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Service Levels Chapter 5

The Maintenance Accountability Process (MAP) utilizes a simple scale that rates the
outcomes of key maintenance activities based on the following criteria:

Service Level A (Best)

This is a very high service level in which the roadway and associated
features are in excellent condition. All systems are operational and users
experience no delays.

At this maintenance service level, very few deficiencies are present and
the overall appearance is pleasing. Preventive maintenance is practiced
in all maintenance activities resulting in overall low life-cycle costs and
pleasing appearance. Routine activities take place on a regular basis,
requiring minimal corrective maintenance activities.

Service Level B

This is a high maintenance service level in which the roadway and
associated features are in good condition. All systems are operational.
Users may experience occasional delays.

At this maintenance service level, very few deficiencies are present in
safety and investment protection activities, but moderate deficiencies
exist in all other areas. Preventive maintenance is practiced for safety-
related work, is deferred in other areas, resulting in additional routine and
corrective maintenance measures. Corrective maintenance of all
elements is handled in a timely manner. Life-cycle costs for maintenance
activities are generally low.

Service Level C

This is a medium maintenance service level in which the roadway and
associated features are in fair condition. Systems may occasionally be
inoperable and not available to users. Short term delays may be
experienced when repairs are being made, but would not be excessive.

At this maintenance service level, very few deficiencies are present in
safety related activities, but moderate deficiencies exist for investment
protection activities and significant aesthetic related deficiencies.
Preventive maintenance is deferred for most activities except safety-
critical work. More emphasis is placed on routine maintenance activities,
and corrective maintenance occurs as necessary. A backlog of
deficiencies begins to build up that will have to be dealt with eventually, at
a higher cost. Some roadway structural problems begin to appear due to
the long-term deterioration of the system. There is a noticeable decrease
in appearance.
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Service Level D

This is a low maintenance service level in which the roadway and
associated features are kept in generally poor condition. Systems failures
occur regularly because it is impossible to react in a timely manner to all
problems. Occasionally delays may be significant.

At this maintenance service level, moderate deficiencies are present in
safety related activities, and significant deficiencies exist for all other
activities. Little preventive maintenance is accomplished. Maintenance
has become very reactionary and places emphasis on correcting
problems as they occur. A significant backlog of deficiencies will begin to
build up that will have to be dealt with eventually, at a much higher cost. .
Safety problems begin to appear that increase risk and liability, and
significant roadway structural deficiencies exist that accelerate the long-
term deterioration of the system. The overall appearance is very poor.

Service Level F (Worst)

This is a very low service level in which the roadway and associated
features are kept in poor and failing condition. A backlog of systems
failures would occur because it is impossible to react in a timely manner
to all problems. Significant delays occur on a regular basis.

At this maintenance service level, significant deficiencies are present in
all maintenance activities. The overall appearance is not aesthetically
pleasing. Preventive maintenance is not practiced for any maintenance
activities. Maintenance is totally reactive, and places emphasis on
correcting problems after they occur. Significant backlogs of
maintenance deficiencies exist. Excessive safety problems occur. Road
conditions are such that maintenance treatments are not enough to
correct the deficiencies that exist, necessitating additional high-cost
remedial construction preservation projects in the future. Overall
maintenance operations are at their highest life-cycle costs.

The chart on the following page gives a pictorial view of the relationship between the
level of investment, level of delivery and service level outcome. Level of investment
means how much money is budgeted. This budget pays for the resources (labor,
equipment and materials) required to achieve our goals. More money equals more
resources equals a higher LOS; less money equals fewer resources equals a lower
LOS.

Following the chart, pictures and narration provide examples of service levels for each
group of activities.

MAP Manual 5-2 July 2011



Service Level Effectiveness Model
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GROUP 1 — Roadway Maintenance and Operations

Service Level - C

Pavement has a moderate amount of

Pavement with few unrepaired potholes, ruts, Pavement has a minor amount of unrepaired

or unsealed cracks. No drop-off at the potholes, ruts, or unsealed cracks. A minor unrepaired potholes, ruts, or unsealed cracks.
pavement edge. The shoulder is generally amount of drop-off and minor erosion is at the A moderate amount of drop-off has developed
clean and free of debris. pavement edge. The paved shoulder contains from at the pavement edge with some erosion.

The paved shoulder contains a noticeable

a small amount of debris build-up at the edge.
debris build-up that may be unsightly.

Pavement has an extensive amount of
unrepaired potholes, ruts, or unsealed cracks.
Extensive erosion or drop-off has developed
at the pavement edge. The paved shoulder

Pavement has a significant amount of
unrepaired potholes, ruts or unsealed cracks.
A significant drop-off has developed at the
pavement edge with noticeable erosion. The
paved shoulder contains significant debris that contains debris build-up that would prevent

bicycle and pedestrian use, be a hazard to

would restrict bicycle or pedestrian use, and
vehicles, and be unsightly.

be unsightly.
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GROUP 2 — Drainage Maintenance and Slope Repair

Service Level - A Service Level - B Service Level - C

o R 3 - i : ey o g -
Ditches and culverts flow freely. Storm drains Ditches and culverts have minor silt and Ditches and culverts have moderate silt and
are free of blockages, and slopes are stable. debris build-up. Storm drains have minor debris build-up. Storm drains have moderate
No standing water on pavement. blockages. Minor puddling may occur during blockages and slopes have moderate erosion
normal storm events. or slides. There may be some standing water
on shoulder and in ditches during major storm
events.

