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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 Neighbourhoods 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 At the Overview and Scrutiny Committee meeting held on 23rd September 2015, 
Members requested that the report to committee on 10th December 2015 should 
include; details of work that the Service Provider is undertaking to address 
Members concerns, provide details of the sample size of surveys undertaken to 
gauge customer satisfaction with the Service and that from early 2016, reports 
should include details of the new complaints procedure in relation to the PFI 
project.



Service Provider Performance

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 November this year, 23,678 existing street lights and illuminated signs have 
been removed and 23,707 new units have been installed and certified as 
compliant. This equates to approximately 95% completion of the replacement 
programme. 

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 ten 
which is the last milestone in the CIP.

4.5 Since the last quarterly update Eon have remained ahead of  programme with the 
replacement works. If progress continues at the same rate, it is anticipated that the 
replacement programme will be completed three months ahead of the final 
milestone.

4.6 The graph below illustrates progress on the replacement programme against the 
milestones. It can be seen that milestone nine has now been achieved ahead of 
programme, and that the Service Provider is working towards the tenth and final 
milestone.



5 Consultation 

5.1 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 further visit, 
Ward Members and Township Managers are given the opportunity for an additional 
meeting.

5.2 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. 

5.3 A copy of both programmes was issued to all Councillors by email on 23rd October 
2015 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.

5.4 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 Street Light Repairs

6.1 There are approximately 31,000 lighting points which includes street lights, 
illuminated traffic signs and illuminated bollards. For the month of October the 
number of lights in operation during the hours of darkness was on average 99.3%.

6.2 The graph below provides details on the number of lights operating as intended 
each month compared with a target figure of >99%.

  

6.3 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



6.4 Members have previously expressed concern regarding the number of lights 
operating during daylight hours. Following the appointment of the new Eon 
manager, he has assigned additional resources to tackle this issue and has 
confirmed that approximately 340 assets have now be rectified and monitored to 
confirm correct operation. This is in addition to assets that have been reported as 
faults and attended to immediately. 

6.5 Although a large proportion of the lights operating during the day have been 
attended to, there are still around 150 further lights to address. The Service 
Provider has informed the Council that it will continue to focus their efforts in 
achieving this aim. 

6.6 It should be noted that the Council does not incur any additional cost for lights 
operating during the day, however it acknowledged that; reputationally and 
environmentally, it is not acceptable for lights to be operating out of their intended 
period.

7 Customer Care 

7.1 The Service Provider has advised that the time taken from receipt to closing a 
complaint or service request is currently 5.9 days on average within the current 
quarter. This indicates a 30.59% improvement over the previous quarter which was 
on average 8.5 days. 

7.2 Since the start of the PFI (4th July 2011) to the end of October 2015, Eon has 
recorded a total of 2890 service requests, enquires and complaints on their 
resident liaison register. Of the 2890 entries, 2823 have been recorded as closed. 
The remaining 66 (2.3%) 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. 

7.3 The number of complaints received by the Service Provider has steadily reduced 
over the last six months. This trend is illustrated in the graph below; 
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7.4 Since the start of the PFI (4th July 2011) to the end of October 2015, Eon has 
recorded a total of 256 compliments in relation to the street lighting service. A 
number of examples are contained in appendix two. 

7.5 The Committee have been previously advised that Eon intends to install a new 
customer care system. Eon are still fully committed to its installation; however they 
have experienced some delays due to the specification in other parts of E.ON 
effecting its development. It is now anticipated that the system will be fully 
implemented in early 2016.

7.6 Members complaints directed to the Highways Department are recorded on the 
Members complaints system and are monitored for responding within the required 
timescales. In the last two quarters (April to June and July to September) a total of 
forty six enquires / complaints were recorded with no reported breaches in 
performance.

7.7 Following a question raised at Cabinet, information on reporting faults and the 
anticipated timescale for repair was issued to all Members during the month of 
October. A copy of the information is contained in the appendices. 

7.8 The Service Provider is required to answer all calls within five rings. This 
performance is measured by an automated call monitoring system and reported to 
the Council on a monthly basis. The target is to answer ninety five percent of all 
calls within the five rings. The performance in respect of this target is illustrated in 
the graph below;

7.9 Members have previously raised the issue of waste bins going missing following 
the street lighting replacement works. Officers from Environmental Management 
and the Street Lighting Client Team have met with the Service Provider to discuss 
the detail. All parties have now reached agreement on the scale of the issue and 
the matter has now been resolved to the satisfaction of all parties. Arrangements 
are now in place to reinstate the bins and the work is in progress. 



7.10 CLP and E.ON are having weekly catch up meetings with the Client Management 
Team to discuss progress and resolve problems and complaints that arise on the 
project. These meetings have assisted in getting problems associated with the 
contract resolved and helped in a better working relationship between the parties. 

