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Foreword
Welcome to Westminster’s Annual Parking Review for 2011/12

Upon taking over the Business portfolio in March this year with its 
responsibility for parking, I resolved to make a simple commitment: if you are a 
resident, business or visitor to Westminster, the council will make it Fair, Easy 
and Safe to park in the city. 

I know how important it is for residents to be able to park close to their homes and for businesses 
and visitors to be able to park near their premises, key shopping areas and major attractions. This 
gives the council a difficult balancing act, but one that we embrace because it is so important to 
the city.

I recognise that in the past, when we did not listen to the advice of communities and businesses, 
we got things wrong.  We have learned.

That is why we have published our Fair Parking Deal which sets out the council’s approach to 
making it fair, easy and safe to park in Westminster.  

We want to provide sufficient on street parking places and I intend to retain the current hours of 
control.  I will also work with our car park operators to make sure there are plenty of off-street 
parking places, making it easy for shoppers and visitors to park close to the city’s busiest areas.     

Westminster is a city of global importance and we face unique challenges.  During 2012 we have 
already celebrated the first Diamond Jubilee in over 100 years and then welcomed the world to 
London for the Olympic and Paralympics Games.

This report outlines what we are doing to make sure these events are a success while making sure 
parking in the city remains fair, easy and safe, and I hope that you find this information useful.  But I 
also want to hear your ideas about how we can continue to improve our approach to parking.  You 
can send your comments and suggestions to us at fairparking@westminster.gov.uk or alternatively 
write to me directly at Fair Parking, Member Services, 17 Floor, Westminster City Hall, 64 
Victoria Street, London SW1E 6QP.  You can also take part in the conversation by following us 
on twitter at @citywestminster.  Every quarter we will publish a summary of your suggestions 
and show what we are doing to take your ideas on board.

Cllr Daniel Astaire 
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Introduction

This annual report provides information on the activities of the Parking Service during 2011/12. It 
details the service’s achievements in delivering innovative and sustainable improvements as 
well as looking ahead to any future developments and opportunities. 

The report also includes parking and enforcement statistics, as well as financial information 
with comparative data from previous years.

Westminster City Council’s Parking Service aims to be at the forefront of the development and 
implementation of new and relevant parking initiatives. We aim to promote best practice and 
continual quality improvement across the service and within the parking industry as a whole. 

Our commitment to our residents, businesses and visitors is to make it fair, easy and safe to 
park in Westminster.  

Overview 

The Traffic Management Act 2004 sets clear standards and guidance for local authorities to follow 
when setting and considering its approach to transport and parking policy. The Act states that, “A 
good Civil Parking Enforcement (CPE) regime is one that uses quality-based standards that the 
public understands, and which are enforced fairly, accurately and expeditiously.” 

 “Enforcement authorities should aim to increase compliance with parking restrictions through 
clear, well designed, legal and enforced parking controls. CPE provides a means by which an 
authority can effectively deliver wider transport strategies and objectives. Enforcement authorities 
should not view CPE in isolation or as a way of raising revenue.” 

It continues, “CPE is a means of achieving transport policy objectives. For good governance, 
enforcement authorities need to forecast revenue and expenditure in advance. But raising revenue 
should not be an objective of CPE, nor should authorities set targets for revenue or the number of 
Penalty Charge Notices (PCNs) they issue”. 
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Compliance 

Whilst the number of vehicles driving and parking in Westminster has continued to rise there has 
been a dramatic fall in PCN issue. This can be attributed to continued improvements being made 
in the levels of compliance of the parking rules and the continued increase in paid-for parking 
transactions. Less than 1% of drivers do not comply with these rules demonstrating a high level of 
understanding of the restrictions. 

The average overall compliance throughout the whole of Westminster stands at 99.04%; this 
represents a 0.44% increase over the previous year which was 98.6%. However, compliance is at 
its lowest during the daytime period with the majority of contraventions occurring within parking 
bays. There are some variations by zone, E and G are below average but these are located within 
the widely commercial areas of the West End and Mayfair.

