Annual Report Toolkit

2016-2017

“Reporting is an important element of accountability. The transparency given by regular and consistent
reporting should help the public understand and accept civil parking enforcement”
The Secretary of State’s Statutory Guidance
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The PATROL PARC Awards 2014/2015
Recognising best practice
Producing a report makes you eligible
to enter the Parking Annual Report by
Councils Awards. Your report will be
judged on the strength of the information
that you provide. This document aims to
provide you with a framework to produce
an annual report whilst providing the
flexibility to develop the document to
meet your local needs.
The PARC Awards is your opportunity to
be recognised for expressing how you
are delivering a stand out service in your
area, which will set an example around
the country. The achievements of winning
councils will be promoted to local, trade
and national media, and shared across
our network of local authorities.
We recognise that throughout England
and Wales authorities differ in size and
scale. Many councils have embraced
collaborative working and there are
often differences between unitary and
two tier authorities. The awards look to
embrace these differences and welcome
entries from across the spectrum of local
authorities.
We are not looking for the glossiest
report – though a report that is accessible
and easy to read is important – we
want to see a report that engages with
residents, visitors and businesses, tackles
issues and informs.

1. Innovation and new services
Give one or more examples of
innovations or new schemes delivered
by the council to improve civil
enforcement. What improvements
have come about as a result?
2. Customer service
How does your council demonstrate
best practice customer service? What
performance indicators demonstrate that
the council provides exemplary customer
service to the community?

PATROL Annual Report
Awards 2014/15
Shortlisted Councils

The councils shortlisted for the Best
Report Award are:
• Brighton & Hove City Council

3. Presentation of finance and statistics

• Sunderland City Council

How has the council presented its
financial and statistical information?
And, where there is a surplus, has the
council given specific examples of how
any surplus has been used?

• Worcester City Council

Winning reports in the above
categories may be featured in press and
communications as examples of good
practice as we collectively work towards
improving public information, promoting
transparency and changing negative
perceptions around parking in England
and Wales. Shortlisted councils will also
receive a certificate in recognition of best
practice.
Excerpts from the winning 2014/15
reports are included for reference.

PATROL will be giving awards for the
outstanding overall report as well as the
outstanding shorter report. In addition to
this, PATROL will issue a small number of
certificates to councils where they have
demonstrated areas of best practice
reporting including:

The councils shortlisted for the
Concise Report Award are:
•B
 ath and North East
Somerset Council
• Borough of Broxbourne
• Devon County Council
The councils shortlisted for best
practice reporting are:
•N
 ottingham City Council
– Customer Service
•S
 underland City Council
–P
 resentation of Finance
and Statistics
• T rafford Council
– Innovation and New Services

How and when do I need to
submit my report?
•S
 ubmit your report by
Monday 31st October 2016
to info@patrol-uk.info
•A
 ny queries related to
completing your report or the
Awards can be directed to
parc@patrol-uk.info
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Foreword

PATROL Annual Report Toolkit Workshops 2016

Welcome to PATROL’s Annual Report Toolkit
2016/17 for local authorities.



Councillor Jamie
Macrae
PATROL Joint Committee
Chair

Civil parking and bus lane enforcement is
often misunderstood and mistrusted by the
public and conclusions generalised in the
media. We want to lead a change in public
perception of civil enforcement, and your
reports have a vital role to play in this. By
producing and sharing your report with
PATROL, you will enable us to demonstrate at
both a local and national level the benefits
and value to society of civil enforcement.
Our aim is to make it easier for you as a local
authority to produce these important reports.
We have built upon the 2015 toolkit by
providing practical hints and tips arising from
the toolkit workshops held around England
and Wales this year. This will provide you
with some basic categories and helpful tips on
what we think make a successful report, but
ultimately it is your story to tell.
Whilst there is an expectation from
Government that local authorities should
produce these reports and a further
requirement to produce various facts and
figures emanating from the Government’s
Local Government Transparency Code 2015,
there are also a number of benefits to you as
a local authority.
Firstly, it enables you to save time and
money dedicated to responding to Freedom
of Information, press and other enquiries.
It can be shared through your internal
communications to equip staff with key civil
enforcement messages and information; and,
fundamentally, your report demonstrates
transparency in decision-making. By
producing a report, you are providing
localised public information and changing
perceptions of parking in your community.
As part of our campaign to change the
national conversation about parking, these
awards have been designed to reward, share
and promote best practice in local authority
annual reporting nationwide. Producing
a report makes you eligible to enter
the PARC Awards.
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We are encouraged that over one hundred
officers have attended the Annual Report
Toolkit Workshops in 2016 and we
look forward to seeing the fruits of that
engagement in next year’s reports.
PATROL is grateful to its independent
review group comprising peers, traffic and
communications specialists who will be
judging submissions. The achievements of
shortlisted and winning councils will be
promoted to local, trade and national media
and shared across our network of local
authorities.
Annual reports are an opportunity to raise
positive awareness of parking services and
to strengthen the relationship between local
authorities and their community. PATROL aims
to continue promoting transparency through
the PARC Awards and supporting activities
to continue to change attitudes towards civil
enforcement at a national level.
I hope you find this toolkit useful – and best of
luck in the PARC Awards.

