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Best Value Improvement Plan



Targets
Progress
Timetable
Comments   (June 2003)
Comments   (May 2004)



Option 1 (early option – by end December 2002)

Review standards of operation to ensure that they are achieving the desired outcomes and consult the public about the standards.

Complete mechanical survey coverage of the busiest 20% of non-principal road length.
Completed
N/A
100% of ‘B’ roads surveyed.

Plan in place with private sector partner for follow-up investigations and repeat surveys.
100% of ‘B’ roads & targeted sites elsewhere.

Moving to more pro-active asset management - developing programmes of targeted treatments where they will demonstrate greatest benefit.

No more than 12% of these roads to be beyond zero life (BVPI 97 condition) by 2010 (Local Transport Plan Target) – with an interim target of 1.5% improvement in conditions annually.
Partially completed.
By 2010
Although the condition measure chosen, BVPI 97, has changed (twice) making the original figures redundant, progress on improving non-principal roads has been achieved by:

· Transport capital funding has been weighted to maintenance in these first 2 years of the 5 year Local Transport Plan enabling over 100 resurfacing/reconstruction schemes to be carried out.

· The number of ‘Failed Roads’ has been reduced from 27 to 7.

The prediction for BVPI 97a, (classified roads) in the Oxfordshire Plan is to worsen from 33.5% to 35% requiring repair this year, then improve by 1.0% a year after that. 

An alternative analysis of mechanical survey data, and comparison to some other authorities, will be provided (free of charge) by our private sector partner.
BVPI figures indicate that although deterioration of the secondary road network continues, the rate has been slowed.

Approx 90% of potholes: in S Area repaired using hot material to 'permanent' specification.  50% in N Area.

Gullys - aim is to build service improvements into the new term maintenance contract  (possibly a performance specification, and use of GIS location referencing).



Budget allocation to reflect consultation feedback by April 2002.
Completed
Annually

reviewed
Budget provision used - within prudent limits – to improve the standard of provision on activities revealed by consultation to be the greatest causes of dissatisfaction i.e. pothole repair, pavement repairs, drainage problems, weed growth.

Each year there will be a review of the possibilities of the budget provision to match performance priorities and public attitudes.
In 2003/04, capital funding on PRN was aimed at maintaining steady state conditions.  Programme was also driven by need for essential repairs to busy arterial and Bus Priority routes in Central Oxford.

2004/05 programme maintains the minimum level of investment necessary to continue improving these key routes, whilst doubling the 03/04 allocation for non-principal roads.

In response to public feedback, the 04/05 budget also contains additional sums for town centre enhancements, village footways, drainage and patching.

The budget for highway trees shows another significant increase, in order to meet the objectives of the Tree Management Action Plan.

Develop a strategy for consulting the public on how the highway maintenance budget is spent and priorities for the programme by November 2001.
Completed
N/A
Consultations have taken place through; 

· MORI survey, 

· Highway Management Policy Manual consultation,  

Environmental Scrutiny Review of Road Repairs and Drainage – this included canvassing views at Area Forums, a questionnaire sent to each parish council and to the Citizens Panel.
As June 03.






The strategy for the future will be;

· to use the MORI survey as a reference benchmark, 

· to use annual revision of the Policy Manual to consult on specific policy issues.  

· To expand consultation to satisfaction with built schemes (done in partnership with our contractor, who will distribute questionnaires to local people)

· Implementation of call handling software will provide monitoring data on issues that the public raise on a daily basis.  

· The public will also have access to a generic e-mail to send suggestions/observations and comments environment&economy@oxfordshire.gov.uk


Option 2 (early option – by end December 2002) 

Publish a unified document listing performance standards in a form accessible to the public.

To complete Highways Policy Manual by November 2002
Completed
Annual Review
The Highway Management Policy Manual was approved by the Executive on 29 October 2002 following consultation with members, parish councils and transport interest groups.  There was a positive welcome for the manual from parish councils.

Policies in the manual will be reviewed annually.
Manual circulated to Councillors, Parishes, Officers, and external agencies, and published on Council web-site.

Next Review planned for August 2004 - will include additional policies, and an exceptions report.  Will form a sister document to the planned Highways Asset Management Plan. Together, they will describe standards, rationale and the cost implications of HM processes.



Option 3 (early option – by end December 2002)

Review the management of the New Roads and Streetworks Act to minimise the disruption to road users caused by Statutory Undertakers and maximise income potential.


