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1 Purpose of Report

1.1 The purpose of this report is to provide a quarterly update to the committee on the 
Street Lighting PFI.

2 Recommendations

2.1 It is recommended that the committee notes the information provided in this report

3 Background

3.1 Following concerns about the performance of the Street Lighting Service Provider, 
the Committee decided that the Director of Economy and Environment be 
requested to submit reports to the Committee on a quarterly basis, updating 
Members on the performance and monitoring of the street lighting PFI project.

3.2 The Committee stated that the areas of interest are; progress of the street lighting 
replacement programme, consultation, customer complaints / requests for service, 
standard of work and local employment.

3.3 Following a meeting between; a senior Eon director, the Leader of the Council, a 
number of senior elected members and the Chief Executive on 5th June 2015, 
Eon took the decision to replace the management overseeing Rochdale’s and 
Oldham’s PFI projects, in an attempt to rebuild relations between the parties and 
to improve the Service. 

3.4 A letter was issued by Eon to the Leader apologising for any shortfall in service 
and giving a commitment to improve, which was circulated to all Council Members. 
A new Head of Lighting has now been appointed and is working with Client Team 
to resolve a number of outstanding issues and to improve the service going 
forward. 



4 Street Lighting Replacement Programme

4.1 The street lighting Core Investment Programme (CIP) started in September 2011 
and is forecast to be completed within the first five years of the PFI.

4.2 As of August this year, 22,469 existing street lights and illuminated signs have 
been removed and 22,400 new units have been installed and certified as 
compliant. This equates to approximately 90% completion of the replacement 
programme. Of the 22,400 assets that have been replaced, 21,001 are street lights 
and the remainder are illuminated signs and bollards.

4.3 At the end of the replacement programme a total of 24,945 existing units of 
apparatus will have been removed and replaced with new energy efficient 
equipment. This figure includes 2,063 illuminated signs.

4.4 There are ten milestones in relation to the core investment programme set at six 
monthly intervals. The service provider is currently approaching milestone nine, at 
which point 23,563 units of apparatus will have been removed and replaced. 

4.5 Since the last quarterly update Eon have remained on programme with the 
replacement works.

4.6 At the last meeting, the issue of missing attachments was raised. This included 
missing post boxes, refuse bins, traffic and information signs. At the time of writing 
this report it was known that there were two post boxes missing in Littleborough; 
however, these were in the possession of Royal Mail and they were making 
arrangements to re-install them. All the traffic and information signs had been 
reinstated to the best of Eon’s knowledge and Eon and Environmental 
Management were working together to address the refuse bin issue. It is 
anticipated that progress on this issue will be made by October this year.

5 Consultation 

5.1 The Service Provider is contractually obliged to undertake consultation with 
stakeholders. 

5.2 The current approach adopted by Eon is to meet with Ward Councillors and 
Township Managers to discuss their proposals, publish the design drawings on 
their website and then finally post information leaflets to affected residents prior to 
marking out the columns positions on site.

5.3 There are further streams of consultation that Eon is required to undertake which 
includes discussing their proposals with; Council departments, the conservation 
officer, town centre committees, emergency services, utilities, planning authorities, 
community and resident groups

5.4 Eon has now undertaken street lighting replacement works in all of the Wards and 
is currently carrying out further phases in each ward. Prior to each second or third 
visit, Ward Members and Township Managers are given the opportunity for an 
additional meeting.

5.5 Eon has provided two updated programmes since the last report; the first was a 12 
month forward programme which provided details at Ward level over the next 12 
month period  and the second was a 3 month forward programme which provided 



details on a street by street basis for the first 3 months. These programmes should 
be refreshed and re-issued every three months.

5.6 A copy of both programmes was issued to all Councillors by email in September to 
provide forward notice of Eon’s replacement works and to provide Councillors and 
Townships with the opportunity to consider the use of decorative street lights and 
to secure funding prior to the works proceeding.

5.7 It should be noted that the programmes are based on the best information 
available at the time; however due to unforeseen issues relating to the design, 
technical problems, permissions or supply of materials the programmes may be 
subject to change without notice. 

