Annual Report Text: 

Fiscal Year 2010
Customer Satisfaction

Percent of overall customer satisfaction:  

Transportation must meet the needs and expectations of the users.  NH DOT will accomplish this through open communications and by focusing on safety, system condition, mobility, and excellent customer service.  

The Department plans to conduct its first statewide customer survey in the calendar year 2011, in order to capture the public’s opinion on how the Department is doing in regards to maintaining the system, carrying out projects, storm cleanup and emergency response, as well communicating with the public.

Average completion time on constituent request requiring follow up:



As a state agency it is essential that the Department be transparent with the public, and respond to constituent inquiries in a timely manner.  It is important that people who correspond with the Department know that their thoughts and ideas are taken seriously.
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Transportation must meet the needs and expectations of all users.  The NHDOT will accomplish this by focusing on mobility, safety, system condition, and excellent customer service.  It’s essential that the Department be transparent in its approach, communicate openly with the public, and respond to constituent inquiries and concerns in a timely manner.     

Performance  

Pavement Condition: 


Poorly maintained surfaces increase travel time, decrease the capacity of the road, create unsafe conditions for the traveling public, and increase maintenance costs for the state and municipalities. The cost to rehabilitate pavements increases dramatically when the restorative treatment is delayed beyond a reasonable time frame. Because pavements represent such a large investment, they deserve constant attention to keep them in good condition to support the level of service for which they were designed.    In general, the Department’s goal is to resurface 500 miles each year, which equates to resurfacing every maintained roadway on an approximate 8-10 year cycle. 

Bridge Condition:


The future condition of the State’s bridges depends on a number of factors.  The availability of funding to repair and replace deficient or obsolete bridges remains a concern.  In addition, the present condition, the amount of traffic carried, and the types of loading placed on each bridge are also important considerations.   Bridges provide critical economic links across New Hampshire.  Timely maintenance and replacement reduce long-term costs and ensure safety.  Preserving the structural integrity of New Hampshire’s bridges is a top priority for NH DOT.  

Percent of rail line capable of speeds of 40 mph:  


For both passenger and freight rail service to remain economically competitive in New Hampshire it is essential that the rail lines are properly maintained by both the State and the owners of the private rail lines. Rail lines in New Hampshire provide crucial infrastructure in the movement of goods by containers, trailers, and rail transport of bulk commodities like, coal, sand, and gravel.  


Airport runway surface condition: 


New Hampshire currently has 24 airports that are open to the public.  Runway surface conditions must be in good shape to ensure that the air transportation system is safe and meets the needs of the flying public.   
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The condition of New Hampshire’s infrastructure significantly affects the State’s ability to provide for the safe and efficient transportation of people and cargo.  Poorly maintained pavement, bridges, rail lines and airport runways increase travel time, decrease their capacity, create unsafe conditions for the traveling public, and increase maintenance costs for the State and municipalities. 

Increase Mobility

Average age of transit buses:  


Maintaining well functioning, reliable transit buses is essential to New Hampshire’s transit system.  Public transit provides many benefits to New Hampshire residents and visitors, including mobility for those who cannot or prefer not to drive, and a transportation alternative that can relieve traffic congestion and reduce emission of pollutants from motor vehicles.  A number of New Hampshire communities have local bus service and access to intercity bus service that connects them with the larger region.  Local bus service provides access to jobs, medical care, shopping or other services.  Intercity bus routes provide a lifeline for rural areas and an alternative to congested highways for Boston bound commuters.  

Transit ridership: 


This measure gauges the use of public transit mobility services in New Hampshire.  It also provides a trend of public transit service use in New Hampshire.  Even though transit ridership is influenced by factors outside of the Department’s control, the desired trend is upward.     

Rail ridership: 


This measure tracks the number of people using the Amtrak train service in New Hampshire.  This includes passengers onboarding at the Exeter, Durham, and Dover stops.  Even though Amtrak ridership is influenced by factors outside of the Department’s control, the desired trend is upward.   

Air ridership (number of enplanements & deplanements): 


This measure tracks the number of air passengers getting on and off airplanes at three of New Hampshire’s largest airports (Manchester – Boston Regional Airport, Pease Airport, and Lebanon Airport).  It helps the Federal Aviation Administration to determine airports’ capital improvement funding levels.  

