

 
Change management 
We are implementing a wide-ranging change programme across the entire organisation known as One BT. We need to continue 
to deliver differentiated customer experiences, whilst being able to have the financial capacity to invest in integrated network 
leadership. At the same time, we want BT to be a simple and agile business where our people can thrive. 
 
In transforming our operating model, we need to manage this change carefully to ensure it delivers the desired outcomes. We 
ǊŜŎƻƎƴƛǎŜ ǘƘŀǘ ǎǳŎƘ ŜȄǘŜƴǎƛǾŜ ŎƘŀƴƎŜ Ŏŀƴ ŀƭǎƻ ōŜ ŀ ŘƛǎǘǊŀŎǘƛƻƴ ŀƴŘ Ŏŀƴ ŎŀǳǎŜ ǳƴŎŜǊǘŀƛƴǘȅ ŀƳƻƴƎǎǘ ƻǳǊ ŎƻƭƭŜŀƎǳŜǎΣ ǎƻ ƛǘΩǎ 
important that we keep focussed on delivering for our customers. 

 
Potential impact 
If we do not manage our change programmes carefully then they will not deliver the business outcomes that we are trying to 
achieve. That could result in poorer customer experiences, negative impacts on employee engagement, or potential overspend 
on the projects themselves, and at the end of the programmes we may not have achieved the efficient processes needed to 
deliver a great customer experience, the desired cost savings, or differentiated products and services we were trying to launch. 
 
As we describe elsewhere in the Annual ReporǘΣ ǿŜΩǾŜ ōŜŜƴ ǿƻǊƪƛƴƎ ƘŀǊŘ ƻƴ ƛƳǇǊƻǾƛƴƎ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ experiences, and have 
seen significant improvements over the last year. If our transformation programmes do not deliver their intended customer 
ōŜƴŜŦƛǘǎΣ ƻǊ ŘƛǾŜǊǘ ŎƻƭƭŜŀƎǳŜǎΩ ŀǘǘŜƴǘƛƻƴ ŀǿŀȅ ŦǊƻƳ ǎŜǊǾƛng our customers, then we may suffer a reduction in the quality of the 
service we provide, and as a result incur customer churn and even financial penalties in some cases. 

 
²ƘŀǘΩǎ ŎƘŀƴƎŜŘ ƻǾŜǊ ǘƘŜ ƭŀǎǘ ȅŜŀǊΚ 
Over the past year, our key changes have included: 
 
The launch of a pan-BT transformation programme, One BT, which is designed to help our businesses deliver to their full 
potential; 
ω  .ǊƛƴƎƛƴƎ ǘƻƎŜǘƘŜǊ .¢ /ƻƴǎǳƳŜǊΣ 99 ŀƴŘ tƭǳǎƴŜǘ ƛƴǘƻ ŀ ƴŜǿ /ƻƴǎǳƳŜǊ ōǳǎƛƴŜǎǎΤ 
ω  hƴ-going work to deliver a new Digital Global Services; 
ω  !ƴƴƻǳƴŎƛƴƎ ǘƘŜ ƛƴǘŜƎǊŀǘƛƻƴ ƻŦ ƻǳǊ ²ƘƻƭŜǎŀƭŜ ŀƴŘ .ǳǎƛƴŜǎǎ ŀƴŘ tǳōƭƛŎ {ŜŎǘƻǊ ōǳǎƛƴŜǎǎŜǎ ƛƴǘƻ ŀ ƴŜǿ 9ƴǘŜǊǇǊƛǎŜ ōǳǎƛƴŜǎǎΤ 
ω  !ƴƴƻǳƴŎƛƴƎ ƻǳǊ Ǉƭŀƴǎ ǘƻ ƛƴǘǊƻŘǳŎŜ ŀ ƴŜǿ tŜƻǇƭŜ CǊŀƳŜǿƻǊƪΣ which will include a particular focus on our middle and senior- 
management grades; 
ω  !ǎ ǿŜ ŘŜǎŎǊƛōŜ ŜƭǎŜǿƘŜǊŜ ƛƴ ǘƘŜ !ƴƴǳŀƭ wŜǇƻǊǘΣ ǿŜΩǾŜ ŀƭǎƻ ōŜŜƴ ƳŀƪƛƴƎ ŎƘŀƴƎŜǎ ǘƻ ƻǳǊ hǇŜƴǊŜŀŎƘ ōǳǎƛƴŜǎǎ ǘƻ ƛƳǇƭŜƳŜƴǘ 
hŦŎƻƳΩǎ 5ƛƎƛǘŀƭ /ƻƳƳǳƴƛŎŀǘƛƻƴǎ wŜǾƛŜǿΦ 

 
Iƻǿ ǿŜΩǊŜ ƳƛǘƛƎŀǘƛƴƎ ǘƘŜ Ǌƛǎƪ 
We apply a formal structure and governance to our key change programmes ς for example, One BT has a full-time Programme 
Office and a Transformation Committee. Change programmes are also supported by our Customer and Enterprise 
Transformation team. By bringing together several transformation teams into one, we are able to ensure that our internal 
change programmes are co-ordinated and remain focussed on delivering for our customers. The Customer and Enterprise 
Transformation team tracks programme delivery against targets for the Transformation Committee, Executive Committee and 
Board. The Transformation Committee meets weekly to make key decisions and to set the pace of change. 
 