Reduce the number of phone calls from Statutory Undertakers regarding location of works from 10 a week to nil.
Not completed
30/10/03
This proved to be an unrealistic target because of the technically complex nature and format of the national reference system for works, the National Street Gazetteer (NSG), and calls continue at a similar level.  All highway authorities suffer similar problems because SUs have to search for locations by road name and have three main difficulties, common road names (eg High Street), incorrectly named roads, and roads with no recognised name – common outside built-up areas.  Additionally, there was no software available until April 2002 to add new roads to the Gazetteer or to amend information on existing roads but this is now in use and improving the NSG data.
Improvements to Gazetteer has resulted in a significant reduction of 'fault' calls from utilities and Area offices. 

Progress made in amending NSG and providing  quarterly submissions to the Ordnance Survey. ITN used since November 2003 to produce the gazetteer. 

We have agreed a procedure with the District Councils where the NSG info for quarterly submissions is validated by them and we incorporate any amendments required by them as they work on the production of their Local LPGs.. Regular meetings are held to promote consistency and co-operation. Work is in hand to provide software to part-automate record updating. Visits to Utilities offices indicate that local knowledge is a key factor when obtaining reliable location data for noticing purposes. Many of these calls would not occur if the Utilities had adequate geography(GIS) to go with the NSG. The NSG provided by OS to the Utilities is Level 1 although we provide a Level 3 Gazetteer to the OS. We are presently looking into providing a map displayed on an OCC web link to allow Utilities to see the NSG details and geography(GIS) for streets in Oxfordshire.






Management action to tackle these issues have been;

· Re-assign staff time

· Bring in external expertise to create and execute a mass update of data

Visits to SU notice processing offices to see the problems of using NSG from their end.


Complete a review of administrative and technical monitoring arrangements with particular emphasis on increasing income from permissible charges, and implement by April 2002.
Completed
To be repeated as required in the light of legislation changes.
Review of staffing structure completed and amendments made, additional inspectors recruited to increase monitoring of reinstatements, charges for defects found have increased (£40k in 01/02, £30k in 02/03 – level of SU work has dropped compared to 01/02).
Although the Inspection fee has increased to £21/unit the number of defects has decreased and also the Utilities are managing their works better so as to avoid liability for large Section 74 charges. We monitor charges issued monthly and are working with ICT to help track overruns from the notification stage to payment, and to provide screen input forms to Access databases for monitoring of the effectiveness of Section 74 in Oxfordshire.

Quarterly report indicating level of performance with regard to attendance at HAUC Co-ordination meetings and issue of notices. Includes OCC road works. Performance information issued to Utilities.



To provide more accurate and timely Roadwork’s Online information.  Ensure complete and consistent notice of county council roadworks.
Completed
Further develop-ment mapped out (to PSA timetable)
Updated daily, presently working to incorporate into e-government agenda.  Strategic ICT is working closely with officers to introduce an immediate notification to relevant bodies that the site has been updated with new road works, and an automatic link to a contact e-mail address.
Roads online database consistently improved by introduction of screen input form including the use of mandatory fields and drop down menus. Training and follow -up provided for all teams. Ownership of schemes encouraged by use of same database to input co-ordination schedules. Filtering methods have been introduced to provide uploading of works information to Council web page. Provision of Real time updating to web page slower than envisaged because of corporate ICT issues. The uploading process is presently being re-visited by ICT with a view to achieving automatic uploads to refresh the web page on an hourly basis. Approval for funding has been obtained and further development proposals now being considered. They include the use of mapping to publicise roadworks, events, road closures and locations where temporary signals are in use. Also map based search facilities to allow interrogation of more detailed traffic management information, and online consultation on highway proposals. 

Advance signing displayed on all major schemes, and dialogue with local residents, businesses and haulage companies, Police, Bus companies etc in advance of the works. Schedules of roadworks are sent to councillors on a monthly basis. We also send information to travel information companies(AA, RAC), Police, Media organisations and local interested bodies on a weekly basis. 

We have in the past year obtained agreement to include our top ten roadworks in the Oxford Mail newspaper and "this is Oxfordshire" website, with a link to the county council "roadsonline" webpage. BBC Oxford has also included the "roadsonline" link.

We also exchange data with the Highways Agency's Traffic information Centre.



Achieve automatic Inclusion of ‘Roadworks Online’ of ‘Statutory Undertakers’ works notices
Not completed
April 2004
Automatic transfer of information not likely until April 2004.  Main problems to overcome are issues of web site access and control (currently only daily and not permitted by other than web site managers), the technical complexity of filtering works worth posting from the mass of minor works notified by SUs, and overnight notice of emergency/urgent works.
As stated above.

