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Vision
To become the world’s best provider of
sustainable parking, bike share and last

mile mobility experiences for our
customers, our partners and our city.

“How might we
address the protracted
congestion issues at

our high velocity .
special event lots? ” Mission

Create a seamless customer
experience that delivers on choice,
ease, and speed through the city




Designing a Solution vs. Solving a Problem...




Prototyping Customer-
Centric Thinking at
Car Park 43

(2 Church St.)




How Might We Reimagine the Customer Experience at CP43...
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Current Situation Today at CP43...

Green P Parking

@ you are parking at 2 Church Street (CP43) tonight, please expect delays.

PLEASE EXPECT
DELAYS TONIGHT

TO SPEED UP EXITING, PLEASE TAKE
A TICKET NOW AND PAY AT ONE
OF OUR 5 LOBBY PAY STATIONS

BEFORE RETURNING TO YOUR CAR
OR USE CREDIT/DEBIT AT THE EXIT
MACHINE.
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Special events at the Scotiabank Centre and Hummingbird Centre drive a surge demand
for parking and cause significant congestion and appalling customer experience on exit!
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Current (Event) Customer Value Chain is Broken...

Exit
time
e up to
pLY ") 2hrs to
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The Feedback from our Customers in Unambiguous...

Scott Ingram CPA, CA @areacode416 - Oct 25, 20z
Rachel Jewson @racheljewson - Dec 7, 2019 en This is the most stupid system at the @GreenPParking lot at 40 York. I'm

33rd in line here because everyone on this whole level has to wait in line for

@GreenPParking had the worst experience in your lot. Waited 30 mins to
get out because of the line. Paid at the machine before getting into my car
($6), and because of how long | was waiting in line in the lot | had to pay
another $2.50 at the gate. Will use Honk going forward.
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(/' Ashley Bras @_Ashleyy - Mar 25, 2018
‘j ) @GreenPParking why am | PARKED in a que to leave your 2 Church

lot??!! This is ridiculous it’s been 45 minutes...
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Alan Jewett @aljewett - Sep 30, 2018
o tell me @GreenPParking ,

What'’s with your lousy exit machines acro

concert on Sunday night, huge line of cars tryig
tap system? Ridiculous.

. 4 - Our Customers




One Simple Change, Reduced Wait time by 95%...

<6bmins
to Exit

(1 month trial,
16 events, and average
of 350 customers)
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This Change In Mindset, Drives a Stepped Change
Improvement in CX, Engagement, and Profit...

2 4
ESG Staff Engagement
67K Ibs/year or 95% Improved Staff Productivity &
Reduction in CO, Idling Emissions Engagement

(approx. 800Ibs/event)
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Customer Service Revenue
31,000 $152K
Customers will receive improved service Improvement to Topline Revenue
(<6 mins -95% decease exit time ) ($2,222/event)
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Driving Productivity
of our Revenue
Management
Equipment (HUB)




352K TPA Customers Negatively Impacted by our

equipment failures...
HUB Equipment Performance & Impact
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Mg ot o Authority (Competitors)

99.97% SLA Attainment

1:3000 Customers
Impacted by an issue

352K Customers
Impacted in 2021 y 4

2.2K Customers
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Customer feedback is Unambiguously Horrendous...

Marky Six Strings
Ahh, yes. Toronto Parking Authority. Always there to

Tania Tang ,
make life a little more difficult.
Help! We're stuck at 180 Beecroft and so does the other ——

covered parking lot where I'm hoping to get some live 7
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person help, but in vain. Payment doesn't work and so, ‘acqua‘vl oarking, C
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Just frustrated v

his issue?
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44 Liliana Branco
Rebecca @Rebx . 87 . Oct 21 - Payed 9 bucks parking with my MasterCard the ticked
m stuck inside a green P. | have paid for parking, | didn’t come out from the machine
he gate did not go up and didn’t give me a Called them for help after waiting 5 minutes they hung
up on me good job green parking

Carole Kielly eKielly - Aug 16, 2021 .
areenPPark yik ost my ticket for parking. What do | do? No

)nse at custome vice phone numbers!!
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We Leveraged Data to identify the Root Causes...

Lot Out of
0 ° : Paper/Paper
1 .52 /0 Tickets Jams
of Total Issues. ;

Lost, unreadable,
damaged ticket..

— 0.18%"

of Total Issues.

(*Out of Paper issue not included)
Out of paper or paper
jams caused by
customer ripping
tickets from the
machines. .
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2.20%

of Total Issues.

1.79%

of Total Issues.
Software issues that

95.2%

cause the attendants
to warm boot or reset

the system.. e——

System Errors,
Warm Boots &

Resets

Service Level
Attainment!
(2021)

Open
Barriers

Unreadable tickets
(paid), system jams,
e contractors, exit, etc.




We Built an action Plan to address the
in February 2022...

Lost Ticket

* Develop a training plan for
staff

* Provide attendants with Fee
computer to re-encode
unreadable tickets on site
Look to enable QR or bar code
to eliminate mag strip on
tickets

* Develop a training plan and SOP for frontline staff (attendants and monitoring station attendants)
« Develop a fulsome preventative maintenance plan to be delivered by M1 Techs
* Review metric weekly to identify reoccurring or systemic issues

Out of Paper/Jams

Reduced the size of receipt to
enable a full cut & stop
customers from tearing paper
and jamming the device

Stop using tape to cnx rolls
(used provided dot)

Receipt on demand at select
locations

Work plan to monitor and
replace paper

Open Gate

Issued employees parking
passes

Issued contractors parking
passes

Stopped lifting based on “code
words”

Provide a Fee computer to
allow attendants to address
exceptions tickets

short comings

Implemented a IT PM plan
Installed code 38 patch

Establish a process to include
justification by attendants —
track incidents and resolve

Enable cancel transaction
function in-line payment to
stop warm boot/reset from
monitoring station



Successfully Implemented Our Action Plan an
Increased Performance from 95.2% to 98.1% ...
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Customer Ser\once Productivity
9,000 or 50% Developed an action plan to
Reduction in customer complaints and calls for further improve performance

service into the monitoring station
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Customer Service Net Operating Margin
154,000 $366K
Customers will receive improved service Increase to net Operation Margin
(98.15% SLA attainment w/ impact 1:50) ($246 Rev/120K Exp project full year)
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Thank You
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