We recognise the importance of having the skills, capabilities, methods and tools to define and deliver change in the right way. 
{ƻ ǿŜΩǾŜ ŘŜǾŜƭƻǇŜŘ ŀ ƴŜǿ ŎƘŀƴƎŜ ŀǇǇǊƻŀŎƘΣ ŀƴŘ ƘŀǾŜ Ǉǳǘ ƛƴ ǇƭŀŎŜ ŀƴ ŜȄǇŜǊǘ ǘŜŀƳ ǘƘŀǘ ƛǎ ōǳƛƭŘƛƴƎ ŎŀǇŀōƛƭƛǘȅ ŀƴŘ ǇǊƻǾƛŘƛƴƎ 
direct support to HR, communications, change teams and our leaders in the business. 
 
²ŜΩǾŜ ŀƭǎƻ ƳŀƛƴǘŀƛƴŜŘ ŀ ŎƭƻǎŜ ŦƻŎǳǎ ƻƴ our people and our culture, launching a number of specific and focused leadership 
capability development programmes to help our leaders manage their people through a period of extensive change whilst also 
delivering the best possible customer experiences. 
 
Organisational change can cause uncertainty amongst colleagues, and we communicate closely with our unions and works 
councils in designing, announcing and implementing changes. Our engagement strategy allows us to monitor employee 
engagement on a regular basis, informing any interventions that we feel necessary. 
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Supply Chain 
²Ŝ ƻǇŜǊŀǘŜ ƛƴ ŀ Ǝƭƻōŀƭ ǎǳǇǇƭȅ ƳŀǊƪŜǘΦ hǳǊ ǎǳǇǇƭȅ ŎƘŀƛƴǎ ǊŀƴƎŜ ŦǊƻƳ ǎƛƳǇƭŜ ǘƻ ǾŜǊȅ ŎƻƳǇƭŜȄΦ LǘΩǎ ŎǊƛǘƛŎŀƭ ǘƻ ƻǳǊ ƻǇŜǊŀǘƛƻƴǎ ǘƘat 
we can guarantee their integrity and continuity. 
 
Global markets expose us to global risks, including different standards in labour, environmental and climate change practices, 
increasing regulation and geopolitical events. We weigh up the impact and ƭƛƪŜƭƛƘƻƻŘ ƻŦ ŜȄǘŜǊƴŀƭ ƳŀǊƪŜǘ ŦƻǊŎŜǎ ƻƴ ƻǳǊ ǎǳǇǇƭƛŜǊǎΩ 
ability to support us. 
 
Globalisation means better sourcing opportunities, but brings challenges if suppliers become more geographically and culturally 
remote from our customers ς or if governments put barriers in the way of doing business to protect national or regional 
economic interests. 
 
Our dealings with suppliers follow our trading and ethical policies. From the way we choose them, to the contracts we sign and 
how we pay them.  

 
Potential impact 
If something goes wrong in our supply chain, the speed and scale of impact can vary. We need to determine the potential 
damage to customer experience, the likelihood of higher costs and the potential damage to our brand. If substituting a failing 
supplier meant that we had to disrupt our business, it could cost uǎ ŀ ƭƻǘ ƻŦ ǘƛƳŜ ŀƴŘ ƳƻƴŜȅΦ LŦ ǿŜ ŎƻǳƭŘƴΩǘ ŦƛƴŘ ŀƴ ŀƭǘŜǊƴŀǘƛǾŜ 
supplier, it might compromise the commitments we make to our customers, which could in turn lead to breach of contract, lost 
revenue or penalties. 
 
If any link in our supply chain falls foul of the law, or fails to meet our ethical expectations, that could damage our reputation ς 
possibly leading to legal action and lost revenue. 
 
LŦ ǿŜ ŘƻƴΩǘ ƳŜŜǘ ǘƘŜ ŜȄǇŜŎǘŀǘƛƻƴǎ ƻŦ ǊŜƎǳƭŀǘƻǊǎ ǘƘŀǘ ƎƻǾŜǊƴ ǳǎ ŀƴŘ ǘƘŜ Řŀǘŀ ǿŜ ƳŀƴŀƎŜΣ ƛǘ ŎƻǳƭŘ ǊŜǎǳƭǘ ƛƴ ǎƛƎƴƛŦƛŎŀƴǘ penalties. 
In the case of EU General Data Protection Regulation 2018, this could amount to 4% of our global annual turnover. 

 
²ƘŀǘΩǎ ŎƘŀƴƎŜŘ ƻǾŜǊ ǘƘŜ ƭŀǎǘ ȅŜŀǊΚ 
We dedicate time to assessing emerging geo-political threats and the impact they could have on our supply chain. These include 
the impacts of the UK leaving the EU in March 2019; the threat of modern slavery and human trafficking; and the growing threat 
of cyber-attacks on our systems and networks. 
 
