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Customer Satisfaction

Increase Customer Satisfaction

Establishing a Baseline for Measuring Up

The NH Department of Transportation’s performance is based on improving the condition of transportation assets, increasing mobility, improving system safety and security, improving Department efficiency, and identifying, communicating, and collaborating with partners. Our performance measure goals are determined by national standards and a realistic allocation of resources. The ultimate outcome measured is whether our performance satisfies our customers- those who depend on transportation for personal mobility, delivery of freight, or delivery of services. 2011 was the first year in which data was collected in an effort to measure customer satisfaction with overall NHDOT performance.  Nearly 200 partners, including municipalities, consulting firms, state, federal, and regional agencies, contractors, and transportation service providers were surveyed.  86 percent of the customers surveyed indicated they were “very satisfied”, “satisfied”, or “neutral” with the NHDOT performance. Individual satisfaction ratings ranged from 2.73 (out of 5.00) for “accessibility to alternative modes of transportation” to 3.89/ 5.00 for “snow/ice removal and winter maintenance”.  Respondents also prioritized seven selected transportation needs, which were ranked as follows:

1. Maintenance and rehabilitation of highways and bridges to minimize long-term costs

2. Improving the safety of the state highways and interstates

3. Operating the system to maximize safety and efficiency

4. Improving and expanding the capacity to keep people moving on the roads

5. Expanding the capacity to keep freights and goods moving on the roads

6. Expanding other modes of transportation

7. Reducing the environmental impact of transportation projects

Future surveys will be expanded to randomly selected New Hampshire citizens.
(GRAPHS)

New Computer Software Tracks NHDOT Response to Citizen Inquiries

The NHDOT has begun monitoring constituent responses through new computer software known as “Track It!”  This software can monitor the progress and timeliness of the Department’s responses to inquiries. Users create work orders for each inquiry received and assignments are sent to the person(s) best able to answer the question or concern.  Administrators can monitor progress and view drafts. The risk of losing and forgetting about a constituent’s letter or email drops significantly because there is a record of the item and a deadline by which the response should be completed. Follow up surveying will poll constituents regarding their satisfaction with the response efforts.

Computer-Based Programs Implemented for Bridge Overweight Permit Reviews

Recently developed computer-based programs and procedures continue to allow the efficient review and processing of permits for overweight vehicles and loads.  The goal is to ensure that overweight loads will not cause damage to the state’s infrastructure or increase maintenance costs.  The result has more effective and timely oversight of applications for overweight permits, and increased public safety.  During the 2011 fiscal year, the Bridge Design Bureau performed 923 bridge reviews, 4,971 audits of applicant-performed bridge reviews, and updated more than 65 bridge load ratings.  
· Highway Maintenance crews responded to a May 26, 2011 rainstorm event that damaged many sections of Grafton and Coös Counties.  Highway Maintenance, Construction personnel, and Project Development all participated in response efforts and recovery.
· The popular Interstate 93 Service Patrol assisted over 1,100 stranded motorists with flat tires, fuel, dead batteries, and breakdowns from Manchester to the Massachusetts state line.  In May 2011, a new I-95 Service Patrol was introduced from Exit 7 to the Massachusetts state line during morning and afternoon commuting hours. 
· Engineering assistance was provided on 28 municipal bridge projects for communities participating in the Municipally-Managed Bridge Program, through the Planning and Community Assistance Bureau, regarding the replacement or rehabilitation of structurally deficient municipally-owned bridges.  There are currently more than 100 municipal bridge projects under design, review, or construction as part of this program. 
· The Turnpikes Bureau partnered with the American Automobile Association (AAA) of Northern New England to help increase the number of motorists utilizing electronic tolling.  As of June 30, 2011, AAA had sold 515 E-ZPass “On-The-Go” pre-paid transponders that could immediately be used anywhere E-ZPass is accepted.
Performance

Improve Asset Conditions

Measuring and Assessing the Quality of New Hampshire’s Roads

Pavement conditions and forecasting those conditions are driven by interrelated factors: aging due to climate, deterioration and distress due to loading (traffic), construction/materials costs, miles resurfaced, and available funding. The Ride Comfort Index (RCI) has been used by the NHDOT since 1995 to measure, report, and monitor the pavement condition of the 4,559 miles of state-maintained roadways. The RCI is a measure of the roughness of a roadway and is reported on a scale from 0 to 5, with 5 representing the smoothest roads. The RCI is calculated from the International Roughness Index (IRI), a numerical value measured by the Department’s data collection vehicle that provides a representation of what motorists feel as they drive down the road. The vehicle also collects additional pavement condition data, such as wheel path rutting and cracking which, when combined with the roughness data, is used to support the Department’s Pavement Management System. The Pavement Management System is an asset management tool used to forecast future pavement conditions, set performance goals, and develop funding levels to achieve those goals.  Limits have been established to categorize pavements into “Good”, “Fair”, and “Poor” condition levels.  The data for 1996 through 2010 is based on measured roughness,  It shows the mileage of roadways in good or fair condition reached an all time high of 3,064 miles in 2000, and has steadily declined to an all time low of 2,653 in 2008. The American Recovery and Reinvestment Act (ARRA) was utilized in 2009 and 2010 to boost funding for resurfacing and was able to stop the downward trend and stabilize the good/fair mileage at 2,695. The data for 2011 through 2016 is predicted to decline by an additional 255 miles during the five-year period. This would represent a total decline of approximately 620 miles (approximately 14% of the total network) from the peak in 2000 to 2016.  The NHDOT’s goal is to resurface 500 miles per year, equal to resurfacing roadways once approximately every 10 years. The Department’s roadway maintenance strategy is to focus resurfacing activities on higher volume roadways, thus

keeping them from deteriorating to poor condition. While employing newer technologies and pavement preservation techniques will be effective in reducing the overall cost of maintaining pavements, there is a need to develop a permanent sustainable means to hold the existing condition level constant and prevent further deterioration of the network.

