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Asset Management in a Constrained Environment

What happens to asset management when constraints apply?
Business as usual but with an eye on criticality

Asset management exists to balance constraints of:

¢ Service levels
« Cost of services

 Risks associated with services

Constraints will always apply — it is just a question of degree.
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Asset Management in a Constrained Environment

Fiscal constraints can constrain service, increase risk and
sometimes increase whole-of-life costs.

Regulatory constraints can reduce risk but can also
Increase cost and reduce service.

Constraints affect levels of service.

To manage the constraints of cost and risk, we must fully
understand and manage our levels of service.
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Levels of Service

“The description of the service output for a particular activity
or service area against which performance can be measured”

(NAMS - Developing Levels of Service and Performance Measures V2 2007)

“Our ability to manage effectively our levels of service lies at

the heart of achieving good community outcomes from assets
and services”

(Audit New Zealand - Asset management for public entities: Learning from local
government examples)
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The Transport 2009 Asset Management Plan

Innovative step change desired in asset management
capability and Asset Management Plan quality

Bring about positive change in the Asset Management Plan
across the Auditor General's asset management criteria

Transport Levels of Service tables as a key area of change

NAMS International Advanced Asset Management Forum AUCkIand
Service Level Management Transport

Michael Mason
An Auckland Council Organisation



Reasons for Levels of Service Improvement

The transport service area is strategically important to the
Auckland Council long-term plan and the Auckland economy
In general.

Transport is a common enabler across most service areas.

Transport is the single largest area of council spending.
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Transport Levels of Service Requirements

An outcomes-focused performance framework

Better alignment of the performance of assets and services
with Transport goals

Better tracking and reporting of performance against agreed
LTCCP community outcomes.
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Linking Community Goals to Activities

Community Outcomes for Transport
shape the
Council Vision & Mission
which guides
Council Transport Strategies
which are delivered by the
Transport Business Plan
through the provision of
Levels of Service
which are delivered by
Council Transport Activities
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Linking Strategic and Tactical Goals

Council’s long
term vision for
transport

Provide Transport Choices

v

v

:

v

v

Transport

- ) network that provides transport system enhances quality of life
objectives sustainable travel and reduces adverse
choices impacts on the natural

Efficient & sustainable Safe and secure
An efficient transport A safe and secure

Quality of life
Transport provision

T

T

Economic growth Integration
Transport investment An integrated approach
provides a catalyst for to transport planning,

economic growth delivery and operation

T

T

Service level statement

Asset
management [

planning tactical

Customer performance measure

goals

Technical performance measure
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Audit Response to the 2009 LOS Framework

Audit NZ Publication Asset Management for Public Entities —
Learning from local government examples.

‘The best at managing assets recognise that levels of service
are the absolute heart of good asset management’
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Audit Response to the 2009 LOS Framework

Audit NZ Publication Asset Management for Public Entities —
Learning from local government examples.

‘The levels of service for the Council’s road network are
clearly expressed in plain English — making it easy for the
public to understand what they can expect. A suite of
performance measures are set out against these service level
statements. This is a good format — clear and easy to

understand'’.
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Audit Response to the 2009 LOS Framework

Audit NZ Publication Asset Management for Public Entities —
Learning from local government examples.

‘Clearly putting levels of service into a performance framework
makes them an integral part of the way the organisation
manages’
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Service Level Management

Transport Assets group gained benefits from this

performance management framework approach to the 2009
Asset Management Plan LOS.

It has now been further developed as a Service Level
Management (SLM) framework system and database.

The key characteristics of the SLM approach are:
 Formal attributes and structure of the framework

 Criteria for the quality of information
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Service Level Management
Framework Characteristics

Governance, management and service provision performance
information contained within a single structure.

Delivery
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Service Level Management
Framework Characteristics

Performance measures are managed within separate
outcome streams (service, cost, risk etc.)