We continue to monitor the trend for mergers and acquisitions in some of the global markets we do business in. It highlights 
the risk of us becoming too dependent on single or monopolistic suppliers. We also try to make sure that suppliers do not 
become too dependent on us. Both scenarios are unhealthy for our business. 
 
This year one of our more significant suppliers, Carillion, went into liquidation. However, by implementing our risk and 
governance arrangements we were able to manage and reduce the disruption to our business. 

 
Iƻǿ ǿŜΩǊŜ ƳƛǘƛƎŀǘƛƴƎ ǘƘŜ Ǌisks 
We have a few really critical suppliers. We keep a close watch on our relationships, their performance and their ability to meet 
their obligations. We tell the business when to prepare for the risk of a supplier failing, and our senior leaders continually review 
how ready we are for such events. 
 
We make sure we exercise the right amount of due diligence when it comes to introducing new suppliers and continuing to do 
business with existing ones. That includes checks on company finances, business systems, accreditations, media reputation and 
ethical practices. The standards we apply to our suppliers are available on www.selling2bt.bt.com. 
 
²Ŝ ƳŀƴŀƎŜ ƻǳǊ ǘƻǇ ǎǳǇǇƭƛŜǊǎ ŀŎŎƻǊŘƛƴƎ ǘƻ ǘƘŜ ŎƻƴǘǊŀŎǘǎ ǘƘŜȅΩǾŜ ǎƛƎƴed. We work with them to find better ways of working, 
reducing our exposure to risks around poor supplier practices in the process. 
 
²ŜΩǊŜ ŀƭǎƻ Ŏƻƴǘƛƴǳŀƭƭȅ ƭƻƻƪƛƴƎ ǘƻ ƛƳǇǊƻǾŜ ƻǳǊ ǊŜǎǇƻƴǎŜ ǘƻ ŘƛǎǊǳǇǘƛǾŜ ŜǾŜƴǘǎΦ 

 
Major Contracts 
We have a number of complex and high-value national and multinational customer contracts. The revenue and profitability of 
these contracts are affected by things like: variation in cost; achieving cost savings anticipated in contract pricing (both in terms 
of scale and time); delays in achieving agreed milestones ƻǿƛƴƎ ǘƻ ŦŀŎǘƻǊǎ ŜƛǘƘŜǊ ƛƴ ƻǊ ƻǳǘ ƻŦ ƻǳǊ ŎƻƴǘǊƻƭΤ ŎƘŀƴƎŜǎ ƛƴ ŎǳǎǘƻƳŜǊǎΩ 
ƴŜŜŘǎΣ ǘƘŜƛǊ ōǳŘƎŜǘǎΣ ǎǘǊŀǘŜƎƛŜǎ ƻǊ ōǳǎƛƴŜǎǎŜǎΤ ŀƴŘ ƻǳǊ ǎǳǇǇƭƛŜǊǎΩ ǇŜǊŦƻǊƳŀƴŎŜΦ !ƴȅ ƻŦ ǘƘŜǎŜ ŦŀŎǘƻǊǎ ŎƻǳƭŘ ƳŀƪŜ ŀ ŎƻƴǘǊŀŎǘ ƭŜss 
profitable or even loss-making. 
 
The degree of risk varies with the scope and life of the contract and is typically higher in the early stages. Some customer 
contracts need investment in the early stages, which we then expect to recover over the life of the contract. 

http://www.selling2bt.bt.com/
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Major contracts often involve implementing new systems and communications networks, transforming legacy networks, 
managing customer networks and developing new technologies. Delays or missed milestones might have an impact on us 
recovering these upfront costs. TƘŜǊŜΩǎ ŀ ǎǳōǎǘŀƴǘƛŀƭ ǇŜǊŦƻǊƳŀƴŎŜ Ǌƛǎƪ ǘƘǊƻǳƎƘƻǳǘ ǘƘŜ ǘŜǊƳ ƻŦ ǎƻƳŜ ƻŦ ǘƘŜǎŜ ƘƛƎƘƭȅ-complex 
contracts. 

 
Potential impact 
LŦ ǿŜ ŘƻƴΩǘ ƳŀƴŀƎŜ ǘƻ ƳŜŜǘ ƻǳǊ ŎƻƳƳƛǘƳŜƴǘǎ ǳƴŘŜǊ ǘƘŜǎŜ ŎƻƴǘǊŀŎǘǎ ς ƻǊ ƛŦ ŎǳǎǘƻƳŜǊǎΩ ƴŜŜŘǎΣ ōǳŘƎŜǘǎΣ ǎǘǊŀǘŜƎƛŜǎ ƻǊ ōǳǎƛƴŜǎǎŜǎ 
change ς then our expected future revenue, profitability and cash generation may go down. Unexpectedly high costs associated 
with fulfilling particular transformational contracts could also hit profitability. Earnings may drop. Contracts may even become 
loss-making thǊƻǳƎƘ ƭƻǎǎ ƻŦ ǊŜǾŜƴǳŜΣ ŎƘŀƴƎŜǎ ǘƻ ŎǳǎǘƻƳŜǊǎΩ ōǳǎƛƴŜǎǎŜǎ όŘǳŜ ǘƻΣ ŦƻǊ ŜȄŀƳǇƭŜΣ ƳŜǊƎŜǊǎ ƻǊ ŀŎǉǳƛǎƛǘƛƻƴǎύΣ ōǳǎƛƴŜǎǎ 
failure or contract termination. 
 