(GRAPHS)

Maintaining a Focus on Safe Bridges

The NHDOT has a bridge “Red List” that includes all public bridges with one or more major structural elements in poor condition or worse. The Red List also includes bridges that require weight limit postings. The Department’s Bureau of Bridge Design inspects all public highway bridges at least once every two years. State-owned Red List bridges are inspected twice per year, and municipally owned Red List bridges are inspected once a year.  Currently there are 2,138 state owned bridges, with 148 (6.9%) on the Red List. The number of bridges on the Red List is a good indication as to how the Department is doing at addressing its bridges that are in the poorest condition.  Since 2003, the Department has used a Bridge Priority List to prioritize work on the State’s worst bridges. This allows the Department to better anticipate required bridgework and to focus on its commitment to reducing the number of Red List bridges. Currently there are 79 Red List bridges in the 10-Year Plan (TYP) with an expected cost of $684.4 million. Additionally there are 16 bridges that need to be added to the TYP at $31.25 million for a total of $715.64 million, or $71.56 million annually. The Department currently spends approximately $35 million annually on its capital bridge program. In 2006, the Bridge Design and Bridge Maintenance Bureaus estimated the annual bridge preservation needs of the Department at $15 to $17.5 million. This number has now increased to $17 to $21 million. The Department currently dedicates $8 million a year towards bridge preservation.  In addition to the capital program, the Bridge Maintenance Bureau has had a big impact on both removing bridges from the Red List and preserving existing bridges to prevent them from being added to the list.  In FY 10 and FY 11, Bridge Maintenance crews removed 30 bridges from the Red List (15 each year). In the current biennium, the appropriation for Bridge Maintenance was reduced by 9% from $8.9 million to $8.1 million annually. As a result, it’s anticipated that 14 fewer bridges will be removed from the Red List by maintenance forces in FY 12 and FY 13.

(GRAPHS)

Major Highway and Bridge Improvements

Significant investment and construction work aimed at rebuilding and widening key corridors on Interstate 93 and the Spaulding Turnpike continued in FY 2011.  On the $800 million I-93 rebuilding and widening project between Salem and Manchester, construction was focused to address Red List bridges, and the safety and capacity of the highway.  Major emphasis was on the reconstruction of the interchanges at Exit 1 in Salem, Exit 3 in Windham, and Exit 5 in Londonderry.  Significant improvements were also made on the reconstruction and widening of the Spaulding Turnpike in Rochester from Exit 12 to Exit 16.

Interstate work completed included: 

· I-95 Completion of the Hampton Mainline Toll Plaza modifications 

· I-95 Pavement Rehabilitation from the Portsmouth Circle to the Piscataqua Bridge

· I-93, Exit 3 Completion of the new SB off-ramp in Windham

· I-93, Exit 14 Rapid bridge deck replacement (with precast deck panels) of the two overpass bridges in Concord

· I-93 Pavement and Bridge Rehabilitation:

· Concord Exit 14 to Exit 17

· Sanbornton-New Hampton Exit 22 to Exit 23

· Woodstock-Lincoln Exit 30 to Exit 32

· I-293 Completed the construction of 2 miles of median concrete safety barrier from Manchester to Hooksett

· Everett Turnpike widening north and south of the Bedford Toll Plaza as part of the Manchester-Boston Regional Airport Access Road

· Completion of Exit 12 on the Spaulding Turnpike in Rochester.

Roadway work completed included: 

· Reconstruction of US 3 at its crossing with the Airport Access Road in Bedford

· Reconstruction of Main Street in downtown Littleton

· Signalization and widening of the NH 28/Leavitt Road intersection in Pittsfield

· Signalization and widening of the NH 33/Winnicut Road intersection in Greenland

· Signalization and widening of the NH 125/NH 111A and the NH 125/North Road intersections in Brentwood

· Emergency road repairs to NH 135 in Littleton and Dalton 

· Emergency slope stabilization on NH 16 in Conway

· Emergency slope stabilization on US 302 along the Saco River in Harts Location

· Resurfacing on NH 101 and minor bridge deck rehab of the NH 13 overpass in Milford

· Numerous Federal, District, and Turnpike pavement resurfacing contracts.

Bridge construction work completed included:
· Completion of a new Airport Access Road bridge over US 3 in Bedford

· Widening and rehabilitation of the Everett Turnpike bridge over the Souhegan River in Merrimack

· Replacement of the NH 9 bridge over B & M Railroad in Dover

· Rehabilitation of the D.W. Highway bridge over the Everett Turnpike Exit 3 northbound on-ramp in Nashua

· Rehabilitation of the NH 175 bridge over the Pemigewasset River in Woodstock

· Rehabilitation of the Shurburn Road bridge over I-95 in Portsmouth

· Rehabilitation of the NH 1B bridge in New Castle and Rye

· Repainting of the I-95 Piscataqua River Bridge approach in Portsmouth

Bridge Maintenance Crews Keep Watch Over 2,129 State-Owned Bridges

Bridge Maintenance crews completed approximately 90 major bridge preservation or rehabilitation projects in FY 2011.   Several Red Listed bridges were replaced with new pre-cast concrete structures in a cost effective way, including: Derry (Island Pond Rd over the Taylor River), Stoddard (NH 123 over the Dead River) and New Ipswich (Smithville Rd. over the Souhegan River).  Statewide preventative maintenance included the washing of 1,115 bridges, and sealed concrete on 637 bridges.


Memorial Bridge Replacement Project

Efforts accelerated for the replacement Memorial Bridge carrying US Route 1 over the Piscataqua River between Portsmouth, New Hampshire and Kittery, Maine.   A Connection Study confirmed that the three structures that currently connect these communities (Memorial, Sarah Long, and    I-95 High Level Bridges) each serve a specific transportation need, such as pedestrians, bicycles, regular vehicular traffic, trucks/motor transport, and rail.  A Commission was established by the Maine and New Hampshire Governors to develop short and long-term needs and to identify possible solutions to provide funds for rehabilitation and preservation of all three river crossings.  The first priority was to identify and allocate funds for replacement of the Memorial Bridge.  NHDOT and Maine DOT jointly applied for $20 million from the Transportation Investment Generating Economic Recovery II (TIGER II) Discretionary Grants program.  In October 2010 the Department received notification the grant had been approved.  These TIGER II funds will supplement other state and federal funds from ME and NH for complete replacement of the NHDOT’s number one priority Red List bridge.  Efforts began immediately to complete the environmental approval process and to develop contract documents for the Memorial Bridge replacement to be performed through a design-build “best value” selection process.  By the end of FY 2011, “statements of qualification” had been requested from interested design-build teams.  The Department’s goal was to request and review the technical proposals and price proposals to ensure the contract would be awarded by the end of calendar year 2011.  

