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BACKGROUND

Imperial Civil Enforcement 
Solutions (Imperial) is the UK’s 
largest and most experienced 
provider of parking,
environmental and 
traffic management systems. 
With over twenty years' 
experience, ICES provides 
fully-integrated business 
processing and I.T. solutions to 
public authorities, universities, 
hospitals and private 
enforcement contractors right 
across the country. 

With award winning services, 
utilisation of proven,yet 
leading-edge, technology, 
Imperial now has the UK’s 
largest client portfolio in civil 
enforcement.

1986 – ESTABLISHMENT

Imperial was established in 
1986 as a provider of systems 
integration,implementation and 
software bespoke services to the 
corporate sector. The company 
was started by staff from
Imperial Tobacco after Hanson 
Trust took over and significantly
restructured it; the company 
retains a heritage of a formal 
approach to development and 
quality from its ‘big company’ 
origins.

Imperial Business Systems 
provided IT services to Hanson 
for a number of years assisting 
with IT reorganisations in a 
number of subsequent 

acquisitions such as 
Mothercare, Habitat and ARC. 

2003-2006 - EXPANSION

In October 2003 Imperial 
acquired Langdale Systems, a 
leading parking software 
provider then owned by NCP,
who benefited substantially from 
the full development resources 
and considerable expertise of 
Imperial in software 
development and systems 
integration technologies 
ranging from IBM 400 to 
Oracle to Microsoft SQLand 
Visual Basic.

This development programme 
was given further impetus 
following the acquisition of 
another prominent parking 
software provider, Compex 
Development & Marketing, from 
Vinci Park UK in December 
2006.

LAUNCH OF IMPERIAL

On 1st November 2009 
Imperial Business Systems 
became a nontrading holding 
company as Imperial, Langdale 
and Compex formally merged to 
become Imperial Civil 
Enforcement Solutions.

The collective client portfolio of
Langdale and Compex gave the
newly-formed ICES 
market-leading status. Being 
part of the Imperial Business 
Systems Group continues to 
mean that all clients benefit 

from a stable and success-
ful resource dedicated to the 
development and application of 
enforcement technology.

The company’s established 
team of system engineers has 
pioneered recent advances in 
parking enforcement 
technology as a direct result of 
its close client and
eGovernment partnerships and 
its progressive User Group

These on-going developments 
are supported by stringent 
management disciplines, a full 
range of application
support services and an
overriding commitment to 
meet the evolving priorities and 
operational requirements of 
each client, as well as periodic 
changes in traffic management 
legislation. The software
allows for easy integration with 
third party products, 
technologies and interfaces 
to support the Government’s 
joined-up approach.

2016 AND BEYOND

2016 has seen further 
development of our ‘Smarti’ 
suite of parking products, as 
well as the introduction of 
ScanSmarti, PermitSmarti and 
VoucherSmarti. 

ICES continues to be at the 
forefront of parking 
enforcement technology and we 
look forward to continual 
development of a ‘smart’ future. 

Company History



OVERVIEW

3sixty is our powerful back-office software solution 
that offers automated, end-to-end notice processing 
with very little need for manual intervention. 3sixty 
and its public facing portal, 3sixty Citizen will enable 
you to transform the way you deliver your parking 
services and interact with customers. 

By taking a digital approach, you will be able to 
deliver a fully transactional service that saves on cost 
and will encourage residents to utilise technology to 
improve access to services.

3sixty meets all relevant legislative requirements for 
both civil and private parking enforcement - therefore
incorporating the full range of possible offences and 
debt recovery processes, including those captured by 
camera.

The system is extremely flexible and will be set-up and 
configured to your specific requirements. Additional
modules and add ons are available that make 3sixty 
the most comprehensive and powerful enforcement 
tool in the market.

3SIXTY FEATURES AND BENEFITS

Automated processes – There is very little need for 
manual intervention in 3sixty, enabling you to 
streamline your enforcement process. 

The system maintains an accuracy rate of 100% 
ensuring revenue loss is kept to an absolute 
minimum. Any type of action performed on a case is 
done using a ‘progression’, regardless of what this is, 
from sending a case to TEC to adding a photograph 
or sending a letter. 

    
   Key Features and Benefits 

• Automated processes - very little need 
for manual intervention - enabling you to 
streamline your enforcement process.

