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Customer focused
It’s always about the customer
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Insight: central to transformation 

● Understanding our customers
● Understanding our processes
● Policies can be changed
● Risks are not ‘black and white’
● Test, iterate and fail fast
● Habits can be broken
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Parking is about the customer
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● Contacted nearly 2,500 
customers

● Face to Face
● Online survey
● Focus group
● Incentivised
● Statistically significant sample

● Initiated as part of Gov Verify
● Telephone interviews
● Face to face
● Focus group
● Part of national pilot project
● Tested pilot with customers
● 98 customers interviewed

Car Parks Permits

Insight: central to transformation 

Insight told us a lot!



Parking permits
A lesson in ‘failing fast’
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● GovVerify Pilot
● Identified our aversion to risk
● What were the ‘actual’ risks?
● Lots of pain points in the customer journey
● Better than most, but not better for customers
● First time we had ever spoken to customers
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It’s ok to fail, just fail fast

Paperless permits: learning to listen 
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Paperless permits: learning to listen 

“Couldn’t apply online 
due to not having my 

council tax number 
available... it was 

taking a long time so 
ended up going to the 

offices”



Paperless permits: learning to listen 

● Average 4 days for a visitor voucher
● 14 days for an online permit application to take effect
● PIN number lost - unable to retrieve on back end
● Proof of residence required from everyone
● Unable to pay in installments / direct debit
● Significant ‘just in case’ staffing resource

8

Customer satisfaction: very low



Paperless permits: learning to listen 

● Existing supplier - unable to deliver
● Gov Verify - sledgehammer to crack a nut
● Risk - mitigation not annihilation
● End to end digital - it’s achievable
● Can’t please everyone - but don’t stop trying 
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What is the success criteria?



Paperless permits: rebuilding a service 
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● £21,000 in print and postage
● Reduction in customer service 

processes
● Reduction in back office 

processes
● SaaS solution - reduction in 

onsite IT costs

Savings

Happier customers
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Paperless permits: continuing to listen 

“Canterbury is now one 
of the leading and most 

innovative councils for 
providing parking 

services, it is our intention 
to continue improving 

them”



ANPR: off street parking
Digital car parks - the ultimate oxymoron?
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ANPR: being bold and innovating 

● Off street parking significant income stream
● ANPR not widely used in public sector
● Trialled with limited success
● Wanted a digital-, rather than hardware-focussed 

approach
● Cllrs were willing to be innovative and take risks

13

Needed to be customer-centric



● Pricing not in top five 
issues
○ Congestion
○ Lack of spaces
○ Knowing in advance
○ Payment methods

● Want to pay for time-used
● Benefits for businesses
● Change!
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ANPR: being bold and innovating 



ANPR: being bold and innovating 

15

Procured as customer-centric
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● Income up 28% LfL
● Increase in stay duration
● Over 15,000 online accounts
● Reduction in cash (and 

collection costs)
● 98% reduction in PCNs

Benefits

Happier customers

ANPR: being bold and innovating 
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● No formal enforcement 
needed

● £20,000 savings in cash 
collections

● Reduction in PCN appeals
● Less cash = fewer thefts

Savings

Data driven parking

ANPR: being bold and innovating 
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ANPR: better customer experience 



Future opportunities
Parking - an integral part of our future strategic objectives
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Opportunities: smart parking

● Smart city
○ Data-driven VMS
○ Air quality 
○ Congestion management

● Variable pricing…?
● Fuel type-based pricing…?
● Responsive enforcement
● Predicting future demand 
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Parking: a truly digital service



Questions?
Contact:
peter.davies@canterbury.gov.uk
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