Upgrading NH Rail Lines for Both Freight and Passenger Traffic

The approximately 450 miles of active railroad in New Hampshire are classified by condition according to a system established by the Federal Railroad Administration (FRA). Track may be subject to “slow orders” due to local or temporary conditions.  A class of track is a measure that provides an indication of the general condition of railroad track infrastructure. FRA Class 3 track allows the operation of freight rail at up to 40 mph, and passenger rail at up to 60 mph.  For the last several years, the NHDOT has provided federal grant funds to the St. Lawrence & Atlantic Railroad to upgrade its rail to welded rail that meets current industry standards.  This railroad connects Maine, northern New Hampshire, and Vermont to Montreal and the intercontinental railroad system.  A short 20-mile segment, mostly in New Hampshire, still has old jointed rail manufactured under standards that don't allow the railroad to carry heavier cars.  This limits its ability to serve its freight customers and attract new industry to the North Country.  

(welded rail photo)

(GRAPH)
Extending the Lives of Bridge Decks
A new bridge deck overlay system (Flexogrid) being tested by the NHDOT provides waterproofing and acts as an anti-skid surface on bridge decks, with minimal added thickness. The two-part liquid system treatment begins with the application of a liquid pre-treatment that penetrates and seals existing cracks in the deck. A coat of epoxy is applied over the pre-treatment and aggregate is spread into the epoxy. Then a final epoxy and aggregate coat is applied. The system was applied in 2010 to the stationary spans of a concrete bridge deck on NH Route 1A over the Hampton River in Hampton. A conventional pavement and membrane system would have added at least two inches to the bridge deck and was not feasible.  The system was also applied to the metal decking of a temporary bridge over the Connecticut River in Lebanon. Heavy truck traffic caused the original pavement installed on the metal decking to shove and delaminate in several areas. Lab tests showed the best adhesion to the steel deck plate would be attained by removing the galvanizing and shot-blasting the deck plate to bare steel. In June 2010, the deck plate on the bridge was prepared and the Flexogrid system applied.  Inspection and monitoring will take place over the next few years to evaluate the longer-term performance of the Flexogrid system.
The Challenge of Maintaining Public Use Airport Runways

The condition of an airport’s runway surface is directly related to aircraft operational safety.  The New Hampshire Airport System consists of 24 public use airports.  A total of 12 airports in the State are in the National Plan of Integrated Airport Systems (NPIAS), making them eligible for Federal Aviation Administration (FAA) Airport Improvement Program grants. These FAA grants are utilized for improvements to the airports’ facilities, including runways. The other 12 airports must use limited state, municipal or private funds to maintain and improve their facilities. Within the past five years, 14 runways have received surface improvements.  Only three of these improvements were at non-NPIAS airports.  With the reduction in state and local funding and the uncertainty of future federal funding, it will be challenging to continue to improve upon the current overall runway surface conditions of the state’s public-use airports, especially for the non-NPIAS airports that are ineligible for federal funds. Within the next five years, it’s expected that the overall runway pavement condition for the state’s public-use airports will decline. An additional two to three runways are anticipated to deteriorate to a “poor” condition.
(GRAPH)

· Bridge Design staff developed contract plans and documents and bids received for removal of lead based paint and complete repainting of 12 bridges for a total contract amount of about $3.1 million. 
· The NHDOT opened 59 contracts for bids in FY 2011 totaling approximately $183 million of work that was preformed by 28 different contractors.  A total of 67 contracts totaling $200 million were completed and accepted for maintenance by Operation forces.  At the close of FY 11, field work was underway on approximately 81 contracts totaling $488 million.

· There were 1,460 regularly scheduled inspections performed by Bridge Design Bureau personnel on state bridges and 925 regularly scheduled inspections performed on municipal bridges.  In addition, 28 underwater inspections of the substructure elements were performed for specific bridges.  
· Pavement marking operations in the past year totaled _____ million feet at a cost of $_____ million, equal to ____ cents a foot.

· Highway Maintenance crews replaced _____ feet of cable guardrail and over ______ feet of drainage pipe.
Increase Mobility

Measuring the Level of Service on Selected Highway Segments

The NHDOT has begun measuring the level of service on state highways based upon mobility. Measuring mobility on selected sections of road is being done by tracking traffic volumes, number of lanes, accidents/incidents, weather, and construction activities. These results will provide a measure of mobility that can be compared yearly to identify needs and to measure the effectiveness of countermeasures implemented.  These include the added capacity on construction projects, implementation of Intelligent Transportation Systems (ITS), Smart Work Zones, and incident management procedures.  The initial focus is on the most highly traveled commuter routes:  I-93 from Concord to Salem; the F.Ee Everett Turnpike from Hooksett to Nashua; NH 101 from Manchester to Hampton; I-95 from Portsmouth to Hampton; and the Spaulding Turnpike from Portsmouth to Rochester.  Based on 2010 data collection, the average level of service for the sections of highway included in this performance measure is a C (rated on a scale of A = no congestion, to F = congestion).  Eventually, this measure will be tracked by travel time on selected routes.  
More People are Taking the Bus in New Hampshire 

Increasing ridership on transit is a challenge in a state with no large cities. But most transit systems in New Hampshire have continued to see their riderships increase.  The University of New Hampshire (UNH) Wildcat Transit system has expanded its services, and has also gained ridership due to parking restrictions on campus that make taking the bus more attractive. Advance Transit (Upper Valley Region) has used local funding and partnerships to make its service fare-free, which has increased ridership significantly. Changes to schedules to make them more convenient, new buses, and other improvements have also increased ridership in Manchester and Nashua. Some of the newer systems in more rural areas have gained passengers as they have become more widely known in their communities.  New Hampshire is more reliant on Federal Transit Administration funding than most states, given a lack of funding at the state level. With additional funds, transit could be expanded to unserved areas, and the frequency and convenience of existing services could be improved, leading to larger gains in ridership. Expanded commuter bus service on I-93, I-95, and the Everett Turnpike, supported by the NHDOT’s Bureau of Rail & Transit, has been providing intermodal connections and options for commuters.  The Boston Express I-93 service carried almost 500,000 passengers during FY 2011, a 12% increase over FY 2009.

