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Premium Overview.
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Baltimore Garages.

P

P2302 672
P2303 78
P2304 276
P2307 66
P2308 44
P2323 120
P2331 1,137
P2333 258
P2345 97
P2346 290
P2354 198
P2424 256

Total Garages: 12

Total Space Count: 3,492



National Garage Experience.
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National Presence.

MARKETS LOCATIONS MOBILE PAYMENTS ASSOCIATES
60 950+ 79%+ 750+
4
Q o
[/ Q L9
¥ 0
. ] Q/.’i
Q o
Q ~ , y AR
Y N .
] B o o o \‘
% 7 e .
@ 0 Q
o 0 P



Topics

] v, & 2 g

Payment Sighage Net Promoter Repeat User New Initiatives
Channels Improvements Score Data



Payments Channels



Payment Channels.

Primary:

o §

CameraPay TextPay Premium App Kiosk
The Julia at St. Charles 730 Julia St. >
Secondary:

View Location Features

Current Occupancy

¢ Provide Feedback

Conclerge

Customer Service Visitor Kiosk Website




CameraPay® Workflow.
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How People Pay.

# OF TRANSACTIONS BY PAYMENT TYPE

m CameraPay® m ParkMobile Pay Station




Sighage Improvement



New Signhage.
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Net Promoter Score for the
Hillman Garage 2023



NPS Question.

+1(219) 2448128

How likely are you to recommend
Premium Parking?

Please reply with a number from
"0" (not likely) to "10" (very
likely)

Report Junk




Net Promoter Score Calculation.
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Daily Weekly Monthly

Net Promoter Score by Month =2023 Linear @D Stacked
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v
8/13/2023 P4902 10.0 Beats a $50.00 ticket ! @
Hahaha !
9/14/2023 P4902 10.0 Ease of use
7/16/2023 P4902 10.0 Easy and so convenient
8/19/2023 P4902 10.0 Easy in and out. Very clean srea.
10/12/2023  P4902 10.0 Easy to use, no anxiety over whether I'd be able to find parking.
10/17/2023 P4902 10.0 Easy to use. Great parking lot. Very clean. Well lit garage. A very nice experience.
10/21/2023  P4902 10.0 Good price, convenient location, rest rooms were clean!! Going to use it again today. We left last nic
10/21/2023  P4902 10.0 Great payment method, very easy and user-friendly
7/16/2023 P4902 10.0 Great service!
9/1 7/2023 P4902 10.0 Love the photo option for the license plate .




Customer Support.
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Customer Support.

« Total phone calls: 5,073

- Total answered: 4,870

« Total missed: 203 (went to voicemail)

* Answer rate: 96%

* Average wait time in the queue: 24 seconds
* Average total talk time: 3 min 5 seconds

« First call resolution: 88%

July — Nov 2023 (all calls from the City of Annapolis)



Customer Support.

“Yes, | have to say nothing
but nice things about the
agent who helped me
today. They are just a
wonderful human being,
who helped me open up
my new account. She was
patient and deliberate and
very helpful.”

- October 20

“Hello, my name is [PRIVATE] |
am calling from Annapolis,
Maryland. | am a senior citizen
with no telephone or computer
skills. | worked with a young
woman, and she was
outstanding. She was patient.
She tried to walk me through the
thing. She was able to do it, but
my head was noodling with this
technology. Please recognize her
for being patient, for being willing
to go back and explain to me.
She was a good teacher, but |

was not a good student.”
- October 12

P

“I've been talking with Bre
this morning about guest
parking in Annapolis,
Maryland. She was very
patient, she was very
smart, and she did a
fantastic job.”

— November 7



Repeat User Data



Repeat User Data.
P p

Location Average Repeat Customer Rate
O P4902 23.73%
Total 23.73%

Average repeat user by
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Average repeat user by
date — 38% all
transactions

20%
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New Initiatives



Continual Improvement Initiatives.

«  Mystery Shopper Program (National
Provider)

« Survey to be designed with the City
Staff

« Analyst to work with Staff

- Jacquette Bensing - SOP and
process improvement

« Special Event coordination

Focus Groups

Residential (5-8 members)

Merchants (5-8 members)

Design “how to” flyers for all employees

Work with Downtown Ambassador
Program

Increased communications



Thank you.



