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Information

For Members
	From:
	Alyn Jones


	Date: 
	09 December 2021


	To: 
	Somerset County Council Members



Reporting defects on the road is now much easier
Somerset County Council has improved its online reporting system for the public to enable them to easily flag up to 21 different defects on roads 24/7 without needing to phone or email the contact centre.  Once reported, the public can track the progress of the repair.
Key points
· This is part of the Digital Customer improvements programme – you can access it here - www.somerset.gov.uk/roads-and-transport/report-a-problem-on-the-road/
· It takes away the need to email or phone the Contact Centre.
· The user simply takes a picture of the defect, uploads it and answers a few short questions re: size, location and contact details.

· The online reporting system is quicker and easier for the public and the Council and it gets through to the operatives on the ground quickly and efficiently

· You can use a smartphone, tablet or computer.

· You can report up to 21 different faults
· Users can now track the progress of faults – they receive an email thanking them for reporting, with a link to enable them to track the job.
· The Council’s Communications Team will be supporting with a PR and social media campaign.

What can you report?
Potholes/road damage; blocked drain/gully; damaged pavement/cycle path; damaged signage/bollard; overgrown vegetation; problem with crossings; signal fault; bridge/wall damage; damaged drain covers; flooding; hazards; mud; problems with markings; pavement/road obstruction; weeds on pavement; snow/ice; problem with roadworks; flyposting/graffiti; parking issues; problem with road closures.
How do you do it?
· You take a picture of the fault – please only do so if it’s safe and legal.

· You visit the link, mark it on the interactive map, fill in a short form (see below) and submit your picture – if it’s a pothole you’ll be asked to estimate its size, e.g. golf ball, tennis ball, or football. You get a thank you email with a link for you to track its progress.
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Please mark the problem onthe map.
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Tellus about the problem
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· Your alert will then ping up a notification on an engineer’s phone.

· They will visit and assess – we aim to do this in three working days and depending on size and where it is will try to repair it within 28 days, or sooner if it’s an emergency. All defects are risk assessed and either allocated a repair within 28 days, added to a routine works programme or monitored.

· While on site the engineer sends a works order electronically to our contractor to schedule the job in our routine repairs programme.

· The contractor comes out and repairs the fault.

· You’ll get another email confirming this has happened.

Check it out 
Please take a look at the system and let us know what you think. We’ll be issuing a press release and running a social media campaign to spread the word.
	For more info contact: 
	Name: David Peake
Email: DAPeake@somerset.gov.uk
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