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1.0 EXECUTIVE SUMMARY 

1.1 This report provides an update for Members on the Highway and Engineering 
Services contract at the end of its second year of operation; including 
performance against the benefits sought and targets set. It also invites 
Members to provide views on any matter which the Committee considers 
appropriate for consideration by the contract partnership innovation groups, for 
further improvement of the works and services provided. 

 
1.2 The maintenance of all aspects of the highway infrastructure; carried out 

through this contract; are statutory duties imposed on the Council as Highway 
Authority. 

 
1.3 Part of the report relates to financial aspects of the contract which are exempt  

from public disclosure in accordance with paragraph 3 of Part 1 of Schedule 
12A of the Local Government Act 1972, and this information is separately 
contained in Appendix 3 to the report.  

  
2.0 RECOMMENDATION/S 

2.1 The Committee is requested to: 
 
 (i)       Note the progress of the contract during the past year; and 
 

(ii) Provide views on any matter which the Committee considers    
appropriate for consideration by the contract partnership innovation 
groups, for further improvement of the works and services provided. 

 
3.0 REASON/S FOR RECOMMENDATION/S 

3.1 The Committee’s scrutiny of the progress on the contract is an important factor 
in developing and improving the services provided through the contract, and 
ensuring that service objectives are achieved. 

 
 
 



4.0 BACKGROUND AND KEY ISSUES 

4.1   Contract Overview 

4.1.1 On 16th October 2008 (minute 246 refers) Cabinet formally awarded the 
Highway and Engineering Services Contract to Colas Ltd. The Contract 
commenced on 1 April 2009, and has a term of 5 years plus 3 individually 
awarded annual extensions and has an annual value of approximately £7.5 
Million. 

 
4.1.2 Most maintenance activities are included within the Contract and comprise 

emergency, reactive and planned maintenance for roads and footways, 
structural maintenance programmes for roads and footways, maintenance of 
bridges, retaining walls, culverts and drains, coastal infrastructure, street 
lighting, painting and winter maintenance activities. 

 
4.2 Partnership, Management and Governance 
 
4.2.1 The Partnership Board, led by the Director of Technical Services and Colas’ 

Regional Director, has continued to ensure that both parties jointly manage 
and regularly review the risks, communications, performance, customer 
feedback, health and safety, programme, payment, innovation and 
operational aspects of the contract arrangements.  

 
4.2.2 Nonetheless, the approach taken continues to be to solve matters at the 

lowest appropriate level, through weekly operational meetings endeavouring 
to solve issues together, escalating only matters which they cannot resolve 
through the monthly Liaison Meetings, chaired by the Interim Head of 
Technical Services, and then up to Board level if required. 

 
4.2.3 As well as the specific areas of contract development described in 4.3.1, 4.5 

and 4.6 below, the joint Innovation Sub Groups developed by the partnership 
have continued to tackle matters for improvement throughout the year. 

 
4.2.4 The benefits to be realised from the contract have been reviewed again, and 

a summary of the performance of the service against the targets set in the 
Benefits Realisation Plan is provided at Appendix 1. 

 
4.3 Programmes of Work 
 
4.3.1 The second year of the contract has allowed the client and contractor staff to 

build on the procedures and processes developed during the first year. 
Particularly important have been the improvements in procedures and 
resources allocated to planning and programming works. Whilst too much 
weather-dependent work was carried out during the colder, shorter days 
between October and March, the programmes of surfacing works were 
satisfactorily completed. A further successful development was the 
appointment of a jointly funded (50:50) Work Programmer who monitors and 
updates the contract programme of works and also processes the 
notifications required by the Traffic Management Act. 

 



4.3.2 The following list of activities carried out during the 2010/11 year, presented 
in Table 1, show another very busy year. The previous year’s figures are also 
provided but schemes, in particular, are all of different size and complexity 
and do not allow direct comparison of outputs.  

 
Works/Service type 2010/11 

(no.) 
2009/10 
(no.) 

