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FOREWORD

Welcome to the first London Borough of Hammersmith and Fulham Annual Parking
Services Report.

One of the themes of the changes to parking services brought about by Traffic
Management Act 2004 Part 6 was the desire for councils to be more open about the
work of their parking services. For too long the industry has generally been very
hesitant about publishing service information probably largely in consequence of the
volume of negative press received since decriminalisation was introduced in London in
1993 and 1994. The new requirement for Councils to provide a published annual
parking report is to ensure greater transparency.

The Government’s anticipation is that these annual reports will provide a review of the
previous year’s activity including key data covering both finance and performance. It
has also been made clear that the Reports should be able to demonstrate how a
Council’s parking policies shape the way its parking service is provided with particular
reference to enforcement.

To help make this first report additionally a useful reference source, | have decided to
include key historic information that shows the evolution of parking policy over the last
16 years and the likely direction over the coming year.

In writing this report | am indebted to my colleague Angela Marriott, the Head of
Parking Projects, for her contribution to the final document.

Particularly as this is the first report, | would be grateful to receive feedback in regard
to its content.

David Taylor

Head of Parking Services
December 2009
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1. INTRODUCTION AND HISTORIC CONTEXT - THE JOURNEY SINCE THE
DECRIMINALISATION OF PARKING IN 1993

1.1 Overview

Decriminalisation of parking enforcement in London was introduced by the Road
Traffic Act 1991. London Councils had to apply for Government approval for their
boroughs to be made Special Parking Areas in which parking contraventions could be
enforced by their own officers (in-house or contractors). Enforcement would take place
through the issuance of Penalty Charge Notices (PCNs) with the option of clamping
and removal also being available.

The deadline for all London Councils to become Special Parking Areas was July 1994
but Hammersmith and Fulham opted to be one of those assuming the powers earlier
in October 1993.

Hitherto, enforcement had been carried out by the Metropolitan Police but it was
becoming a low priority for them and the criminal court process was increasingly being
viewed as too cumbersome for such relatively minor misdemeanours.

Hammersmith and Fulham set up its own in-house enforcement team of Parking
Attendants (the new term under the 1991 Act). The enforcement service was originally
part of the Parking Service but in early 1994 was transferred to the Direct Service
Department where most in-house services that were subject to compulsory
competitive tendering were located.

The new system saw Parking Attendants issuing PCNs to illegally parked vehicles
through state of the art handheld computers. The new system provided for a 50%
discount where payment was made in 14 days. If PCNs remained unpaid after 28
days, a Notice to Owner could be sent to the owner of the vehicle. The Notice to
Owner presented the owner with two choices. The first was to pay the charge and the
second was to contest the PCN by making formal written representations to the
Council. If such representations were made but rejected by the Council, the owner
could take his/her case to independent Adjudication. This new process for contesting
parking tickets was much less formal, expensive and time consuming than the old
system which involved the full rigours of the criminal court system. Where PCNs
remained unpaid and either no appeal was made or one had been made but lost, the
Act provided for a Charge Certificate to be issued increasing the charge by a further
50%. If the PCN still remained unpaid, the debt could be electronically registered in
the County Court and, ultimately, a warrant could be sought and passed to baliliffs.

Hammersmith and Fulham was concerned from the outset to use these new powers
with common sense and sensitivity. The Council leafleted illegally parked vehicles in
the run up to the go-live date and formulated criteria which had to be met for vehicles
to be removed. The criteria essentially comprised a list of what were considered to be
the worst and most anti-social categories of illegal parking. A policy decision was
taken not to use clamping as it simply perpetuated the act of illegal parking.
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Coinciding with the advent of decriminalised enforcement was the response of parking
policy to increasing pressure on parking spaces, especially in inner London.

Councils found themselves having to manage the growing excess of demand over
supply for on-street parking spaces. In responding to this challenge they had to seek
to find a balance between the needs of residents, businesses and visitors to their
boroughs.

Hammersmith and Fulham had just one Controlled Zone in central Hammersmith
(Zone A) which dated back to the late 1960s and combined a mix of resident, meter
and shared use bays. When new Zones were being considered in the year prior to
decriminalisation the shared use system was adopted as that which provided the
greatest flexibility thereby avoiding the waste of parking spaces that the system of
separate resident only and pay and display bays creates e.g. where the resident only
spaces are full whilst pay and display spaces are empty yet the resident permit is not
valid for use in the latter.

At this time the small Zone concept was also adopted as the optimum solution for the
borough given its large number of underground stations, football grounds and other
event attractions as this helped prevent intra-borough commuting. At the time there
was already a huge volume of commuter parking near stations which the introduction
of Controlled Parking Zones (CPZs) helped eradicate immediately. A large element,
though, was simply displaced into the nearest streets outside the new Zone. Although
initially introduced with great caution, the Zones became so popular that all remaining
areas of the borough were soon clamouring for their introduction and the programme
had to be accelerated. The pictures below show the typical impact of a new zone.

Ponsard Ro ad
CPZ AA —
before
implementation
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Ponsard Road
CPZ AA —
after
implementation

Full details of the Zones and their history are contained in Appendix 1.

Councils’ parking services in London have found themselves subject to a huge
amount of negative publicity since decriminalisation usually focused on what has been
perceived as malpractices driven by the goal of revenue maximisation. Some
enforcement contracts were drawn up on the basis of payments linked to the numbers
of PCNs issued. Some private sector companies extended this approach into their
contracts with individual Parking Attendants thereby potentially encouraging incorrect
PCNs to be issued so that individual targets could be achieved. This resulted in a
series of negative media stories, particularly in the Evening Standard, that featured
malpractices by Parking Attendants. Hammersmith and Fulham had no such individual
targets for its in-house service and this, combined with the ethical approach to its use
of enforcement powers, ensured that it was never featured in these stories and built a
reputation for service quality.

Councils also often found themselves sinking under the volumes of correspondence
generated by PCNSs. In Hammersmith and Fulham annual volumes of correspondence
rose to 25% of PCNs issued. Some Councils have had to resort to mass write-offs
where large unanswered volumes of correspondence had built up. Although this
Council has experienced serious backlogs on occasions, it has never used mass write
off to deal with the problem.

The Parking and Traffic Appeals Service (PATAS) provides the adjudication facility for
PCNs issued by all London boroughs and now also handles congestion charge
appeals. Whilst quite properly being fiercely independent of Council influence in its
decision making, Hammersmith and Fulham has always enjoyed a good relationship
with the Appeals Service. It cannot be expected that Councils will always (or often)
agree with Adjudicator’s decisions when they decide in favour of the motorist but it is
very much in the interests of all London Councils that PTAS enjoys a good reputation.
The system was designed to provide simplicity and not appear intimidating with most
cases being decided without the attendance of either party. Hammersmith and Fulham
has always taken the view that, whilst it could win many more cases by regularly
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attending adjudications, it is simply not practical or cost effective. In consequence, we
will normally only attend an adjudication that is of major significance.

Hammersmith and Fulham has always viewed its success rate at appeals as one of its
most significant performance indicators. Adjudicators do not only consider the
immediate factors of a case, they will also take into account collateral issues such as
whether a motorist has been given incorrect information by council staff, whether a
permit has been unreasonably denied etc. At adjudication the whole service is being
judged including the underpinning Traffic Regulation Orders, the lines and signs on
street, the correct working of pay and display machines, the evidence of the Parking
Attendants, the advice given by council staff, the efficiency and reasonableness of
permit issuance etc. Effectively, at adjudication the whole parking service in its widest
context is on trial.

The Council adopted from the outset a parking back office to handle PCN enquiries
and processing that would be available for longer hours (opening hours for telephone
enquiries were established as 8am-6pm Monday-Saturday) than the council norm and
where a flexible workforce would be cultivated. With a flat structure, generic working
where staff would be multi-skilled soon became a predominant feature with officers
who handle correspondence also required to help in the call centre and process permit
and parking suspension applications. Principal Officers who headed teams were
required to understand and be able to manage the work of the other teams. This was
an operational necessity for a 60 hour a week service but also helped prevent the
typical local government silo mentality from developing.

1.2 Parking Services - Main Service Areas
1.2.1 Parking Enforcement

After being based within the former Direct Services Department for most of its life, this
Service moved back under the management of the Parking Service in Environment
Services Department in May 2006. The service was subject to market testing over the
next 18 months with the decision ultimately being taken that the service would be
retained in house on the basis of it being modernised so as to operate from three
geographically suitable bases with a workforce on revised flexible terms and
conditions.

The Council’s removal and pound facility is provided by On-Time, a company with
whom the Council has enjoyed a very good working relationship for many years. From
the outset, Government guidance made it clear that collection of removed vehicles
should be made as convenient as reasonably possible and that this was not to be
seen as part of the “punishment” for parking illegally. Securing a suitable pound
location with good transport links in an inner London borough is very difficult, however.

The Council had to manage with pounds located outside the borough in less than ideal
locations until fairly recently. This resulted in regular criticism of the distance that had
to be travelled to collect vehicles and the risk to personal safety involved in having to
walk along deserted streets to complete the final part of the journey. Having out of
borough pounds also caused inefficient use of the tow trucks as considerable time
was taken up in taking removed vehicles to the pounds and then travelling back to the
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borough to continue enforcement. After considerable efforts, On-Time finally managed
to secure the use of a pound in the borough in 2006. The location of the pound is at
Parson’s Green where there are excellent transport links and the final short walk from
these is along well lit roads.