One of our highest profile contracts is providing a key element of the UK Emergency Services Network (ESN) on our EE mobile 
network. The complexities described above all apply to this programme. This service is delivered with several partners and 
managed by the Home Office. The Home Office has delayed the launch date and further delays will impact the expected income. 
CǳǊǘƘŜǊƳƻǊŜΣ ǘƘŜ ŎǊƛǘƛŎŀƭƛǘȅ ƻŦ ǘƘƛǎ ǎŜǊǾƛŎŜ ƛƴŎǊŜŀǎŜǎ ƻǳǊ Ǌƛǎƪ ŜȄǇƻǎǳǊŜ ƻƴŎŜ ƛǘΩǎ ƭƛǾŜΣ ŀƴŘ ƎƛǾŜƴ ǘƘŜ ƴŜǘǿƻǊƪ ǇǊƻǾƛŘŜǎ ŜƳŜǊƎency 
services communications for the UK, performance in life of the network could have reputational consequences for BT. 
 
²ŜΩre continuing to deliver contracts with local authorities through regional fibre deployment programmes, including the 
Broadband Delivery UK programme (BDUK). As with our other major contracts, if we fail to deliver these contracts successfully 
it might lead to reduced future revenue, profitability and cash generation. As well as carrying a higher reputational risk, these 
contracts present specific risks around deployment, delivery and our ability to recover public funding. We also have an 
obligation to potentially either reinvest or repay grant funding depending on lots of different factors ς including how many 
customers take up a new service. 

 
²ƘŀǘΩǎ ŎƘŀƴƎŜŘ ƻǾŜǊ ǘƘŜ ƭŀǎǘ ȅŜŀǊΚ 
²Ŝ ƘŀǾŜ ŜȄǘŜƴŘŜŘ ƻǳǊ ΨDƻƭŘ {ǘŀƴŘŀǊŘΩ ǉǳŀƭƛǘȅ ǇǊƻƎǊŀƳƳŜ ǘƻ ƻǳǊ /ƻƴǘǊŀŎǘ !ŎŎƻǳƴǘƛƴg and financial management activities. 
hǳǊ ƳŀƧƻǊ ŎƻƴǘǊŀŎǘǎ ŀǊŜ ŀǎǎŜǎǎŜŘ ŀƎŀƛƴǎǘ ǎǘǊƛŎǘ ΨƎƻƭŘ ǎǘŀƴŘŀǊŘΩ ŎǊƛǘŜǊƛŀ ŀƴŘ ǘƘƻǎŜ ŎƻƴǘǊŀŎǘ ǘŜŀƳǎ ōŜƭƻǿ ǘƘŜ ōŜƴŎƘƳŀǊƪ ǿƛƭƭ ōŜ 
developed/coached for improvement in order to attain the standard. 
 
Tough market conditions continue and the impact of the UK voting to leave the EU has meant some customer programmes 
have been delayed, which has had an impact on the business. Customers are asking for more flexibility in their contracts. 
 
The majority of our first phase of BDUK ŎƻƴǘǊŀŎǘǎ ƘŀǾŜ ƴƻǿ ŎƻƳǇƭŜǘŜŘ ǘƘŜƛǊ ŘŜǇƭƻȅƳŜƴǘ ŎƻƳƳƛǘƳŜƴǘǎΦ ²ŜΩǊŜ ƴƻǿ ƴŜŀǊƛƴƎ ǘƘŜ 
contractual end dates of the second phase of contracts (SEP). In addition, we have further extended numerous existing contracts 
and begun deployment of the third phase of contracts. While these later phase contracts are smaller in scale and coverage, the 
deployment challenges are significantly greater in terms of the geography encountered as we reach further into the final 5% of 
households. 
 
While our broadband contracts and ESN carry a different risk profile to other major corporate contracts, we apply our 
governance and reporting processes to make sure we identify risks and mitigation activities and report them to management. 

 
Iƻǿ ǿŜΩǊŜ ƳƛǘƛƎŀǘƛƴƎ ǘƘŜ Ǌƛǎƪǎ 
At both group and corporate unit-level we have governance, risk management and reporting processes in place. Independent 
audits and the checks and balances in individual contracts provide assurance through an independent review programme. To 
track progress, we monitor how weΩǊŜ ŘƻƛƴƎ ƻƴ ǘƘŜǎŜ Ǌƛǎƪǎ ŀƴŘ ƳƛǘƛƎŀǘƛƻƴ ŀŎǘƛƻƴǎΣ ŀƴŘ ǊŜǇƻǊǘ ǘƘŜ ǊŜǎǳƭǘ ǘƻ ǎŜƴƛƻǊ ƳŀƴŀƎŜƳŜƴǘΦ 
A separate, dedicated team provides assurance for our BDUK and ESN projects. 
 