Pedestrian Crossing (Toucan /Puffin)  1 3 
Cycling Strategy Schemes 9 5 
Local Safety Schemes 14 12 
Major Safety Schemes 2 1 
Safer Routes to School Schemes 4 11 
Pedestrian Facilities Schemes 2 4 
Street lighting Improvement Schemes 14 11 
Street Lighting Lamp Change or other repair c15,000 c19,000 
Road Gullies Cleansed 53,686 c60,000 
Carriageway Surfacing Schemes (HRA/DBM) 76 37 
Microasphalt Surface Treatment Schemes 52 64 
Footway Slurry Seal Schemes 54 101 
Carriageway ‘Retread’ Schemes 3 18 
Footway Reconstruction Schemes 39 11 
Major Patching Locations 74 37 
Area Forum Improvements  50 34 
Surface Dressing Schemes 14 0 
Surface Preservation Treatment Schemes 1 0 

Table 1: 2010/11 Works and Services 
 
4.3.3 A further severe winter in 2010/11 was very successfully managed by the 

Council and Colas in respect of the highway network. Lessons learned and 
improvements made after the severe winter in the previous year enabled the 
Council to deliver the gritting and snow clearing service in accordance with 
policy, despite the prolonged severity of the weather at times and national 
issues relating to salt shortages.   

 
4.3.4 The severe weather once again caused extensive damage to the network but 

utilising Council and Government funding, Colas provided additional 
resources to assist in completing a large programme of repairs. 

 
4.3.5 Payments to Colas for works and services in 2010/11 totalled £7.46M, a 

significant increase over the £4.91M paid in 2009/10.  
 
4.4 Changes in Key Personnel 
 
4.4.1 Both the Council and Colas have released a number of employees who were 

involved in the delivery of services through the contract, in order to meet 
efficiency and budget requirements. This has required changes to working 
arrangements for both parties during what has proved to be a very busy 
period towards the end of year two and the beginning of year three of the 
contract; with continued levels of investment in highway maintenance 
compounded by the severe winter weather and subsequent additional repair 
programme. 



 
4.4.2 Year two has seen notable management changes for both parties, with the 

retirement of, and concurrent recruitment of, the Council’s Service Manager, 
who acts as the Council’s Project Manager for the Contract, as well as 
changes to the Colas contract manager twice through career progression of 
that post holder. 

 
4.5 Street Lighting enhancements 
 
4.5.1 This Committee has received a report previously [Minute 64 refers] regarding 

the introduction of the Tripartite agreement allowing the Council’s contractor 
to carry out some electrical connections which previously could only be 
carried out by the electricity company. This has allowed the Council and 
Colas to complete works more quickly without the need for prolonged 
trenches and barriers, with financial savings resulting. 

 
4.5.2 A trial remote monitoring project has also been underway, allowing dimming 

of lighting within the trial area at certain times. The consultation with residents 
on the perceived impact of the trial has continued into this year and the 
results, together with a recommended policy, were reported to Cabinet on 1 
September 2011 [Minute 100 refers].  

 
4.6 Customer Feedback 
 
4.6.1 Customer surveys are now carried out on a large selection of schemes 

carried out by Colas for the Council. In 2010/11, some 37 surveys were 
conducted, with residents invited to fill in a short questionnaire with questions 
relating to communications about the work, the contractor’s people, safety 
and quality and their satisfaction with the work, with the opportunity too, to 
make other comments. 

 
4.6.2 The annual report to the Partnership Board arising from the feedback 

received during the year, together with a copy of the questionnaire, is 
attached at Appendix 2. 

 
4.6.3 The average scores in each area over the year provide a challenging 

benchmark upon which to build during the current year and in the future. 
 
4.6.4 Feedback has suggested that the existing letter drop used to notify residents 

of works about to be carried out does not meet their needs since it provides 
limited advance notice and gives little information about, for example,  the 
surface treatment proposed. Revised letters are currently in preparation which 
will inform residents about proposed maintenance schemes as soon as we 
are certain that it is in the programme, with a further letter with more detail 
about the treatment type and precise timetable closer to the time. It is 
recognised by the service that the current communication arrangements are 
carried out for the convenience of the service and not the residents. It is 
hoped that the changes will address this and the questionnaire scores and 
other feedback after that time should reflect this. 