(GRAPH)
Passenger Rail as a Transportation Option

Amtrak provides passenger rail service in New Hampshire via four stops: Dover, Durham, and Exeter with the Downeaster, and in Claremont with the “Vermonter”. The Downeaster has five daily trains between Portland and Boston. The Vermonter has one daily train between St. Albans, Vermont and New York and Washington. Ridership on both has shown significant growth in recent years. In addition, it’s estimated that at some Massachusetts MBTA stations (i.e. Lowell, North Billerica, Haverhill, Newburyport) at least a quarter of the passengers are New Hampshire residents. An annual growth rate of three percent is assumed in the projections for rail ridership. A number of changes will influence the actual growth in rail ridership in the next several years.
Establishing goals for future ridership will provide a measure of the progress this service is making in increasing the personal mobility of people in New Hampshire.
Economic Downturn a Major Contributor to Drop in NH Air Passengers 

The airline industry is an extremely competitive market that drives the business decisions of the airlines.  These descisions include determining how many flights per day, destinations, and the type of equipment that will be used for those flights.  Passenger numbers (emplanements) are a measure of the health of the airline industry in New Hampshire, and of the overall economic activity of the region.  Enplanements at the three New Hampshire commercial service airports have decreased in recent years, primarily due to rising fuel costs and economic recession. These airports have worked closely with commercial airlines to maintain and/or increase existing flights and destinations available to New Hampshire citizens.  The economic outlook for the airlines is uncertain.  Passenger numbers will continue to fluctuate until the economy improves and/or the market changes. The NHDOT’s Bureau of Aeronautics works closely with Manchester-Boston Regional Airport, Portsmouth International Airport at Pease, and Lebanon Municipal Airport in programming federal and state funds to ensure those facilities meet or exceed the safety and capacity requirements expected by the airline industry and the flying public.
Retiming Traffic Signals to Improve Traffic Flow and Save Energy

Research and experience have shown that retiming traffic signals is one of the most cost-effective tasks that can be done to improve traffic flow. A Congestion Mitigation Air Quality (CMAQ) funded pilot project is evaluating the effectiveness of low-cost techniques like retiming signals to improve mobility and air quality.  The Bureau of Traffic completed an evaluation of 64 signalized intersections in the “air quality non-attainment region” of the state to evaluate the existing signal timings and develop an optimized timing plan.  Preliminary results show that retiming and optimizing signal timings at these 64 intersections will reduce total vehicle delay by 4,100 hours per day, resulting in a daily savings of 1,150 gallons of fuel.  

· After the emergency closure of Shaker Bridge on August 12, 2010, District 2 maintenance crews constructed an emergency road for larger trucks to access approximately 15 homes between the Northern Railroad and northern shoreline of Lake Mascoma.  A 16-foot wide paved road, approximately 600 feet long, was constructed in 10 work days and opened to truck traffic on August 28, 2010.

· A new bus terminal opened for business on December 5, 2010 at the Exit 8 park and ride off of the Everett Turnpike in Nashua.  The $1 million project involved the construction of a 1,650 square foot facility on North Southwood Drive.   (photo)
· Based on 2010 Census Data, about one-quarter of New Hampshire’s population has access to transportation other than a personal automobile.  The total population of New Hampshire is 1,316,470. A GIS analysis has indicated that the population located within a quarter mile of multimodal facilities is 315,690, equal to 24% of the state’s population.
Improve System Safety and Security

Initiatives Aimed at Reducing Highway Injuries and Fatalities

Fatal accidents in New Hampshire decreased by approximately 23 percent from 2005 to

2010.  In 2009 there were 110 highway fatalities, the lowest number since the early sixties. A national data comparison shows New Hampshire is ranked 7th with the lowest number of crashes per capita in the nation in 2010.  Fatalities and serious injury crashes are decreasing due in part to engineering improvements, such as paving roadway shoulders, improving guardrail,

installing rumble strips, enhancing delineation, and making intersection safety improvements. Public education and increased law enforcement participation in statewide campaigns have also contributed to this decline.  One of the critical emphasis areas for the NHDOT has been to address run-off-the-road crashes. These type of crashes account for 50% of all fatalities on New Hampshire roadways. In addition to the infrastructure improvements, the NHDOT is also investing safety funding towards the behavioral side of crashes, looking at ways for outreach and education to bring awareness to motorists about driver behavior issues and safety.   With this strategy, it’s anticipated a 3.4 % reduction per year in fatal crashes can be attained, and the 50% reduction of crashes (from the 2010 five year running average base number) will be met in 20 years.  The NHDOT has implemented various safety initiatives over the years to reduce run-off -the-road crashes. They include:

• Shoulder rumble strips – 1,260 miles of shoulder rumble strips have been installed since 2000.

• Centerline rumble strips - 80 miles of centerline rumble strips have been installed since 2004. Both forms of rumble strips notify drivers through sound and vibration that they are leaving their lanes.

• Median barrier – The NHDOT has installed approximately 20 miles (105,600 linear feet) of median barrier since 2009. These barriers were placed in locations with median widths of 50 feet or less in response to reduce the potential for head-on collisions along divided highways.

• Warning sign that address run-off-the-road crashes – The NHDOT is working closely with cities and towns to develop proposals for low-cost solutions to address as many miles of the highway system as possible. This risk-based approach recognizes that fatal and serious injury crashes tend to be more random in nature on town roads. This past year the NHDOT installed additional signs on local roads in nine towns, primarily warning signs on horizontal curves and object markers.

• Pavement safety edge testing - During the 2011 construction season, the NHDOT tested a new pavement edge treatment that can help errant vehicles safely re-enter the roadway. When vehicles leave roadways where the pavement drops off steeply, drivers may overcorrect in response. This over-correction may lead to the vehicle swerving into oncoming traffic or rolling over. The “safety edge” treatment is intended to address the sharp drop off. Studies in other states have found the pavement safety edge has minimal impact on project costs.