The BT Academy supports skills development and learning initiatives. These help our Contract Management Profession to better 
identify and manage risk. We also update new training collateral whenever we learn something new. In 2017/18 we introduced 
a Gold Standard sustainability measure to ensure our contracts continue to operate at the highest possible standard. 
 
²Ŝ ŎƻƴǘƛƴǳŜ ǘƻ ƛƴǾŜǎǘ ƛƴ Ǌƛǎƪ ǘǊŀƛƴƛƴƎΣ ŀƴŘ ŀǎǎŜǎǎ ǘƘŜ ƳŀƴŀƎŜƳŜƴǘ ƻŦ ƻǳǊ ŎƻƴǘǊŀŎǘǎ ŀƎŀƛƴǎǘ ŀ ōŜǎǘ ǇǊŀŎǘƛŎŜ ŦǊŀƳŜǿƻǊƪ ǿŜΩǾŜ 
ŘŜǾŜƭƻǇŜŘ ōŀǎŜŘ ƻƴ ƻǳǊ ƪƴƻǿƭŜŘƎŜ ƻŦ ǊǳƴƴƛƴƎ ŀƴŘ ƳŀƴŀƎƛƴƎ ƳŀƧƻǊ ǇǊƻƎǊŀƳƳŜǎΦ ²ŜΩǊŜ ŀƭǎƻ ƛƴǾŜǎǘƛƴƎ ŀƴŘ ƎǊƻǿƛƴƎ our contract 
management expertise through the provision of accredited contract management training. 

 
Use of Artificial Intelligence to help contract management 
Developing an in-depth understanding of our obligations and performance across our entire major contracts portfolio is 
challenging. However, it is imperative if we are to manage risk and deliver a great customer experience. 

 
How we managed the risk 
²ŜΩǾŜ ƛƴǘǊƻŘǳŎŜŘ ŀƴ !ǊǘƛŦƛŎƛŀƭ LƴǘŜƭƭƛƎŜƴŎŜ ό!Lύ ŎŀǇŀōƛƭƛǘȅ ǘƻ ƛƳǇǊƻǾŜ ǘƘŜ ŜŦŦƛŎƛŜƴŎȅ ŀƴŘ ŀŎŎǳǊŀŎȅ ǿƘŜƴ Analysing Major Contracts 
ŎƻƴǘŀƛƴŜŘ ƛƴ ǘƘŜ ΨŎƻƴǘǊŀŎǘ ƭƛŦŜŎȅŎƭŜ ƳŀƴŀƎŜƳŜƴǘΩ ǎȅǎǘŜƳΦ 
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The result, and what we learnt 
Our AI capability promises many benefits which we expect to increasingly evolve in support of Major Contract management, 
ōŜƴŜŦƛǘƛƴƎ ōƻǘƘ .¢ ŀƴŘ ƻǳǊ ŎǳǎǘƻƳŜǊǎΦ !ƴŀƭȅǎƛƴƎ ΨōƛƎ ŘŀǘŀΩ Ƙŀǎ ƛƳǇǊƻǾŜŘ ƻǳǊ ǊŜǾŜƴǳŜ ŀǎǎǳǊŀƴŎŜ ŎŀǇŀōƛƭƛǘȅ ŀǎ ǿŜƭƭ ŀǎ ƛŘŜƴǘƛŦȅƛng 
risk trends across obligations on our more beǎǇƻƪŜ ŎƻƴǘǊŀŎǘǎΦ CƛƴŀƭƭȅΣ ƛǘΩǎ ƘŜƭǇŜŘ ǳǎ ǘƻ ǳƴŘŜǊǎǘŀƴŘ ǘƘŜ ŎƻƴǎŜǉǳŜƴŎŜǎ ƻŦ ŎƘŀƴƎŜǎ 
to legislation, regulation or market impacts on our complex contracts. 

 
Sharing malware data with ISPs 
Cyber threats pose a risk to our entire industry. In our efforts to protect customers and businesses from global cyber-crime, 
ǿŜΩǾŜ ǘŀƪŜƴ ƛƴŘǳǎǘǊȅ ŎƻƭƭŀōƻǊŀǘƛƻƴ ǘƻ ŀ ƴŜǿ ƭŜǾŜƭΦ 

 
How we managed the risk 
In February 2018 we became the first telecommunications provider in the world to start sharing information about malicious 
software and websites on a large scale with other internet service providers (ISPs). We launched a free collaborative online 
ǇƭŀǘŦƻǊƳ ǘƻ ǎƘŀǊŜ ƻǳǊ ǘƘǊŜŀǘ ƛƴǘŜƭƭƛƎŜƴŎŜ Řŀǘŀ ŀŎǊƻǎǎ ǘƘŜ L{t ŎƻƳƳǳƴƛǘȅ ƛƴ ŀ ǎŜŎǳǊŜ ŀƴŘ ǘǊǳǎǘŜŘ ǿŀȅΦ ²ŜΩǊŜ ƴƻǿ ǳǊƎƛƴƎ ƻǘƘŜǊ 
UK broadband providers to follow our lead. 