 
 



4.7 Performance 
 
4.7.1 All of the key performance indicator targets introduced at the beginning of 

the contract were successfully achieved in year two, and are as follows: 
 

o Planned works completed on time 
o Planned Works not requiring a second visit 
o Compliance with the Winter Maintenance Plan 
o Attendance at Emergency Call-Outs within required time 
o Lighting Repairs within required time 
o Health and Safety incidents 
o Recycled content of materials 
o Submission of accounts within required time 
o Joint inspections 
o Customer complaint numbers 

 
 Some new indicators, such as the customer feedback measures described 
in 4.6 above were undergoing their first year of measurement to establish a 
benchmark for future improvement. The Partnership Board established a 
new innovation sub group to look more closely at performance measures 
since it had become clear that a number of measures which were 
considered important early in the contract were no longer adding value, and 
there were other aspects which would benefit from challenging targets. New 
indicators to be introduced in year three will include performance on 
drainage and lighting activities, for example.  

 
4.9 Current and Future Challenges 
 
4.9.1 Given the large number of personnel changes and reduced staffing levels 

for both parties, the unaffordability of an integrated Highway Asset 
Management System and with a range of improvement areas to be 
explored, there will a joint workshop in October 2011 to further improve 
understanding of each other’s roles and to examine those areas for 
improvement. Specific areas to be discussed will be: 

 
• Greater use of the CRM system for Colas in particular; 
• More efficient agreement of works/cost variances; 
• Performance Management; 
• Customer relationships and information; and 
• Opportunities for process efficiencies and innovation. 

 
4.9.2 Preparation and planning for the programme of work for year 3 has been 

further improved over years 1 and 2. The size of the highway maintenance 
programme has been as large as in previous years and despite lower 
staffing levels it has been possible to ensure that the bulk of the weather 
dependent work has been carried out in the warmer months with longer 
daylight hours. Our challenge will be to ensure that this is repeated next 
year, and becomes the norm, through timely planning in the current year, 
including early involvement of Colas in determining the most suitable 
treatment types. 

 



4.9.3 As described earlier in the report, the key challenge for the service provided 
by the Council and Colas together will be to ensure that customer 
satisfaction increases, and complaints reduce further. Better informed 
customers will ensure that their expectations are based upon much 
improved information about what will happen and when. 

 
4.9.4 Recent changes to the Council’s Contract Procedure Rules will specifically 

require significant cost changes on the contract to be reported to Cabinet, 
rather than simply managing them within budget. It is proposed to report to 
Cabinet in October, taking the opportunity to report on assurance of the 
continued value for money provided by the contract. 

 
4.9.5 The initial contract period is for 5 years, and decisions will need to be taken 

at the end of the current year 3 as to whether the contract extension options 
(three single year extensions) are viable for both parties, and if not, 
consideration will need to be given for future procurement options for 
highway and engineering services for 2014/15 and beyond. 

 
5.0 RELEVANT RISKS  

5.1 Highway maintenance is a statutory requirement and failure to deliver the 
service in accordance with the Council’s policies will impact on the Council’s 
reputation, the condition of the network and claims against the Council for slips, 
trips and falls. 

 
6.0 OTHER OPTIONS CONSIDERED  

6.1 This report provides an update on progress only. 
 
7.0 CONSULTATION  

7.1 As described in the report, particularly at Section 4.6, the residents affected by 
a sample of schemes are invited to provide numerical feedback and comments 
on the works carried out through the contract. 

 
8.0 IMPLICATIONS FOR VOLUNTARY, COMMUNITY AND FAITH GROUPS 

8.1 There are no specific implications arising from this progress report. 
 
9.0 RESOURCE IMPLICATIONS: FINANCIAL; IT; STAFFING; AND ASSETS  

9.1 There are no specific implications arising from this progress report. 
 
10.0 LEGAL IMPLICATIONS  

10.1 Highway maintenance and the clearance of ice and snow are both duties 
placed on the Council by statute. 

 
11.0 EQUALITIES IMPLICATIONS 

11.1 There are no specific implications arising from this progress report. 
 
12.0 CARBON REDUCTION IMPLICATIONS  

12.1 There are no specific implications arising from this progress report. 



 
13.0 PLANNING AND COMMUNITY SAFETY IMPLICATIONS 

13.1 There are no specific implications arising from this progress report. 
 
REPORT AUTHOR: Rob Clifford 
  Service Manager (Highways Management) 
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  email:   robertclifford@wirral.gov.uk 
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