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Stakeholder Liaison benefits delivery of 
National Technology Framework  
Through a thorough understanding of the implication of the 
proposed works on road users and the adjacent communities, 
our stakeholder management and project strategies delivered 
significant improvements to facilitate commissioning of the end-
user technology.

Early contractor involvement ensured our traffic management 
and temporary works were designed around traffic volume 
counts to minimise disruption and ensure safety of the workforce. 
This was done by using hard shoulder running to maintain three 
lanes in each direction, and night time working to reduce the 
impact of impacting on Journey Time Reliability targets.

Buildable Technology Infrastructure 

To provide new network communications systems, including 
incident detection and driver information we completed eight 
individual schemes to install the associated infrastructure within 
Hampshire, Surrey, Nottinghamshire and Derbyshire. The works 
included gantry installation and piled foundations, foundations 
for CCTV masts, sheet piling and retaining walls, detector loops, 
extensive ducting, directional drilling under carriageways, feeder 
pillars, cabinet sites and cable draw pits. 

To facilitate these operations, required extensive high-speed 
traffic management on motorways and trunk roads, together 
with our bespoke local liaison techniques to agree mitigation 
and working protocols. During the Early Contractor Involvement 
phase, partnering and buildability workshops considered the 
practicalities of the design and how this impacted on risk, not 
only to cost and time but also workforce safety, stakeholders and 
road users.

Customer Benefits from Early Contractor 
Involvement 
The framework contract form allowed projects to be procured 
using individual task orders to maximise the benefits from Early 
Contractor Involvement. Our pre- construction team: attended 
meetings with the designer to address value engineering and risk 
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management; undertook joint liaison with stakeholders and 
statutory authorities; involved our supply partners to contribute 
to value engineering and risk mitigation processes; considered 
a temporary traffic management regime to ensure the safe 
passage of vehicles through the works to minimise impact on the 
Journey Time Reliability.

Bespoke Stakeholder Management 

Our proactive approach in understanding and managing 
customer and third party relationships was key to putting our 
customers’ customers at the forefront of our thinking - which is a 
one of the key objectives for the Highways Agency. Our strategy 
addressed Forward Planning and Liaison, Communications/
Complaints Management and Traffic Management.

During the Early Contractor Involvement stage, we identified the 
stakeholders for each of the schemes to aid our understanding of 
the impact of the proposed works on the local communities and 
surrounding environment. 

We developed close working relationships with stakeholder 
groups to ensure that our planning and delivery methodology 
addressed individual needs. As a result of the project diversity, 
the stakeholder groups encountered were very varied and 
included: 

• Road Users - Information on timing and duration of works

• Local Residents and Landowners - Noise, security and access 
mitigation measures

• Businesses - Access, traffic routing and customer impacts

• Statutory Authorities - Position of existing services and the 
provision of electrical supplies

• The Police and HA Area Personnel - Traffic Management 
installations and co-ordination issues

• Local Authorities - Environmental compliance and linking of 
traffic management into the non-HA network
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• Environment Agency and English Nature - Environmental 
compliance

• Emergency services - Access and traffic routing

• Motorway service areas - Traffic Management and access 
impacts tactics 

• Public transport - Impact on buses, airports and transport 
interchanges, ensuring the public desire-lines were not un-
necessarily obstructed.

Continuous Improvement 
through Framework Sharing                                                                         
To ensure continuity in delivery standards and to support 
continuous improvements, the framework was globally managed 
by a Framework Director who liaised with the Highways Agency 
Area teams to ensure that the benefits of learning were passed 
to future schemes. The key project management roles were 
undertaken by the same personnel throughout the life of the 
framework. 

Public safety was of paramount importance and was managed 
at all times by our dedicated Traffic Safety and Control Officers 
who liaised closely with the Highways Agency Traffic Officer to 
review working areas and procedures for incident management 
and vehicle breakdowns.

This focus on learning and continuous improvement led to 
community based initiatives to share Best Practice, including our 
input to a Contract Guidance Committee to establish framework 
processes for cost forecasting, risk management, early warnings. 
Presentations were delivered by our Project Managers to the 
other framework contractors regarding the learning from 
our scheme completion. This included our experiences of 
facilitating the commissioning by the Technology providers 
which led to changes that significantly improved the timings and 
management of this important process.
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A dedicated Liaison Officer designed 
and managed techniques to suit 
the stakeholder needs including 
tools such as; leaflets at service 
areas and stations, local media 
open days and announcements on 
local radios, face-to-face meetings, 
planning meetings and weekly traffic 
management meetings.

Our stakeholder liaison techniques 
ensured a tailored approach was 
adopted. For example, for the 
works on a 15 km stretch of the M27 
between Junctions 9 to 12,  extensive 
24 hour working impacted on many 
stakeholders resulting in over 2000 
letter drops being made to local 
residents, businesses and hoteliers. 
A comprehensive complaint 
management system was used to 
aid the efficient management of all 
correspondence and enquiries. All 
projects were registered with the 
Considerate Constructors Scheme 
and – the six largest were awarded 
either silver or bronze awards.