_____________ S | I—
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All measures must be ‘necessary and sufficient’
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Service Level Management
Information Criteria

Clear definition of strategic goals

Strong and meaningful linkages between strategic goals
and activities

Consistency of service values across service areas
Correct use of asset hierarchies within service areas
Necessary and sufficient SMART measures

Use of plain English language
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Service Level Management
Taking the Customer View

The service and asset information that we monitor and
manage to ensure LTCCP customer outcomes:

« Service and asset Availability
« Service and asset Suitability

« Service and asset Safety

« Service and asset Affordability

We cannot afford to ignore any of them. They are all
necessary and sufficient.
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Service Values

Customer Service Measures
{what is received)

Technical Performance Measures
{what we manage)

CLOS CLOS : . . Public Transport
Category Objective Customer Service Value Roading Footpaths Parking Infrastructure
Service Capacity
Corvice The senvice is Service Distribution
I available where Service Schedule
Mailability and when | need it
Service Reliability
Semnvice Break Responsiveness
Fit for Purpose Design
Service Accessibility
Senice The service is Asset/Service Performance
- effective and easy
Suitability to use Asset Condition
Asset Cleanliness
Customer Service Responsiveness
Direct Senvice Charges
Senvice The service is Rates and Levies
Affordability affordable Financial Sustainability
Ervironmental Sustainahility
Regulatory Compliance
) o Asset’Service Safety
Service Safety |The service is safe
Asset/Senvice Security
Community Safety Support
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An Information Management Challenge
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Wizioh Statement
First City of the Pacific

Organization

Auckland City Council

Community Jutcome Aucklanders have a real transport choice

|

Council Strategy Transport Choices
Business Urit Transport i

Business Objective An efficient transport network that provides sustainable travel

choices

Mizzion Statement

Working together to provide a great future by
delivering valued service and leaderzhip

Asset or service component iF required

Service frea |Road Network v LOS Statement |Roads are safe to use and provide a comfortable % reliable means of travel
4 - —
C5M Category Service Suitability v Customer Service Measures
C5M lssue AssetfService Performance W
5k Drate: |01 Oct 2000
C5M Code LOS Statement LOS Measure LOS Measure Data Source LOS Measure Standards
LOS Report Uszers are zatisfied with the quality and | |Percentage of users are satizfied Omnibus - Mew Measure
LOS Owner corfort of ride on sealed roads with the quality and comfort of ride
on sealed roads
Data Confidence 0
Update Frequency M onths
LOS Benchrmark Actuals
Target Unit 2008-09 | 2009-10 2010 2011 2012 2013 2014 2015 2016 2017 2018 2019 2020
ES ] E3 E4 [3] [3] ES ES E5 E5 [3] [3] 4] ES
4 Service Mode | Agset v -
Technical Pedormance Measures
LOS Category [Service Suitability ./
LOS lssue |AssetfService Performance A/
Tvre |Road Pavement -
Component: w
Categary: | Band A v
p] TPH Cade
Funding Source Performance Measure Performance Measure Standard Performance Data Source Cost Data Source
Funding Code The average roughness valle [T Annual High Speed Data
TPM Repart [&MP Survey of Foad network stored
TP Owner i Rakik
Contract Reference
TP Date: 01 Qct 2010
Data Confidence 0 TPM Comments
Update Frequency 12 Maonths
Cost Confidence 1]
TP Benchmark, O Actuals
Target Performance Uit 2008-09 | 200910 | 2010-11 200112 201213 201314 201415 201516 201617 201718 201819 201920 2020-41
a0 MaASRA a4 a3 a3 a2 a2 82 82 a2 a2 a2 a2 82 82
Cost $0 $0 $0 $0 $0 $0 $a $0 $0 $0 $0 $0 $0
AMP Year 1 2 3 4 L] [ 7 8 9 10
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Qrganization

Auckland City Council

v

Cauncil Strateay Transport Choices

Business Unit Transport

PR FRnad Metwork

Wizioh Statement
First City of the Pacific

Community Outcome Aucklanders have a real transport choice

b

W

Cycleways

» Footpath Network

C5M Catg Parking
C5M I Passenger Transport Infra
el Foad Network
C5M | Road Safety

