
Appendix 5 Parking Services Correspondence Maps

Appeal Process

Under the Operational Guidance appeals of Penalty Charge Notices must be made in writing, the 
process map below sets out each of the stages and which Officers are responsible.  

As can be seen, before a case is submitted by the Council to the Traffic Penalty Tribunal, it is 
reviewed by two or three officers with different levels of responsibility in order to ensure that the 
Parking Policy has been followed or discretion exercised by a more senior Officer if appropriate.
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CRM Enquiries

CRM enquiries are logged on the system and emailed to the Parking Services email address.  The 
Parking Assistant monitoring the emails on that day takes responsibility for dealing with the CRM 
enquiry accordingly, if it relates to a Penalty Charge Notice advice on the process will be given.

Members Enquiries

Members enquiries are assigned to the Team Leader, (Parking Administrator deputises in her 
absence).  If the enquiry is regarding a Penalty Charge Notice, the statutory appeal process is 
followed.   

FOI Requests  

FOI are assigned to the Team Leader, (Parking Administrator deputises in her absence).



Telephone Enquiries 

The information on the Penalty Charge Notice states that should a motorist wish to appeal they 
must do so in writing and the various payment methods are also detailed, however we do receive 
telephone enquiries via the following channels.  We do ask that names our names are not given to 
members of the public by contact centre staff, in all but the very basic enquiries it is preferable that 
callers are transferred to the Parking Services team to deal with directly, at no point should a call be 
refused.    

Parking Assistants have been reminded of the system to follow however it would be beneficial for us 
to meet with the Contact Centre manager to discuss in more detail.  
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Written Correspondence

Initials have always been given on letters which identifies which officer made the decision on that 
particular appeal however should the recipient of the letter wish to discuss the letter further, all 
members of the team have access to the case and are able to discuss with them.  The officer making 
the initial decision does not take on ownership of the case until it is closed and if there was 
additional correspondence or evidence submitted, a second officer is likely to consider the case at 
that point.  Following the concerns highlighted in regard of the author’s identity, the officer’s job 
title e.g. Parking Assistant will be used on letters in place of using initials with immediate effect.  For 
our own purposes, the computer system identifies which officer generated the letter.  

Telephone Calls

During telephone calls, if an officer is asked for their name their first name and telephone extension 
number is given, this is sufficient to identify them should there be cause for any further reference or 
complaint.  Telephone calls are taken on a loop system ensuring that calls are taken alternatively by 
the Parking Assistants throughout the day, for this reason we ask the Contact Centre staff not to 



transfer calls to specific officers and to use the shared ‘hunt’ number instead which ensures a more 
even distribution of the workload.  

It is a matter of fact that Parking Services staff regularly receive abusive telephone calls and threats 
of violence from motorists issued with Penalty Charge Notices.  This unfortunately is accepted as 
part of the role however, there have been occasions where the police have become involved and 
arrests made, one motorist in particular has a known history of violent crime. 

Blue Badge Holders 

Penalty Charge Notices are issued for motorists parking in contravention of a restriction in force 
irrespective of whether they are able bodied or disabled.  A Blue Badge is a concession offered which 
provides exemption from some of the restrictions and enables parking in privileged places however 
it is a requirement of the badge holder to ensure that they use the badge correctly.  

The guidance issued to Blue Badge Holders states “The Blue Badge is not a licence to park anywhere. 
Like other road users, you must obey the rules of the road, as laid out in the Highway Code” and 
“Incorrect display of the badge may result in a parking fine or a Penalty Charge Notice”.  

Parking Services consider appeals from all motorists without discrimination, Penalty Charge Notices 
are cancelled in accordance with the Parking Enforcement Policy and discretion is exercised where 
there are extenuating circumstances.  There is no requirement in the operational guidance for Local 
Authorities to cancel Notices issued to Blue Badge Holders but, in common with many local 
authorities Rochdale Council offers a first offence waive when the badge is not correctly displayed, 
The Traffic Penalty Tribunal is satisfied when hearing appeals that one waive is given, it would not 
expect subsequent cancellations to be given for the same contravention, this may even be 
considered as being unfair to motorists who are not blue badge holders.  

It has been noted that the tone of the letter of rejection to Blue Badge Holders appears to suggest 
that motorists are committing a criminal offence therefore this is being addressed and a revised 
letter will be generated for future use.  

In a 12 month period there were 1,368 Penalty Charge Notices issued to vehicles parked in a 
designated disabled person’s bay without clearly displaying a valid disabled person’s blue badge.  Of 
those issued, 96 Penalty Charge Notices were cancelled (cancelled income of £4,550).  We are 
unable to determine how many of those Penalty Charge Notices may have been issued to vehicles 
where a blue badge holder may have not correctly displayed a badge however the first 30 cases 
issued that period have been reviewed as a typical sample, the outcome can be seen below:  

 24 did not appeal (it is likely that they were not blue badge holders)

 6 motorists appealed of which:-

 3 were not blue badge holders
 1 did not clearly display a badge 
 1 motorist had since passed away 
 1 was cancelled as a first offence waiver   