Ponds of air cargo shipped:  


This trend is tracks the trend of air cargo shipped at New Hampshire’s commercial airports.  The data is influenced by factors not directly connected to the Department, however the desired trend is an increase of air cargo shipped.  

% of state mapped for recurring congestion delay: 


The Department must work to limit transportation delays and increase access to all modes of transportation. 
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The NHDOT must work to provide and enhance a wide range of transportation options for its citizens and visitors.  This includes transit, rail and air passenger modes of transportation.  These opportunities are addressed within the context of a relatively small state with mostly rural and population.

Traffic Fatalities: 


Nationally, vehicle crashes are the leading cause of death for people younger than 35 and the fifth leading cause of death for all persons.  New Hampshire’s fatal crash rate is lower than the National average, progress must continue towards safer highways in New Hampshire by addressing the four E’s of safety: engineering, enforcement, education, and emergency response.  
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Motor vehicle crashes are the leading cause of death for those under the age of 35 and the fifth leading cause of all deaths.  While New Hampshire’s fatal crash rate is lower than the national average, progress must continue towards safer highways through engineering, enforcement, education and emergency response.
Improving Department Efficiency
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The need to deliver a high standard of transportation services within challenging economic times makes it more important than ever for the NHDOT to operate as cost-efficiently and effectively as possible.

This measure shows the number of “lean” initiatives NH DOT employees have taken to make their daily work/operations, and Department processes more efficient.   In the future, the goal is to apply a dollar amount saved through lean and employees innovations.  

Effective Resource Management 

Excess/(loss) Net Operating Revenue and Expense (Highway & Turnpike) 


The Department must sustain our transportation system and services and invest in all modes of transportation through optimizing performance, reducing costs, and generating new and increased revenue streams.  The will be implemented through clear communication of transportation needs, leveraging current assets, improve efficiency through technology, and enhancing fee structures.  
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The NHDOT must maintain and improve New Hampshire’s transportation system and services, and invest in all modes of transportation through optimizing performance, reducing costs, and sustainable long-term revenue.

Number of districts and bureaus implementing workforce planning:  
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As a sizeable percentage of the Department’s workforce continues to move towards retirement age, it will be critical to the organization that the right people in the right job at the right time will be ready to replace the knowledge and experience that will be leaving.  

Percent of environmental audits in compliance at operation facilities:  


The Department must help preserve and enhance New Hampshire’s natural, physical, and social environment during the planning, implementation, and maintenance of transportation facilities and services.  Environmental responsibility must be exercised by implementing best management practices, operating in compliance with all applicable laws and regulations, striving to prevent pollution, and utilizing smart management practices in all out activities.  
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The NHDOT has an obligation to help preserve and enhance New Hampshire’s natural resources and social environment as it plans, implements and maintains its transportation facilities and services.  This must me done through “best management practices” in all construction and maintenance activities.

.  

Employee Development 

Percent of employees for targeted positions engaged in 

individual development plans: 

Time to fill a position from date of posting to position being filled (work days):
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The Department must continue to attract and evaluate highly qualified applicants, and to hire the best possible candidates in a timely manner. 

Number of preventable incidents: 

Percent of employees who completed health risk assessments:  
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The Department must promote and strive to achieve improved health and safety for all employees.  It must raise employee awareness of healthy lifestyles and safe practices through education, training, and personal accountability.  

Potentially harmful conditions must be identified, and action taken to remedy those harmful conditions and/or to prevent unnecessary risks.    

Percentage of employees who understand and feel their job contributes to the mission of the Department (from respondents to employee survey) 
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The Department must clearly communicate its mission and values to all employees to ensure that work efforts are aligned with overall strategies and initiatives.  Employees shall be supported by management that embraces performance, accountability, and desired results.  

Employees will perform their day-to-day duties reflecting the values of the Department.   

Number of projects on time by ad schedule: 


This measure tracks the number of projects completed on time by the advertising schedule.  This indicates NH DOT’s ability to complete projects by the agreed upon date.  

Percent of partners satisfied: 


The Department will identify and establish collaborative partnerships in order to better leverage resources, achieve long term goals, and produce effective solutions to shared concerns. A partner survey will be distributed in calendar year 2011 to gauge the organization’s relationships to it partners.  