Business Objective An efficient transport network that provides sustainable travel choices

LOS Statement

Roads are safe to use and provide a comfortable & reliable meansz of travel

Mizzion Statement

Working together to provide a great Future by
delivering valued service and leadership

structure

LOS Report
LAS Dwner

Data Confidence i}
Update Frequency
LAs Benchmark

Target Unit 2008-09
E5 0

Manths

Users are zatisfied with the quality and
comfort of ride on sealed roads

Actuals
2009-10
E3

2010
4

2011
£5

LOS Measure

Percentage of users are satisfied
with the quality and caorfort of ride
on sealed roads

2012
ES

2013
E5

2014
[5]

Customer Service Measures

LOS Measure Data Source LOS Measure Standards

Ormnibus - Mew Measure

2015
E5

2016
E5

2017
5

2018
E5

2019
£5

2020
5

Service Mode |[Asset

LOS Category | Service Suitability

Type |Road Pavement
Component:

Category: |Band A

TPk Code
Funding Source
Funding Code
TP Report |AMP
TP Owarier
Caontract Referance
TP Dabe: 01 Oct 2010
Data Confidence 1}
Update Frequency 12
Cost Confidence 1}
TP Benchmark ]
T arget Performance Uit
90 MASSRA a4
Cost 0

~]

Months

Farm ‘iew

2008-09

LOS lssue | AssetfService Performance

Ferformance Measune
The average roughness value

Perfarmance Measure Standard
NABSRA

TPM Comments

Actuals
2009-10 | 2010-11
a3

30

g3 82
$0 $0

AMP Year 1 2 3

2011-12

201213 2013-14
a2 82 82
$0 $0 $0

4 5 3

2014-15

Technical Pedormance Measures

Perfarmance Data Source Cozt Data Source

Annual High Speed Data
Survey of Aoad network, stored
in Ak

201516 2016-17
a2 82 82
$0 $0 $0

7 8 9

2017-18 201819
82
0

10

2013-20
a2
$0

2020-21
82
$0
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Qrganization

Auckland City Council

v

Cauncil Strateay Transport Choices

Business Unit Transport

Wizioh Statement
First City of the Pacific

Community Outcome Aucklanders have a real transport choice

b

Business Objective An efficient transport network that provides sustainable travel choices

Mizzion Statement

Working together to provide a great Future by
delivering valued service and leadership

Availability, Suitabilicy, Safety, Affordability, Responsiveness

Service frea |[Road Network I LOS Statement |Aoads are safe to use and provide a comfortable & rehiable means of travel
> C5M Cat i itabili
L SECITD ST sl T Customer Service Measures
C5M lszue AssetfService Performance W
St Dabe: |01 Oct 2010
C5M Code LOS Statement LOS Measure LOS Measure Data Source LOS Measure Standards
LOS Report Users are zatisfied with the quality and | |Percentage of users are satisfied Omnibus - Mew Measure
LOS Owner cornfort of ride on sealed roads with the quality and comfort of ride
on sealed roads
Data Confidence i}
Update Frequency M onths
LAs Benchmark Actuals
Target Unit 2008-09 | 2009-10 2010 2011 2012 2013 2014 2015 2016 207 2018 2019 2020
E5 ] E3 G4 [1a] E5 53] [5ia] ER 53] i3] ER E5 i3]
4 Service Mode | Asset w -
Technical Performance Measures
MR ELS e rvice Availabili M
LOS lssue | Overall Acceptabilty
Type | SErvice Affordability
C B Service Availability
amponent: -
c | Service Safety
AP | Service Suitability
b TPk Code
Funding Source Performance Measure Performance Measure Standard Performance Data Source Cost Data Source
Funding Code Roads are restared within specified Percentage of imes that access bl onthly comtract reports,
TPt Report |AMP timeframes after emergencies and to roads is restored within Rk Contractor Dizpatch
TP Dwarer repair rezponze times are achieved specified timeframes after records if being uzed
Contract Beferance gmergencies Qnd IEpail esponse
TPM Date: | 01 Oct 2070 times s1e schieved
D1ata Confidence 0 TPM Comments
Update Frequency 1 Morths
Cost Confidence 1}
TP Benchmark ] Actuals
T arget Performance Uit 2008-09 | 200910 | 201011 200112 2001213 201314 201415 201516 201617 200718 201819 2019-20 2020-21
9E kS 95 95 95 95 9& 96 95 9& 96 95 9& 95 96
Cost $0 30 $0 $0 30 $0 $0 $0 $0 $0 0 30 30
AMP Year 1 2 3 4 5 6 7 ] 9 10
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|