Zone Daytime Evening Overnight Sunday Average

A Zone 
Knightsbridge, 
Belgravia, 
Pimlico

98.28% 100% 100% 99.36% 99.46%

B Zone 
Bayswater & 
Maida Vale (S)

97.02% 99.81% 100% 99.70% 99.18%

C Zone 
Harrow Rd, 
Queens Park, 
Maida Vale (N)

98.44% 99.85% 100% 99.91% 99.56%

D Zone 
Victoria, 
Westminster, 
Millbank

97.61% 100% 100% 100% 99.29%

E Zone 
Mayfair & St. 
James

94.90% 99.76% 100% 99.33% 98.16%

F Zone  
Hyde Park, 
Marylebone, 
Fitzrovia

98.58% 100% 100% 99.81% 99.59%

G Zone  
Soho, West 
End, Covent 
Garden

95.25% 98.99% 100% 99.59% 98.05%

Average 97.15% 99.77% 100% 99.67% 99.04%
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How We Reinvest the Income

The City Council is bound to re-invest any surplus in legislatively prescribed transport related 
activities. The overall net surplus income (the amount generated as an indirect result of the 
Council’s policies to keep Westminster moving) has been reinvested and is outlined below. 

In 2011/12 the majority of contributions from the Parking Place Reserve Account (PPRA) were 
shared amongst Street Environment, in areas such as Street Cleansing, and Transport & 
Infrastructure related schemes and projects. The PPRA also contributed to the funding of 
concessionary travel schemes like the Freedom Pass, which gives older and disabled residents 
free travel on London transport and home to school transport for pupils.
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Online Resident Parking Permits – New Initiative  
(Investment in the service)

In July 2011 a new fully integrated online system was introduced to allow new, changed and 
renewed resident parking permits to be applied for online.

To support the move online, new channels for completing a permit application were introduced, 
so that customers can now complete an online permit application at 10 of our assisted self 
service ‘Your One Stop Express’ hubs throughout the city. Those who want to pay by cash can 
submit their application at a post office which operates a ‘check, pay and send’ service. 

The aim was to shift 85% of all permit transactions online, with the remainder of permits being 
processed by post or at the post office.

This target has been exceeded with over 92% of all permit applications now taking place online, 
saving the council money and making paying for parking easier than ever for residents.
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Penalty Charge Notices (PCNs)

Since 2009/10, the overall volume of PCNs issued has fallen this can be attributed to the 
improvements in the quality of service delivered, changes to policy and improvements in 
compliance.
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PCNs can be paid at a discounted rate (50% reduction) for the first 14 days after issue, after 
which they must be paid at full cost.  Until 2011, the percentage of PCNs paid at the discounted 
rate remained relatively constant (at around 55%), however in the last two years this has risen and 
the total percentage of PCNs paid in 2011/12 sits at 65%. This is:

•	 a	recognition	that	the	PCN	has	been	issued	fairly 
•	 	an	indication	that	motorists	prefer	to	pay	sooner	rather	than	later,	thus	taking	advantage	of	the	

50% discount

This graph shows informal challenges and formal representations received as a percentage of 
PCNs issued. Informal challenges, after a significant rise in 2009/10, have fallen over the last two 
years. Similarly, the proportion of formal representations has continued to drop and has remained 
static at 6% in both 2010/11 and 2011/12. This is as a result of quality improvements at the point 
the PCN was issued, as well as at each stage of the challenge process, ensuring that we get it 
right first time.
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There has been a sharp decrease in the number of PCN cancellations from 2010/11 onwards, 
particularly in the case of mitigation – falling to 6.55% in 2011/12. This is another clear indication 
that better quality tickets are being issued on street. 