1.2.2 Telephone Call Centre

Our call centre is open from 8am-6pm Monday-Saturday to answer parking enquiries
and take payments for PCNs. We pride ourselves on having knowledgeable staff who
can answer most calls without the need to transfer the caller. We typically achieve a
“one-stop” rate of more than 90%

1.2.3 Pay and Display Machines

The Council manages 1130 pay and display machines whose efficient operation is
vital to a good customer experience for visitors to the borough. Although the machine
stock is ageing and lacks some of the sophisticated features of more modern
machines, they are well maintained by the supplier, Metric Group Limited. The
Company’s engineers are at work long before the CPZs start; ensuring that all
machines are operational by the Zones’ start times. Where machines develop a fault
(usually the consequence of vandalism) they are required to return machines to good
working order within an hour of the fault occurring. All the machines are linked to a
monitoring computer which is made aware of faults in real time. At the same time that
faults are electronically reported, engineers are simultaneously notified by text. This
process ensures that return to service times are minimised without the need for an
officer to be constantly monitoring the system.

Since the commencement of the Zone expansion programme in 1992, the Council has
faced relentless attempts to steal the money that is taken by on street meters and pay
and display machines. Although there were a large number of parking meters (which
are always particularly vulnerable to theft) in the original Zone A, pay and display
machines were preferred in all of the new Zones. Theft methods have become
increasingly sophisticated over the years in response to modifications to make the
machines more secure. Hammersmith and Fulham has suffered much less than some
other boroughs as thefts have escalated in recent years. This is in large part a
consequence of the combination of the monitoring system and excellent response
from the Police to attempted break-ins.

The money taken by the machines is collected, counted and banked by the Royal
Borough of Kensington on our behalf. The original five year contract ran from
September 2003 and was extended for a further year. The applicable pay and display
charges in each Zone since 1993 are in Appendix 2.

1.2.4 Parking Suspensions

The Council has a dedicated parking suspensions desk that handles all applications
and enquiries in relation to parking suspensions. This desk is open from 8am-6pm
Monday-Friday. Parking suspensions is one of the more difficult areas to manage as
the Council has to balance the needs of the applicant with those of other road users in
terms of notice periods. It is also problematic in that the Council is introducing short
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term changes to the normally applicable parking rules that residents can easily miss.
Key policies here are:

Normal minimum notice period of 7 days

Use of clearly printed details on Department For Transport (DFT) approved
parking suspension signs

Placing of warning notices on vehicles when suspension signs are erected

Recording of details of vehicles in area to be suspended when the signs are
erected

Vehicles parked in the suspended area are normally relocated to a suitable nearby
location where they will be legally parked and not taken to the pound

1.2.5 Penalty Charge Notice Processing

The Parking Office handles all aspects of PCNs once they have been issued. This
includes answering all correspondence, preparing cases to be heard at PTAS, dealing
with all payment issues, dealing with the registration of unpaid cases at the county
court and, ultimately, the application for warrants which are passed to bailiffs acting on
behalf of the Council.

1.2.6 CCTV Enforcement

The Service has carried out enforcement through the use of CCTV since 2001.
Initially, bus lanes were enforced before subsequent legislation enabled Councils to
enforce both parking and moving traffic contraventions through CCTV. There were
some fears that Councils may misuse the power to use CCTV for these purposes and
there have been some press stories severely criticising Councils especially in relation
to what have been seen as examples of unreasonable enforcement of moving traffic
contraventions. Hammersmith and Fulham has always taken a cautious path in
applying these powers, especially in relation to moving traffic contraventions where
the most minor transgression of a box junction with a single wheel encroaching could
result in a PCN. An enforcement protocol has been written for every box junction that
Is enforced to ensure that location specific factors are always taken into account. This
approach has helped to ensure that there have been no significant adverse
newspaper stories and that the Council has consistently had London’s highest
success rate in appeals to PTAS that relate to CCTV PCNs.

1.2.7 Abandoned Vehicles

The Service is also responsible for dealing with abandoned vehicles. These were a
major problem, particularly in London, several years ago when the price of scrap metal
was on the floor. As the price has recovered over the last two years, instances of
abandoned vehicles have reduced drastically. Along with other London Councils,
Hammersmith and Fulham took on new powers to be able to take enforcement action
in relation to untaxed vehicles. The DVLA withdrew funding for this after a year and
these powers, whilst retained, are now very rarely used.
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1.2.8 Parking Permits

The Service was responsible for the management and administration of parking
permits until 2007 when this moved across to the newly created Residents Services
Department Direct where key public facing services of council tax, parking permits and
benefits were joined together to provide a single customer point of contact. These
services are now part of H&F Direct within the Finance and Corporate Services
Department. Responsibility for the policy that dictate when permits can be issued as
enshrined in the Council’s Traffic Regulation Orders remains the responsibility of the
Environment Services Department.

1.3 Information Technology

The Service has always principally relied on the Council's Central Information
Technology Department to support its computer systems. The original unix based
PCN issuing and processing system used was provided by Compex Marketing and
Development Ltd. This was also the first Council system to incorporate document
imaging with all PCN correspondence being scanned from day one. Following a
tendering exercise a new system was introduced in December 2006. This system was
ICPS which is provided by Traffic Support Ltd (now Mouchel Traffic Support).
Whereas the previous contract was just for the supply of software, this new contract
included the provision of two additional outsourced services:

A service to receive and scan all incoming PCN correspondence and to receive
and process all postal PCN payments

A service to print and dispatch the statutory documents associated with the PCN
process as well as monthly permit renewal reminders

The contract for the handheld computers and printers to be used by Parking
Attendants was tendered separately with the successful tenderer being Compex
Marketing and Development with the combination chosen being the Dap handheld
computer together with a Zebra Bluetooth printer.

Whilst both the handheld computers and printers are separately excellent devices,
there have been ongoing issues relating to the propensity of the bluetooth connection
to drop out.

Internally, the Service has always depended on the support provided by the Central IT
Department not the joint venture company Hammersmith and Fulham Bridge
Partnership (HFBP). Parking Services has always enjoyed internal priority status in
relation to IT support

1.4 Innovation

The Service has always sought to be at the forefront of modern technology. In recent
years there has been great focus on seeking to improve the customer experience
through the introduction of “electronic parking”. This concept includes the goal of
eliminating the need for the paper permit which, apart from its vulnerability to fraud,
causes customer inconvenience through the requirement to replace the physical
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permit when renewing and when changing vehicle or Zone. It also includes the facility
whereby people wishing to pay for ad-hoc parking can do so through the use of a
mobile telephone as an alternative to the pay and display machine. The electronic
process can also end the need to predict the length of time that is needed as the
parking transaction can be started and ended by separate telephone calls.

The Council was successful in securing Government E-Innovation funding in 2004 for
its project to develop an electronic permit in conjunction with private sector partner,
Parkmobile. The concept was that all the permit details would be held on a remote
database with the permit being a simple device that just contained a unique cross-
reference number. The Parking Attendant would scan the device to obtain the cross
reference number which would be sent to the database by GPRS. The relevant permit
details would then be immediately returned by GPRS enabling the Parking Attendant
to determine whether the vehicle was legally parked. The process is represented
diagrammatically below.

This project initially focussed on the proposed use of a radio frequency identification
(RFID) card as the permit. After exhaustive testing and trialling of this in two Zones, K
and L, the conclusion was reached that whilst this technology was very suitable for
some purposes e.g. the oyster card, it not suitable as a parking permit due to the very
short scanning range (2-5 inches). The consequence of this short scanning range was
that Parking Attendants were having to regularly walk into the road or stretch across
bonnets to get close enough to scan the permits. In the case of larger vehicles,
scanning was sometimes completely impossible. This made enforcement both less
efficient and more dangerous.
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More research was then commissioned which identified that infra-red technology
offered the best solution. This technology offered the possibility of a device with a
scanning range of 2-6 feet and at a price which was in accordance with the Council’s
requirement - around £5. A prototype was subsequently developed by the Council’s
partner the RFID Centre who patented the product and gained the required European
safety approvals. A pilot was introduced in Zone R in April 2008 with all resident
permits being replaced by new infra-red permits. As with Zones K and L, resident
permit holders were offered the opportunity to also use these permits for cashless
parking when in other Zones.

In 2007, when new parking projects dictated the need for a new visitor permit, an
electronic RFID device was chosen and the necessary software developed by
Parkmobile. The smart visitor permit was created which provided parking benefits for
residents’ visitors e.g. exemption from maximum stay rules, per minute charging at a
slightly lower rate and a half price charging for visitors of disabled people. The smart
visitor permit could be activated and deactivated by internet, mobile telephone and
land line to buy parking sessions.

The Service has its own bespoke parking suspension management software which
was developed in house. This integrates with the Council's GIS system (EGIS) to
provide users with the information needed to determine whether to approve an
application.

1.5 Service Quality

The Council's Parking Service has since its inception placed considerable stress on
the quality of the service provided and external verification of this. There has only
been one major independent comparative study of the London Councils’ parking
services. This was carried out in 1997 by District Audit with Hammersmith and Fulham
being assessed to be the best Council, principally based on low costs and efficiency.
The Parking Enforcement Service was the first Council service to achieve registration
to the quality management standard ISO9002 in 1993. The Parking Office achieved
registration in 2000. In addition to maintaining this registration, the Service gained
Charter Mark status in 2006 and is currently the only Council service to hold this
award.

