
Today’s 
Programme

0900     Welcome & coffee

0930 Latest update of Self-Assessment

0945 Asset Management questions 1-6

1115 Morning break

1130 Asset Management questions 7-8

Resilience questions 9-11

1300 Lunch break

1330 Customer interaction questions 12-14

Efficiency 15-16

1445 Afternoon break

1500 Service Delivery questions 17-22

1615 Close



Self Assessment 
Workshop 

Session 3

Questions 12-16







Undertake customer 
satisfaction surveys

•Regular customer 
satisfaction surveys

•Appropriate sample 
size of the community



Customer Feedback 
East Sussex 

• NHT Customer Satisfaction Survey

• Focus Groups

• Strengthening Local Relationships 
(SLR)

• Resident panels

• Fault/defect reporting

• Regular updates via website and social 
media



Highways Customer 
Panel

East Sussex

• Started in 2013

• Email and postal survey 
to 1800 residents

• 45% response rate

• 3 surveys a year







Mechanisms in 
place to gather 

customer feedback?

Feedback via a range of 
channels
• phone

• the web site

• through Apps

• surveys



Customer feedback 
–East Sussex

• Via Social Media

• Face-to-face

• SLRs

• Through the Contact Centre







Keeping the 
customer informed

Information on the 
highways service
• On the web-site

• Social Media

• Newsletters



East Sussex-
Customer Service 

Excellence

•Awarded in March 2015

• Second Highways 
Authority in UK

•Helps us work towards 
Continual 
Improvements







Benchmarking

Benchmarking Clubs
• HMEP Connect & Share

• APSE

• NHT

• ADEPT

• MSIG and other regional service 
improvement groups



• NHT “benchmarking club” 

• Membership of the South East 7 
Alliance

• Membership of the South East Service

• Improvement Group

• Participation in Project Outcome (with 
Surrey)

• Membership of the CIPFA HAMP 
Network

East Sussex -
Benchmarking



Durham Q15. 
Evidence

 National Highways and Transport Public Satisfaction Survey

 National Highways and Transport : Customer, Quality and Cost 

benchmarking 

 Association for Public Service Excellence : Cost and performance 

benchmarking

 Best Value Review : Benchmarking cost and quality against in-house 

and external contractors

 Procurement : Periodic hard market testing of all external spend

 Internal performance reporting:

- Monthly reporting of key performance indicators

- Quarterly reporting of corporate key performance indicators

 Knowledge sharing through:

- North East Highways Alliance : Knowledge Sharing Workstream

- Highways Maintenance Efficiency Programme : Connect & Share

- Association for Public Service Excellence

- Northern Regional Managers Group

- Technical Advisors Group - North East

- ADEPT - Engineering Board

- ADEPT - Street Lighting Board







Measuring 
efficiencies

Use of CQC

Customer

Quality

Cost



 Medium Term Financial Plan - Monitors and 

measures cashable savings across the 

Council

 Project - Benefits tracking (cashable and non-

cashable) i.e. Street Lighting Energy 

Reduction Project

 Annual Pricing Policy - Mark up for overhead 

and profit

 Procurement - Savings tracking

 Mutual assistance - Savings tracking

 Transport Asset Management Plan : 

Performance Measures

Durham-Q16. 
Evidence



THANK YOU

ANY QUESTIONS


