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Foreword
I’m proud to share our customer service plan for 2021-22.  Everyone at Highways 
England is responsible for providing great customer service. It’s vital to the 
success of everything we do. This plan is driven by our new Customer service 
strategy: Making a difference for our customers, to be published in May 2021.

The Customer service strategy outlines 
our approach for the second road 
period (2020-25) and is based on 
customer insight and our corporate 

performance goals. We’ll work across six customer themes in 
parallel. We’ll build our capability by empowering our people 
and developing better relationships with our customers. 
This will help us to improve how we deliver the basics, operating 
a well maintained and safe network, and providing better 
information for our customers. Ultimately, we want to enable 
our customers to have better end-to-end experiences and 
improved journey times.  

Our aspiration is to improve the things which are important to 
our customers. So, among other things we will be focussing on 
areas such as improving our correspondence response times, 
developing disability access guides for motorway services and 
applying the highest safe speed through road works. We’ve 
recognised the diverse range and nature of our customers, and 
we’ve made strides to continue to acknowledge and represent 
everyone in what we do.

We care about our customers and continue to work closely  
with our independent watchdog Transport Focus. This plan 
outlines what we’ll be doing this year to make a difference for 
our customers and contribute to improving satisfaction with  
their journeys.

Mike Wilson 
Chief Highways Engineer
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Delivering
the basics

Enabling 
stress free 
journeys

Building our 
capability

Improving 
journey times

A better end-to-end
experience

Providing better information

A well maintained and safe network

Developing better relationships

Empowering our people

Journeys will take the time that customers expect them to. We’ll 
improve the ways we manage road works, incidents and delays to

enable safer, stress free journeys and help drive the economy.

Customers will trust that we care about their journeys as they 
travel seamlessly across our network, using varying modes of 

transport and linking to local networks.

Customers will be better informed and have trust in the 
information they access, ensuring that they feel safe and in 

control of their journeys.

We‘ll proactively maintain, operate and enhance our network 
to reduce disruption and help our customers feel safe.

Our customers, communities and stakeholders will 
know who we are and what we do. We will listen to 

them and understand what they want and need.

Everyone in our organisation and supply chain 
will understand how they can improve customer 

experience and be empowered to do so.
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Introduction
Our approach
Our approach is based on customer insight and our performance goals for the second road period (2020-25). We’ll work 
across our six customer themes in parallel. By building our capability, we’ll get better at delivering the basics in an ever-
changing world. Ultimately, we want to enable stress free journeys that meet and exceed customers’ expectations.

The following plan details some of our 
key customer focussed deliverables. 
However, we are doing much more 
which will benefit our customers, from 
building new schemes to working with 
communities on improvements around 
our network. The delivery of our plan 
will be overseen by our Executive 
Customer Service Group and each 
deliverable has a senior responsible 
owner within this group.



Improving journey times
What it will look like for our customers

Journeys will take the time that customers expect them to. We’ll improve the ways we manage road works, incidents and delays 
to enable safer, stress free journeys and help drive the economy.

Deliverables

n Trial reducing recurrent congestion in the North-East 
region by working with businesses and road users to 
encourage active journey planning.

n Develop and implement a travel demand management 
plan to mitigate the impact of the Concrete roads programme 
in the East region.

n Trial products which allow us to clear spillages on 
the network as quickly as possible, such as Nanobite 
and Imbiber beads, and roll out successful products for 
operational use.

n Trial customer-led and digital improvements to information 
and road works on a major road scheme to develop a 
blueprint for all schemes.

n Roll out the use of 60mph (or highest safe speed) in at 
least 75% of our major motorway projects.

n Use the insight from customer audits performed on major 
road projects to make improvements, to achieve an overall 
audit score of at least 90%.

n Reduce lane closures by integrating road works and 
grouping our maintenance activities.

n Improve and embed monitoring of delays in road works on 
all major schemes to improve the subsequent design of traffic 
management.

n Roll out 10 automated cone laying vehicles, so that lanes 
can be closed and reopened more safely and quickly. 

n Develop our expertise in analysing journey time delays 
through a dedicated research programme. This should 
lead to new and innovative ways for us to understand how 
our network performs for our customers, and enable us to 
address issues such as congestion.