Reduce the level of unreasonable delays in roadwork’s by the use of new financial penalties in revised legislation.  To improve control of Statutory Undertakers’ roadworks and compliance with the New Roads and Street Works Act requirements.
Completed
-
Powers to charge SUs for unreasonable delays in completing works have been adopted and charges made totalling £230k.  Impressions are that works are not being left unfinished as before, reporting systems (using the facilities in the ‘Mayrise’ notice handling software) have been developed to obtain statistics on this
Section 74 Challenges(on duration) used to reasonable effect. We do not have a means of effectively measuring the outcome of challenges and directions, however MAYRISE are currently re-writing software to produce reliable reports on the effectiveness of Section 74. We are concentrating our Section 74 efforts on Traffic-Sensitive, Commuter and Bus Premium Routes with a view to reducing disruption. We have introduced a 3-step system agreed with the Utilities for the agreement and payment of charges for Overstays in the highway. This is being applied across the Areas to avoid disputes over large amounts of money and their non-payment which has caused us budgetary difficulties in the past. 

On major schemes on busy routes we specify manual control of temporary signals with the use of traffic spotters where necessary. We also engage contractors and  Bus Companies early on in design process and provide direct communication access between traffic management operatives and bus companies during execution of the works. of all of the above.



Option 4 (early option – by end December 2002) 

Provide single point of contact for all highway services.

Provide single point of contact for all highway services.  To develop a central call handling facility.  Improve the management of enquiries and complaints with the majority of calls answered by the call centre/single point of contact within one year of operation.
Not completed in original form – modified option partially complete
June 03
This option has been overtaken by the Council’s intent within its IEG Strategy to provide a Contact Centre.  Consultants engaged to advise on Contact Centre development recommended using departmental systems as trials and a Highways contact management system is being implemented as a trial site.  If a corporate contact centre approach is adopted then this system will act as the essential second line service back-up.
Telephone equipment in the Area offices has been improved to enable faster transfer of calls, when necessary.






“Public Enquiry Manager” has been bought, which will:

· Accept a call from anywhere;

· Place the matter at the appropriate desk

· Keep a history of action on that contact

· Inform callers if subject is already known and acted on.

A 3 phase implementation plan agreed, training of 64 Area office staff in Phase 1 completed, and Phase 1 is due to go live in June 03 in both Area offices.  Phases 2 and 3 will follow with intended full implementation by end of March 04.

Although progress was initially hindered by IT complexities, close working between ICT and highways officers has achieved a recent drive to ensure progress and implementation.


PEM system used in Area offices.

Development slowed by internal reviews, including BV Review of Customer Care (ongoing)

Subject to recommendations, aim is to pursue bid for pump-priming money to procure spatial software for easier reference, and speedier response.

4 call handling staff now employed on permanent contracts.






There will not be a single contact number but any enquiry will be accepted at the Area office and PEM facilities can transfer information to the appropriate office.  This recognises that existing numbers are well know to parish, town and district councils, and to our councillors all of whom usually want to talk to specific staff and have different requirements to public contact.


To develop a departmental Customer Code of Practice.  Make it easier for the public to contact Environmental Services and receive answers quickly in line with the aims and objectives of the corporate Best Value Review of Customer care – measures by ‘mystery shopper calls’.
Partially completed
E&E review 03/04
Changes have been made and standards set: PEM requires structured enquiry handling, E&E Service Plan contains standards for response times, and a staff database developed with search facilities allowing a subject and geographical area to be entered producing relevant staff name(s) and contact details.
BV Review of Customer Care

Electronic telephone directory (Officers and Members) on intranet 




The original intention was halted to avoid duplication when a corporate BV review of Customer Care produced an action plan for a corporate CoP.  The corporate plan was never developed.  But E&E plan a Best Value Review of customer care this year and the Highway Management service will adopt the outcomes from that.


Cost of service provision to be less than or the same as current arrangements.
Completed
June 03
The cost of implementing PEM will initially be higher than existing costs because of data entry time and learning time.  But downstream benefits are expected from freeing technical staff from answering calls (already noticeable from re-organisation of phone answering even through no PEM) and from faster search for complaints history.
Subject to Review - however, cost is not the main criteria, when compared to the potential benefits for public and staff




Investment will also produce statistical data on contact frequency and subject.


85% of customer contact to meet the standards identified within the Code of Practice by 03/02.