“We are encouraged that over one
hundred local authority officers
have attended the Annual Report
Toolkit Workshops in 2016 and
we look forward to seeing the
fruits of that engagement in
the 2015/16 reports.”
	Councillor Jamie Macrae
(Chair of PATROL)

Cllr Jamie Macrae
Chairman
The Joint Committee of England and Wales
for the Civil Enforcement of Parking and
Traffic Regulations Outside London (PATROL)

Feedback from toolkit workshops

Following the launch of the PATROL Annual Report Toolkit
in 2015, a series of workshops were held around the country
bringing Parking Managers together to focus on the building
blocks of a successful annual report that engages with
local communities.

“The event has certainly given me plenty of ideas for
producing our annual reports in the years to come.”
“It was good to bounce ideas off other authorities
and interesting to see how others worked.”

Six workshops were held in Birmingham, Bristol, Llandrindod
Wells, London, Manchester and York with representatives from
over 60 councils attending. Parking and traffic enforcement
can be a dry topic and to promote a fresh approach to public
information, workshops were held in some iconic locations
around England and Wales.

“The template and guidance has helped to simplify
the process and removed some of the pressure.”
“The opportunity to discuss issues with other parking
managers was very worthwhile.”

The overall aim of the workshops was to promote the
production of reports which provide localised information
and change perceptions of parking in the community.
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Starting from a blank sheet of paper – What you might already
have to hand…
The task of writing your first annual report from scratch can seem rather daunting. A veritable mountain to
climb solo, however, this is where it is important to remember that the report can be a collaborative effort
with other departments in the council.

Identifying the different departments that feed
directly into your parking department can provide
an opportunity to collate work that already goes
on over the year enabling you to create chapters
and articles around this existing work.

All departments receive Freedom of Information requests and
it is recognised that parking is no different.

The Parking Annual Report is a perfect opportunity
to dispel common myths that your department hears
and focus on the relevant facts.

Writing a chapter on FOIs within your report provides an
opportunity to collate the FOIs over a year, creating a library
over time, saving time and resources.

An exercise within the recent workshops, that
could be carried over to staff within your department,
is to identify recent myths. These myths provide
opportunities to create articles covering the facts of
these subjects in detail. And, should your department
continue to hear similar misconceptions, you will be
able to signpost those customers to the report online
for the complete story.

Communications
Just some examples of other
council departments that
can feed into your report

Freedom of Information requests

Facts v Myths

At the workshops we identified common FOIs and found that
they could all be included within the report. Here are some
examples:
• PCNs by location
• PCNs by contravention code
• How many permits?

Regeneration, Tourism and Events

Some of the common myths reported
at the workshops were:

• Income and expenditure from parking

Customer Service

•Y
 ou can park for 10 minutes anywhere before a
ticket is issued

• What has the surplus been spent on?

Traffic, Public Transport & Road Safety

•C
 EOs have targets they have to meet and they’re
on commission

Delegates also stated that a large number of FOI requests come
from commercial companies seeking to gather information on
contractual arrangements and their respective expiry dates.
Given the age of transparency, it may be easier to detail
these arrangements.

• Consultation – responses and outcomes
• How many CEOs do you employ?

