ARGYLL AND BUTE COUNCIL ENVIRONMENT, DEVELOPMENT AND
INFRASTRUCTURE COMMITTEE

ROADS AND INFRASTRUCTURE SERVICES 18 JUNE 2026

REVIEW OF ROADS AND INFRASTRUCTURE SERVICES UPDATE

1. EXECUTIVE SUMMARY

1.1 This report provides a further update on progress of key aspects of with the Roads
and Infrastructure Services (RIS) Review.

1.2  Itis recommended that Members of the Environment, Development and
Infrastructure Committee:

a) Consider the progress to date on the Roads and Infrastructure Services
review.

b) Note that further reports on progress will be presented to future meetings of
EDI Committee.

c) Agree to reallocate the balance of the funding for external consultancy support
approved in December 2025 to activity specifically related to strategic
improvements within the fleet service.
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2. INTRODUCTION

2.1 As Members will be aware, Roads and Infrastructure Service has been undergoing
a significant service review. The initial stage 1 review was completed by PeopleToo
consultancy and provided 119 recommendations, along with indicative timescales
and priorities. These were reported to the Environment, Development and
Infrastructure (EDI) Committee on 20 June 2024. An update on progress in relation
to all 119 recommendations was provided at the last meeting of this Committee in
March along with an update on the 12 priority improvement actions at the 12-month
anniversary of the approval of these.

2.2 Since the initial report, progress updates have been provided to EDI in:
e December 2024
e March 2025
e June 2025
o September 2025
e December 2025 and
e March 2026
2.3 This report provides a further update on progress in relation to the 12 priority

improvement actions.

24 The full PeopleToo report was not released previously because of issues around
commerciality and personal information. As is clear from the terms of this report,
matters have now moved on and in the interests of openness and transparency a
copy of that report, suitably redacted, is now attached as Appendix 1.

3. RECOMMENDATIONS

3.1 It is recommended that Members of the Environment, Development and
Infrastructure Committee:

a) Consider the progress to date on the Roads and Infrastructure Services
review.

b) Note that that further reports on progress will be presented to future
meetings of EDI Committee.
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c) Agree to reallocate the balance of the funding for external consultancy
support approved in December 2025 to activity specifically related to
strategic improvements within the fleet service.

DETAIL

Since approval of the 12-priority improvement actions regular updates have been
provided, as set out at 2.2 above. This report provides a further update with a
particular focus on those priority improvement actions that have been the major
focus of activity over the period since the last update was provided.

Priority Improvement Action: Organisational Reshaping.

This has now moved into the implementation stage. Outcomes in regard to direct
matching, expressions of interest and assessment have been confirmed to all the
directly affected employees in line with Council policy and the processes that lead
to the filling of new posts by the directly affected employees is currently underway.

The organisational reshape achieves a much more balanced structure for the
service by increasing management resource in areas that were previously under-
resourced and lacked sufficient resilience. In particular, the reshape has resulted in
increased resource for the Council’s marine operations, waste disposal, fleet, and
infrastructure design functions. The reshaping has also resulted in a structure which
greatly improves clarity in roles and responsibilities. The structure is now more
clearly aligned to key areas of front-line service delivery, key strategic objectives
and statutory duties.

The reshaping has resulted in a small number of vacancies which will shortly be out
to recruitment. Once appointments have been made, the service will be in a
stronger position to move forward with important capacity gaps filled. The
improvements to the organisation structure have been achieved without growth in
the revenue cost of the staffing establishment.

Priority Improvement Action: Roads Information and Asset Management System
(RIAMS) Improvement.

Important progress has been made which has resulted in improvements in
customer service, data quality, digital works management and the implementation
of a new financial management system for the roads service.

The customer service improvements are focussed on the roads service and include
the following changes to the customer web interface which result in a greatly
enhanced experience for the public and delivery more efficient back-office
administration:

e Creating a block on non-adopted / trunk roads within our network.

e Adding an additional layer to the interactive map, used when reporting faults
online, to display existing faults.

e Adding a function for new customers to be able to be kept updated on
existing faults.



e Refining drop down messages that are provided to the customer when a
case is closed / no action required from the council.

All of the above improvements have been implemented to enhance customer
service and ensure more efficient use of officer time. All customers can now receive
updates on cases if they wish, even when they are not the first person to log a fault.
Previously, only the first person to report a fault received updates, while others
were sent a generic “duplicate enquiry” message. The new process reduces
duplicate reports, saves officer time, and improves the customer experience. All
related enquiries are now linked in the CRM and automatically closed with the
original case, ensuring consistent updates and clearer communication.

The blocks introduced to prevent reporting on trunk roads and non-adopted roads
ensure that faults cannot be logged on networks outside the council’s responsibility,
preventing officers from spending unnecessary time opening and closing cases that
do not fall within the council’s remit. This improvement also enhances the customer
experience as it is made clear to the customer at the first contact when an asset is
not in the Councils management.