• Customer-led solution
  
• Real-time capabilities 

• Adherence to all types of enforcement 
legislation

 
• Unrivalled reporting feautures 

• Unlimited case storage
 
• Continual improvement with free bi-annual 

upgrades and enhancements 

• Flexibility
 
• Interfaces to a wide range of third party 

products 

3sixty 



This simplifies the whole process; there is only one way to do anything to a case – run a progression. 
There are many things a progression can do, including adding cases to Workflow Queues, suspending 
processing and sending them for Management Referral. PCNs progress through their lifecycle through 
the daily automatic progression process. Whenever the automatic progression is run the system checks all 
cases and progresses those that are due to the next stage, producing any relevant correspondence and 
placing it into Print File Manager.

Management by exception - A case will automatically progress down its path until something explicit 
happens to stop it. This may be when an incoming appeal or representation is received, or when 
legislative guidelines are exceeded. Cases that gave not progressed after a specified amount of time are 
moved into a Management Referral Report (MRR) progression. These cases can then be reported on, 
investigated and progressed. Management Referral Reports act as a way of removing the risk of any PCNs 
either getting stuck or not progressing through their lifecycle or exceeding time restrictions for response to 
communication. This significantly reduces the chance of a ticket getting ‘lost’ and protects Council 
revenue.

Real-time – Everything that happens in 3sixty, happens in real-time

Adherence to legislation – The system is configured with pre-defined progression paths to ensure that 
each type of enforcement adheres to their appropriate timescales. 

Reporting – 3sixty has an array of different reporting features including over 100 in-built standard reports. 
New reports can be easily created to meet the requirements of your business. The reporting feature in 
3sixty is a powerful management tool that can help you manage your enforcement operation more 
effectively. Reports can be scheduled to be run at any time and can also be extracted into Excel for easy 
analysis and offline reading. 

Unlimited storage - No restrictions with the system to the number of cases that can be held. We have 
some of the largest local authorities in the UK as our customers, including several London Boroughs. 
3sixty processes 2.5 million PCNs annually. 

Continual improvement – 3sixty benefits from 2 upgrades a year which are implemented free of charge as 
part of your support contract. Our development road map derives from legislative requirements and our 
customer-controlled steering group. 

Flexibility – As your vision grows, so does our system. 3sixty is flexible and able to meet the ever changing 
needs of local authorities. Our products are constantly evolving to keep ahead of the latest legislation and 
technology to ensure that when able, our products can be deployed immediately to the maximum 
advantage of the Council.

Interfaces to third parties. – 3sixty interfaces with a wide range of other products and organisations, 
including cashless parking, Automated Telephone Payment systems, enforcement agencies, government 
organisations etc. The possibilities are endless!



    
   Key Features and Benefits 

OVERVIEW

3sixty Citizen is the public facing component of 
3sixty. 3sixty Citizen will enable the Council to deliver 
its services digitally and encourage self-service via a 
Council branded, easy to use, customer service portal. 
Motorists can access 3sixty Citizen through the 
Council website or at any other website specified by 
the Council. 

As citizens can view their PCN details, examine 
photographs and video footage taken at the time of 
issue and pay charges on the Web, the likelihood that 
a PCN will be paid unchallenged is increased.

APPEALS AND COMMUNICATION 

On entering the VRM and relevant PCN number, 
3sixty Citizen presents details of the contravention 
along with the outstanding amount payable and 
other useful information, such as the amount of time 
remaining in a discount period and photographic 
evidence or video. Evidence is available to be viewed 
online as soon as it is in the system.

The motorist can communicate through the Internet 
in real time at any time. Once a communication is 
submitted, the relevant case will be updated 
immediately, placed on hold and put into the 
appropriate workflow queue.

Electronic communication can be treated as a 
challenge or representation depending on the current 
status of the PCN. As the motorist has to enter both 
their VRM and PCN number in order to access their 
PCN details, any online challenges or representations 
are guaranteed to be logged to the correct case. 

• Mobile optimised - 3sixty Citizen can be 
accessed from all internet browsers as well 
as from mobiles with internet capability, 
smartphones, laptops and tablets. Ease of 
access ensures that motorists can pay for 
their PCN on the spot significantly 

     increasing recovery rates.

• ‘On-demand’ self-service - 3sixty Citizen 
allows the public to access Council services 
when convenient for them. Customers do 
not have to wait to speak to someone over 
the phone to pay or appeal pay their PCN. 
PCN, payment and appeal information can 
be accessed online, 24/7.