(GRAPH)

· Cameras and related information systems are being installed on specific bridges that serve as critical links in New Hampshire’s transportation infrastructure.  These systems are providing information for better security and traffic management.

· The Hampton Open Road Tolling project on Interstate 95 was recognized with a regional  “American Transportation Award” for being on time and under budget.  The $17 million project to convert the Hampton mainline toll plaza to highway speed tolling was completed in just 16 months.

Improve Department Efficiency

Completing Construction Projects on Schedule
The NHDOT is committed to providing projects on time to meet public expectations and the needs of the transportation system.  Part of this process is meeting the project advertising schedule.  A total of 69 percent of projects advertised for construction in federal fiscal year 2011 were advertised by the date set in the original advertising schedule. There are a number of issues that can affect the schedule for a project in the environmental, design, utility, or right-of-way phases. Examples may include environmental permitting, utility relocations, design changes due to soil conditions, and litigation. The Department’s goal will be to anticipate the issues ahead of time and minimize the effect on the project schedule.

Towards the Goal of Final Project Costs Matching Original Project Bids

The NHDOT is also committed to frequent and accurate “no surprises” reporting of project

performance and communicating issues that can affect a project’s budget. Data gathered over the past nine years shows 9% to 27 % of projects have had final construction costs greater than 5% of the original bid price. The results indicate 89 percent of the projects audited and accepted by the contractor in FY 2011 were within the 5% of the bid price.

· Automatic vehicle locators were installed on plow trucks and patrol foremen’s vehicles in Hooksett (I-93 north from Tolls to Exit 14), Hampton (I-95 mainline) and Dover (Spaulding turnpike from Portsmouth circle to Dover toll) to allow the Turnpikes Bureau to track salt and brine usage, for the foremen to access the Maintenance Decision Support System (MDSS).  MDSS will give foreman updated weather and recommended treatment based on road conditions.  
· Using information gathered from remote weather stations, the NHDOT is tracking winter maintenance operations on 1,600 miles of high traffic volume roadways to determine the performance level of achieving bare roads within 2.5 hours of the cessation of a snowstorm, consistent with the Department’s “Winter Snow and Ice Policy”.
· The use of brine, a salt-water mixture, to pre-treat roads in advance of a winter storm was extended to Interstate 95 and a lower section of the Spaulding Turnpike.  The Turnpikes Maintenance Facility in Hampton was set up to make brine with the installation of six 5,500 gallon tanks and brine making equipment.  Brine use goals include safer roads, lesser environmental impact, and reduced costs.  
Identify, Collaborate and Communicate with Partners
A Commitment to Working with Transportation Partners

The NHDOT recognizes its transportation partners are an essential component in addressing the challenges of how the transportation system in New Hampshire is planned, managed and funded. In 2011, the Department conducted its first annual survey of 25 partner groups, aimed at determining the overall satisfaction of its partners in the way it delivers services. These partners ranged from federal, state, and local agencies to private consulting and contracting firms.  Survey questions sought to measure levels of satisfaction in areas of operations, finance, transportation planning, environment, design, financial transactions, construction and communication. The combined percentage of partners who were “very satisfied”, “satisfied” or “neutral” with the Department was 88 percent.  This partner survey will be conducted every two years to gauge satisfaction levels.
Sustaining Private Sector Jobs Though Capital Investment in Transportation

Robust transportation investment is a vital element in the creation of jobs and sustained economic growth.  Investment in transportation infrastructure improvements produces significant near-term economic stimulus and job creation benefits providing a variety of construction, manufacturing, and other job opportunities. The Council of Economic Advisors estimates one job is created or saved per $92,000 of government infrastructure investment. Sustaining or enhancing both federal and state funding levels will require close coordination with federal and state legislative bodies.  The coordination and communication must stress the critical need for funding to support the NHDOT’s three capital program priorities - preservation and maintenance of the existing system, Red List Bridges and I-93 reconstruction.  Additionally, if the federal and state funding limits are reduced, many programs that support municipalities (such as Transportation Enhancement; Congestion, Mitigation, and Air Quality; and State Aid Highway and Bridge funding) will be negatively impacted.

Assisting Communities with Local Bridge Projects 

Through the Planning and Community Assistance Bureau, engineering assistance was provided on 28 municipal bridge projects for communities participating in the Municipally-Managed Bridge Program.  This involved the replacement or rehabilitation of structurally deficient municipally-owned bridges.  There are currently more than 100 municipal bridge projects under design, review, or construction as part of this program.  

· The Preliminary Design Section reviewed _____ permit applications for major private developments.  Preliminary Design was also involved in the conceptual designs of _____ projects.

· For every dollar spent by the NHDOT, 75% is spent externally - 60% directly with the private sector.
· The Bureau of Aeronautics is currently managing over ____ Airport Improvement Program (AIP) grants at _____ National Plan of Integrated Airport System (NPIAS) airports totaling approximately $_____ million.

· Highway Design was responsible for the design and advertisement of ____ projects with a value of $______.

· 
The Highway Design Bureau’s Survey Section completed ____ survey requests.  The Geodetic crew laid out approximately _____ borings for the Materials and Research Bureau.  
Effective Resource Management

Effectively Manage Financial Resources

How Transportation Money is Being Spent

Analyzing NHDOT financial information relative to the highway system’s 8,208 total lane miles provides policy makers and citizens with a measure of cost for access to the transportation network, and helps determine if the value of the service is justified by its cost.  A downward trend in the distribution of expenditures per lane miles could warn of problems providing services at the levels of previous years. The Department divides the distribution of expenditures into the following eight areas:

• Construction – This includes the Betterment Program, the I-93 expansion project, federal reimbursement projects, and non-federal participating construction projects.

• Maintenance – This involves all of the Division of Operations, which includes Highway and Bridge Maintenance, Traffic Operations, the Traffic Management Center (TMC), salt sheds, lift bridge operations, and Mechanical Services Bureau.