In 2005 an independent study of best practice in parking services was carried out by
the University of Birmingham (Local Authority Parking Enforcement — Defining Quality
- Raising Standards 2005). Hammersmith and Fulham was one of the authorities
studied and used by the authors as an example of best practice on the basis of the
unsolicited recommendation of some of the leading practitioners in the parking
industry.

High quality service is only achieved through high calibre staff committed to customer
service. Given the particular challenges of this service area where many customers
contact the Council from a hostile perspective, the highest level of customer care skills
are needed. Hammersmith and Fulham benefits from having a large number of
outstanding staff, many of whom have been with the Council for a long time. The
Parking Services structure is shown in Appendix 3.
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1.6 Outsourcing

The Parking Service has always kept an open mind in relation to the use of private
sectors partners to provide services. It has always used the private sector to provide
its removal and pound facility, the maintenance of pay and display machines and
printing of statutory documents. Whilst originally processing all PCN postal payments
and correspondence in house, when it was clear that a larger specialist company
could carry out this work more efficiently, this was also outsourced as part of the PCN
software tender in 2006.

Originally, pay and display monies were collected, counted and banked by private
sector companies. There is a very small market in this area, though, and after some
negative experiences the Council approached RBKC and was able to reach
agreement where their Cashiers Service would also carry out this work for
Hammersmith and Fulham.

1.7 Working with Partners

Much of the quality of parking service provided in Hammersmith and Fulham’s Parking
Service is attributable to close collaborative working with external service delivery
partners such as the:

The Police
Parkmobile
On-Time
Metric Group

Mouchel Traffic Support and their outsourced service providers RR Donnelly and
Liberty Printers

London Councils
PTAS

Similarly, the Service works very closely with internal colleagues especially:

Highways Officers (especially road safety and policy officers)
HFBP

Finance Officers

Housing Management

Legal Services

1.8 Permit Policy

The current multiple CPZs in the borough all feature the shared use system where
vehicles can park in bays if displaying either a valid permit or pay and display ticket.
The Council will issue up to two permits to each resident and business in a Zone. In
keeping with the Council’'s sensitive approach to parking, the proof requirements
applied were much less onerous than those in other inner London boroughs. In
particular, the lack of insistence on the vehicle registration document being in the
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applicant’s name and relating to his/her address in the Zone made it relatively easy for
a non-resident to obtain a resident’s permit. The availability of a second resident’s
permit at a low price also made the system very vulnerable to abuse.

Permit prices were unchanged between 1993 and 2002 when a major review resulted
in significant price increases, which made the second resident’s permit less attractive.

Prior to this review, business permits could contain details of up to three vehicles and
were moved between vehicles. This made them vulnerable to being copied and used
in more than one of the vehicles simultaneously. The prices charged for permits since
1993 are in Appendix 4.

1.9 Finance

Whilst Parking Services has been able to generate a growing and substantial revenue
surplus, this has never been a service driver. A less ethical and principled service
could have generated a greater surplus over the years. For example, the introduction
of CCTV enforcement, especially in relation to moving traffic contraventions can
create the opportunity to issue vast numbers of PCNs if they are issued for the most
minor and technical of contraventions e.g. a miniscule encroachment into a box
junction. In keeping with the long-standing policy of applying sensitivity when new
powers are introduced, Hammersmith and Fulham has meticulously established
factors that must be taken into account before box junction PCNs are issued.

The surplus from parking services has always been reinvested in highway
improvements and the concessionary fares scheme that enables older residents to
benefit from free travel on public transport.

1.10 Recent Legal Changes

The original legislation that governed the decriminalised process was laid down by the
Road Traffic Act 1991. For London, amendments such as the gradual introduction of
CCTV enforcement were made through the London Local Authorities Act process.

Under powers in the 1991 Act (as amended), the London Councils Transport and
Environment Committee (TEC) was responsible, subject to agreement by the Mayor of
London and the Secretary of State, for setting additional parking charges on borough
roads within London. These additional parking charges include:

penalties for contraventions of parking regulations;

release fees from wheel clamps;

release fees for removals to car pounds;

storage charges;

disposal fees

In relation to PCN charges, London has always has a banding system with three
bands A, B and C. Inner London boroughs such as Hammersmith and Fulham have
always had their PCNs set at band A, the highest band. The exception to this is where
there could be anomalies at borough boundaries. In consequence of this, three roads
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in Hammersmith and Fulham are classified as Band B: Old Oak Road, Old Oak
Common Lane and Harrow Road.

Table 1 below shows the original charge levels and how they have increased since
1993.

Table 1 Penalty Charge Notice Levels 1993-2009

1993 1998 2002 2007

Band A £60 £80 £100 higher £120
lower £80
Band B £40 | £60 | g£80 | hidher £100
lower £60
Band C £30 £40 £60 higher £60
lower £40
Removal £105 £125 £160 £200
Daily storage £12 £15 £25 £40
Clamp release| g3g £45 £65 £70

Note 1 — Moving traffic PCNs were originally set at the Band A rate in 2004. They
were increased to the higher Band A rate in July 2007 when differential charging was
introduced.

Note 2 — Hammersmith and Fulham have never employed clamping as an
enforcement method

In July 2007, in response to growing criticism that the charging system was unfair in
applying the same penalty for the most minor transgressions as to those for much
more serious contraventions e.g. a minor overstay when paying to park incurred the
same charge as serious obstruction of a pedestrian crossing, London introduced a
new system of differential PCN charges. The new system classified PCNs as more or
less serious, with the former attracting higher penalties.

Throughout the early years of the new millennium, there was a growing sense within
Government that Councils had generally not utilised the decriminalised powers with
the sensitivity expected of them. Too often it was felt that Councils had failed to get
the balance right between the prime goal of increased compliance with parking and
traffic rules and revenue raising. Following a major review, Government decided to
tighten the framework within which Councils used these powers. The primary
legislation was contained within the Traffic Management Act 2004 with the changes
being implemented on 31st March 2008. New Regulations were passed and extensive
Statutory and Operational Guidance introduced.

- page 14 of 58 -



The main changes were:

Parking Attendants became Civil Enforcement Officers (CEOS)
Time limits were introduced for responding to Notice to Owner representations
Additional powers were given to Adjudicators to refer cases back to Councils

CCTV enforcement of parking restrictions would have to be through approved
devices from 1st April 2009

Rules changed with regard to when vehicles can be removed where the
contravention relates to a permitted parking i.e. parking bay contravention

The process for challenging County Court Registration was changed

Councils were no longer permitted to use contractors to deal with post Notice to
Owner challenges to PCNs

Guidance stated that members and unauthorised staff should not influence the
outcome of challenges and representations against PCNs

Council’'s were required to publish annual reports in relation to their parking
services

1.11 The Legacy of LB. of Barnet v Moses 2006

This is undoubtedly the most significant case since decriminalisation. Whilst this case
arguably related to an extremely minor issue over the wording on a PCN and where
there was no suggestion of anyone being misled, it had enormous implications. Whilst
decisions of individual Adjudicators at PTAS are not binding in law, a Judicial Review
judgement in the High Court is. Having had their PCN judged to be non-compliant at
Adjudication, Barnet elected to seek a Judicial Review. The Judge, however, upheld
the Adjudicator’s decision with the consequence that not only were Barnet's PCNs
declared to be unlawful, but by implication so were those issued by other Councils that
had the same or similar defects as Barnet’s. The consequence was that thousands of
PCNs across the country became unenforceable and councils were put under
pressure to refund payments already made for past PCNs.

The legacy of the judgement is that the infrastructure that underpins all parking and
moving traffic enforcement e.g. the wording of PCNs and other statutory documents,
the Traffic Regulation Orders that set out each council’s parking and traffic rules and
the associated signs and line markings must be correct. Even the most minor defect
can result in vast numbers of PCNs being invalid with major financial implications.
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2. LINKING PARKING ENFORCEMENT AND POLICY
2.1 Policy Background in Hammersmith and Fulham

Hammersmith and Fulham is currently one of the most densely populated boroughs in
inner London. A large proportion of the housing in the borough is over 100 years old
and does not have off-street parking. In addition to the parking needs of local
residents and businesses, there are also 13 tube stations, three major football stadia
and two special events arenas in the borough. When these factors are combined with
increasing car ownership, it results in a particularly difficult parking management
situation that is unique in inner London.

There are currently 27 controlled parking zones in Hammersmith & Fulham,
accounting for the majority of the roads in the borough. All zones continue to operate
the shared-use parking system, where both permit holders and pay and display ticket
holders can park in any available on-street parking bay. There are also bays
designated for particular users including one hour bays, disabled bays, doctors’ bays,
motorcycle bays, loading bays and market trader bays.

The Parking Projects Team in the Highways and Engineering Division review a
number of controlled parking zones each year, determining which zones require
changes to their restrictions according to the level of parking demand (including
commuter parking) at different times of the day, the number of verified complaints
received about parking problems and how close the zone is to the borough’s three
major football stadia. Once a zone has been identified for review a full consultation
with the local residents and businesses is carried out to determine the parking
demands in that zone.

The Council carries out parking consultations through a combination of written
material that is either posted or hand-delivered to all properties within the zone, online
consultations provided through the Citizenspace website and exhibitions held in local
halls or similar venues that give members of the public an opportunity to speak to
Council Officers face to face.

The Council is dedicated to providing a parking system that is cohesive and can be
easily interpreted. While this results in a parking situation that does not meet the
needs of every individual, it aims to result in a situation that provides reasonable
access to parking, waiting and loading spaces for local residents, businesses, and
their visitors whilst maintaining traffic flow and providing a safe environment for
pedestrians, cyclists and other vulnerable road users.