• PCI compliant - PCNs can paid for 
      immediately via a PCI compliant payment     
      service. 3sixty Citizen will be configured to  
      interface with the Council’s chosen 
      payment provider. Once payment has been 
      made, this will be updated in 3sixty, in  
      real-time, ensuring that the case is closed.

• Data security -  because the customer has 
to enter both their VRM and PCN number, 
there is no possibility that they can access a 
third parties personal details – nor can their 
payment and correspondence be indexed 
against the incorrect case. 

• Real-time – If the Council chooses to 
     purchase our real-time module, it will 
     enable the addition of QR codes to PCNs    
     enabling the motorist to pay via their smart 
     phone by simply scanning the code. 

3sixty Citizen 



Payment will not be accepted if the case is in any of the circumstances in which the system has been 
configured to veto payment, such as when the case has been passed to an enforcement agency/debt 
recovery firm. Web payments are processed in real time, with cases being closed in 3sixty the instant 
the payment has been authorised. 

3sixty Citizen integrates with a third-party payment engine using the Council’s Merchant I.D. to bank 
all payments taken.

3sixty Citizen also provides an integrated email facility. 

This allows members of the public to send emails directly into the back-office system. These emails 
are then assigned automatically against the relevant case, where they can be viewed from a case 
record without being printed and scanned, saving time and increasing efficiency. 

The back-office processing team are able to monitor incoming emails and respond accordingly, either 
by email or letter. This whole process is managed within the 3sixty system without ever having to 
access other email or word processing applications.

In 3sixty Citizen, members of the public are also able to upload and attach supporting 
documentation as part of their correspondence/appeal. The system supports a variety of document 
types including .pdf, .jpeg and .png. 

The upload facility can also be used from smartphones and tablets. 



OVERVIEW

Imperial Civil Enforcement Solutions (Imperial) has 
designed and released a wide range of 
additional modules that integrate with 3sixty and will 
further enhance your enforcement processes. 

Our range of existing management tools such as 
Powercube, GeoSmarti and real-time communications 
ensure that you and your contractors will be able to 
run a truly intelligence-led enforcement operation that 
maximises your existing resources whilst keeping cost to 
a minimum.
 
These include: 
• Rialto 
• GeoSmarti 
• ScanSmarti 
• LetterSmarti 
• PaySmarti 
• VoucherSmarti 
• Powercube 

Additional services provided that will help you maximize 
efficiency from your enforcement solution include: 

• Business Processing Unit 
• Hosting 
• Training 

Additional Modules 
    

    Case Study 
     Leeds City Council 

 

“We pioneered the use of iPAQ units and 
mobile phone payments a few years ago 
and we’ve worked hard to maximise 
efficiencies wherever we can, but, like many 
local authorities, the limitations of legacy 
systems and investment restrictions were 
compromising our ability to embrace new 
technologies and to extend our on-line 
capabilities in tandem with the Council’s 
broader customer service initiatives. 
Working closely with ICES, we’re now 
addressing those shortcomings and taking 
full advantage of smartphone technologies 
and web-based functionality as well as the 
latest generation of real-time enforcement 
systems.

“The new programme is not only helping us 
to transform our operational efficiencies, it’s 
also providing a much more comprehensive 
self-service capability for citizens - covering 
everything from bay suspensions, season 
tickets, and permits to the viewing of 
evidence and challenging of Penalty Charge 
Notices (PCNs). In fact, all routine tasks and 
processes are now fully automated so that 
the back-office team can focus their 
attention purely on the more complex issues 
and where personal interaction is a 
necessity. The registration and cashless 
payment for 26,000 permits each year 
across nearly 100 different zones will now 
also be completed on-line by applicants 
which reduces our administrative input 
considerably.”

Mark Jefford, 
Parking Manager 
Leeds City Council 



    
   Key Features and Benefits 

OVERVIEW

Rialto is our innovative Penalty Charge Notice (PCN) 
issuing software; created to provide a user-friendly 
experience and to simplify the enforcement process. 

Representing a huge leap forward for on-street 
enforcement and back-office processing Rialto is a 
customer-led solution, being launched after extensive 
testing and refinement in partnership with Parking 
Associates and the City of London Corporation. 

The process of gathering evidence and issuing PCNs 
with Rialto is much faster than with conventional 
handheld software and the improved accuracy and rapid 
data entry greatly improves processing efficiency. It also 
improves back-office efficiency as the strong 
evidence-based audit trails the system creates 
automatically help to maximise recovery rates and 
minimise unjustified appeals. 