Note: ‘Mitigation’ refers to instances where a motorist puts forward extenuating circumstances, 
made a genuine error or provided proof of loading. ‘Issue Error’ refers to when the CEO made an 
error issuing the PCN or encountered a problem in the issuing process.
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Appeals

The Westminster City Council Parking Appeals success of 2009/10 was consolidated during 
2010/11 and 2011/12. In 2010/11 the percentage of PCN’s appealed dropped to 1.4%, with an 
increase of 0.4%, to 1.8% in 2011/12. This slight increase was linked to CCTV appeal volumes.

As the life cycle of a CCTV PCN is different to on street PCN’s (no informal challenge stage, only 
formal representation) the customer is three times more likely to challenge at formal 
representation stage and this increased volume then impacts numbers received at appeal. The 
percentage of on street PCN’s appealed was at 1.2% in 2011/12, below the London average.

The number of Appeals not contested (DNC), has dropped year on year, from 30% in 2010/11 to 
27% in 2011/12. This decline is due to the improved quality being seen at challenge and 
representation stage and the improvement in quality of enforcement. The quality of the notes 
and photographs taken on street has strengthened the quality of PCN’s and enabled a stronger 
case at appeal stage.

Ongoing work continues to improve the standard of summaries being sent to the Parking Traffic 
Appeals Service (PATAS). All adjudicator comments are reviewed to ensure that Westminster 
City Council was delivering appeals of the highest quality. Work with enforcement, policy, 
consideration and feedback was able to shape a remarkable improvement. In 2009/10 the 
percentage of case won (Refused) sat at 48%. This increased to 67% in 2010/11 and a slight 
decline to 65% in 2011/12. This increased win rate is attributed to quality at all stages, from 
enforcement, to representation and the actual appeal summary. 

This graph shows the proportion of PCN appeals received by PATAS as a percentage of PCNs 
issued. The London average is about 1.5%. During 2009/10 the Parking Appeals for Westminster 
City Council entered a period of positive change and this saw a significant fall in the percentage 
of appeals. In 2011/12 however, this slightly rose and now sits at 1.8%.
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The volume of cases not contested by the council has continued to fall since 2009/10 and is 
now less than 30%. This demonstrates that our case investigation and evidence continues  
to improve.

There has been a significant improvement in cases won at appeal (refused) by the council. This 
increase of 17% since 2009/10 is a result of quality improvements, changes in policy, 
consideration and feedback.
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Service performance

Throughout 2011/12 we have met our turnaround aims of responding promptly whilst ensuring 
we provide a quality service. The following graphs show performance against our key indicators.

The graph above displays the average number of days we have taken to respond to PCN 
challenges. We continue to respond within 10 days and managed to reduce the number of days 
for formal representations year on year.
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The level of informal representations received remained steady year on year, on average the 
percentage of these completed within the month only rose slightly by 0.7% to 96%. In 2011/12 
the level of formal representations received saw a marked increase of 27.5%, rising from 87,500 
to 111,500. The average number of formal representations completed within the month fell 
slightly from 74% to 72%.

There were 110 complaints received between April 2011 and March 2012 which is a large 
reduction on the previous year (168 received in 2010/11). This reflects 0.02% of all PCNs issued 
within the financial year (0.03% in 2010/11)
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We aim to answer 75% of all calls to Parking Services within 20 seconds. We have exceeded 
this in all service areas with significant improvements made in almost all areas during 2011/12.

The number of ‘Enquiries Answered’ calls have risen year on year by 10,845 (up 6.2%) which has 
contributed to an increase in its share of total telephony volumes by 6% since 2010/11. Most 
other areas are at similar levels to 2010/11, apart from ‘Out of Hours’ which ceased in  
December 2011.

Cashless Parking

The council’s cashless scheme continues to go from strength to strength with two main payment 
methods: Pay by Phone (PbP), accounting for 89.2% of all income by the end of 2011/12, and 
card only Pay and Display machines accounting for 10.6%. Parking scratch cards are available 
as a third option for those who do not wish to use a mobile phone or credit/debit card, but take 
up of these still remains very low at around 0.2% of all parking payments.
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Year on year has seen an increase in the number of Pay by Phone (PbP) transactions, the 
average being 628,236 in 2010/11 increasing to 646,317 in 2011/12, up 2.9%. The number of 
transactions for card only Pay and Display transactions has fallen year on year by 9.5%.

