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Operational Excellence: 
Challenging the Status Quo



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



Engage with 
End User

- Gain a empathic 
understanding of the 

problem

Define the 
Problem

- Assemble the 
information from 
Empathize stage

Ideate
- Generate 

Ideas

Prototype
- Produce 

inexpensive, scaled 
down version of 

products

Test
- Rigorously 

test and refine 
prototypes
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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…

Car Park 43 – 2 Church St, Toronto ON    



Current Situation Today at CP43… 

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!    



Current (Event) Customer Value Chain is Broken…
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- Our Customers

The Feedback from our Customers in Unambiguous… 



One Simple Change, Reduced Wait time by 95%…
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Pay on Entry Park Insert 
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to Exit
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Customer Service

Improved Staff Productivity & 
Engagement

This Change In Mindset, Drives a Stepped Change 
Improvement in CX, Engagement, and Profit…

1

ESG Staff Engagement
67K lbs/year or 95%
Reduction in CO2 Idling Emissions 

(approx. 800lbs/event)

31,000
Customers will receive improved service 

(<6 mins -95% decease exit time )

$152K
Improvement to Topline Revenue

($2,222/event)

Revenue



Driving Productivity 
of our Revenue 
Management 
Equipment (HUB)



352K TPA Customers Negatively Impacted by our 
equipment failures… 

95.2% SLA Attainment

Toronto Parking 
Authority

Industry Benchmark
(Competitors)

352K Customers 
Impacted in 2021

2.2K Customers 
Impacted in 2021

1:20 Customers Impacted 
by an issue

1:3000 Customers 
Impacted by an issue

99.97% SLA Attainment

Performance & Impact

7.3M Transaction/Year

HUB Equipment



- Our Customers

Customer feedback is Unambiguously Horrendous… 



Lost 
Tickets1.52%

of Total Issues. 
Lost, unreadable, 
damaged ticket.. 

Software issues that 
cause the attendants 
to warm boot or reset 

the system.. 

Out of paper or paper 
jams caused by 
customer ripping 
tickets from the 
machines. . 

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

Out of 
Paper/Paper 

Jams

System Errors,
Warm Boots & 

Resets

Open 
Barriers

We Leveraged Data to identify the Root Causes… 

95.2%
Service Level 
Attainment!

(2021)

1.79% 
of Total Issues. 

0.18%* 
of Total Issues.
(*Out of Paper issue not included) 

2.20% 
of Total Issues.



• 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

Lost Ticket Out of Paper/Jams Open Gate System Errors

• 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

• 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

• 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 

• 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  

We Built an action Plan to address the short comings 
in February 2022… 
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Developed an action plan to 
further improve performance

Successfully Implemented Our Action Plan an 
Increased Performance from 95.2% to 98.1% … 

154,000
Customers will receive improved service 

(98.15% SLA attainment w/ impact 1:50)

9,000 or 50%
Reduction in customer complaints and calls for 

service into the monitoring station

$366K
Increase to net Operation Margin
($246 Rev/120K Exp project full year)

Customer Service

Customer Service Productivity

Net Operating Margin



Thank You
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