
Delivering Excellent Customer 
Service in the “New Normal”

Whitepaper



Managing the Bottom
Line in a New Way

As parking demand changes, owners and operators are forced 
to manage their parking resources differently. Most have fewer 
financial resources than before; cash reserves are lower than 
usual due to lost revenue. Parking decision-makers have to do 
more with less.

One of the most obvious impacts of the COVID-19 
crisis on parking operations is on staffing. In 

the short term, lower revenue means less 
capital for salaries, benefits and insurance. 

Owners and operators have to operate 
with fewer staff on the ground to keep 
facilities operating properly, including 
taking care of customer service.

Further, there are public health impli-
cations for staffing. As parking lots and 
garages begin to fill up, it will be imper-

ative to minimize staff/patron interac-
tions. The new coronavirus is still going to 

present a risk, even as the effort to immu-
nize the population gains traction and patrons 

begin returning to parking facilities. Because it is 
highly contagious, parking owners and operators can 

help to protect their customers and employees by limiting face-
to-face interactions, and that begins with moving staff out of ar-
eas of the facility where they are most likely to come into direct 
contact with parking customers

LEARN MORE AT WWW.PARKERTECHNOLOGY.COM

At the beginning of 2020,
the parking industry was riding

high on a wave of record revenues
and preparing for the Smart City Age.    

operate in the wake of the COVID-19 virus.  

Corporate work-from-home policies and 
continued social distancing make for 
parking occupancies that are down 

by as much as 90 percent.
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utomating operations with PARCS equipment, 
pre-booking, mobile payment, and other 
technologies that permit pre-payment or 
in-person credit card payments, allows 
owners and operators to minimize staff/

patron interaction, while making the park-
ing process more customer-friendly, and operations 

Automation further permits the reallocation of staff 
to perform other roles. Not only does this provide 

the uncertainty that inevitably results from people 

positive for it, going on vacation, or moving on to 
other jobs. When employees aren’t needed to staff 
collection booths, they can be available to help out 
when their co-workers aren’t on the job.

Automation also permits operators to manage mul-
tiple facilities from a single location. In fact, mod-
ern parking management technology is so much 
better than it was just a year or two ago that, today, 
operators can manage their parking facilities from 

from home, or at a ball game, or while on vacation. 

mobile devices to see how full a facility is, how 
much money is coming in and whether there are 
any operational issues.

LEARN MORE AT WWW.PARKERTECHNOLOGY.COM

The Role of Automation 
& Technology

?
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The automation trend is good news for parking 
patrons, as well. In general, frictionless park-

and more convenient. Even in non-frictionless 
automated systems where patrons use a credit 

quick. 

Unfortunate-
ly, things don’t 
always go as 
planned. Patrons 
sometimes get 

and need help 
completing a 
transaction. In the 
vast majority of 
these instances, it’s because of user error; not a 
technical error or equipment failure. 

Usually, the patron doesn’t push the right but-
ton, inserts the credit card improperly, or for-
gets where they parked the car. Even with the 
most simple and easy-to-use equipment, there 
will always be user error. In fact, data suggests 

that patrons need assistance with automated 
parking payment technology over 85 million 
times a year. 

But, how do you help people complete transac-
tions at automated PARCS kiosks when you have 
limited or no on-site staff? 

Our industry-lead-
ing and proprietary 
customer service 
solution  allows 
parking owners and 
operators to resolve 
issues in the lane, 
capture revenue, and 
get patrons on their 
way. 

The remote attendant who can be deployed 
with two way video improves customer service, 
without requiring additional staff, nor posing 
health risks for staff or patrons. Further, over-
head is reduced, as the service costs a fraction 
of what it would to have staff on-site. 

LEARN MORE AT WWW.PARKERTECHNOLOGY.COM

Safely Deliver a Premium 
Customer Experience
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Control Costs and Make 
a BIG Impact on Service

When revenues are down, there is uncertainty 
about when occupancy rates will rebound, and 
when person-to-person contact is discouraged, 

do more with less. Using technology to provide the 
highest level of customer service for a competitive 
edge, and a reduction in operational costs, is one 
way to adapt to the new normal.

And in this new normal, Parker Technology’s cus-
tomer service technology, including our patented 
video solution, gives parking owners and operators 
the best of both worlds. 

We provide personalized customer service to solve 
any issues a parking customer may have, in a safe, 
socially-distanced way.

WWW.PARKERTECHNOLOGY.COM
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