5

Customer Service Plan 2021-22

https://highwaysengland.co.uk/our-work/yorkshire-and-north-east/
https://highwaysengland.co.uk/our-work/region-s-concrete-roads-set-for-major-improvements-programme/
https://highwaysengland.co.uk/our-work/east/


A better end-to-end experience
What it will look like for our customers

Customers will trust that we care about their journeys, as they travel seamlessly across our network, 
using varying modes of transport and linking to local networks.

Deliverables

n Provide a new service which supports our disabled 
customers with journey planning, enabling them to access 
information about facilities and motorway services along their 
route that best meet their specific access needs.  

n Work with local authorities to improve our diversion routes 
including better information and signing. We will improve our 
diversion route standards, undertake three trials to reduce 
the impact of major works on users and communities and 
deliver a programme of diversion route improvements.

n Undertake a trial with two local highways authorities, to 
identify and prioritise potential interventions for rights of way 
for walkers, cyclists and horse-riders.

n Improve the Highways England website, including making 
information for our customers clear, simple and easy to find.

n Increase our reach and 
ability to communicate with 
targeted customer groups, for 
example disabled road users, 
through partner and social 
media influencer outreach.
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Providing better information
What it will look like for our customers

Customers will be better informed and have trust in the information they access, ensuring that they feel safe and in control of their journeys.

Deliverables

n Use the latest crowd-sourced data and driver reports 
about incidents on our roads to help us manage incidents 
more effectively and provide better real-time information to 
our customers.

n Make improvements to the Traffic England website so 
that users, for example our freight and disabled customers, 
can access tailored information to plan and manage their 
journeys.

n Work together with satellite navigation providers to share 
accurate and tailored information with our customers about 
their journeys through their preferred digital channel.

n Develop an area on our website to share our overnight 
road closure reports to ensure the freight and logistics sector 
have easier access to this information.

n Develop our plans to 
provide a repository of 
frequently asked questions 
on our website that will help 
customers to self-serve if 
this is their preference.

n Provide information on 
our website about future 
overnight road closures that 
is above 62.5% accurate 
seven days in advance of 
work starting.

n Launch an open data site for geospatial data, making 
it easier for satnav providers and others to access the 
information they need. This will allow us to publish the 
precise locations of emergency areas on all-lane-running 
motorways.

n Produce a Network Model that allows us to understand 
consistently and accurately where our road network is 
geographically.  This will enable more efficient delivery of 
road improvement projects through better management of 
what is happening on our roads.

n Continue our programme to improve the effectiveness 
of variable signs and signals. This includes an on-road trial 
to optimise the number of signs and signals that we set for 
incidents.

n Gain customer insight on 
awareness of and preferences 
for in-vehicle information. 
This includes developing our 
understanding of the type 
of in-vehicle information our 
customers want, and how they 
want it displayed.
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A well maintained and safe network
What it will look like for our customers

We’ll proactively maintain, operate and enhance our network to reduce disruption and help our customers feel safe.

Deliverables

n Provide a self-service defect reporting tool on our website 
where anyone using our roads, including Highways England 
employees, can report network defects. This could be 
anything from a broken sign or barrier, to litter, overgrown 
vegetation or potholes.

n Increase awareness and encourage the use of our online 
defect reporting tool through targeted communications. 

n Work with Transport Focus to develop a ride quality 
metric, related to the smoothness of the road surface, that 
measures customer experience.

n Use our understanding of customer expectations 
and insight to update our inspection and maintenance 
requirements, improving how customer needs are used to 
prioritise maintenance activities.

n Work with our partners to deliver a targeted anti-littering 
campaign, and measure its success in reducing litter on our 
network.

n Continue to improve our understanding of what makes our 
customers feel safe; we will use commissioned insight and 
associated products to create an improvement plan, allowing 
us to trial solutions that will help our customers feel safer. 

n Continue to address 
issues that we know 
contribute to some of our 
customers feeling unsafe 
in our campaigns and 
marketing activities.  
For example, our campaign 
to improve confidence 
and encourage the correct 
behaviour in the event of a 
breakdown.
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Developing better relationships
What it will look like for our customers

Our customers, communities and stakeholders will know who we are and what we do. We will listen to them and understand what they want and need.