Wizioh Statement
First City of the Pacific

Organization

Auckland City Council

Community Jutcome Aucklanders have a real transport choice

Council Strategy Transport Choices

Business Urit Transport i

Service Area |Rioad Network b

Business Objective An efficient transport network that provides sustainable travel choices

LOS Statement

Roads are safe to ugse and provide a comfortable & reliable means of travel

Mizzion Statement

Working together to provide a great future by
delivering valued service and leaderzhip

C5M Category Service Suitability b
C5M Issue Asset{Service Performance w
C5k Date:|01 Oct 2070
C5M Code

LOS Report
LAS Owner

LOS Statement

Uzers are zatisfied with the quality and
comfart of ride on sealed roads

Data Confidence 0
Update Frequency
LOS Benchrmark

I onths
Actuals
Target Unit 2008-09 | 2009-10 2010 2011
ES ] E3 E4 [3]

LOS Measure

Percentage of uzers are satisfied
with the quality and canfart of ride
on sealed roads

2012 2013 2014
=) E5 E5

Customer Service Measures

LOS Measure Data Source LOS Measure Standards

Ormnibus - Mew Measure

2015 2016 2007 2018 2019 2020
E5 £5 =) =) [=43) E5

Service Mode | Agset

LOS Category [Service Suitability
LOS lssue | Asset/Service Performance

BN oad Pavement

Component:
Categony:

TPM Code
Funditg Saource
Funding Code
TPM Repart
TP Owner

Road Signs

Road Stormwater Drainage
Road Substrate
Roadworks

Street Lighting

Traffic Control Structures
Cortract Reference | Traffic Signals

|

Road Pavement -

W
W

w

Performance Measure Standard
MAASRA

TP Date: 01 Qct 2010
Data Confidence 1]
Update Frequency 12
Cost Confidence 1]

Manths

TP Benchmark, O

T arget Perfarmance |rit
a0 MaASRA

Pavement, Bridge, Programme etc

Actuals
2008-09 | 2009-10 | 2010-11 201112
a4 a3 a3 a2
$0 40 $0 $0
AMP Year 1 2 3

Cist

TPM Comments

2001213 2013-14  2014-15
g2 82 82
$0 $0 $0
4 5 6

Technical Pedformance Measures

Performance Data Source Cost Data Source
Annual High Speed Data
Survey of Road network, stored

it FAMM

2015-16  2016-17 2017-18
82 82 52
40 $0 $0
7 8 9

201819 2019-20 2020-21
52 82 82
40 $0 $0
10

NAMS International Advanced Asset Management Forum

Service Level Management
Michael Mason
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Service Level Management
Benefits

Defined focus for consultation with the community
Greater organisational focus on measurable outcomes
Improved management of performance

Better alignment of activities with strategic objectives

Better integration of council activities for community outcomes
across a broad range of services

A transparent approach to the management of levels of
service — essential within a constrained environment

NAMS International Advanced Asset Management Forum AUCkIand
Service Level Management T
M?crﬁ:el Mason ransport

An Auckland Council Organisation



Any questions?

Auckland
Transport