2.2 Parking Policy and The Traffic Management Act

One of the main Government criticisms of the way councils had used their
decriminalised powers prior to the Traffic Management Act was the perceived lack of
close links between their transport and parking policies and their approach to
enforcement. For the bulk of the period since decriminalisation, Hammersmith and
Fulham’s Parking Service has had the same line management as the Council’s

- page 16 of 58 -



Highways Division. This has helped to ensure that policy and enforcement are closely
allied.

Examples of this are the sensitive and sympathetic enforcement style employed as
each CPZ went live, the use of the removal resource to focus on the worst examples
of illegal parking including bus stops and lanes, disabled persons’ bays, pedestrian
crossings etc.

Officers from Parking Services and the Parking Projects team in Highways work
extremely closely on all new projects. A great example of this was the project in 2003-
04 whereby the Council’'s White City Estate became an “off-street car park” controlled
by Traffic Regulation Order and enforced under the decriminalised system by Council
Parking Attendants. This change was requested by residents and delivered very
successfully by a multi-disciplinary team jointly led by the Head of Parking Services
and a senior manager from Housing Services. The outcome was an immensely
successful new scheme which transformed the street environment as the before and
after pictures below illustrate.

White City Estate before the changes

White City Estate after the changes

The Council’'s overarching parking and transport policies are contained in its Unitary
Development Plan (which is in the process of becoming the Local Development
Framework) and Local Implementation Plan for Transport. The priorities within these
in relation to the context of this report relate to increasing public safety, improving air
quality and the quality of the wider environment, improving public transport and
reducing congestion on the borough’s roads.
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2.3 Parking Policy and Permits

The Council had always tried to provide as user-friendly a permit issuing service as
possible based on the premise that the overwhelming majority of permit applicants are
genuine residents and that they should not be made to suffer unduly in the effort to
prevent the minority of ineligible applicants from obtaining permits. To this end, the
Council opted not to ask for original documents as part of proof of eligibility as this
almost compels applicants to attend in person which most customers would rather
avoid.

It was recognised in the 2003 Best Value Review of parking, that the rules relating to
permit eligibility should be tightened as the loopholes in the Council’s rules and
increasing value in terms of the cost of on-street parking made the system
increasingly vulnerable to fraud.

A borough-wide consultation was carried out in 2002 that asked whether the number
of permits issued should be limited within each household. This proposal was not
accepted by the majority of respondents and therefore the Council does not have a
cap on the number of permits that can be issued either by household or by controlled
parking zone.

In 2007-08 the desire to introduce a simplified on-line process for renewing residents’
parking permits, accentuated the need to, in parallel, tighten the rules whereby permits
are issued in the first instance. The rules were changed such that there was a need to
prove:

that the applicant resides at the address in respect of which the application is
made

The link between the address as stated on the vehicle registration certificate
and the address in respect of which the application is made

That the applicant is able to drive the vehicle in respect of which the application
is made

Whilst making it harder for some residents to prove eligibility, these changes basically
brought the Council into line with the situation in other London boroughs.

After looking at the various options, the Council introduced an on-line renewal solution
based on continued registration for Council tax purposes of the applicant at the
address concerned. Residents using Council tax as their own proof of residency and
whose payments are up to date are invited to renew on-line. No other permit holders
are invited to use the on-line facility. A benefit of this approach is that everyone who
attempts to renew their permit on-line will be accepted (as they have been pre-
gualified) — the resident experience therefore will be a positive one. To achieve a
balance between increased convenience for residents and potential increased risk of
fraud, it was agreed that a small sample of those renewing permits using the on line
facility would be subsequently asked to meet the full proof of eligibility requirements.
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In addition to the change to the rules for issuing permits, over the last 3 years the
focus of parking policy has been on:

The piloting of a match day scheme in the vicinity of Fulham Football Club

The reaction to the extension of the congestion charging Zone so as to reach the
borough boundaries with RBKC

The introduction of a new system to provide priority for residents’ visitors
The impact of the opening of the Westfield Shopping Centre

2.4 Parking Projects 2008-09
2.4.1 Continuation of match day scheme around Fulha  m Football Club

Match day parking has long been a problem for local permit holders due to the
presence of three football stadia within the borough. Following the local government
elections in 2006, the new administration made addressing the match day parking
problem a key priority.

A match day parking scheme was introduced in Controlled Parking Zones X and Y in
December 2007, the two zones closest to Fulham Football Club. The scheme
operates on match days only as previous schemes that introduced blanket restrictions
received mixed reactions. The scheme operates in Zones X and Y by limiting pay and
display visitors to a 1 hour maximum stay, essentially making it impossible to park for
the length of a football game.

Innovative new Variable Messaging Signs (VMS) have been used which operate as
controlled zone entry signs and also provide drivers with information when the match
days controls will be in operation through the use of a variable message panel at the
bottom of the sign. It is essential that visitors are aware of when the next football
match will be played in order to plan their method of travel on a particular day. As well
as the VMS entry signs, the upcoming matches are displayed on both the side of the
pay and display ticket machines and on the Council’s website.

list of
< forthcoming
fixtures
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The scheme was initially implemented from Monday to Saturday, operating from 9am-
9.30pm on weekday games and 9am-5pm on Saturday games. The scheme was then
reviewed in 2008 and extended based on resident requests to operate for all games
(including Sundays and bank holidays) from 9am-9.30pm. The scheme has received
a high level of support from residents.

In November 2008, 10 controlled parking zones in the south of the borough were
consulted to determine the level of support for match day parking schemes in their
area. These results are now being reviewed and a project implementation plan
designed for the 2010/11 financial year.

2.4.2 Introduction of a sub-zone - Zone CC

On 19 February 2007 the congestion charge zone was extended up to the eastern
boundary of Hammersmith and Fulham. Funding from Transport for London was
secured to consult with the residents and businesses of controlled parking zones B, C,
D and E to determine the effect of the congestion charge extension on local parking.
In Zones D and E the extension of the Congestion Charge had a minimal impact and
the consultation did not result in any changes to the parking controls. In Zone B the
only change supported by respondents was a one hour in increase in parking controls
from 9am — 5pm to 9am — 6pm.

For a relatively small London borough, Hammersmith and Fulham has a high number
of controlled parking zones. The majority of zones have retained the same
boundaries that were set when they were first implemented. However, following the
Congestion Charge consultation, it become apparent that in Zone C there was a clear
split in opinion between the northern section and the rest of the Zone.

They had quite distinct parking issues and therefore the zone was split into Zone C
and Zone CC. Zone CC came into operation on 24th November 2009 with controls of
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Monday to Saturday, 9am — 8pm with a maximum stay for pay and display parking of
2 hours. The hours of control were also increased in Zone C from 9am — 5pm to 9am-
6pm. Permit holders of these zones were not disadvantaged as resident and business
permits are valid in Zones B, C and CC.

2.4.3 Differential Tariffs — Askew Road

Encouraging the use of local high streets is a high priority for Hammersmith & Fulham.
With the imminent opening of Westfield Shopping Centre, the Council agreed with
local traders on Askew Road to trial “stop and shop” bays on Askew Road, which
previously did not provide any daytime parking opportunities.

In December 2007, two parking bays were introduced on Askew Road operating from
Monday to Friday, 9am — 5pm with a pay and display tariff of £2.40 per hour and a
maximum stay of 1 hour with no return within 30 minutes. The bays were designed to
encourage motorists to park for short periods which creates high turnover and thus
more opportunity for others to park and access shops.

Whilst the higher tariff was successful in achieving the aim of drivers parking for short
periods, the overall occupancy of the bays decreased between December 2007 and
July 2008. Following a review of the occupancy of the newly installed bays,
alternative tariff options were considered and a significant reduction in tariff was
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agreed and became operational on Monday 8" December 2008 at a charge of 20
pence for a maximum stay of half hour and a no return period of 1 hour.

Also in December 2008, loading bays were introduced in 4 side streets off Askew
Road to provide dedicated loading space for local businesses. The utilisation of the
loading bays and the effect of the 20p tariff will be monitored over the following 18
months.

2.4.4 Sunday Experimental Controls — Effects of Wes tfield Shopping Centre

On 30th October 2008, Westfield shopping centre opened to the public. In its opening
days it had around 100,000 visitors per day. Additional public transport links were
created and existing public transport links enhanced to deal with this volume of
visitors.

Following the initial opening of Westfield some visitors chose to park in local streets
rather than in the onsite car park. In particular, this was the case in relation to
vehicles displaying blue badges as they can park in the shared use bays in these
streets without charge whereas in Westfield normal charges apply. Many residents
informed the Council that this was severely increasing parking stress in their street.

The Council therefore implemented Sunday parking controls into Zone G on Sunday
30th November and Zone CC on Sunday 7th December 2008, using experimental
traffic order procedures as these zones appeared to be the most affected. These
controls were implemented due to the high level of requests from residents for the
Council to take action against shoppers that were choosing not to park in the car park
and were instead parking on local streets. This problem was particularly prevalent on
Sundays when parking charges on local streets were not in operation.

In January 2009 a parking consultation was carried out with 8 controlled parking zones
that were identified as potentially having been affected by Westfield shopper parking.
The aim of this consultation was to ascertain how widespread the effects of Westfield
were and thereby help determine the programme of zone reviews of 2009/10.