 
The result, and what we learnt  
²ŜΩǊŜ ǎƘŀǊƛƴƎ Řŀǘŀ ǊŜƭŀǘƛƴƎ ǘƻ ƳŀƭǿŀǊŜ ōŜŎŀǳǎŜ ǿŜ ōŜƭƛŜǾŜ ǘƘŜ Ƴƻǎǘ ŜŦŦŜŎǘƛǾŜ ǿŀȅ ǘƻ ōƻƭǎǘŜǊ ǘƘŜ ¦YΩǎ ŘŜŦŜƴŎŜǎ ŀƎŀƛƴǎǘ ŎȅōŜǊ-
crime is through greater collaboration and the exchange of information. If other ISPs join us in actively sharing threat intelligence 
data, this will help the entire industry to develop and strengthen a collective shield which will help to protect all customers. 
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Additional Information 

Notes 

1) Our commentary focuses on the trading results on an adjusted basis, which is a non-GAAP measure, being before specific 
items.  Unless otherwise stated, revenue, operating costs, earnings before interest, tax, depreciation and amortisation 
(EBITDA), operating profit, profit before tax, net finance expense, earnings per share (EPS) and normalised free cash flow are 
measured before specific items.  This is consistent with the way that financial performance is measured by management and 
reported to the Board and the Executive Committee and assists in providing a meaningful analysis of the trading results of 
ǘƘŜ ƎǊƻǳǇΦ ¢ƘŜ ŘƛǊŜŎǘƻǊǎ ōŜƭƛŜǾŜ ǘƘŀǘ ǇǊŜǎŜƴǘŀǘƛƻƴ ƻŦ ǘƘŜ ƎǊƻǳǇΩǎ ǊŜǎǳƭǘǎ ƛƴ ǘƘƛǎ ǿŀȅ ƛǎ ǊŜƭŜǾŀƴǘ ǘƻ ǘƘŜ ǳƴŘŜǊǎǘŀƴŘƛƴƎ ƻŦ ǘƘŜ 
ƎǊƻǳǇΩǎ ŦƛƴŀƴŎƛŀƭ ǇŜǊŦƻǊƳŀƴŎŜ ŀǎ ǎǇŜŎƛŦƛŎ ƛǘŜƳǎ ŀǊŜ ǘƘƻǎŜ ǘƘŀǘ ƛƴ ƳŀƴŀƎŜƳŜƴǘΩǎ ƧǳŘƎŜƳŜƴǘ ƴŜŜŘ ǘƻ ōŜ ŘƛǎŎƭƻǎŜŘ ōȅ ǾƛǊǘǳŜ ƻŦ 
their size, nature or incidence. Reported revenue, reported operating costs, reported operating profit, reported profit before 
tax, reported net finance expense and reported EPS are the equivalent unadjusted or statutory measures. Reconciliations of 
reported to adjusted revenue, operating costs, operating profit, profit before tax and EPS are set out in the Group income 
statement.  Reconciliations of underlying revenue excluding transit, EBITDA, net debt and free cash flow to the nearest 
measures prepared in accordance with IFRS are provided in this Additional Information. 

2) Trend in underlying revenue excluding transit is a non-GAAP measure which seeks to reflect the underlying performance of 
the group that will contribute to long-term sustainable growth and as such excludes the impact of acquisitions and disposals, 
foreign exchange movements and any specific items. We exclude transit from the trend as transit traffic is low-margin and is 
affected by reductions in mobile termination rates.  

Reconciliation of earnings before interest, tax, depreciation and amortisation 

Earnings before interest, tax, depreciation and amortisation (EBITDA) is not a measure defined under IFRS, but is a key indicator 
used by management to assess operational performance.  A reconciliation of reported profit before tax to adjusted EBITDA is 
provided below. 

 

    Fourth quarter to 31 March   Year to 31 March   

    2018   2017   2018   2017   

    £m   £m   £m   £m   

Reported profit before tax   872   440   2,616   2,354   

Share of post tax loss of associates and joint 
   ventures 

  -   2   1   9   

Net finance expense   203   196   764   804   

Operating profit   1,075   638   3,381   3,167   

Depreciation and amortisation   889   953   3,514   3,572   

EBITDA   1,964   1,591   6,895   6,739   

EBITDA specific items   119   478   610   906   

Adjusted1 EBITDA   2,083   2,069   7,505   7,645   
 
1 See Glossary on page 2 
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Free cash flow 

Free cash flow and normalised free cash flow are not measures defined under IFRS but are key indicators used by management 
to assess operational performance. A reconciliation from cash generated from operations, the most directly comparable IFRS 
measure, to free cash flow and normalised free cash flow, is set out below. 
 