6 Customer Complaints / Service Requests

6.1 The formal process requires that all service requests and complaints are initially 
directed to Eon for action and resolution through the agreed process set out in the 
contract. If the resident or service user is unhappy with the outcome of their 
enquiry, they have the option to make a formal complaint or appeal against the 
decision. If the complaint is not resolved at stage one it is escalated to stage two 
and reviewed by the management team within Eon. Stage three of the process 
requires the complaint to be escalated to the Authority for investigation in line with 
the Council’s corporate procedures.

6.2 The O&S committee has previously expressed concern regarding Eon’s handling 
of service requests and complaints.

6.3 Following Eon’s meeting with the Chief Executive and the Leader in June, Eon has 
confirmed its intention to install a new customer care system which should be in 
place late autumn. This should provide a more reliable and informative platform to 
handle and monitor service requests and complaints.  

6.4  Eon has advised that the time taken from receipt to closing a complaint or service 
request is currently 8.5 days on average within the current quarter. This indicates a 
4.49% improvement over the previous quarter which was on average 8.9 days. 

6.5 Since the start of the PFI (4th July 2011) to the end of July 2015, Eon has recorded 
a total of 2648 service requests, enquires and complaints on their resident liaison 
register. Of the 2648 entries, 2597 have been recorded as closed. The remaining 
51 (1.9%) are considered to be still live and discussions are ongoing with regards 
to their resolution. The oldest complaint dates back to 20th October 2014 and 
relates to an issue regarding design.

6.6 Since the start of the PFI (4th July 2011) to the end of July 2015, Eon has recorded 
a total of 189 compliments in relation to the street lighting service, however, this 
does not include informal compliments included on the Customer Satisfaction 
Questionnaire returns.

6.7 During the replacement programme Eon has received requests from the public to 
relocate lighting columns either away from their property or closer to it. Eon has 
considered these requests and have advised the residents whether or not they are 
able to relocate. At the last O&S meeting, Eon was asked to quantify the number of 
columns that have been relocated; however, they have advised that these 
numbers have not been recorded as many of the requests were dealt with on site.



7 Street Light Repairs

7.1 There are approximately 32,484 lighting points which includes street lights, 
illuminated traffic signs and illuminated bollards. For the preceding quarter the 
number of lights in operation during the hours of darkness has been approximately 
99.4%.

7.2  The timescale for repairing a street light has been on average three days; 
however this excludes lights that are subject to an underground supply fault which 
becomes the responsibility of the Electricity Company - ENW. Although these 
faults take longer to repair, the number of occurrences is limited

8 Standard of Work 

8.1 Following completion of the lighting replacement works, each resident receives a 
customer satisfaction questionnaire (CSQ) together with a self-addressed 
envelope to return the form to the Council. The Council’s Client Monitoring Team 
records the results from the CSQs together with any written comments. If an action 
is requested within the comments, this is then forwarded to Eon for their attention.

8.2 The results from the CSQs for the last quarter (periods April, May and June) are 
contained in appendix one. The results from July and August are not yet included 
as they are still being returned by residents but they will be included in the next 
quarterly update.

8.3 It can be seen from the CSQ  results for this quarter that;

 Residents considered that the information provided within the information letter was on 
average adequate to good.

 Residents considered that E.ON's response in answering any questions or issues was 
on average adequate.

 Residents considered that the level of care, tidiness and consideration taken by the 
contractors and E.ON whilst working on site was on average good.

 Residents considered that the completed work was considered to be on average good.

 Compared to the old lighting, residents considered the new lighting to be on average 
excellent.

 Residents considered that the overall effectiveness of the new lighting scheme was on 
average excellent.

 Residents appeared to be unsure if the new lighting would reduce crime and improve 
road safety with opinions being mainly split. 

 
9 Local Employment

9.1 Eon has recently replaced the management overseeing the project; however, the 
changes have been internal appointments and therefore have not generated any 
local employment in this period.



10 Financial Implications

10.1 There are no financial implications to this report.

11 Legal Implications

11.1 There are no specific legal implications to this report.

12 Personnel Implications

12.1There are no personnel implications to this report.

13 Corporate Priorities

13.1 None

14 Risk Assessment Implications 

14.11There are no risk assessment implications to this report

15 Equalities Impacts

15.1 Workforce Equality Impacts Assessment

There are no (significant) equality/community issues arising from this report.
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