2.4.5 Visitor Permits — SMART Visitor Permit

In December 2007 the SMART Visitor Permit (SVP) was introduced in three controlled
parking zones. Visitor permits had traditionally not been issued in Hammersmith and
Fulham as the shared-use system enables visitors to park in any standard parking bay
within the borough. However, following pressure from residents for a convenient
alternative to the pay and display system for their visitors, the SVP was designed in
conjunction with Parkmobile.

The SMART Visitor Permit allows visitors of residents to park throughout the length of
the controlled hours, regardless of the maximum stay for the area. It also provides a
convenient cashless method of paying for parking as well as a cheaper alternative to
the regular pay and display tariff.

The permit acts like an oyster card whereby you top up the balance (minimum top up
of 5 hours at a time) and then use it as and when needed. The SMART Visitor Permit
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charges by the minute and the total is deducted from the available credit, so residents
only pay for the time they need. A residents account can be managed online whereby
they can top up their account, access their account balance, look up past transactions
and change their registered telephone details.

2.4.6 Electronic permits

Hammersmith and Fulham Council have for some time been seeking to provide a
better parking service for residents and businesses through the use of an electronic
parking permit. The electronic permit has been tested by the residents and
businesses of controlled parking zones K and L since 2005 and in 2008 the trial was
further extended to include zone R. If the trial proves successful the electronic parking
permit will be introduced to all controlled parking zones in the borough.

The new ground-breaking electronic parking permit brings the following benefits:

Renewing a parking permit will be easier, quicker and smarter — permit details will
be updated remotely and a new permit will not need to be sent out through the
mail.

Updating a permit (due to a vehicle change for example) will be faster and easier —
the permit holder will not need to return the electronic permit to us to update it.

The electronic permit can be used as a cashless alternative to pay and display
elsewhere in the borough, eliminating the need to carry change for parking and
predicting the length of stay. Parking is charged by the minute rather than by as
half hour as it is when using the pay and display machines.

The electronic permit will provide much greater protection against fraud and
misuse, thereby freeing up more spaces for genuine permit holders.

2.4.7 Green Permits

Since 1st September 2007, residents with electric, gas or hybrid vehicles are able to
apply for a discounted annual parking permit. The scheme aims to encourage the
growing trend of purchasing cleaner vehicles running on alternative fuels such as
electric and gas, as well as low emission hybrid vehicles. A 12-month parking permit
for greener vehicles costs £50.

2.4.8 Personalised disabled bays

The Council has a long-established policy of allowing blue badge holders to park free
of charge at all times in all the shared use pay and display bays in the borough.
However, most of the borough suffers from a great deal of parking stress (excess of
demand over supply) and it is often difficult for people to find a parking space very
near to their home.

The Council therefore agreed to a personalised disabled bay trial which began in
2008. The pilot included 6 residents who volunteered to have a personalised disabled
parking bay outside their home. The personalised bay consists of a sign, personalised
bay markings and the special parking permit, which all have an individual identifier
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code (e.g. HF123) so that only the designated disabled badge holder can park in the
bay provided. These bays are operational for 24 hours/day 7 days a week.

Over the six months of the scheme, the council has received a lot of public interest
asking when the scheme will become permanent. Due to the popular demand for the
scheme, it was decided that the numbers of participants needed to be increased to
around 20/30 participants and the time frame to be moved to 12 months, this would
help indicate a true picture of any anomalies and inform future decisions regarding
rolling out the scheme.

2.4.9 Parking and Road Safety

Parking Services has a strong link with road safety in the borough. Enforcement
policies are designed to prioritise contraventions that endanger pedestrians and other
road users. The Council now has 13 school travel plans in progress with most schools
expected to have one by the end of 2009. Whilst parking enforcement in the vicinity of
schools is a sensitive issue, it is an important component within the measures taken to
help ensure the safety of children attending the borough’s schools. Table 2 below
shows the boroughs accident statistics since 2002

Table 2 — LB Hammersmith and Fulham Accident Statis  tics 2002-09

2002 2003 2004 2005 2006 2007 2008

KSI Total 122 112 113 122 133 103 94
2010 KSI Targets 75 75 75 75 75 75 75
Slight 784 796 761 717 591 662 581

2010 Slight Targets | 698 698 698 698 698 698 698
TOTAL accidents 906 908 874 839 7124 765 675

KSi Children 14 5 9 10 11 7 5
KSI Pedestrians 43 26 32 44 49 34 37
KSI Cyclists 14 19 19 21 25 15 17
KSI Motorcyclists 40 29 40 34 30 35 28

KSI — killed or seriously injured
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3. PARKING SERVICES 2008-09
3.1 Parking Enforcement

2008-09 was a very testing year within Parking Enforcement. The year began with the
implementation of the Traffic Management Act 2004 and associated Statutory and
Operational Guidance in relation to parking. This gave Parking Attendants the new title
of Civil Enforcement Officers (CEOs) and introduced extra requirements when
carrying out enforcement particularly in relation to the removal of illegally parked
vehicles from parking bays.

It was also a time when negotiations regarding new terms and conditions and a new
modernised structure for the service were a constant backdrop. A key part of the new
structure was the establishment of three suitably located bases. It was hoped to
synchronise the opening of two new bases in the south of the borough with the
implementation of the new structure. However, it became clear during the year that the
bases would be ready some time before the new structure and terms and conditions
were implemented. For reasons of efficiency, it was decided that the new bases would
be opened as soon as they were complete. The two bases were opened in November
and December 2008.

Although without the new management and supervisory structure as not yet in place,
the new bases immediately produced a huge performance improvement with the
number of deployed hours increasing as travel times were reduced. The associated
increase in PCNs issued was a simple consequence of the additional enforcement
time generated.

The efficiency gains also helped the service respond to the huge challenge brought
about by the opening of the Westfield Shopping Centre at the end of October 2008.
During the first weeks after opening, Westfield received huge numbers of visitors.
Whilst the vast majority travelled using public transport, a significant number elected to
drive. The Centre only has 4500 parking spaces meaning that many visitors were
searching the local streets for somewhere to park. This situation was even worse on
Sundays when the nearby controlled parking zones did not operate. Whilst Westfield
was charging for parking, on street spaces were free. Most impacted upon were the
residents of Zones G and CC and. when these Zones' hours were extended to
address this at the end of November and start of December 2008 respectively, the
Parking Enforcement Service was able to provide the needed extra enforcement.

Graph 1 below compares the numbers of parking PCNs (including CCTV) issued in
Hammersmith and Fulham since 1994 compared to the London average.
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Graph 1 — Parking PCNs Issued in London Since 1993
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Chart 1 below shows the breakdown of CEO issued PCNs 2008-09 by nature of
contravention.

CHART 1 CEO PCNs by Contravention Type 2008-09
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Table 3 below shows the number of illegally parkedicles that were removed from 2004-09.

Removals

2004-05 2782
2005-06 2981
2006-07 5156
2007-08 3559
2008-09 3680

Table 4 below shows the 10 roads where the higmastber of CEO PCNs were issued in
2008-09.

Table 4 Roads with most CEO PCNs issued 2008-09

Road PCNs

1 MacFarlane Road 2,239
2 Pennard Road 1,558
3 Lime Grove 1,444
4 Effie Road 1,262
5 Waterford Road 1,219
6 Silver Road 1,047
7 Frithville Gardens 1,046
8 Aldine Street 876

9 Ducane Road 833

10 Bulwer Street 741

Sickness levels within the Parking Enforcement Service were a major problem at the
time of transfer to the Environment Services Department in May 2006. A major effort
has been invested in ensuring that sickness absences are managed correctly within
Council procedures with greater use made of the Council's occupational health service
to provide assistance to managers. Table 5 below show the sickness absence figures
for both the Parking Office and Parking Enforcement Service since 2006.

Table 5 Parking Services Sickness Absence 2006-09

Average no of Average no of Councill
days sickness days sickness average

Parking Enforcement Parking Office
2006-07 10.32 3.14 8.45
2007-08 15.02 3.80 7.68
2008-09 12.30 3.90 6.70
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The regrettable attitude of a small number of motorists who verbally abuse, threaten
and assault our Civil Enforcement Officers is a matter of great concern. The Police
response to assaults has improved significantly since late 2007 when a side by side
agreement setting out a closer working relationship was signed by the Police
Commander and Leader of Hammersmith and Fulham Council. Table 6 below details
the figures since 2005-06.

Table 6 Recorded Assaults On Civil Enforcement Offi cers 2005-09

physical verbal/threatening total

assaults assaults assaults
2005-06 13 14 27
2006-07 12 9 21
2007-08 25 28 53
2008-09 17 18 35

As part of the closer working relationship with the Police, there are increased numbers
of occasions when Council CEOs work alongside the Police in multi-agency vehicle
operations. In 2008-09 there were eight joint operations with the Police. Five of
these operations were in the vicinity of the newly opened Westfield Shopping Centre
in late 2008.

3.2 CCTV Enforcement

Hammersmith and Fulham carries out CCTV parking and traffic enforcement through
a small team of specialist officer supplemented by multiskilled officers who undertake
CCTV enforcement on a rota basis. This form of enforcement has proven to be
remarkably successful in London. Originally employed to tackle high levels of illegal
use of bus lanes, the Council’s experience mirrored that in other boroughs with initial
high levels of PCNs soon vastly reducing as compliance improved. With regard to
parking, CCTV enforcement is only normally applied to a limited range of restrictions
where there is no exemption for vehicles displaying blue badges e.g. yellow lines
where a loading ban is in force, pedestrian crossings etc. It is not used for parking bay
contraventions. During 2008-09 there was increasing focus on moving traffic
contraventions. Across London, the advent of CCTV enforcement has vastly reduced
the level of illegal entry into box junctions.