    Fourth quarter to 31 March     Year to 31 March     

    2018     2017     2018     2017     

    £m     £m     £m     £m     

Cash generated from operations     895       1,760       5,400       6,725     

Tax paid     (149 )     (169 )     (473 )     (551 )   

Net cash inflows from operating activities     746       1,591       4,927       6,174     

Add back pension deficit payments     856       255       872       274     

Included in cash flows from investing activities                                   

Net purchase of property, plant and equipment and software     (844 )     (906 )     (3,341 )     (3,119 )   

Interest received     4       1       7       7     

Net sale (purchase) of non-current asset investments     19       -       19       (22 )   

Dividends received from associates and joint ventures   -       -     -       2     

Included in cash flows from financing activities                                   

Interest paid     (152 )     (155 )     (555 )     (629 )   

Free cash flow1     629       786       1,929       2,687     

Net cash flow from specific items     119       59       828       205     

Payments in respect of acquisition of spectrum     325       -       325       -     

Cash tax benefit of pension deficit payments     (47 )     (11 )     (109 )     (110 )   

Normalised free cash flow1     1,026       834       2,973       2,782     

 
Net debt 

Net debt is not a measure defined under IFRS but is a key indicator used by management to assess operational performance. A 
reconciliation from loans and other borrowings, cash and cash equivalents, and current asset investments, the most directly 
comparable IFRS measures, to net debt, is set out below. 
 

    31 March 
2018 

      31 March 
2017 

    

    £m       £m     

Loans and other borrowings     14,275         12,713     

Cash and cash equivalents     (528 )       (528 )   

Current asset investments     (3,022 )       (1,520 )   

      10,725         10,665     

Adjustments:                     

To re-translate currency denominated balances at swapped rates 
   when hedged2 

    (874 )       (1,419 )   

To remove fair value adjustments and accrued interest applied to 
   reflect the effective interest method3 

    (224 )       (314 )   

Net debt1     9,627         8,932     

1 See Glossary on page 2 
2 The translation difference between spot rate and hedged rate of loans and borrowings denominated in foreign currency  
3 Includes remaining fair value adjustments made on certain loans and other borrowings and accrued interest at the balance sheet date 
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Reconciliation of year on year trend in underlying revenue excluding transit  

Year on year trend in underlying revenue excluding transit is a measure which seeks to reflect the underlying performance that 
will contribute to long-term profitable growth.  A reconciliation from the trend in reported revenue, the most directly comparable 
IFRS measure, to the trend in underlying revenue excluding transit, is set out below. 
 

    Fourth quarter to 
31 March 2018 

    Year to 
31 March 2018 

    

    %     %     

Decrease in reported revenue     (2.5 )     (1.4 )   

Specific items     (0.1 )     -     

Decrease in adjusted1 revenue     (2.6 )     (1.4 )   

Transit revenue     0.7       0.6     

Acquisitions and disposals     -       0.1     

Foreign exchange movements     0.5       (0.3 )   

Decrease in underlying1 revenue excluding transit     (1.4 )     (1.0 )   

 
Reconciliation of adjusted operating costs before depreciation and amortisation 
 
 

    Fourth quarter to 
31 March 2018 

    Year to 
31 March 2018 

    

    %     %     

Decrease in reported operating costs     (10.9 )     (2.7 )   

Depreciation and amortisation     (1.9 )     (0.5 )   

Decrease in reported operating costs2     (12.8 )     (3.2 )   

Specific items     8.5       2.0     

Decrease in adjusted1 operating costs2     (4.3 )     (1.2 )   

 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

1 See Glossary on page 2 
2 Before depreciation and amortisation 
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Forward-looking statements ς caution advised 

Certain statements in this results release are forward-looking and are made in reliance on the safe harbour provisions of the US 
Private Securities Litigation Reform Act of 1995.  These statements include, without limitation, those concerning: our outlook for 
2018/19 including revenue, EBITDA and free cash flow; capital expenditure for 2018/19 and 2019/20; share buy-back; our dividend 
policy; the BT Pension Scheme recovery plan and expected funding from the issuance of bonds; and our increasing network 
ƛƴǾŜǎǘƳŜƴǘ ǘƘǊƻǳƎƘ hǇŜƴǊŜŀŎƘΩǎ CƛōǊŜ CƛǊǎǘ ǇǊƻƎǊŀƳƳŜ ŀƴŘ ŦǳǊǘƘŜǊ пD and 5G mobile network build. 

Although BT believes that the expectations reflected in these forward-looking statements are reasonable, it can give no assurance 
that these expectations will prove to have been correct.  Because these statements involve risks and uncertainties, actual results 
may differ materially from those expressed or implied by these forward-looking statements. 