• Municipal Aid – This is the aid given to municipalities in the form of State Aid Highway and Bridge, and the Apportionment A and B Block Grant funds for local highway aid allotment.

• Project Development – This includes Highway and Bridge Design, Right-of-Way, Environment, Materials Research, and statewide planning and research development.

• Administration – This includes the Executive Office, Finance and Contracts, Human Resources, Office of Federal Compliance, and the Office of Stewardship and Compliance.

• Debt Service – This includes debt service for Highway General Obligation Bonds backed by state funds, and for GARVEE Bonds, which is paid from federal funds.

• Other Agency (Transfers) – This includes highway funds directly appropriated to state agencies other than the NHDOT: Department of Safety, Health and Human Services, the Judicial Court system, the NH Highway Safety Agency, and Tax and Land Appeals.

• Miscellaneous – This includes the Rideshare Program, retirement, unemployment and workers compensation benefits, and reimbursements to other agencies for services. 
(    Transactions on the NH Turnpikes system totaled 108.7 million in FY 2011.  Total Turnpike revenue collected was $116.7 million.

· A total of $______ was generated FY 2011 in revenues from aircraft registration, commercial aviation operators, aircraft dealers and aircraft operating fees.

Using Traffic Control Wisely and Cost-Effectively


The NHDOT has made a concerted effort in recent years to address the costs associated with the use of uniformed police officers and flaggers on state construction contracts.  In the summer of 2009, the Department approved a new “Uniformed Officer and Flagger Use in Work Zones Policy and Procedures” guideline.  The effort is geared towards using the proper level of traffic control for a construction project based upon variables that include the size of the project and traffic volumes along the corridor. Since this effort has begun, the NHDOT has seen a decline in the percentage of Uniformed Officer costs compared to the total construction program.  

(Chart showing improvements since 2004)

Warm Mix Asphalt (WMA) now a Standard In New Hampshire

Warm Mix Asphalt (WMA) began in Europe in the 1990’s in response to a variety of environmental and safety concerns. WMA technologies allow mixing and compaction temperatures to be reduced 35 to 100 degrees below those of traditional hot mix asphalt. The lower temperatures reduce emissions, energy costs, and aging of the binder.  This allows for longer haul distances, cool weather paving, and better compaction of mixtures with high reclaimed asphalt content.  Over the past decade, interest in WMA technologies has grown in the United States.  Research conducted by the University of New Hampshire from 2005 to 2009 focused on the moisture susceptibility and low temperature cracking of mixes using specific WMA additives. By 2010, WMA was being substituted for hot mix asphalt on NHDOT projects, leading to the development of standard specifications and qualification of selected WMA technologies.  In the spring of 2011, the Department implemented a standard specification for WMA, along with a list of qualified technologies.

Effectively Recycling Asphalt Pavement

What happens when an existing pavement section constructed with reclaimed asphalt pavement (RAP) over 20 years ago is recycled again?  Researchers from the NHDOT, the University of New Hampshire, the Federal Highway Administration, and the paving industry are now finding out.  In the late 1980’s, a section of I-93 in Woodstock, New Hampshire was constructed using 35% RAP. Ongoing pavement rehabilitation work along this same section of Interstate is now providing a unique opportunity for researchers to 1) evaluate the long-term performance of the existing recycled pavement section, and 2) to evaluate new test sections using materials recycled again to reach up to 40% total RAP.  In Phase I, core samples were taken from the existing northbound lanes and compared with two other pavements of comparable age constructed with virgin asphalt. The existing northbound pavement was milled in 2010 and stockpiled for later use. This material was blended with virgin materials in June 2011 to create six one-mile test sections on the southbound lanes using two different asphalt cements and RAP contents.  Initial results are very positive. 

Using Vehicle Tires to Extend the Life of a Roadway

The NHDOT is exploring many technologies of the paving industry to find better, longer-lasting products for New Hampshire’s roadways.  In June of 2011, a three-mile section of NH Route 38 in Pelham was paved with a product billed as having better elastic properties than conventional asphalt mixes due to the addition of recycled tire rubber.  The product is also considered a “green” technology for its re-use of scrap tires.  Its properties combine elasticity with strength to resist cold weather and reflective cracking.  Other potential benefits include reduced tire spray and noise. An estimated 75 tons of recycled rubber was used on the Pelham project.  An initial tire noise study was performed, and preliminary results indicate this product is more effective at reducing tire noise than conventional asphalt mixes.

· The Bureau of Environment prepared 90 environmental documents and processed 80 wetland permit applications, amendments, and notifications.

· The NHDOT began the limited use of automated traffic control trailers to make work zones safer for workers, flaggers, and motorists, while reducing the costs of flagger details.

· The Bureau of Right-of-Way completed____ title searches, ____ property acquisitions ($____ million), ____ residential and business relocations, and ____ appraisals. Overall the Bureau achieved an ____% settlement rate for all acquisitions. The Bureau also sold surplus state land parcels totaling $_____ million.
Implement Strategic Workforce Planning

Ensuring a High Levee of Quality and Productive Employees

The NHDOT has 17% fewer full-time positions than in 1992, while segments of the transportation system and the number of system users continue to grow.  Over three-quarters (77%) of NHDOT employees are 40 years of age or older.  One-half of the existing workforce will be eligible for retirement after 2015.  Based upon the anticipated loss of workforce knowledge to retirement alone, workforce planning and development is critical to the future success of the organization. It will ensure effective management of employees who produce economic value to the organization and the State of New Hampshire.  During FY 2011, the NHDOT continued to build workforce planning and development programs. These efforts included drafting a department-wide formal workforce plan, which includes demographic analysis, skill and gap analysis, and development plans. The workforce plan also has sections on affirmative action goals, wellness and safety performance goals. Additionally, the Department intends to implement a formal workforce mentoring program to create a forum for knowledge transfer and individual development.
Protect and Enhance the Environment

Using Renewable Resources to Help Reduce Energy Consumption

As energy costs continue to escalate, the NHDOT has made progress towards the goal of reducing its overall energy usage in state facilities by 25 percent (compared to 2005 levels) by 2025.  21 DOT patrol facilities across the state will soon utilize some of the latest technology in wood burning to supplement their heating systems,  reduce the amount of heating oil needed to keep their buildings warm. Additional energy efficiency projects are underway or completed at the 100+ Department of Transportation patrol facilities across the state, including perimeter seals installation for overhead doors, new window and siding projects, various insulation projects and HVAC system replacements or improvements. The NHDOT has also adopted various “Best Practice” initiatives to reduce energy usage and costs, such as idle personal computer power shutdowns and room temperature reductions during non-business hours.  FY 2011 showed an overall usage reduction of 6.99% with a cost increase of 16.81% compared to FY 2010. The energy usage and cost comparison for FY 2011 to FY 2005 show an overall usage reduction of 14.37% with a cost increase of 25.51%. Continued usage reduction at this rate should allow the NHDOT to meet the 25 percent energy reduction goal by 2025.