The Service faced a major challenge in relation to CCTV enforcement during 2008-09
to meet the Traffic Management Act requirement that the infrastructure utilised met
new technical requirements by 1st April 2009. Councils were required to submit a
Technical Construction File containing details of every camera, communications
system, monitoring console and recording system used. Details of what is covered in
the Technical Construction File are shown in Appendix 5. These had to be approved
for enforcement of parking contraventions to be carried out from this date. The
Government has made clear that this will be extended to also cover moving traffic
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enforcement through CCTV as soon as the necessary legislation and guidance can be
introduced. Hammersmith and Fulham’s Technical Construction File was submitted
and approved on time.

Graph 2 below shows the number of CCTV PCNs of each category since 2001.

Graph 2 — LBHF CCTV PCNs Issued Since 2001
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Charts 2 and 3 below show the breakdown of CCTV parking and moving traffic PCNs
2008-09 by nature of contravention respectively.

CHART 2 CCTV Parking PCN Contraventions 2008-09
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CHART 3 CCTV PCNs for Moving Traffic Contraventions ~ 2008-09
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Tables 7, 8 and 9 below show the 10 roads or locations in respect of which the highest
numbers of each type of CCTV PCNs were issued in 2008-09.

Table 7 Roads in respect of which most CCTV Parking PCNs issued 2008-09

Road PCNs

1 Uxbridge Road 2,731
2 Askew Road 2,496
3 King Street 2,177
4 Vanston Place 1,214
5 Fulham Broadway 1,069
6 Fulham Road 879
I Lime Grove 722
8 Effie Road 404
9 Munster Road 316
10 Leamore Street 300
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Table 8 Locations in respect of which most CCTV Mov  ing Traffic PCNs issued
2008-09

Location PCNs

1 Box Junction - New Kings Rd J/w Bagleys Lane 10,033
2 Wood Lane Nrthbnd Between A40 And Ducane Rd 3,347
3 Box Junction - Talgarth Rd J/w Butterwick 2,294
4 Effie Road - No Entry O/s No. 25 464
5 Lime Grove J/w Uxbridge Rd - No Entry 185
6 Effie Road - One Way Street J/\w Harwood Road 88
7 Rainville Road Southbound O/s 39 To 1 One Way St 82
8 Uxbridge Road Eastbound J/w Un-named Slip Road 44
9 Rainville Road Jct With Crabtree Lane No Entry 30
10 Wood Lane Northbound J/w Eastbound A40 Slipway 28

Table 9 Locations in respect of which most Bus Lane PCNs issued 2008-09

Bus Lane PCNs

1 Shepherds Bush Rd Southbound Offside 1,163
2 Wood Lane Northbound (southside A40) 757
3 North End Road Northbound 55
4 Hammersmith Bridge Rd Eastbound 53
5 Fulham Palace Rd Nthbound (broadway End) 46
6 Wood Lane Northbound (northside A40) 13
7 Uxbridge Road Westbound 6

8 Hammersmith Road Westbound 6

9 Shepherds Bush Road Southbound 4
10 Hammersmith Bridge Rd Westbound 3

3.3 Compliance with Parking Restrictions

One of the main benefits of decriminalisation of parking and traffic enforcement is the
achievement of higher levels of compliance, thereby improving traffic flow and
increasing public safety. The Council monitors the level of compliance with parking
restrictions by carrying out regular surveys of the number of vehicles parked in
contravention. The surveys are carried out by trained surveyors from the Department’s
Highways and Engineering Division who survey each Controlled Parking Zone twice
each year. The benchmark for passing the survey is for the Zone to have less than
one vehicle in contravention per 70 metres of street length. All Zones passed their

- page 31 of 58 -



surveys in 2008-09 with an overall reduction in the number of vehicles parked in
contravention of 13.8% compared to 2007-08.

3.4 PCN Collection Rates

All councils aim to achieve the highest possible collection rates. Unfortunately, there is
still no standardised way of measuring collection rates making comparison very
difficult. There is, though, a growing acceptance that the best measure is the
percentage paid after discounting those cancelled at the behest of the issuing Officer
e.g., because the PCN was not correctly served due to the vehicle driving off have
been discounted. Collection rates are maximised where cases can progress through
the PCN life cycle as quickly as possible. This has not been possible for Hammersmith
and Fulham in recent years following the legal changes described in 1.10 above. Non
payment is normally due to the Council having no or incorrect information as to who
owned the vehicle at the time the PCN was issued. Table 10 below shows the latest
collection rates for PCNs issued in 2008-09. These will continue to rise as the
collection process continues through to bailiffs.

Table 10 Current Payment Rates for PCNs issued 2008 -09

CURRENT
H;{GA'ER LngTEER TOTAL  PAYMENT
RATE*

Parking (CEQ) 75,898 30,815 | 106,713 64.38%
Parking CCTV 13,503 102 13,605 69.32%
CCTV Bus Lane 2,108 2,108 80.71%
CCTV Moving Traffic 16,661 16,661 83.66%
ALL 108,170 30,917 | 139,087 68.81%

* as at 30th November 2009
3.5 Misuse of Blue Badges

One of the main issues arising from the opening of the Westfield Shopping Centre was
the growth in the number of vehicles being parked in nearby streets in Zone G through
the use of blue disabled person’s badges. This was in large part because of the
Westfield Centre’s policy of not providing any charging concession for vehicles
displaying these badges in contrast to the position on street where they could park in
the shared use bays at no cost. Alongside this growth in numbers was a perception
that many were being misused.

Regrettably, the blue badge system lends itself to misuse. It is a European wide
scheme with the badges themselves being subject to inconsistent issuing policies both
across European countries and, within the UK, across councils. Even if their issuance
were strict and consistent, the system is still extremely vulnerable to misuse and fraud.
Whilst it is perfectly lawful for the badge to be used when the disabled person is a
passenger, others often use these badges when the disabled person is not present.
This is hard to detect as the badge is not vehicle specific and the photograph of the
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disabled person is on the reverse of the badge. These design weaknesses and the
value of the parking concessions that they provide also make them a target for theft.

The position in relation to inspection of blue badges makes enforcement difficult.
Whilst Council CEOs can ask to inspect a blue badge this can only happen if they are
present when the driver arrives or returns to the vehicle. Also, they have no sanction
available if the person refuses to provide the badge for inspection. Further, if
inspection reveals that the badge is being misused the CEO has no power to
confiscate the badge as only the Police have this power.

In response to the impact of the opening of the Westfield Centre, a number of joint
patrols by CEOs and the Police took place in late 2008. As inspection of badges
during a joint patrol relies on the coincidence of the driver being present at the same
time as the CEO and Police Officer, these patrols resulted in very few actual badge
inspections. This caused both the Council and Police to question their cost
effectiveness.

Hammersmith and Fulham had never previously carried out dedicated fraud
investigation in relation to blue badges where cases of misuse result in prosecution.
Where misuse was discovered, the practice was to issue a PCN and remove the
vehicle concerned, The impact of Westfield caused a re-think with agreement being
reached in early 2009 that a pilot enforcement project be established to tackle blue
badge misuse (this subsequently commenced in May 2009). This development was
supported by Hammersmith and Fulham Action on Disability (HAFAD).

3.6 Appeals to the Parking and Traffic Appeals Serv  ice (PTAS)

As stated in section 1.1 above, parking appeal results are one of the best measures of
the overall quality of a parking service as the whole process from Traffic Orders, lines
and signs, CEO enforcement including photos and notes permit administration, call
handling and the way letters challenging PCNs are handled, is under scrutiny at
appeal.

2008-09 was another very successful year for the Council’s Parking Service in relation
to appeal outcomes. These are shown in Appendix 6, the tables being derived from
the annual statistics provided by PTAS. Particular care is taken in relation with cases
where the Council withdraws from an appeal. Whilst there can be very good reasons
for withdrawing e.g. where new evidence has been produced Councils have received
a lot of criticism from Adjudicators for withdrawing from cases on a large scale. This
can give the impression that, instead of considering the written challenges and
representations that precede appeals properly, councils are just rejecting them and
will withdraw on the occasions where motorists decide to fight on and take cases to
PTAS. Appendix 4 shows the appeal results for all London Boroughs and Transport
for London for each category of PCN i.e. parking, Bus lane and moving traffic. The
tables show a significant correlation between success rates and low rates of
withdrawal.
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3.7 Permit Policy Changes

The changes to requirements to prove permit eligibility were finally implemented in
September 2008 following delays in making the necessary permit system changes.
Alongside this tightening of the rules an appeal system was introduced for the first
time whereby applicants whose permit applications had been refused could lodge a
written appeal. These appeals are heard by two senior Officers who have not been
involved in the previous decision. The Council’s permit administration is ultimately
subject to scrutiny by the Local Government Ombudsman. Whilst the Council has
never had an Ombudsman finding of maladministration against it in relation to its
administration of parking permits, there had been negative comments about the lack
of an appeal mechanism. The first appeal was heard in and a total of four appeals
were determined in 2008-09.

There were some fears that the changes would result in many complaints from
residents resentful at having to provide additional proof of eligibility. Whilst it was soon
apparent that the number of permits was falling by some 5%, very few complaints
were received. The conclusion from this was that the reduction was principally among
non-residents who had managed to obtain permits in the past.