The improvements to the drop-down messages ensure customers are provided with
clearer information regarding ownership of assets or third party involvement such
as power supply companies avoiding inconsistent communication and helps to
manage the customer expectation.

Data improvements in recent months have focussed on amenity services’ (land and
environment) information and maintenance schedules. These have all now been
moved onto a fit for purpose digital system that houses all the asset data and
through which maintenance schedules are managed with front line teams now
receiving their work schedules and confirming completion of tasks through tablet
devices. The transition to a digital platform and the associated data cleanse that
took place results in a number of benefits:

e We now have a single, accurate record of all maintenance schedules, which
makes it easier to spot and fix inconsistencies. This gives us reliable
information to review maintenance frequencies and understand the resource
and financial implications of any proposed changes. Previously, the lack of
robust data was a major weakness identified in Phase 1 of the RIS Review,
so this improvement—along with earlier changes in the roads service—is a
significant step forward. The improved data has already identified
inconsistencies in maintenance between different areas of Argyll and Bute.
Officers will now consider bringing forward proposals to Members that would
seek to address this and align service standards between all areas.

e Back-office efficiency is now improved with digital allocation and recording of
maintenance work rather than relying on paper-based records that then need
to be manually input into spreadsheets etc. Instead, activities can be
recorded in real time and changes to activities are also much more efficient
to make where this is required, for example in response to resource
availability or severe weather etc.

e These improvements have supported the Council in recently securing a
bronze award in the APSE “Striving for Excellence Awards” in the Grounds,
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Parks, and Street-Scene category which recognises performance in front-line
environmental services.

Priority Improvement Action: Household residual waste collection reduction.
Operational arrangements are now in place in relation to the refreshed policies for
assisted bin uplifts and second domestic waste bins. Further public communication
is being developed in line with the policies to provide clarity to residents, in
particular there is a focus on ensuring residents only present one bin for collection
unless they meet the qualifying criteria and have received approval for a second
bin.

Further work is progressing in relation to the review of the optimum routing and
scheduling of domestic waste and recycling collection and further detail will be
available on this in a subsequent RIS Review update.

The December 2025 meeting of this Committee approved that a further £90,000 be
allocated to fund external support to the RIS Review and that this be used to extend
the period of engagement of the consultancy support for a further 6-months from
February 2026. That would result in the consultancy support being brought to a
close at the end of August. Those activities that have required external support at a
senior leadership level have now largely been achieved with priority improvement
projects either complete or moved into implementation phases that no longer
require this level of external support. It is therefore proposed that the commission
for the existing consultant be brought to a close 2 months early and the balance of
funding be utilised to support the development of a fleet replacement strategy and
associated target operating model for fleet requirements.

CONCLUSION

The Roads and Infrastructure Services Review continues to make good progress.
Once the new organisation structure becomes embedded and remaining vacancies
filled the service will have additional capacity in key areas. The re-balancing of
capacity has been achieved, as intended, without an increase in the revenue cost of
the staffing establishment.

While progress has been strong in several areas, the phased approach means that
further work remains required in a number of areas. Once the new organisation
structure is fully embedded further activity in these areas will be able to move
forward.

Overall, the Review is delivering positive change and laying the foundations for a
modern, data driven, efficient, and customer focused Roads and Infrastructure
Service.

IMPLICATIONS
Policy — No direct policy implications within this report. A number of the priority

improvement actions result in changes to existing policies. Where this is the case,
further reports will be considered in the future by Committee in relation to these.
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Financial - A number of the priority improvement actions aim to increase efficiency
and deliver financial benefits to the Council equally others may require further
financial input. Such cases will be brought forward for Members consideration at the
appropriate time.

Legal — Legal aspects are being reviewed as part of each of the priority
improvement actions.

HR — The proposals to reshape the organisation structure of the Roads and
Infrastructure Service have implications for staff. All relevant Council policies and
procedures are being followed in this regard.

Customer Service - A number of the priority improvement actions aim to improve
customer experience, within the priority improvement actions currently being
progressed improvements in customer experience in relation to household waste
collection, commercial waste services and road maintenance are being developed.

Risk — Risks are being managed in relation to each of the priority improvement
actions.

Climate Change - Reduction in carbon emissions as a result of implementation of
post PPP waste management arrangements.

Fairer Scotland Duty — None identified at this time.

Equalities — protected characteristics - Will be considered as part of each of the
priority improvement actions as these progress.

Consumer Duty — None identified at this time.
Islands Communities — None identified at this time.

Children’s Rights and Wellbeing — None identified at this time.

Kirsty Flanagan
Executive Director
Insert Date

Councillor John Armour, Policy Lead for Roads, Transport and Amenity
Services

For further information contact:
Andy Summers, Head of Roads and Infrastructure
Andrew.summers@argyll-bute.gov.uk

APPENDICES

Appendix 1 — People Too report