Parking Permits and Suspensions

There are currently 36,900 permits in use across the city.



Westminster City Council     Annual Parking Review 2011/2012   16

Maps detailing each of our zones can be found on our website

The split of the number of motorcycle permits has not changed in the last few years with Daily 
Motorcycle permits taking up 79-80% of the total share.
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The number of application for suspensions received and issued has seen a steady climb since 
2009/10 despite the current economic climate.

Financial Information 

Since the introduction of pay by phone parking in 2009, the Paid for Parking revenue stream now 
accounts for the majority of all on street parking income.
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There are two main methods of payment accepted for on-street paid for parking: Pay by Phone, 
which accounts for around 89% of all parking transactions (up 3.6% from 2009/10), and card only 
(debit/credit) pay and display machines, which accounts for the remainder. 

Income derived from pre-paid on-street suspensions has risen over the last two years, up 7.8% in 
2010/11 and a further 14.5% in 2011/12, this can be is attributed to increased building works. 

There was a year on year rise in the average overall recovery rate (combined CEO and CCTV) 
from 68.7% in 2010/11 to 70.9% in 2011/12. The above graph shows that during 2011 both the 
average value and recovery rate on PCNs remained steady, this has contributed to the year on 
year increase in PCN revenue even though actual ticket issue has remained in the region of 
500,000 per year.
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Total expenditure in 2010/11 decreased by 2.2% compared to 2009/10, to £38.2m. This is 
primarily due to reductions in on-street enforcement contract costs after the new contract relet. 
This increased during 2011/12 by 6.3% to £40.7m mainly attributed to increased overhead costs. 
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Income and Expenditure (£’000)

Revenue 
2006/07 
Actual

2007/08 
Actual

2008/09 
Actual

2009/10 
Actual

2010/11 
Actual

2011/12 
Actual

Enforcement - PCNs 38,164 41,869 35,410 20,454 22,066 25,304 
Enforcement - Clamp and 
Removals 

3,670 4,265 289 - - -

CCTV Rental - - 650 650 50 -

Car Clubs - - - 233 235 346 

Paid for Parking 22,589 27,136 33,003 36,242 37,086 38,412 
Permits and Suspensions 9,784 11,369 12,285 11,699 12,295 13,664 
Miscellaneous (Grants 
and Contributions) 

- - 57 23 37 35 

Total Revenue 74,207 84,639 81,694 69,301 71,769 77,761 

 Expenditure 
2006/07 
Actual

2007/08 
Actual

2008/09 
Actual

2009/10 
Actual

2010/11 
Actual

2011/12 
Actual

 Enforcement 30,476 34,433 32,436 26,242  24,840 18,462 
 Paid for Parking 2,013 2,346 4,279 4,127 3,756 3,352 
 Permits and Suspensions 1,306 1,397 1,877 1,876 2,543 685 
 Other Infrastructure 419 1,161 1,034 936 510 1,889 
 Overheads 6,709 6,606 7,664 5,950 6,606 16,276 
Total Expenditure 40,923 45,943 47,290 39,131 38,255 40,664 

 
2006/07 
Actual

2007/08 
Actual

2008/09 
Actual

2009/10 
Actual

2010/11 
Actual

2011/12 
Actual

Parking Surplus 
(Contributions to PPRA)

33,284 38,696 34,404 30,170 33,514 37,097 

PPRA Spend
2010/11 
Actual

2011/12 
Actual

Transportation & Infrastructure 10,636 10,004

City Development 1,024 1,327
Street Environment 8,118 24,512
Finance & Support Services (Property) 1,897 1,897
Children & Community Services 10,647 13,621
Community Protection 70 337
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