Appendix 7 shows the number of permits in each Zone and the White City Off Street
Car Park.

3.8 Cashless Parking
Residents of Zones K, L and R (from April 2007) can currently also use their electronic
permits for cashless parking as an alternative to pay and display in other Zones.

Table 11 below shows the level of income from the use of the cashless parking facility.

Table 11 Income Through Cashless Parking 2006-09

3.9 Smart Visitor Permit

Since its introduction in Zone A in November 2007, the availability and usage of the
smart visitor permit has expanded significantly. It was introduced into Zones B, C, CC,
D and E in 2008-09 without any major issues. Tables 12 and 13 below show the
number of permits issued and their usage. In 2008-09, the income from the smart
visitor permit reached 0.48% of pay and display income.
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Table 12 Number of Smart Visitor Permits Issued

Zone SVP No of N_o SVPs
Introduced SVPs (discount)
A Nov-07 317 18
X Dec-07 339 10
Y Dec-07 327 8
B Nov-08 452 9
C Nov-08 287 13
CcC Nov-08 537 21
D Nov-08 470 27
E Nov-08 307 16

Table 13 Usage of Smart Visitor Permits

occasions average duration % at

used (hours) discount* income
2007-08 1273 3.09 2.4% £5,761
2008-09 9774 3.81 4.6% £54,701

* disabled residents receive 240 hours use of the smart visitor permit at the
discounted rate of £0.75/hour

3.10 Penalty Charge Notice Correspondence

Penalty Charge Notices generate large levels of correspondence. Ideally,
correspondence levels should be even, thereby making turn-around of responses
much easier to manage. This has not been the case for Hammersmith and Fulham
since the ICPS notice processing system was introduced in December 2006. When a
new system is introduced, there are normally delays in moving through to each stage
of the progression cycle. This creates backlogs of cases waiting to be progressed to
each of the statutory stages — Notice to Owner, Charge Certificate and County Court
Registration and Warrant approval. When these stages are finally reached, the large
number of cases that have accumulated result in consequential high levels of
correspondence. ICPS implementation was complicated by the introduction of
differential charging in July 2007 and the Traffic Management Act on 31st March 2008.
This major legislative change recreated the delays at each stage. The volume of PCN
correspondence received from 2007-09 is shown in Graph 3 below.
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Graph 3 — PCN Correspondence 2007-09
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3.11 Parking Services Call Centre

The Parking Services call centre received 66,427 calls in 2008-09. The Service has a
target of answering 90% of calls on a one-stop basis i.e. without having to transfer the
call to another officer. In 2008-09 the one-stop rate achieved was 91%.

3.12 Parking Suspensions

Chart 4 below shows the breakdown of the nature of the parking suspensions
implemented in 2008-09. The largest demand again came in relation to removals and
water utility works. Graph 4 shows the quarterly suspension figures for 2007-08 and
2008-09.
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CHART 4

Parking Suspensions 2008-09

O Delivery:

B Filming:

O Other:

O Removal:

B Treeworks:

O Utility Gas:

B Utility Electric:
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W Utility Water:
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O Skip Hire:

O Materials Licence:

Graph 4 — Number of Parking Suspensions 2007-09
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3.13 Parking Services Budgets

Whilst parking services is concerned with the implementation of transport polices
aimed at making the borough a better and safer place to live, work and travel through,
and cannot be driven by goals of income generation, as with any Council service, we
are under a duty to our council tax payers to ensure that the service operates as
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efficiently as possible. As with most other inner London boroughs, the application of
transport policies, including effective enforcement, results in a significant operating
surplus being generated. In Hammersmith and Fulham, this surplus is invested in
highway improvements and funding of public transport e.g. the freedom pass. Policy
initiatives do not always result in income generation. For example, the changes in
permit eligibility rules in 2008 have resulted in a 5% reduction in permits. Financial
information covering the period 2004-09 in relation to parking services is contained in
Appendix 8

3.14 Closer Working With the Royal Borough of Kensi ~ ngton and Chelsea

One of the benefits of the having a shared Assistant Director of Highways and
Engineering Services with the Royal Borough of Kensington and Chelsea (RBKC) is
that the two Boroughs’ Parking Services are able to work more closely sharing
knowledge and experience.. Both Councils use ICPS as their PCN processing system
and the sharing of knowledge in this area is especially helpful. The parking permit
policy changes introduced in September 2008 were largely derived from RBKC and
the experiences of their officers in applying them has been invaluable.

3.15 Freedom of Information Requests

The number of freedom of information (FOI) requests in relation to parking continues
to grow reaching it's highest ever level in 2008.

Table 14 below shows the total number of FOI requests received by the Council since

2005 and the number relating to parking whilst Graph 5 shows the overall
performance in responding to them.

Table 14 Freedom of Information Requests 2005-08

Parking Councill Parking

Services Total Position
2005 28 172 1
2006 19 255 4
2007 27 279 2
2008 40 485 2
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Graph 5 — LBHF Response to FOI Requests 2005-09

Council Performance in Answering Freedom of Informa tion Requests 2005-2008
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CEO -
CPZ -
DFT -
DNC -
DVLA -
FOI -
GPRS -
HAFAD -
KSI -
PCN -
PTAS -
RBKC -
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SVP -
VMS -

Civil Enforcement Officer
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Department for Transport

Did not contest

Driver and Vehicle Licensing Agency
Freedom of information

General packet radio service
Hammersmith and Fulham Action on Disability
Killed or seriously injured

Penalty Charge Notice

Parking and Traffic Appeal Service

Royal Borough of Kensington and Chelsea
Radio frequency identification

Smart visitor permit

Variable message sign
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APPENDIX 1

Map of the Borough'’s Controlled Parking Zones and times of operation

- page 45 of 58 -



- page 46 of 58 -



APPENDIX 2

Pay and Display Charges Since 1993

Pay and Display

L
hour)
2000 £0.30
2001 £0.50
2002 £0.50
2003 £0.60
2004 £0.60
2005 £0.80
2006 £0.80
2007 £0.80
2008 £0.90

In November 2007, the half hourly charge in Zone A was increased to £1-20

In Zone F and S the charge increases after the first two hours by 20p/half hour
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APPENDIX 3

(a) Parking Services Structure — Parking Office

Head of Parking
Services

Service

Parking Enforcement

UNIT 1
Bagley's Lane

(Call centre, P&D,
office mamt.

Principal Parking
Services Manager

UNIT 2

Bagley's Lane

(Correspondence,
suspension

Principal Parking
Services Manager

UNIT 3

Bagley's Lane

UNIT 4
Bagley's Lane

(Appeals/QMS/ (PCN payments, debt,
Charter Mark refunds. frauc
I 1

Principal Parking
Services Manager

Principal Parking
Services Manager

UNIT 5
Bagley's Lane / FTH

(CCTV, IT, business support,
VMS, SVP, projects)

Principal Parking
Services Manager

UNIT 6

Bagley's Lane

(Enforcement contract,
performance

Assistant Head of
Parking Services

Services Officer x 4

| 1 | | : |
| | 1 1 | | 1
Customer Services Senior On-Street Parking Services Team Parking Services Team Senior Parking Senior Parking Parking Services Team Senior Parking Senior Parking
Officer x 6 Suspensions Officer Leader Leader Services Officer x 3 Services Leader Services Officer x 1 Services Officer x 2
Officer/Parking

On-Street Suspensions
Officer x 2

Senior Parking
Services
Officer/Parking
Services Officer x 10

Senior Parking

Services Officer/

Parking Services
Officer x 10

Customer Services
Officer x 1

Senior CCTV Officer x
1

CCTV Officerx 7
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(b) Parking Services Structure — Parking Enforcemen  t Service

Head of Parking Services

Parking Services Office

Parking Enforcement Managey

2 x Radio

Deputy Parking
Enforcement Manage

Deputy Base Managel

4 x Supervisor

CEOs

Base

Admin. Assts

Manager 2 Base

Manager 3

Deputy Base Managel

Deputy Base Manage

4 x Supervisor

4 x Supervisor

CEOs

CEOs
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APPENDIX 4

12 Month Permit Price Changes since 1993

1993 2003 2004 2005 2007 2008 2009

Resident 1st £50 £8% £9p £95 £99 £p9  £99

Resident 2nd| £100 £400 £410 £4p0 £430 £450 H473

Business 1st | £25p £600 £615 £630 £680 £15 #4751

Business 2nd N/Al £104&1025| £1050| £1130[ £1185| £1244

Doctors’ £/0| £100 £10% £110 £110 £16 £116
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APPENDIX 5

CCTV Approved Devices

(taken from the Civil Traffic Enforcement Certification of Approved Devices 2008)
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APPENDIX 6

Parking Appeals Statistics 2008-09 (source: the Par

Service)