Completed
N/A
Letter response times exceed 85% of Service Plan standard.
As June 03.



Option 5 (early option – by end December 2002) 

Accelerate the implementation of an effective performance management system.

Identify accountability for BVPIs by February 2001 and build into the appraisal process by 31 March 2001.


Completed
N/A
Service Plans identify individual responsibilities and these are the basis of job plans in individual appraisals.
HOS accountable for ensuring Golden Thread runs through plans and targets.

Quarterly performance monitoring meeting chaired by Director to review BVPI's and Service Plan targets.



BVPIs to be monitored and discussed monthly
Initially completed, amended


To corporate standards
Not all BVPIs proved amenable to monthly monitoring because data is not produced that frequently, e.g. road condition data.  Corporate reporting using accountable/responsible officer system used to avoid duplication and confusion.  Plan now is to look at selected data each monthly team meeting covering the range over time and to fit quarterly review timetable.




Reports to DMT quarterly/six monthly on results and progress in meeting service targets.
Completed
N/A
BVPI and Service Plan progress was reported quarterly to Environmental Services DMT.  Now E&E reporting will be as corporately laid down.
As June 03.

Increase benchmarking
Completed
Ongoing
Helped develop and launch a national benchmarking club to measure the performance of Highway Works contracts, now has 24 members  Data provided quarterly, measures indicate our performance to be in the expected ranges and around the mean of reported information.
As June 03.




Joined regional benchmarking club, SECSIG, to measure and compare processes across a range of highway services.





A ‘maturing market’ is producing nationally adopted measures e.g. bridge maintenance indicators indicate that we have lower investment than most, lower inspection costs than most, but comparable bridge conditions.


Option 6 (early option – by end December 2002) Develop the partnering process with Isis Accord and Babtie Ltd to deliver the objectives of ‘Rethinking Construction’.



A 10% reduction in total unit cost of highway works undertaken through this partnering contract.
On target
By 31/3/05
Partnering action has produced an 8% reduction in total costs to date through; 

· Agreement to built in reduction in contract rates year on year 

· efficiency savings achieved through agreed changes to working practices 

· Joint investment in specialist equipment 

· Recycling of materials.

· The 8% reduction on the current contract value is worth £1.7m a year.  

The built-in reductions will produce a 10% saving by March 2005 even if no more efficiency targets are found.  Partnering efforts this year will focus on better programming and earlier contractor involvement which if successful will produce further savings.
The built-in reductions are expected to produce the 10% saving forecast for
March 2005.
Substantial effort has been put into improving programming, particularly of
capital schemes, and workload forecasts are becoming more reliable. The
contractor now takes part in project meetings during the planning stages and
advises on practical construction issues.
Revised procedures have been agreed with Babtie Ltd for improved control of
costs and programmes, and performance measures have been established."






In addition to these annual savings the Council has benefited from capital investment by the contractor in depot facilities valued at £95k.  The contractor has also contributed £20k of business development costs which have produced the above efficiency savings.





In addition to Highway activities, Grounds Maintenance costs (mostly school grounds) have had a 3% reduction in contract costs; and Vehicle Maintenance activities have benefited from £70k capital investment in workshop facilities.


Communicate to all teams the performance against targets on a regular basis to build trust at all levels.
Completed
Ongoing
Performance indicators for all parties collected and disseminated monthly.  Project Development Team (senior managers from all 3 organisations) directs the activities of and receives reports from 6 Working Groups examining ideas for better ways of working.
New term-maintenance contract being prepared - building on experiences of existing contract, and Rethinking Construction processes.




Employment jointly of a Partnership Administrator ensures timely provision of information, collection and provision of performance data, and production of Partnering Newsletter to inform all employees of the benefits of this approach.


Improve by performance indicators for satisfaction by and agreed target
Completed
Ongoing
Satisfaction rating by the contractor of client partners is at 8/10; satisfaction rating of contractor by clients is also at 8/10 Performance generally good from the start, small improvement but now static.  Work programming identified as providing the main potential for further improvement.


Option 7 (medium term – by end December 2003) 

Review the winter maintenance service including the out-of-hours service provided by the client in order to provide cost-effectiveness and take account of dissatisfaction reported in some quarters.

Objectives:

To comply with the recommendation in the Best Value Inspection Report (not identified for examination in the Review because of low costs for a high level of service provision in comparison to other authorities, but Inspection recommendation accepted.  The review will be completed by the target date.