• Ignore the PCN, it will go away
• You get 20 minutes for loading
• It’s OK to drop your child off at the school gate
• I live here so I can park
• This street’s a goldmine
• Yellow lines are OK on a Sunday
Asking colleagues within
your department to provide
500 words on a subject
or circumstances that have
occurred over the last 12
months again provides an
opportunity to highlight good
practice and instances where
staff go above and beyond
their normal duties. Here you
can also provide insight into
the roles within the parking
department, bringing them to
life for residents and visitors
alike. Here are just some of
the ways that your team can
contribute to the report:

New
issues and
solutions

Good
news

• I wasn’t the driver so it’s not my problem
• I can use the blue badge because I’m fetching
their shopping

Use your report to explain:
• Parking signs and lines
• Parking policy and CEO deployment

Areas for
improvement

Intelligence eyes & ears

• The enforcement and adjudication process
• Where grace periods do and don’t apply
• The importance of managing traffic at school
• Residential and other permit schemes
• PCN issue by location
• Blue badge use and misuse

A day in the
life of

4

FAQs
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Annual reports at a glance
SECTION

AN OPPORTUNITY TO EXPLAIN

EXAMPLE FEATURES

MESSAGES

 Where parking fits within transport and economic policy
•
• Local aims and objectives and performance indicators
where identified
• Who is involved: in-house teams, contractors,
partnerships and agencies
• Myth buster or frequently asked questions tailored to the
local area
• Details of any changes to parking policy
• Achievements in the current year
• Areas for future development/improvement
• Responding to local events whether these be regular
sporting fixtures or one off Christmas/festival events
• Summarise innovations, customer feedback, key
performance statistics

•A
 n introduction from the portfolio holder
• Parking plus – putting parking in the context of
wider transport objectives: councils plans and the
Local Transport Plan (LTP)
• Examples of partnerships e.g. with Chambers of
Commerce, community groups, other councils etc
• Where parking services have supported residents
and businesses in adversity – e.g. extreme weather
conditions
• Provide the local context for civil bus lane
enforcement, where undertaken

A clear narrative that
parking provision
and control is an
essential element of
local transport strategy,
that civil enforcement
is not intended to be
punitive, and that
the local authority is
genuinely committed
to trying to educate
motorists to achieve
a safe and efficient
network without the
need for continual
enforcement

SECTION

LOCAL CONTEXT
“Worcester is a city
with a medieval
layout that was
altered in Victorian
times. A more
modern road layout
was introduced after
the Second World
War, but many of
the streets are still
narrow, twisting and
difficult to access
in motor vehicles
if inappropriate
parking occurs”

• Showcase new initiatives particularly where these
respond to identified need/problems through surveys,
consultations and community engagement
• How technology has been used to make parking simpler
• Improvements to car parks, making them safer, more
attractive, additional services such as charging points
• New ways of engaging with the public
• Targeted activities responding to particular concerns
• Introducing new flexibilities e.g. in relation to parking
tariffs

• Identify the problem, describe the consultation/
feedback and the solution
• Take the opportunity to educate with explanation of
contravention codes, signs and lines
• School enforcement activities
• “You asked, we delivered” – an overview of
consultation results and actions taken
• New ways you are keeping in contact with your
customers e.g. social media, on-line services
• Parking offers

Number of warning notices issued on-street/
off-street

• “ Go-to” information for permits, blue badges,
concessionary bus passes etc
•P
 ublic awareness campaigns
•G
 lossary of terms
•E
 xplanation of contravention codes
•C
 ustomer service performance information
•E
 xplanation of the challenge procedure, how to
challenge and how to appeal to the Traffic Penalty
Tribunal
•D
 etails of any awards received by the team

•S
 ummarise parking services
• Signposts for readers to the various services: the
different types of permits, blue badges, reporting
abandoned vehicles
• Ways in which your service raises awareness of
relevant issues
• How you measure customer services, feedback from
service users, mystery shoppers
• Commitments to respond to enquiries within a set
timescale and performance in meeting these targets

Transparency Code
requirement

• T he number of marked out controlled on and off-street
parking spaces within their area, or an estimate of the
number of spaces where controlled parking space is
not marked out in individual parking bays or spaces
(Transparency Code)
•P
 erformance against any parking or civil parking
targets having regard to the Statutory Guidance
recommendations on where targets are appropriate.

Statutory Guidance

•E
 xplaining that
enforcement is
only one aspect of
the work
• T he three “e”s
Engineering,
Education,
Enforcement
• Include a jargon
buster or FAQ
section

• Develop this by summarising off- street parking
provision e.g. number of spaces, whether charges
apply and when, availability for blue badge
holders, motorcycles, lorries, coaches, motor homes
etc
• Include availability of any free off-street car parks
• Include information about controlled parking zones,
on-street parking provision, charges etc
• Areas where resident and other types of permit
parking applies, numbers and costs of permits and
how visitor permits operate

Keeping traffic
moving, removing
congestion on the
local network involves
the maintenance and
management of signs,
lines as well as car
parks

•S
 et out year-on-year comparisons
• Benchmark with other authorities
• Include percentages as well as numbers where
possible
• Use graphs, tables and illustrations where possible