1. PARKING APPEAL STATISTICS 2008-09 (PCN, CLAMP, R EMOVE)

king and Traffic Appeals

il Appeals oifwinen, Appeals Of which Sl Council
i 0 = ==
Local Authority App_eals allowed L refused | withdrawn % % dnc*
decided | = | contested Success | T
Camden 2679 910 311 1769 336 66.0% 11.6%
Enfield 671 242 47 429 55 63.9% 7.0%
Kingston Upon 0 0
Thames 374 135 42 239 7 63.9% 11.2%
Greenwich 404 146 32 258 1 63.9% 7.9%
Hammersmith & 0 o
Fulham 895 377 207 518 3 57.9% 23.1%
Lewisham 364 168 25 196 1 53.8% 6.9%
Bromley 980 455 267 525 33 53.6% 27.2%
Brent 954 450 180 504 4 52.8% 18.9%
Redbridge 526 264 118 262 3 49.8% 22.4%
Bexley 846 469 181 377 2 44.6% 21.4%
Richmond Upon 0 o
Thames 865 498 250 367 56 42.4% 28.9%
Merton 490 287 106 203 3 41.4% 21.6%
Barnet 1011 595 267 416 7 41.1% 26.4%
Kensington and 0 o
Chelsea 1510 889 431 621 8 41.1% 28.5%
Croydon 833 495 289 338 9 40.6% 34.7%
Newham 1442 881 504 561 14 38.9% 35.0%
Wandsworth 1339 834 630 505 17 37.7% 47.1%
Ealing 2454 1588 559 866 19 35.3% 22.8%
Waltham Forest 686 453 153 233 2 34.0% 22.3%
Tower Hamlets 1077 716 303 361 3 33.5% 28.1%
Harrow 744 500 251 244 3 32.8% 33.7%
Havering 510 349 210 161 4 31.6% 41.2%
Haringey 1302 902 577 400 8 30.7% 44.3%
Hounslow 1702 1238 661 464 18 27.3% 38.8%
Hillingdon 257 187 144 70 2 27.2% 56.0%
Corporation of London 1264 940 608 324 29 25.6% 48.1%
Hackney 2218 1664 1215 554 14 25.0% 54.8%
Barking and 0 0
Dagenham 383 317 184 66 3 17.2% 48.0%
Sutton 128 106 79 22 0 17.2% 61.7%
Lambeth 2566 2126 1411 440 19 17.1% 55.0%
Islington 1150 995 731 155 7 13.5% 63.6%
Westminster 21892 19007 13947 2885 91 13.2% 63.7%
Southwark 2695 2403 1045 292 5 10.8% 38.8%
Totals for London: 57211 41586 25965 15625 786 27.3% 45.4%

* dnc — did not contest
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2. BUS LANE APPEALS STATISTICS 2008-09

Total

Of which

Council

. Appeals Appeals Of which Council
Local Authority Agp_eils allowed i reﬁ‘ﬁsed withdrawn 7 % dnc*
decided | =/ | contested Success | ———

Hammersmith &
Fulham 15 4 0 11 0 73.3% 0.0%
Lewisham 26 7 1 19 0 73.1% 3.8%
Brent 56 24 4 32 2 57.1% 7.1%
Barnet 251 112 34 139 0 55.4% 13.5%
Hackney 29 13 8 16 0 55.2% 27.6%
Camden 24 11 8 13 0 54.2% 33.3%
Merton 41 20 8 21 0 51.2% 19.5%
Ealing 110 54 14 56 0 50.9% 12.7%
Bromley 35 18 9 17 0 48.6% 25.7%
Haringey 29 15 12 14 0 48.3% 41.4%

Richmond Upon
Thames 81 42 21 39 1| 48N 259%
Waltham Forest 24 14 3 10 1 41.7% 12.5%
Wandsworth 5 3 2 2 0 40.0% 40.0%
Islington 37 23 14 14 0 37.8% 37.8%
Harrow 22 14 7 8 1 36.4% 31.8%
Tower Hamlets 29 19 7 10 0 34.5% 24.1%
Hounslow 16 11 2 5 0 31.3% 12.5%
Lambeth 78 59 35 19 1 24.4% 44.9%
Newham 111 88 46 23 0 20.7% 41.4%
Transport for London 169 134 89 35 2 20.7% 52.7%

Barking and

Dagengrl]am 50 40 12 10 1 20.0% 24.0%
Westminster 2 2 2 0 0 0.0% | 100.0%
Corporation of London 4 4 2 0 0 0.0% 50.0%
Totals for London: 1244 731 340 513 9 41.2% 27.3%

* dnc — did not contest
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3. MOVING TRAFFIC APPEALS - STATISTICS 2008-09

Total

Of which

Council

. Appeals Appeals | Of which Council
Local Authority AEPGL'S allowed — r:fzsed withdrawn g % dnc*

decided | = | contested Success | ———
AETASEI) 137 31 17 106 2| 77.4% | 12.4%
Fulham
Enfield 17 5 0 12 0 70.6% 0.0%
Camden 939 344 149 595 21 63.4% 15.9%
Croydon 63 27 21 36 6 57.1% 33.3%
Newham 173 83 50 90 0 52.0% 28.9%
Wandsworth 116 63 45 53 3 45.7% 38.8%
Harrow 183 105 45 78 4 42.6% 24.6%
Islington 401 235 156 166 11 41.4% 38.9%
Transport for London 1441 898 499 543 18 37.7% 34.6%
Hackney 213 137 94 76 2 35.7% 44.1%
Haringey 190 138 89 52 1 27.4% 46.8%
Waltham Forest 131 97 43 34 2 26.0% 32.8%
Tower Hamlets 40 30 13 10 1 25.0% 32.5%
Hillingdon 39 30 19 9 2 23.1% 48.7%
Ealing 935 752 243 183 10 19.6% 26.0%
Southwark 132 107 28 25 1 18.9% 21.2%
(Gl ZSIEIC € 86 70 48 16 5| 186% | 55.8%
London
Lambeth 488 419 254 69 4 14.1% 52.0%
Westminster 493 447 334 46 1 9.3% 67.7%
Totals for London: 6217 4018 2147 2199 94 35.4% 34.5%

* dnc — did not contest
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APPENDIX 7

Numbers of Permits by Zone

Residents' : . Total
Permits Business Permits Dermits
for
1st 2nd 1st 2nd Zone
A 824 4 95 29 952
AA 176 1 11 4 192
B/C 2,876 37 55 22 2,990
D 1,792 25 27 6 1,850
E 1,072 8 27 7 1,114
F 1,596 16 69 12 1,693
G 492 4 46 4 546
H 1,098 7 22 4 1,131
I 1,293 10 18 1 1,322
J 1,331 11 15 4 1,361
K 1,117 11 15 3 1,146
L 819 9 19 3 850
M 730 10 29 4 773
N 675 3 3 681
(6] 254 6 260
Q 2,454 48 75 21 2,598
R 1,535 22 48 9 1,614
S 913 22 41 7 983
T 690 2 9 7 708
U 1,549 19 47 11 1,626
V 2403 17 17 5 2,442
W 2,814 25 65 11 2,915
X 831 8 8 1 848
Y 779 19 6 804
Z 1,255 5 20 2 1,282
White City Off Street 411 411
Total 31,779 343 793 177 33,092
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APPENDIX 8

Parking Services Financial Information 2004-09

(1) INCOME

Income (£000)
2004/05 2005/06 2006/07 2007/08 2008/09

Enforcement PCNs 8,662 8,107 8,055 5,662 6,240
Enforcement - Removals 316 409 662 623 723
Paid for Parking 10,805 | 11,174 | 10,918 | 11,198 | 11,427
Permits 3,992 4,365 4,401 4,408 4,221
Suspensions 452 498 663 518 731
Other 61 171 24
total 24,289 | 24,724 | 24,723 | 22,410 | 23,343
revenue (£000) PARKING REVENUE 2004-09
30,000
25,000 - — fr—
— |
20,000
15,000 +
10,000 +
— [
5,000 —

2004/05

2005/06

2006/07

2007/08

2008/09

year

O Enforcement PCNs B Enforcement - Removals O Paid for Parking O Permits B Suspensions @ Other
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(2) EXPENDITURE 2004-09

Expenditure (£000)
2004/05 2005/06 2006/07 2007/08 2008/09

Enforcement Staff 2,372 2,509 2,496 2,466 2,622
Other Staff 2,521 2,786 2,688 2,047 2,031
Other Employee Costs 7 44 91 111 12
Premises Related Costs 608 491 595 684 1,103
Transport Related Costs 133 24 130 120 106
Supplies and Services 1,964 1,689 1,966 970 2,050
Support Services 1,187 987 1,157 1,286 1,050
Third Party Payments 1,626 1,459 1,835 2,455 1,591
Total 10,418 9,989 | 10,958 | 10,138 | 10,565

PARKING EXPENDITURE 2004-09

expenditure (£000)

12,000

10,000 ~

6,000

4,000 ~

2,000

2004/05

2005/06

2007/08

2008/09

e

2006/07

year

O Enforcement Staff

B Other Staff
Bl Transport Related Costs @ Supplies and Services

O Other Employee Costs

 Support Services

OPremises Related Costs
OThird Party Payments
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(3) PARKING SERVICES SURPLUS 2004-09

PARKING SURPLUS 2004-09

net income (£000)

16,000

14,000

12,000

10,000

8,000

6,000

4,000

2,000

2004/05 2005/06 2006/07 2007/08 2008/09
year

(4) APPLICATION OF PARKING SERVICES SURPLUS 2008-09

Capital

Controlled Parking Zones 800
Street Lighting Column

Replacement 200
Revenue

Highways Maintenance 5,690
Blue Badges & Freedom Passes 4,641
Transportation & Development 889
Lighting & Signs 558
Total Surplus 12,778

Use of Parking Surplus

O Controlled Parking Zones

W Street Lighting Column
Replacement

O Highways Maintenance

O Blue Badges & Freedom
Passes

B Transportation & Development

O Lighting & Signs
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