To complete a review by November 2003
On target
Nov 2003
Evidence is being collected for the review, comparative information available through participation in SE counties group.

The transfer of 120 km of de-trunked roads (final section expected by July 31) has a significant impact on any re-arrangement of the service, a review could not be concluded until the detrunking date was confirmed.

Continual review and development of ideas takes place through the partnering arrangements in the Winter Maintenance Working Group.
We compared CIPFA statistics for winter maintenance costs and concluded they already were in the lowest quartile. Dissatisfaction tracked down to TVP but unable to get any further info from the particular Officer involved. The Policy Manual provided a consultation medium on standards and there was little dissent from those consulted to what was proposed. The Winter Maintenance and Emergencies group is currently reviewing the out-of-hours client service (Icelert team) following a Process Mapping exercise. 

In essence, for better value we need either to find someone else with which to share the operational costs or extend what the Icelert team does. We are still talking to other organisations about shared working but none of those approached so far (OCC Social Services, OCC Fire & Rescue, Isis Accord, Thames Valley Police) has provided a suitable partner. 

Considering the implications of providing the Icelert team., and also looking at client stand-by arrangements Recommendations now required by July 04 to allow time to set up new arrangements before next winter season.



Option 8 (medium term – by end December 2003)

Review the Agency arrangements with District Councils to ensure that services are delivered as efficiently and cost effectively a possible and in a way that is easy for the public to understand.  Implement changes as soon as possible.

To review the existing arrangements for adopting new estate roads (Section 38 Agreements)
Completed
N/A
A review of charges to developers completed.

Review of agency arrangements completed resulting in

· 3 out of 5 agencies ended and brought in-house with cost and service advantages 

new service level agreements with remaining 2 District Councils to ensure delivery of standards at agreed costs.
A review of Development Control practices and procedures is in hand.



To discuss with District Councils the possibilities for future agency arrangements such as amenity maintenance and tree maintenance with aims of 

· Reducing numbers of site visits by December 2002.

· Achieve better co-ordination of works with District Councils by December 2002.
A number of initiatives identified.
Nov 03 – but District Council CPA’s may result in more discussions
Initiative so far:

Trials with Cherwell DC for OCC highway inspectors to check litter clearance standards for them – avoids 2 people driving over the same roads for different purposes.

· Work “swaps” on amenity maintenance (sweeping, weed clearance) agreed with Cherwell DC to obtain more cost effective work arrangements.

· Co-ordination of OCC grass cutting works with DC litter clearance contractors.

Oxford City/County Council agreement on improved city centre management.
Tree maintenance discussions on-going.

Meetings with individual Districts set up and a common protocol envisaged.



Option 9 (medium term – end December 2003)

Instigate a Quality Management System to ensure consistency of work practices between Area offices and Headquarters teams (to comply with recommendation of the Inspection Report).

To complete this by 30 November 2003
On target
By 30 Nov 03
A start on this has been waiting for the completion of Highway Management Policy Manual (see option 2).

Process documentation has been produced for some activities covered by the Review, e.g. New Roads and Streets Works Act, working with contractors, signs and road marking practices, but needs incorporation into a comprehensive management system.
Single Service Culture Review undertaken early 2004. Action Plan formulated.

Will be monitored at Area Engineers meetings.

Option 10 (medium term – by end December 2003)

Initiate a study into the difference the quality of maintenance makes to the number of road accidents (to comply with recommendations of Inspection Report.

To complete this by 30 November 2003
On target
By 30 Nov 03
National research on various aspects of maintenance already exists and is well understood.  The intention is to commission a review of existing research.


Being considered within the BV Review of Road Safety  (May 2004).

Accident Manager software procured to superimpose accident clusters over sites with suspect skidding resistance.

Option 11 (long term – by end December 2004)

Review the Area Office and HQ Management Team Structures (to ensure a cost effective organisation, consistent work practices and standards, while providing a local and accessible service).

Complete a cost benefit analysis of alternative structures following decisions on customer contact handling, NRSWA activity.  HQ activity outsourcing, and implement changes by April 2004.
On target, a number of changes already made.
Review as part of the formation of Roads and Transport Service in Environment & Economy 

By end of July 03
The planned review of the Highway Management element of the new Roads and Transport Service will effectively complete this task.
Transport re-organisation largely complete.

New term maintenance contract will develop partnering ethos - changes to contractor and client organisations may result.



ANNEX 2

A PROPOSED STRUCTURE FOR ROADS AND TRANSPORT SERVICE  (June 2003)
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