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Car Parking at Townlands Memorial Hospital 22 June 2018 
 
Background 
 
NHS Property Services’ contracting partners Smart Parking have managed the car park at 
Townlands Memorial Hospital since spring 2017. 
 
The main aims of the system are to ensure: 

• Adequate parking provision for patients using the hospital 

• Retaining free parking for patients 

• Adequate provision of parking for NHS staff working at the hospital 

• The car park is safe for road users and pedestrians 
 
A parking management system is needed at the hospital to stop commuters, shoppers and 
nearby residents blocking free spaces meant for patients and staff. 
 

How the system works  
 
Patients/hospital visitors  

• As motorists enter the hospital site from York Road, their number plate is scanned by an 
ANPR camera and logged by the Smart Parking computer system.  

• They park in one of the 35 allocated patient parking spaces located in front of the main 
hospital building.  

• Clear signage directs motorists to the main reception desk where they enter the number 
plate of their vehicle into a terminal  

• This tells the ANPR system that the vehicle belongs to a legitimate visitor to the hospital 
and no further action is needed.  

• Reception staff help and remind patients and visitors to enter their number plate to avoid a 
fine.  

• Number plates are scanned by a second ANPR camera as they leave the site to register 
their departure.  

 
Blue Badge Holders  

• Six of the 35 patient spaces are allocated for blue badge holders, who must also enter 
their number plate into the touch pad at the hospital reception.  

 
Drop off and collection  

• There is a 20-minute grace period for motorists who are dropping-off or collecting hospital 
visitors meaning they would not need to enter details on the touchpad.  

 
Unauthorised parking  

• Motorists who are not authorised to park on the hospital site will receive a Penalty Charge 
Notice (PCN) of £100, reduced to £60 if paid within 14 days of issue.  
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Usage and benefit 
 
There are approximately 11,000 vehicle visits to the site each month.  
 
The number of PCNs issued per month has fallen by 38% between December 2017 and May 
2018. 
 
Excluding PCNs that were rescinded, in May 2018, only 0.25% of vehicle visits resulted in a PCN. 
 
Patients using the hospital have reported that it is easier to find a space when accessing the 
hospital. 
 
The current situation 
 
Notwithstanding the above, issues remain, including: 
 

• Technical problems with the system – at times the Smart Parking system itself has not 
functioned as it should. In particular in 2017 a technical issue led to a number of incorrect 
fines being issued to motorists passing through the site (which were rescinded where 
appealed). 

• We know some people have had problems using the system and have incorrectly entered 
their details, despite their best efforts to get it right. 

• Fines being issued when users have apparently used the system correctly. 

• Difficulties in the appeal process 

• The two-stage verification when entering details into the terminal 

• Difficulties contacting Smart Parking 
 
NHSPS has interceded on many occasions and has successfully revoked a number of incorrectly 
issued fines. 
 
We are of these issues, we are listening and we are focussed on solutions. 
 
Next Steps 
 
We have held meetings with Smart Parking to arrange changes to improve the experience for 
patients. 
 
Changes include: 
 

• Formal agreement that where a patient has been issued with a PCN because their details 
were not entered in the terminal and can demonstrate they were at the hospital for an 
appointment or treatment, the PCN will be rescinded on appeal. This may include 
providing a copy of an appointment letter or other document as part of the appeal process. 

• Agreement that in all cases where a PCN is to be rescinded, this is to include:  
o Cancellation of the PCN 
o Written notification to the customer that the PCN has been cancelled 
o Refund to the customer if the PCN had already been paid 

• The reception team at the hospital has been advised to ask customers to log 
complaints/appeals with the NHSPS Customer Service Centre AND use the formal appeal 



 
 
 
 
 

 
 

NHS Property Services Limited, 99 Gresham Street, London, EC2V 7NG Registered in England & Wales No: 07888110 
 

route with the issuer as detailed on the PCN. The Customer Service Centre can be 
contacted on customer.service@property.nhs.uk or 0800 085 3015. 

• Two new contract management calls have been initiated: 
o A weekly operational call between Smart Parking and the NHSPS Customer 

Service team to track PCNs and rescind as appropriate. 
o A call to discuss high-level strategic issues between senior managers at NHSPS 

and Smart Parking. 
 
A meeting of organisations at the Townlands site has been arranged to discuss staff parking at 
the campus. 
 
If the changes do not lead to the improvements required, we will consider a range of options. 
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