A More Fuel Efficient Vehicle Fleet

While the demands of maintaining the NHDOT’s vehicle fleet have continued to increase, the Department has set a goal of reducing vehicle fuel usage by at least 1% a year over the next couple of years.  Along with the purchasing of fuel-efficient vehicles, DOT is “right sizing” vehicles by selecting the right vehicles for the required job.  Examples would be purchasing half-ton pickups versus three-quarter ton pickups, and crew-cab pickups versus full-size SUV’s for transporting work crews and their equipment.  The number of new vehicles put into service in  FY 10 and FY 11 should assist in reduction of future fuel usage.  Other fuel usage reduction initiatives include; the Department’s “anti-idling policy”, and various “Best Practices” for drivers to follow, such as driving with proper tire inflation, consolidating trips, and carpooling when possible.  Due to the nature of DOT business, meeting the fuel usage reduction goals may not be attainable each year due to varying “winter severity” that may require a greater effort in snow plowing and salting of roadways. Also, extreme weather events have a large impact on the amount of fuel usage by NHDOT vehicles.
Striking a Balance When Using Salt in Winter Maintenance Operations

New Hampshire’s winter maintenance relies heavily on the use of salt (Sodium Chloride) to achieve acceptable road conditions for motorists. New Hampshire was the first state to begin using salt in its anti-icing operations, and salt use has spread nationwide as a common deicing chemical. There are two factors that impact the Department’s desire to reduce the use of road salt  - material costs and environmental impact. Balancing the reduction of salt use must be maintaining the level of winter maintenance service for motorists.  Winter roadway conditions during and after a storm affect safe driving conditions and mobility for motorists.  The Bureau of Highway Maintenance has been involved for several years in a chloride reduction program along the I-93 corridor from Salem to Manchester. Through the implementation of a number of initiatives, such as ground speed control spreaders, pre-wet systems, and additional training of employees and hired truck operators, the NHDOT has been able to consistently reduce salt usage while maintaining levels of service.
Towards the Goal of 100% Compliance Among Operations Facilities

Over a recent three-year period, the NHDOT worked with an independent environmental consultant to conduct audits to determine the level of environmental compliance at the Departments facilities across New Hampshire.  In 2008, 16% of the Department’s audited operational facilities were in compliance with environmental regulations. The following year, 44% of audited operational facilities were in compliance.  The compliance level jumped to 67% in 2010. The goal of the Department is 100% environmental compliance to all local, state and federal regulations.  Office of Stewardship and Compliance initiatives to date include:

1. Environmental Training Programs on underground storage tank operation; hazardous waste; regulated substances; and used oil management;

2. Training initiatives during Environmental, Health and Safety Days and new employee orientation;

3. Training on the root cause analysis/corrective action plan process, and operations process improvements that include paint waste generation and disposal assessment; hydraulic oil testing; and 

4. Environmental Management System implementation efforts.
Wood Preservation Research


The NHDOT has historically used treated wood timber products in the construction and repair of

railroad trestles. Negative impacts have recently been observed within environmentally sensitive areas, including Frankenstein Trestle in Crawford Notch, where the installation of rail ties resulted in an ongoing release of creosote. As a result, the Department has temporarily suspended the use of treated wood timbers pending results from a study commissioned in January 2011. The goals of the study are to assess the various wood preservatives and available treatment/curing techniques in current use, the advantages or disadvantages of each product/technique, guidelines on the recommended use/non-use of various alternatives, and best practices or engineering controls to limit future environmental impacts. The study will also include identification of any alternative non-wood products currently in use for similar applications. The scope of the project is intended to capture existing industry and agency practice and does not include testing, field analyses, development of new techniques, or new engineering controls or designs. The project is looking at cost, environmental considerations and limitations, longevity, safety considerations (worker health, fire susceptibility, special licenses/permits for field application, the disposal of waste wood products, and availability.
· The Fuel Distribution Section supplied 4.73 million gallons of motor fuels, a decrease of approximately 220,000 gallons from the previous year.  

· Highway Maintenance District 5 successfully integrated the use of a blend of organic-based liquid magnesium product with salt brine for winter storm pretreatment of I-93 from the Massachusetts state line to Hooksett and I-293 in the Manchester area.  

Employee Development


Increase Bench Strength

Projecting Future Workforce Needs

A key outcome of workforce planning and development is to increase “bench strength” within the organization. Bench strength refers to the capabilities and readiness of potential successors to move into vacated positions. In 2011, NHDOT completed a workforce demographic analysis that allows the Department to make reasonable projections of workforce turnover by job classification, highlighting future workforce replacement needs. Beginning in April of 2011, an Individual Development Planning (IDP) insert was introduced into the annual employee performance evaluation form.  This IDP form provides a reminder and a tool to employees and supervisors to focus on individual and organizational development. Training to support the use of the IDP has been ongoing throughout the year. A 10% participation in IDP’s is expected by 2012, rising to 15% by 2014. By 2016, the NHDOT has set a goal of 20% of the workforce participating in Individual Development Plans.

Reaching Out to the Next Generation of Employees

The NHDOT employee recruiting process continues to focus on educating high school students and college students about careers in the transportation field and promoting our internship program.   This past year 26 interns, primarily working as engineering aides, received valuable on-the-job experience while supporting various agency initiatives. For example, the Environmental Bureau hired an intern who was able provide documentation for a user manual and train staff on operating new GIS and GPS software and equipment.  At the Traffic Bureau, two meteorology students from Plymouth State University developed a weather toolkit to used by the Traffic Management Center operators in the winter months to assist with road and weather operations. The Department was able to save approximately $37,000 by having the interns perform the work. 

