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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:

2.1.1  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 should be requested 
to submit reports to the Overview and Scrutiny Committee on a quarterly basis, 
updating Members on the performance and monitoring of the street lighting PFI 
project.

3.2 The Client Management Team has been working closely with the Service Provider 
to implement the improvements requested by the Overview and Scrutiny 
Committee and it is now considered that the Street Lighting Service has 
addressed the previous concerns. 

Service Provider Performance

4 Street Lighting Replacement Programme

4.1 The street lighting Core Investment Programme (CIP) is based on a five year 
period, which started in September 2011 

4.2 The CIP consisted of ten milestones set at six monthly intervals, with the last 
milestone being due in July 2016. 

4.3 The Service Provider failed to meet the milestones in the early stages of the 
project; however following the implementation of a remedial plan and an increase 



in resources, they addressed the issue and brought the programme back on 
schedule in the middle of 2014.

4.4 In May this year, the Service Provider replaced the final lighting point and in doing 
so met the final milestone (ten) and the completion of the CIP. This was two 
months ahead of programme.

4.5 On completion of the final milestone, 24,536 existing street lights and illuminated 
signs had been removed and 24,854 new units had been installed and certified as 
compliant. 

4.6 Although every lighting point had been replaced in May, there were a number of 
snags to complete which included column painting which had been hindered as a 
result of inclement weather.

4.7 The graph below illustrates the progress which has been made on the replacement 
programme against the milestones. It can be seen that milestone ten has now 
been achieved ahead of the programme timeline, and that the replacement 
programme is now complete.

5 Street Light Repairs

5.1 There are approximately 31,000 lighting points which includes street lights, 
illuminated traffic signs and illuminated bollards. For the month of May 2016 the 
number of lights in operation during the hours of darkness was on average 99.4%.

5.2 The graph below provides details on the number of lights operating as intended 
each month compared with a target figure of >98%.



  

5.3 The timescale for repairing a street lights 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.

5.4 Members have previously expressed concern regarding the number of lights 
operating during daylight hours. Following the appointment of the new Eon 
manager, additional resources have been assigned to tackle this issue and he has 
now confirmed that approximately 741 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. 

5.5 Although a large proportion of the lights operating during the day have been 
attended to, there are still around 189 further lights which need addressing. The 
Service Provider has informed the Council that it will continue to focus its efforts in 
achieving this aim. With the CIP now complete, the Service Provider considers that 
this issue will reduce and become more stable.

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

5.7 At the last meeting it was reported that there were  two Royal Mail post boxes 
missing in Littleborough. Following an official complaint to Royal Mail, one has 
been reinstated. The replacement of post boxes is the responsibility of Royal Mail 
and the Council has no jurisdiction over them; however, the Client Monitoring 
Team will continue to push Royal Mail in an attempt to resolve the reinstatement of 
the remaining post box.

6 Customer Care 

6.1 Members complaints directed to the Highways Department are recorded on the 
Members Enquiries System and are monitored for responses given within the 
required timescales. In the last three months (March –May 2016) a total of eleven 
enquiries / complaints were recorded with no reported breaches in performance.



6.2 Since the start of the PFI (4th July 2011) to the end of May 2016, Eon has 
recorded a total of 3,125 service requests, enquiries and complaints on their 
resident liaison register. Of the 3,125 entries 3,114 have been recorded as closed. 
The remaining 11 (0.35%) are considered to be still live and discussions are 
ongoing with regards to their resolution. 

6.3 The number of complaints received by the Service Provider has steadily reduced 
over the last twelve months. This trend is illustrated in the graph below; 

6.4 Since the start of the PFI (4th July 2011) to the end of May 2016, Eon has 
recorded a total of 307 compliments in relation to the street lighting service. A 
number of examples are contained in appendix one. 

6.5 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 the call is ninety five 
percent (95%) of all calls within the five rings. The performance in respect of this 
target is illustrated in the graph below;



6.6 The Client Monitoring Team has continued to meet with the Service Provider to 
discuss progress and resolve problems and complaints that arise as a result of the 
replacement programme. These meetings have assisted in getting problems 
associated with the contract resolved and helped in a better working relationship 
between the parties.

6.7 Since Eon replaced the management responsible for delivering the Service, the 
majority of Members have provided positive feedback and have acknowledged that 
the service has improved.

7 Future reporting on performance

7.1 The PFI project will continue to be monitored across seven performance standards 
by the Client Monitoring Team and when applicable, financial adjustments will be 
applied as a means of incentivising the Service Provider.

7.2 At the request of the Committee, it is intended to amend the approach for seeking 
public feedback on the street lighting service and change the process from a letter 
issued to residents’ properties to an electronic form hosted via the ‘My Site’ 
application on the Council’s website. This application will be developed by the 
Council’s IT department for implementation post September 2016.

7.3 Performance indicators for the street lighting service are also to be added onto 
‘Performance Manager’ for the period 2016/17. These indicators will form part of 
the Neighbourhoods’ performance dashboard submitted to the Overview and 
Scrutiny Committee on a quarterly basis. The KPIs being monitored are; 

 Total number of street lights lit during the hours of darkness 
 Percentage of street lights lit during the hours of darkness 
 Number of faulty lights repaired within three days. (National Target 5 days)
 Percentage of faulty lights repaired within three days. (National Target 5days)

7.4 Meetings are held with each Township Chair every month to discuss progress and 
performance in addition to a separate monthly meeting with the Highway 
Champions.

7.5 Complaints and requests from Members will continue to be recorded on the 
Members Enquiry System and monitored against timescales.

7.6 At the request of the Committee, a further report is to be submitted in October 
2016, outlining the monitoring procedures for the maintenance stage of the PFI 
contract.

8. Contractual Issues

8.1 As a result of the improved relationship between the parties and as a gesture of 
goodwill the Service Provider has taken the decision to withdraw all existing 
contractual disputes which has been received favourably by the council.

9 Financial Implications

9.1 There are no financial implications to this report.

10 Legal Implications

10.1 The Council’s Legal Service continues to support the Client Monitoring Team and 



provide advice as and when required to do so in relation to the terms and 
conditions of the contract and liaison with the service provider

11 Personnel Implications

11.1There are no personnel implications to this report.

12 Corporate Priorities

12.1 None

13 Risk Assessment Implications 

13.1There 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.
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Appendix one

Examples of recent compliments

Comp 
No

Date Address Description

286 16/02/2016 Saxwood 
Close

Thank you for the service provided. Much 
appreciated.

288 19/02/2016 Bents Farm 
Close

thank you for sorting everything out (non inventory 
asset repaired)

290 02/03/2016
165 
Todmorden 
Road

thank you for your speed and efficient service

304 22/04/2016 Mainway 
East

resident rang to say thank you for arranging baffle to 
be fitted, it has made a big difference and the speed 
with which it was fitted is exemplary (ref 5370)

307 26/05/2016 Edenfield 
Road

thank you for installing replacement column, special 
thanks to contractor for attention to detail (ref 5159)