Service Level - D

P = T il B vl 4 Vgt i L 2 i
Ditches and culverts have significant silt and Ditches and culverts have extensive silt and
debris build-up. Storm drains have significant debris build-up. Drains are blocked. Erosion
blockages. Erosion or slides may encroach or and slides threaten roadway. Water will be
threaten the roadway. Standing water in over the roadway during normal storm events.

traveled lane during normal storm event.
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GROUP 3 — Roadside and Landscape Maintenance

Service Level - A

Service Level - B

Service Level - C

Roadside has minimal visible litter, no noxious
weeds, nuisance vegetation, or vegetation
obstructions. Ditch lines, guardrail, signs and
sight lines are completely visible.

Roadside has a minor amount of visible litter,
noxious weeds, nuisance vegetation, or
vegetation obstructions. Ditch lines, guardrail,
signs, and sight lines are slightly obscured by
encroaching vegetation.

Roadside has a moderate amount of visible
litter, noxious weeds, nuisance vegetation, or
vegetation obstructions. Vegetation is starting
to encroach on the pavement edge,
moderately obscuring ditch lines, guardrail,
signs, and sight lines.

MAP Manual

Service Level - D

Roadside has a significant amount of visible
litter, noxious weeds, nuisance vegetation, or
vegetation obstructions. Vegetation is
encroaching on the pavement edge,
significantly obscuring ditch lines, guardrail,
signs, and sight lines.

5-6

h F VFs
Roadside has a extensive amount of visible
litter, noxious weeds, nuisance vegetation, or
vegetation obstructions. Vegetation has
encroached on the pavement, extensively
obscuring ditch lines, guardrail, signs, and
sight lines.
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GROUP 4 — Bridge and Urban Tunnel Maintenance & Operations

Typical Priority — 1 Bridge Repairs

Concrete is chipping off the deck and portions Drift debris build-up at bridge pier. This can Concrete is chipping and flaking off girders
of the expansion joint are missing. cause undermining of footings. and piers.

Rotted timbers of the support structure. Damaged bridge railing and barrier.
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GROUP 5 — Snow and Ice Control Operations

Expected Season LOS Expected Road Condition after Treatment Completed

Snow or ice buildup encountered
rarely. Bare pavement attained
AtoB as soon as possible. Travel
delays rarely experienced.

Snow or ice build up encountered
at times but infrequent. Travel

at times may experience some

B To C isolated delays with roads having
patches of black ice, slush, or
packed snow.

Snow or ice buildup encountered
regularly. Travel likely to
experience some delays with roads
having black ice or packed snow
with only the wheel track bare.

CtoD

Compact snow buildup encountered
Dto F regularly. Traveler will experience
delays and slow travel.

N/A Closed periodically or for the duration of the winter season.
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GROUP 6 — Traffic Control Maintenance & Operations

Service Level - A

All stripes, signs and delineators are highly
visible at night. All traffic signal, lighting, and
other traffic operations systems are fully
functional. Guardrail is sound and functional.

Service Level - B

Service Level - C

Minor amount of stripes, signs and delineators
have lost some night reflectivity, are worn or
missing. Some traffic signal, lighting and
other traffic operation systems experience
minimal outages or down time. Guardrail has
sustained minor visible damage, but is
functionally sound.

Moderate amount of stripes, signs and
delineators have lost some night reflectivity,
are worn or missing. Some traffic signal,
lighting and other traffic operations systems
experience moderate outages or down time.
Guardrail is functionally sound, but sustained
moderate visible damage and some structural
deterioration.

Service Level - D
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Significant amount of stripes, signs and
delineators have lost night reflectivity, are
worn or missing. Some traffic signal, lighting
and other traffic operations system must be
turned off or shut down. Guardrail has
sustained significant visible damage and
moderate structural deterioration.

Extensive amount of stripes, signs and
delineators have lost night reflectivity, are
worn or missing. Significant traffic signal,
lighting, and other traffic operations systems
must be turned off or shut down. Guardrail
has sustained extensive visible and structure
damage.
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Rest rooms cleaned regularly to meet the
highest standard for cleanliness. Water and
sewer systems comply with current codes. All
building facilities are functional, painted and
free of graffiti. Site is free of litter. Grounds
are neat and manicured.
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GROUP 7 — Rest Area Operations

Rest rooms cleaned regularly as much as 2-3
times a day to meet most standards for
cleanliness. Water and sewer systems
comply with current codes. Buildings contain
minor functional damage and some graffiti.
Site contains a minor amount of litter.
Grounds are clean but exhibits minor wear
and damage.

Service Level - C

LA

Rest rooms are cleaned regularly 1-2 times a
day to meet moderate standards for
cleanliness except in rest areas that receive
the highest use. Water and sewer systems
comply with current codes, but experience
some breakdowns due to aging and wear.
Buildings contain moderate functional damage
and graffiti. Site contains a moderate amount
of litter. Grounds exhibit moderate wear and
damage.
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Rest rooms are cleaned only once a day to
meet minimal standards for cleanliness except
in rest areas that receive the highest use.
Water and sewer systems comply with current
codes, but experience frequent breakdowns
forcing short term rest area closures.
Buildings contain significant functional
damage and graffiti. Site contains a
significant amount of litter. Grounds exhibit
significant wear and damage.

5-10

Due to building, water or sewer system

deficiencies, some rest areas are closed for
extended periods. Portable toilets may be the
only service provided. Grounds contain
significant defects and extensive litter.
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