The focus of
enforcement
geographically and by
contravention, linking
to any overall policy
aims e.g. reducing
blue badge fraud

ENFORCEMENT STATISTICS
“Our most recent
report was praised
in the local media
editorial as a model
of transparency”

• T he PCN system, charges, discounts, representation
and appeal process, leading to numbers in the
following sections

Education as well as
enforcement

Statutory Guidance

Number of PCNs paid

Statutory Guidance

Number of PCNs paid at the discounted rate
Number of PCNs paid before Charge Certificate
(within 56 days)
Number of PCNs paid after the Charge Certificate
served
Number of Charge Certificates registered
Number of Warrants of Execution issued
Number of PCNs cancelled

• Reasons for cancellations

Number of PCNs written off

• Reasons why written off

PENALTIES CHALLENGED

SERVICE STATISTICS
“Our parking service
objectives enable
us to quantify our
performance and
confirm that the
desired outcomes are
being achieved”

Statutory Guidance

Number of PCNs resulting in informal challenge

Statutory Guidance

Number of informal challenges which resulted in
cancellation of the PCN

How the council
handles challenges

Number of informal challenges which resulted in
rejection of the challenge
Statutory Guidance

Number of PCNs resulting in a formal
representation

Statutory Guidance

Number of formal representations which resulted in
cancellation of the PCN

How the council
handles formal
representations and
representations.

Number of formal representations which result in a
Notice of Rejection
Issues/grounds of appeal at informal and formal
representation stage
Statutory Guidance

Number of penalty charge notices written off for
other reasons (e.g. an error by the civil enforcement
officer or driver untraceable)

Statutory Guidance

Number of vehicles immobilised

Statutory Guidance

Number of vehicles removed

APPEALS TO THE TRAFFIC PENALTY TRIBUNAL
• Include summary of the challenge and appeal
process
• Year-on-year comparison and benchmarking
with other councils

Number of appeals at the Traffic Penalty Tribunal

PENALTIES ISSUED
• L ocational variations
• Comparison by contravention
• Report separately for parking and bus lane
enforcement and appeals

Total number of PCNs issued

Statutory Guidance

Number of high level PCNs issued

Statutory Guidance

Number of lower level PCNs issued

Number of appeals allowed
Number of appeals closed by consent order
Number of appeals dismissed

Number of Regulation 9 PCNs issued

Number of appeals not contested

Number of Regulation 10 PCNs issued
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MESSAGES

PENALTIES PAID

• Putting customers at
the heart of service
improvements
• Demonstrating
that services are
reviewed and reflect
the outcome of local
consultations

CUSTOMER SERVICE
“The issue of PCNs is
approximately 10%
of individual officers’
duty time each
day, the remaining
percentage of time
is spent representing
the council by acting
as front-line Customer
Service Agents”

EXAMPLE FEATURES

Number of PCNs issued on-street/off-street

INNOVATION AND NEW INITIATIVES
“The convenience of
using the new phone
parking service has
certainly proved
to be popular with
residents and visitors
alike”

AN OPPORTUNITY TO EXPLAIN

• Reasons for not contesting

7

The commitment to
“Right First Time”
principles.
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The PATROL review group

FINANCIAL INFORMATION

It is important that people
understand that 95% of
our surplus revenue is
spent on providing free
bus services

Transparency Code
Requirement

• Income collected from on-street parking

Transparency Code
Requirement

• Income collected from on-street PCNs

Transparency Code
Requirement

• Income collected from off-street PCNs

Transparency Code
Requirement

•O
 n-street expenditure including: employees;
premises; transport; supplies and services, other
(detail)

Potential inclusion in
Transparency Code1

•O
 ff-street expenditure including: employees;
premises; transport; supplies and services, other
(detail)

Transparency Code
Requirement

1

•O
 ther income can be usefully detailed e.g.
from the range of permits

Review group comments on the winning 2014/15 reports

PETER BAYLESS (Chair)

• Income collected from off-street parking

Transparency Code
Requirement

Transparency Code
Requirement

•S
 eparate out section 55 from non 55 income
and expenditure and set out section 36 (bus
lanes) income and expenditure when enforcing
bus lanes, provide a year on year summary.