· Leadership skills training introduced in the Turnpikes Bureau included monthly sessions on building trust, conflict management, decision-making, delegation, active listening, flexibility, and taking initiative. The IDEAL (Intentional Development Effort to Acquire Leaders) training is an effort to equip employees to be effective leaders.

· The NHDOT participated in a “Construction Job Fair” in September 2010 at the Hopkinton Fairgrounds, at which more than 1,100 students from 29 high schools across New Hampshire had the opportunity to explore careers in transportation.


Optimize Employee Health and Safety

A Commitment to a Safe Working Environment and Reducing Injuries
The NH Department of Tranportation is committed to providing a safe work environment. The Department recognizes that through effective implementation and management of health and safety programs, the frequency of work-related injuries can be reduced and even eliminated.

Department of Transportation employees are exposed to a range of workplace hazards, from working in traffic, to operating equipment and tools, to working with hazardous materials.  The Department has been active for many years in developing safety programs and communicating safe work practices to ensure employee safety and reduce employee injuries.  Historical data shows steady improvement since the inception of formal safety program.  In 1995, the Department’s injury rate was 14.43 per 100 employees.   In fiscal year 2009, the Department’s injury rate was 4.3.  In fiscal year 2010, the injury rate increased to 6.5, a result of 40 more work related injuries than in the previous year.  In fiscal year 2011, the Department’s injury rate dropped to 4.8.  While the goal is always for zero injuries, NHDOT’s projected target for fiscal year 2012 is 3.6. Moving forward, 2014 projection is 2.1, and for 2016, 1.6.   Injury reduction goals will be reached through constant focus on employee health and safety through effective training, monitoring, effective accident investigation and root cause analysis, wellness promotion, trend analysis, employee participation in safety committees and employee recognition.  The 2012-2013 budget reduced Department overall staffing by 163 full-time authorized positions.  These reductions have the potential to result in longer work hours for existing employees and the potential for fatigue, which can lead to poor decision-making and risky behavior, potentially leading to an increase in workplace injuries.  In addition, the budget for the Office of Stewardship and Compliance (the centralized safety function for the Department) was reduced by 39%, resulting in reduced staff and reorganization of safety functions.  The Department remains committed to the safety of our employees and will continue to provide employees with necessary time, equipment and training to perform work tasks in a safe manner.  

(GRAPH)

Increased Use of Health Assessment Tool (HAT)

Healthcare costs for current and retired New Hampshire state employees have grown 13% in each of the past ten years, reaching $250 million in 2010. Much of this increase in health insurance costs is attributable to a lack of utilization of preventive health screening tools.  This results in the late diagnosis of serious illness, improper/unnecessary use of emergency rooms, and poor self-care, including disease management.  One component of the state employee wellness program is participation in the state’s Health Assessment Tool (HAT) benefit.  The HAT is the state’s version of a systematic health risk assessment tool that collects health information from individuals to identify risk factors, provides individualized feedback, and links the person with at least one intervention to promote health, sustain function and/or prevent disease.  Use of this assessment tool offers employees an opportunity to take a more active role in self-health management.  The number of NHDOT employees who have completed the HAT is increasing.  In 2009, 43% of eligible NHDOT employees completed the HAT.  In 2010, the percentage of HAT completions increased to 60%, which exceeded the projected target of 50%.  As of the end of the second quarter of 2011, 55% of eligible employees had completed the HAT.  The projection for 2011 is 70%.  While goals for HAT completion are 100%, the projections are 75% for 2012, 80% for 2014 and 85% for 2016.  In order to reach NHDOT Wellness Program goals, including HAT utilization, employee education continues at new employee orientations and “on boarding” sessions, Environmental Health and Safety Days, HAT completion assistance opportunities, wellness fairs, and other wellness presentations targeting benefit education and proactive individual health choices.   In addition to educational programs, the NHDOT has included promotion of a healthy and safe work environment as a top rated category of performance in individual annual employee performance evaluations.

(GRAPH)

· In cooperation with the NH Department of Health and Human Services’ Tobacco Prevention and Control Program, several NHDOT employees volunteered to participate in an anti-tobacco public service campaign that aired statewide on television in July and August of 2010.

· A new educational video produced by the Office of Safety and Compliance focused on truck tailgate safety, and is aimed at reducing a number of employee injuries involving tailgates.


Align Employees Around Department’s Mission

Building a Committed and Engaged Workforce

A 2010 employee survey found that 83% of those responding felt they had a clear understanding of the mission of the NHDOT, and that their role contributed to the mission.  

In both 2010 and 2008 employee surveys, the area identified as the most important for improvement was communication. A number of strategic initiatives have been implemented toward this end, including all new hires being introduced to the Department mission directly by Commissioners. The message is reinforced throughout the content of new hire orientation and “on boarding”, ‘lunch and learn’ sessions with Commissioners and Directors, management roundtable sessions, introduction of a Labor/Management Committee, town hall forum events, Lean process improvement, and the Balanced Scorecard initiatives. Culture change in large, decentralized organizations can take time. The increase in the mission alignment index from 81% to 83% of respondents over a two-year period is a positive trend.  The Department expects that 2012 survey results will show a continued pattern of increase to 85%, with a projected rate of 87% in 2014, and 89% in 2016.

· More than 80 employees gathered on November 3, 2010 for a second “NHDOT Budget Town Meeting” to share ideas for addressing a pending agency budget deficit for the next two years.  A 2008 budget town meeting led to the implementation of initiatives that directly or indirectly resulted in more than $15 million in savings.
· Three NHDOT engineers were recognized by the State of New Hampshire’s “Extraordinary Service Program”.  Nick Goulas and Aaron Janssen led an effort to develop a user-friendly computer program that allows applicants for oversize permits to map their routes over usable bridges.  Chad Hayes researched a composite snowplow blade that is now being installed on the entire DOT plow fleet.






