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The ‘old’ parking management system
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� In 2018, the existing paper-based parking system was the ‘Civica CE system’

� The Council wished to move to a virtual (paperless) permit system, in keeping with

the principle of digital transformation.

� Whilst Civica said that it could provide a paperless permit solution, its solution and

the software application to allow the Council’s civil enforcement officers (CEOs) to

issue penalty charge notices (PCNs) had already failed separate user acceptance

tests (UATs)

� Civica either charged for or did not have modules that other system providers

included as standard.

� The Civica system included a removal module for those vehicles repeatedly receiving

PCNs. The module worked inefficiently, and one part did not work properly.

� Civica’s delivery schedule did not include enhancements to some of the modules the

Council considered key.

� The Civica solution was not deemed suitable in its current form to provide the robust

enforcement solution required to support a transition to virtual permits.



The ‘new’ parking management IT 

system (PMIS)
As the Civica system was considered entirely unsuitable, a procurement process was

followed for a new virtual parking permit system.

� In September 2019, the Cabinet confirmed the move towards a predominantly virtual

parking permit system.

� A key aspiration was to ensure a major shift of permit applications to being achieved

online, without assistance from Council personnel. To achieve this outcome, the

digital solution would need to be easier for a customer than a paper-based solution

� It awarded a contract to Taranto Systems Limited, the preferred service provider of

the four companies that submitted tenders. The 10-year contract period has the

option to extend for a further 5 years.

� Taranto has over 50 local authority clients, including London Boroughs (e.g. Ealing,

Hounslow, Tower Hamlets and Wandsworth) as well as others such as East Suffolk

Council, Torbay Council, Coventry City Council and the Government of Jersey.

� To allow time to develop and introduce the new PMIS, the Civica CE system was to

be retained and gradually phased out as the PMIS was brought into effect in stages.

� A paper-based application approach to secure permits would continue to be retained

for those unable to use online technology.
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The Taranto parking IT system
Haringey Parking Services is pushing the boundaries beyond what other local authorities 

may have tried to achieve with their parking IT systems in the past.

� Applicants only have to upload proof of vehicle ownership (it is not possible to check

this against the DVLA record automatically) for audit and fraud prevention purposes.

� Once the details of a parking application are confirmed, virtual permits are issued

immediately.

� This means that resident vehicle details are loaded onto the Council’s approved

database at the point the permit is issued.

� The CEOs can then use automatic number plate recognition (ANPR) technology to

ascertain whether a vehicle is legally parked or not.

� Blue Badge holders no longer need to display their Blue Badge so the theft or chance

of misuse is reduced.

� The former ‘Companion Badge’ has been replaced by a virtual residential parking

permit, further reducing the likelihood of theft.
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A complex system architecture
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� 16 different system interfaces

• Electoral Roll and Council 

Tax interface – resident 

automated validation

• Interface with Council 

payment system – Civica 

Icon

� 10 different sub-contractors 

involved in service delivery

� 27 different modules 

developed and tested as part 

of implementing the new 

parking system

� Delivery was dependent on 

cross-directorate working. 

Legal Services, Corporate 

Communications,  Customer 

Services, Digital Services 

and Parking Services are all 

playing their part in 

implementing significant 

levels of change.



Permit Improvement Review
Scope: 

Provide the blueprint/roadmap for future work to improve Customer Services’ parking service to 

include:

� Customer Services’ target operating model (parking-related work streams only) 

� Improvements to the permit module 

Approach:

� The research/investigation work to be undertaken through quantitative and qualitative data 

analysis, using standard methodologies.

� The research/investigation work to be undertaken by ensuring full engagement with key 

stakeholders, service users, customer service and parking staff. 

Stakeholder Engagement:

� Internal - Councillors, senior stakeholders, Parking Services, Customer Services, staff with virtual 

parking accounts & staff with custom needs (e.g. ASC) through weekly checkpoints, weekly board 

updates, weekly stakeholder meetings, representatives attending workshops & a customer service 

parking survey

� External - Citizen's Panel, disability groups, paper permit holders & virtual permit holders through 

workshops, surveys & feedback
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Permit Improvement Review (2)

haringey.gov.uk



Permit statistics

Volumes for August 2021 to Feb 2023:

• 45,637 virtual resident permits (inc event day)

• 16,290 virtual permits -all other types.

• 957,247 virtual visitor permits*

• 19,440 Paper permits processed (books figure given)

• Over 500,000 PCNs issued

*This figure includes both activated and un-activated Virtual Visitor Permits.
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Permit types profile over time
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• The following chart shows the top 9 permit types issued from August 2021 to February 

2023

• Please note this excludes visitor permits. 



Taranto general and visitor permits
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• The chart below shows the split between parking permits and visitor permits issued (which includes virtual and paper 

permits). 

• Please note the figures do not include permit renewals

• Please note paper permits are sold in books of 10.



Taranto visitor permits
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• The chart below shows the number of visitor permits (virtual and paper) issued from 

August 2021 to February 2023

• The ratio of virtual to paper is approximately 4:1 (i.e. 80% virtual)

• Please note paper permits are sold in books of 10.

To purchase a visitor permit, a resident will need one of the following virtual permits:

(a) a resident parking permit; (b) a resident event day permit; (c) a resident Blue Badge holder 

permit; (d) a resident carer’s permit or (e) a resident qualification 



OPM Refresh
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Features:

• Mobile-responsive

• GDS-compliant

• Accessibility compliant

• Improved customisation

• Changed login process

• Updated navigation

• Improved customer journey
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Blue Badge enforcement

Blue Badge theft has 

fallen by 65% since the 

introduction of virtual 

permits and CEO use of 

the Taranto system on 

handhelds 



Customer 

Services 

PARKING
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Telephone Performance - Demand

• CS demand dropping
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Telephone Performance - Handling

• CS handling performance remains strong
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Processing Demand

• CS Processing activities dropping following peak in the summer

• 2022/23 – consistently within target for processing
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Face to Face Demand

• Demand increasing
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Achievements - 2022/23

Achievements - 2022/23

FAQs and briefing material updated for staff training purposes

Cross-skilled staff across many areas within the team

Overcame system challenges by building workarounds

Working collaboratively with Parking Service colleagues

Improved paper permit stock ordering process

Customer Services has a motivated, supportive and knowledgeable team

Staff turnover low - positive as staff enjoy working for us

High performing team – call handling and processing within target!



Questions and Answers
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