8 Customer Satisfaction Questionnaires

8.1 At the Overview and Scrutiny Committee meeting held on 23rd September 2015, 
Members requested details of the sample size of surveys undertaken to gauge 
customer satisfaction with the Service. 

8.2The Service Provider is required to post a customer satisfaction questionnaire 
(CSQ) to every resident having their street lighting replaced. The CSQ are supplied 
with a self addressed envelope complete with stamp. The CSQ is then returned to 
the Council for inputting and producing statistics. Any comments made on the CSQ 
are forwarded to the Service Provider for their attention / action.

8.3 As the CIP is almost complete (as stated in 4.5 above), and the Council is tasked 
with making savings across the Service, the joint Authority Project Board 
considered that the activity of posting CSQ should come to an end and any 
savings generated should be shared with the Council. 

8.4 As a result the report has now been amended to report on other areas of 
performance under each of the headings.

9 Financial Implications

9.1 There are no financial implications to this report.

10 Legal Implications

10.1 There are no specific legal implications arising from this report.

11 Personnel Implications

11.1There are no personnel implications to this report.

12 Corporate Priorities

12.1 None

13 Risk Assessment Implications 

13.11There are no risk assessment implications to this report

14 Equalities Impacts

14.1 Workforce Equality Impacts Assessment

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

Background Papers
Document Place of Inspection



Appendix one – Information on fault reporting.

Dear Councilors 
 
Following a question raised at full Council earlier this week, I’ve been asked to provide you with 
clarification on reporting street lighting faults and the anticipated timescales for repair.
 
The Contract with our Service Provider – Eon Energy, provides numerous fault types and timescales for 
response; however I have summarised the main situations below. If you require further clarification on 
any issue, please do not hesitate to contact me. 
 
•         Urgent Street Lighting Faults
 
Urgent street lighting faults are considered to be; columns or posts knocked down, the inspection door 
missing, electrical wires visible, damage to the column or post, something hanging loose that could 
result in injury or damage to property or three or more consecutive lights out.
 
These types of faults should be phoned through to 0800 0150452 to ensure that they are attended to 
without delay.
 
The response time to attend and make safe a dangerous situation is one hour from being notified. This 
does not include the repair or replacement of the faulty or damaged equipment, which may be subject 
to a further timescale as stated below. The exception to the foregoing is a report of three or more 
consecutive lights being out, which should be attended to within twenty four hours.
 
•         All other faults
 
Non-emergency faults are considered to be in general a single light or less than three consecutive 
lights; not operating, flashing, not switching on or off at the correct time or lit during the day.
 
These types of faults can be; phoned through to 0800 0150452, emailed to O&RPFI@sustainable.eon-
uk.com or  logged on the Service Provider’s website at www.communitylightingpartnership.com/oandr/ 
 
If you are experiencing difficulty reporting an issue by one of the above methods, you can contact the 
Council by phone on 0300 3038879 or by email to highways@rochdale.gov.uk
 
The response time to attend and repair these types of faults is three working days from being notified. If 
the fault is due to a supply failure, the timescale may increase depending on the nature of the fault and 
if the fault needs to be referred to Electricity North West. In these instances it can take up to six weeks 
to reinstate the supply.
 
If the street light, sign or illuminated bollard needs to be replaced due to being damaged or being 
beyond repair, the timescale should be within ten working days; however depending on the availability 
of electricity supply or if a permit to dig is required, this timescale can increase.
 
•         Lights lit during the day
 
Street lights operating during the day are usually as a result of a communication issue with the street 
light. When new street lights are first installed and commissioned, establishing a communication link 
can take up to two/three weeks. If the street light has already been commissioned but then reverts back 
to operating during the day, the rectification should be carried out within three working days; however if 
the communication issue is more technically involved, this timescale can increase. Once the repair has 
been carried out, the light takes twenty four hours to re-synchronise after which the light will revert back 
to operating only during the hours of darkness.
 
I trust the above is of assistance; however if you have any further queries regarding the types of faults 
or the timescales for repair, please do not hesitate to contact me.



Appendix Two – Examples of recent compliments

242 07/09/2015 Rochdale Just to say thank you for making us more safe at 
night with the new lighting

243 07/09/2015 Rochdale No problems keep up the good work
244 07/09/2015 Rochdale All work was very good - Tidy, good workmen 
245 07/09/2015 Rochdale Well carried out and I feel much safer
246 07/09/2015 Rochdale Job well done- now we  can see
248 07/09/2015 Rochdale The team worked really well, tidy and considerate

249 09/09/2015 Rochdale The work was carried out very fast, I was impressed 
with that and the mess was cleared away quickly