Factors that could cause differences between actual results and those implied by the forward-looking statements include, but are 
not limited to: material adverse changes in economic conditions in the markets served by BT whether as a result of the 
ǳƴŎŜǊǘŀƛƴǘƛŜǎ ŀǊƛǎƛƴƎ ŦǊƻƳ ǘƘŜ ¦YΩǎ ŜȄƛǘ ŦǊƻƳ ǘƘŜ 9¦ ƻǊ ƻǘƘŜǊǿƛǎŜΤ ŦǳǘǳǊŜ ǊŜƎǳƭŀǘƻǊȅ ŀƴŘ ƭŜƎŀƭ ŀŎǘƛƻƴǎΣ ŘŜŎƛǎƛƻƴǎΣ ƻǳǘŎƻƳŜǎ ƻf 
appeal and ŎƻƴŘƛǘƛƻƴǎ ƻǊ ǊŜǉǳƛǊŜƳŜƴǘǎ ƛƴ .¢Ωǎ ƻǇŜǊŀǘƛƴƎ ŀǊŜŀǎΣ  as well as competition from others; consultations and market 
ǊŜǾƛŜǿǎ ƛƴŎƭǳŘƛƴƎ ǘƘŜ ƻǳǘŎƻƳŜ ƻŦ hŦŎƻƳΩǎ ǊŜǾƛŜǿǎ ƻŦ ǘƘŜ ²ƘƻƭŜǎŀƭŜ [ƻŎŀƭ !ŎŎŜǎǎΣ ²ƘƻƭŜǎŀƭŜ .ǊƻŀŘōŀƴŘ !ŎŎŜǎǎ ŀƴŘ .ǳǎƛƴŜǎǎ 
Connectivity markets; selection by BT and its customer facing units of the appropriate trading and marketing models for its 
products and services; fluctuations in foreign currency exchange rates and interest rates; technological innovations, including the 
cost of developing new products, networks and solutions and the need to increase expenditures for improving the quality of 
service; prolonged adverse weather conditions resulting in a material increase in overtime, staff or other costs, or impact on 
customer service; developments in the convergence of technologies; external threats to cyber security, data or resilience; political 
and geo-political risks; the anticipated benefits and advantages of new technologies, products and services not being realised, 
including the proposed investment in our FTTP broadband network and 4G spectrum; the timing of entry and profitability of BT 
in certain markets; significant changes in market shares for BT and its principal products and services; the underlying assumptions 
and estimates made in respect of major customer contracts proving unreliable; the anticipated benefits, synergies and cost savings 
of the EE integration and other integration and restructuring plans not being delivered; the improvements to the control 
environment following the ƛƴǾŜǎǘƛƎŀǘƛƻƴǎ ƛƴǘƻ .¢Ωǎ Lǘŀƭƛŀƴ ōǳǎƛƴŜǎǎ ƴƻǘ ŎƻƴǘƛƴǳƛƴƎ ǘƻ ōŜ ƻǇŜǊŀǘŜŘ ǎǳŎŎŜǎǎŦǳƭƭȅΣ ŜŦŦŜŎǘƛǾŜƭȅ ŀƴŘ 
timeously across the Group; the anticipated benefits of the evolved strategy, transformation and restructuring not being realised; 
the BTPS recovery plan; ŀƴŘ ƎŜƴŜǊŀƭ ŦƛƴŀƴŎƛŀƭ ƳŀǊƪŜǘ ŎƻƴŘƛǘƛƻƴǎ ŀŦŦŜŎǘƛƴƎ .¢Ωǎ ǇŜǊŦƻǊƳŀƴŎŜ ŀƴŘ ŀōƛƭƛǘȅ ǘƻ ǊŀƛǎŜ ŦƛƴŀƴŎŜΦ  
BT undertakes no obligation to update any forward-looking statements whether as a result of new information, future events or 
otherwise. 

About BT 

.¢Ωǎ ǇǳǊǇƻǎŜ ƛǎ ǘƻ ǳǎŜ ǘƘŜ ǇƻǿŜǊ ƻŦ ŎƻƳƳǳƴƛŎŀǘƛƻƴǎ ǘƻ ƳŀƪŜ ŀ ōŜǘǘŜǊ ǿƻǊƭŘΦ Lǘ ƛǎ ƻƴŜ ƻŦ ǘƘŜ ǿƻǊƭŘΩǎ ƭŜŀŘƛƴƎ ǇǊƻǾƛŘŜǊǎ ƻŦ 
communications services and solutions, serving customers in 180 countries. Its principal activities include the provision of 
networked IT services globally; local, national and international telecommunications services to its customers for use at home, at 
work and on the move; broadband, TV and internet products and services; and converged fixed-mobile products and services.  BT 
consists of six customer-facing units: BT Consumer, EE, Business and Public Sector, Global Services, Wholesale and Ventures, and 
Openreach. 

British Telecommunications plc (BT) is a wholly-owned subsidiary of BT Group plc and encompasses virtually all businesses and 
assets of the BT Group. BT Group plc is listed on stock exchanges in London and New York. 

For more information, visit www.btplc.com 

Enquiries 
 

Press office:  
Dan Thomas Tel: 020 7356 5369 

  
Investor relations:  
Mark Lidiard Tel: 020 7356 4909 

 
We will hold the fourth quarter and full year 2017/18 results presentation for analysts and investors in London at 9am today and 
a simultaneous webcast will be available at www.bt.com/results 

We expect to publish the BT Group plc Annual Report & Form 20-F 2018 on 24 May 2018. The Annual General Meeting of BT 
Group plc will be held at Edinburgh International Conference Centre, The Exchange, 150 Morrison Street, Edinburgh, EH3 8EE. 

We are scheduled to announce our first quarter results for 2018/19 on 27 July 2018. 

http://www.btplc.com/
http://www.bt.com/results

