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Training Sessions

1. Introduction to Road Asset Management

2. Overview of the Components of RAM

3. Levels of Service and Performance Measures

4. Inventory and Condition Data

5. Lifecycle Decisions Making and Funding

6. Asset Valuation

7. Asset Management Plans, Teams and Tools

8. Contracting Models and Impact on RAM
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International Infrastructure Management 
Manual (IIMM) AM Process
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Understand and Define 
Requirements

Develop the AM Policy

Define Levels of Service and 
Performance

Forecast Future Demand

Understand the Asset Base 
(the asset register)

Assess Asset Condition

Identify Asset & Business 
Risks

Maintenance Strategies and 
Plans

Operational Strategies and 
Plans

Capital Works Strategies and 
Plans

Financial & Funding Strategies

Developing Asset Lifecycle Strategies

Asset Management Teams

Asset Management Plans

Information Systems & Tools

Asset Management Service 
Delivery

Quality Management

Continuous Improvement

Asset Management Enablers
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Service Levels

• Define what it is that you are trying to deliver, in words that the 
customer understands

• We don’t build roads, rehabilitate roads, or maintain roads for the 
fun of it, we do that to deliver a service level (whether explicitly 
stated or not)

• Service levels are about more than just the condition of the road
• Most authorities mention Efficient, Safe, Informed, Cost-effective in their 

service level statements

4August 2020 Session 3: Defining Levels of Service & Performance, Dr I.D. Greenwood



Defining the Level of Service is Critical
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One size doesn’t fit all – its all about affordability & risk



Asset Management is a Business Model
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COS LOS



It may called asset management, but assets 
are only there to deliver a service
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What is Asset Management

Customers 
Desires

Levels of 
Service

Data Mgt Budgets

New Assets

Asset 
Renewal

Valuations

Risk Mgt

Trade-offs
Delivery 
models

Compliance 
Mgt

Customer 
Receives

AM Is About Minimising This Gap!

In Simple Terms
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Some key definitions

• Levels of Service
• What the organisation intends to deliver. Levels of service describe one or 

more attributes of the service from a customer point of view

• Example:  Provide a network that connects communities.

• Performance Measure (also termed Performance Indicator)
• A qualitative or quantitative measure of a service or activity used to 

indicate how the organisation is doing in relation to delivering levels of 
service

• Example:  % of communities > 500 habitats serviced by an all weather road.
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Some key definitions

• Performance Target
• A specific quantifiable target for performance, used in reference to a 

performance measure.

• Example:  90% by 2015, 100% by 2020.

• Performance Result
• The quantifiable performance result for a year, used in reference to a 

performance target. 

• Examples:  81% communities serviced by June 2013.
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Asset Management Pyramid
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Work Instructions

Intervention Levels

Asset Outcomes

Service Levels

Community Outcomes

Physical work

©  Tony Porter, Opus
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Outcomes based 

on Customer 

Service Levels

Outcomes based 

on Asset 

Performance

Outputs at an 

Asset level

Activities

e.g. Flood risk to road 

users is minimised

e.g. All flood prevention 

devices are maintained 

in a serviceable 

condition at all times.

e.g. Clean 1500 

catchpits per month

e.g. Vacuum, sweep 

for leaves, collect 

litter etc

Example of Linkage
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Community Outcomes

• These are the outward facing statements of what it is that the 
road authority is trying to deliver to the road user

• Typically see statements around:
• Safety

• Efficiency

• Reliability

• Comfort

• Cost effectiveness

• Informed

• Often vary by road hierarchy.
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Queensland, Dept of Transport 
and Main Roads



New Zealand One Road Network 
Classification
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• https://www.nzta.govt.nz/assets/Road-Efficiency-Group-
2/docs/customer-levels-of-service.pdf

https://www.nzta.govt.nz/assets/Road-Efficiency-Group-2/docs/customer-levels-of-service.pdf


Mobility – TT Reliability, Resilience, Speed
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Safety, Amenity, Accessibility
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Developing Customer Service Levels

• Consultation

• Focus groups

• Monitoring of feedback on different road standards

• Legislative requirements

• These should all link to your overall goals and objectives
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Lead versus Lag Measures

• Lead – measure the actions you are taking
• e.g. number of accident black spots addressed per year

• e.g. time to repair a pothole

• Lag – measure the impact of those actions
• e.g. number of road deaths per year

• e.g. roads provide a comfortable travel experience

• Tend to have mainly lag measures at the top, and lead measures 
at the bottom

• Many road authorities start out with a focus on the lead 
measures, as these are easier understood by the technical staff of 
the road authority. 
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Developing Performance Measures

• Follow the SMART rule

• Specific – clear what is being measured and why

• Measurable – ideally using data that is also required for other 
business purposes

• Achievable – neither aspirational or easily achieved

• Relevant – supports overall road authority goals and objectives

• Timebound – annual or longer term targets are common
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Linking Service Levels and Performance 
Measures

• Often not possible to create a perfect linkage between customer 
based service level, and technical performance measures
• Look for reasonable linkage

• Attribution is an issue
• i.e. crash rate is not 100% in the road authorities control

• Drink driving, speeding, vehicle quality all play a role

• Don’t reduce the target based on some view of road authorities control
• The road user wants to be safe, doesn’t matter what the cause of the safety deficiency is.
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Example Framework

• Highways England

• https://www.gov.uk/government/publications/highways-
englands-2017-to-2018-performance-monitoring-statements
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Highways England - example
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Highways England - example

• PS8 – Keeping the Network in Good Condition

• Key Performance Indicator (KPI)
• Pavements

• % of network that does not require investigation of further maintenance to be >=95%

• Performance Indicators
• Geotechnical asset inventory and geotechnical asset risk level

• Length of network with geotechnical inspections completed
• % of geotechnical assets with low risk

• Drainage asset – inventory and condition data coverage
• % of network with drainage data in AMIS
• % of drainage network with condition data

• Technology
• …

• Structures
• Average SCI
• Critical element

24August 2020 Session 3: Defining Levels of Service & Performance, Dr I.D. Greenwood



Auckland Transport - example
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Auckland Transport - example
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Auckland Transport - example
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Average versus Peak Indicators
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Summary

• Create clear customer focussed levels of service

• Create SMART performance measures that align to those levels of 
service

• Clear and consistent reporting
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Questions?
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