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When Actions Match Words 
How Diversifying the Workforce Opened New Roads to Growth at BT Openreach 

An In Practice™ Series by Helen Kelly 

Article One 
Diversity Champions: Andrew Jones Leads the Way 

  

 Andrew Jones, Business Transformation 

Managing Director, looks after network 

strategy and change management at 

Openreach, a BT Group business that is 

responsible for the local access network 

between end users’ buildings and the local 

exchange. The Group enables fair and equal 

access for all Communications Providers to 

BT’s national network in the UK. In January 

2006, shortly after the creation of Openreach, 

Andrew took on the role of Diversity 

Champion.  His aim was to diversity not only 

the workforce but also ways of thinking about 

issues, customers, and roads to growth. 

  

A product of history… 

As Andrew saw it, there was no choice. “We were a product of our history; that is, 

an organisation with a predominantly white male workforce - which is not at all 

surprising for a large engineering field based organisation. With this workforce we 

were fortunate to inherit huge experience and expertise. Yet, at the same time, we 

knew that we needed to take steps to more closely reflect our customer base in 

terms of female employees and people from ethnic minority backgrounds.   

“Launching Openreach was a chance for a fresh start,” Andrew said. “Many of our 

customers were dynamic young service provider start-ups, which served as an 

inspiration and reminder of what we needed to be aiming for if we were going to be 

successful at attracting new recruits from the widest possible range of 

backgrounds.  

“So yes: we wanted to change, we would change, and we were excited about it.”  

Strong support from BT’s CEO … 

Andrew felt optimistic about possibilities. Openreach were set to hire hundreds; it 

was the chance of a lifetime to live a diversity strategy, not just make one; so he 

was after a culture change, inside and out, starting with senior and top managers.  
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With strong support from Ben Verwaayen, BT’s CEO, Andrew established a new 

Diversity Programme. He asked colleagues to participate voluntarily, nominated 

some people specifically, and set up a Steering Group. “Face-to-face was 

essential,” Andrew said. “We were going to tackle obstacles to change. That 

wouldn’t happen by email; we all had to be personally involved – responsible to 

one another on this project as well as to the company.”  

At the outset, the team, a dozen people, met for a full day and they didn’t dodge a 

thing. Here are the agenda items.  

 Understand our reality  

 Understand what we’re already doing  

 Define where we want to be  

 Identify the gap  

Then, to build momentum, they met weekly, and after a while, fortnightly.  

Next, the Diversity Steering Group requested a slot on the Executive Meeting 

agenda. That was granted. They were in business and set a practical Action Plan.  

 Where to focus (otherwise could have gotten lost in good intentions) 

 

 Environment – and here Openreach was dealing with basics such as 

providing female toilets and clothes designed with a woman’s touch  

 

 Communications Strategy – make sure Diversity isn’t a bolt-on and is the 

way we do business as well as the way we live  

 

The figures speak for themselves … 

The Programme is succinct yet the 

achievements are far reaching. Now the 

Diversity Steering Group are moving on to 

embed diversity into the DNA of the 

organisation so that there no longer needs to 

be a separate programme of activity. Diversity 

of thought is also high on the agenda.  “I want 

this to be permanent,” Andrew says; and with 

the right people in place, it will be.”  

The company’s diversity figures speak for 

themselves.  
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