• T otal income and expenditure on the parking
account

The more detailed the
information provided,
the clearer the picture
of what it costs to
provide the service,
income arising and
any surplus, or indeed
deficit

Head of Traffic and Safety
at Hampshire County
Council (Retired)

• Total surplus or deficit on the parking account

• Breakdown of how any surplus has been spent

• Include a brief paragraph to explain the
financial position
• How the financial aspects of any agency
arrangements operate

The financial position
relating to parking
and, where there is a
surplus, what specific
projects/services this
has supported

•C
 ase studies of the services funded by any
surplus revenue and which are important to
the area
• Explain how deficits are handled

Surplus from the
account is used for
specific transport
related services

KAREN NAYLOR
Head of Parking,
Transport and CCTV for
Waltham Forest Council

The Department for Communities and Local Government at the time of writing are consulting on “Strengthening Local Government Transparency”

DAVID LEIBLING
RAC Foundation

Brighton & Hove City Council

Borough of Broxbourne

Brighton & Hove Council have consistently
produced an outstanding annual report for
the past seven years. They were the outright
winners when the PATROL Awards were first
given in 2009 and they have been shortlisted
every year. This year they have maintained
their high standard – the report is attractive
and easy to read with plenty of appropriate
illustrations and it provides all the information
that a resident or visitor needs to know about
parking and related issues such as bus lanes
and cycling.

Broxbourne has been producing an annual
parking report for the past four years and it has
been chosen as the best example in 2014 -15
of a short report. Although it is only 13 pages
long the report covers all the aspects of parking
that a local resident would need to know.
It describes the environment within which it
operates its parking regime, its parking strategy
of balancing supply and demand to maintain
traffic flow safely and support its town centres
for local businesses and shoppers/visitors.
Details are given of local car parks and
changes to on-street restrictions, how parking
restrictions are enforced and how to deal with
challenges and appeals. The statistics are
comprehensive and clear and there is a full
account of the finances and how the surplus
from off-street parking was utilised.

The report links parking to accessibility and
safety and focuses on blue badge abuse.
It deals with service developments such as
live parking availability and improvements
to the pay by phone facility. Residents can
easily see the situation with regard to existing
and proposed controlled parking zones and
information is provided for other types of permit
users. A chapter on on-street parking shows
how they and their contractor, NSL, work with
local groups and deal with major events such
as Party conferences, problems around schools
and the police. An especially interesting new
section covered a day in the life of a Civil
Enforcement Officer.
Brighton & Hove have an active parking
website and actively employ social media
which is promoted through the Annual Report
and details are also given of Freedom of
Information requests which have reduced in
number, showing the value of the Annual Report
in providing information that everyone can
access. Full statistics are provided on appeals
to the Traffic Penalty Tribunal but it would
be helpful to have more information about
the process for challenging and appealing.
The statistics and financial information are
comprehensive and easy to read and have
historic data for comparison.

KELVIN REYNOLD
Director of Policy
and Public Affairs at
the British Parking
Association
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The short report shows how a small district
council can produce a clear, informative and
well-illustrated report which communicates well
in a compact format.

Best Report Award

Best Report Award
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Brighton & Hove City Council
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Brighton & Hove City Council

11

Best Report Award

Best Report Award
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Brighton & Hove City Council
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Brighton & Hove City Council
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Best Concise Report Award

Best Concise Report Award
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Borough of Broxbourne
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Borough of Broxbourne
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Best Concise Report Award
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Borough of Broxbourne

Best Practice Reporting:
Customer Service
Nottingham City Council
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Best Practice Reporting:
Presentation of finance
and statistics

Best Practice Reporting:
Innovation and
new services

Sunderland City Council

Trafford Council
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Louise Ellman MP and Chair of the
Transport Select Committee with
shortlisted councils in 2015.

Submission timeline

31st October 2016

31st January 2017

31st October 2017

Deadline for 2015/16
submissions

Announcement of
2015/16 winners

Deadline for 2016/17
report submissions

“The importance of annual
reports and accounts was a
central recommendation of the
Transport Select Committee’s
report on local authority parking
enforcement in 2013.”
The Secretary of State’s Statutory Guidance

Why report?
•M
 onitor trends

• Demonstrate transparency in your
objectives, decision-making and
actions

•S
 ave time and resources that would
otherwise be spent on responding
to frequently asked questions or FOI
requests from the media, stakeholders
and public

• Allow coordinated communication
with stakeholders
• Enable your community to understand
why civil enforcement is essential in
the successful management of the
road network

PATROL
Springfield House,Water Lane,
Wilmslow, Cheshire SK9 5BG
The Joint Committee of England and Wales
for the Civil Enforcement of Parking and
Traffic Regulations Outside London (PATROL)

www.patrol-uk.info
info@patrol-uk.info
01625 445 565
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