Deliverables

n Set up a professional 
drivers experience panel to 
better understand the needs, 
expectations and experiences 
of professional drivers. 

n Through our Freight 
Steering Group, we’ll improve 
our understanding of our 
freight customers. This will help 
us to prioritise interventions 
which best suit the needs of 
these customers.

n Launch an online community engagement platform for 
all of our major schemes so that we are able to gain direct 
feedback that will shape our design and delivery to meet 
local needs.

n Develop an action plan based on feedback from Transport 
Focus’ Logistics and Coach Managers Survey. We’ll use the 
survey results to measure how we are improving the service 
we provide to commercial users of our network and update 
the action plan as appropriate.

n Continue to roll out our customer feedback tool, ECHO, 
across customer touchpoints. This will enable our customers 
to share their views about our services, including how we 
respond to written correspondence and telephone enquiries.

n Evaluate evidence from a wide range of sources to 
understand the impacts of Covid-19 on our customers.  
This will help inform our future customer improvements. 

n Improve our response to customer correspondence so 
that at least 90% is responded to within 10 days.

n Develop and implement a strategy to improve Highways 
England’s reputation as a customer-focused organisation. 

n Develop a national 
approach to identify and 
prioritise potential activities 
that will provide safer access 
to schools and educational 
institutions that are adjacent 
to our roads.

n Implement improvements 
to our customer insight 
tools, including working 
with our Customer Panel to 
understand priority issues 
for our diverse range of 
customers.
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Empowering our people
What it will look like for our customers

Everyone in our organisation and supply chain will understand how they can improve customer experience and be empowered to do so.

Deliverables

n Work with 40 of our supply chain partners to develop 
customer service plans which align with, and support delivery 
of, our Customer service plan.

n Double the number of customer training courses available 
to our supply chain partners through our existing e-learning 
platform.

n Launch and embed our updated Customer service 
strategy across the company.

n Develop and deliver a customer service professional 
qualification and accreditation for relevant roles across  
the organisation.

n Deliver ‘My customer, my call’ training to colleagues 
in teams responsible for dealing with customer 
correspondence. This training will enhance the service we 
provide, enabling our teams to respond by telephone instead 
of writing whenever it is practical to do so.

n Identify opportunities that can enable our organisation to 
better support the delivery of the Customer service strategy 
through our people and capabilities.

n Assess customer service skills across our organisation, 
using our customer maturity survey, customer insight and 
key performance indicators to benchmark and improve our 
customer service capability.

n Measure and develop customer service 
competence for key roles, and ensure we 
have customer service embedded in our 
employer brand to attract the right people 
and skills.

n Deliver virtual reality customer service 
training to on-road traffic officers to 
improve how we help people who need 
roadside assistance.
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“Everyone at Highways England 
is responsible for providing great 
customer service. It’s vital to the 

success of everything we do.”
Mike Wilson 

Chief Highways Engineer 
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of charge in any format or medium, under the terms of the 
Open Government Licence. To view this licence: 
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write to the Information Policy Team, The National 
Archives, Kew, London TW9 4DU, 
or email psi@nationalarchives.gsi.gov.uk.
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info@highwaysengland.co.uk 
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England publications code PR39/21.
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*Calls to 03 numbers cost no more than a national rate 
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These rules apply to calls from any type of line including 
mobile, BT, other fixed line or payphone. Calls may be 
recorded or monitored.
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England.
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