The system operates on a range of Samsung Galaxy 
smartphones and is easily configured to suit your specific 
requirements and priorities. 

• Fast and efficient- rapid PCN issue and 
evidence gathering - minimising the risk 
of confrontation with vehicle owners and 
providing more scope for managing 

     compliance; 

• Accurate- All photographic evidence is 
stamped with date, time, VRM, PCN 

     number, street name (and GPS 
     co-ordinates) and is automatically assigned  
     to the correct Penalty Charge Notice during      
     download; 

• Patrol officer tracking- Rialto produces 
     detailed patrol officer tracking reports; 

• User friendly- Clear user interface and fat 
finger technology - patrol officers do not 
need to rely on a stylus; 

• Fault logging- Easily allows any faults to be 
logged and imported into the back office 
system; 

• Special messages- can be entered on the 
system - e.g. persistent evaders - which 
alerts the patrol officer accordingly; 

• Cashless- ideal for integrated cashless 
     parking solutions; 

• Back-office integration- Following
     download, all of the information and 
     supporting evidence for any PCN is 
     readily available within two screens, giving     
     the back-office team greater confidence  
     and efficiency when taking calls or queries  
     from drivers who have received a PCN;

Rialto 



    
   Key Features and Benefits 

OVERVIEW

GeoSmarti is our real-time HHC graphic mapping 
tool monitoring software that allows you to take 
control of patrolling officer beats, and enables you to 
make better decisions and improve customer service.
Designed to provide geovisualisation of your traffic 
management strategy, GeoSmarti is the ultimate 
management tool for senior members of staff. 

GeoSmarti integrates with the Imperial real-time 
module allowing you to view real-time location up-
dates, patrolling officer position, PCNs issued, etc. - 
which are displayed in a user-friendly graphical 
interface. 

The solution will aid your ‘Duty of Care’ 
responsibilities while providing an in-depth 
enforcement management tool.

• Forward planning- The software allows you 
to identify Penalty Charge Notice hotspots 
and deploy resources more effectively.

•  Management reporting - Management 
      reporting enables you to analyse and            
      improve deployment. 6 data filters to           
      choose from - GeoSmarti allows you to 
      create your reports from 6 different 
      options: 

 • Live Assist – Display the latest  
                     known position of your patrol  
                     officers. 
 • Tickets by Day – View notices  
                     issued on a specified day. 
 • Tickets by Time – View notices  
            issued at a specified time of day. 
 • On-Street Log – View all 
  activities logged for a patrol  
                     officer
 • Custom Filter – Perform your  
                     own customised search.

• Report – View and print on-street log 
reports. These varied options allow you to 
produce an unlimited number of reports 
that meet the needs of your traffic 

     enforcement strategy.

• Seamless integration with Citizen - If you 
have the web component of 3sixty, Citizen, 
you will be able to access the ‘Events’ view 
which will allow you to view all the details 
of any Penalty Charge Notice issued in your 
specified location including date, time, 
observations and any photographic 

      evidence that was attached to the Notice.

GeoSmarti 



    
   Key Features and Benefits 

OVERVIEW

Powercube opens up a whole new dimension in 
parking management. It is an incredibly powerful and 
flexible means of obtaining management information 
from 3sixty, allowing you to create your own reports 
and use your data intelligently to identify trends and 
solve problems.

Powercube divides your data into categories that can 
then easily be manipulated to form the basis of reports.
Data mining allows you to ‘drill down’ into report data 
to produce even more in-depth reports. 

Instantaneous results ensure audit readiness and 
enable you to produce detailed reports in seconds.  

Data can be combined, used to make calculations 
and viewed from different perspectives and at different 
levels of detail.

• Problem solving- The flexibility of 
     Powercube allows you to design your own  
     reports and use the data to identify trends  
     or solve problems. 

• User-friendly display- The data can be 
     displayed in an array of graphs and charts  
     to make for easy analysis.
 
• Continual development- Endless 
     potential! Through the suggestions of  
     the Imperial Civil Enforcement Solutions  
     User Group, new aspects and 
     measurements are being added giving you  
     an even more in-depth and relevant view of  
     your data. 

• Industry leading user training- 
     Powercube users are given in-depth training  
     by our highly experienced in-house 
     trainers.      
     On-going customer support is also given.  
     We will even help you set up your first few  
     reports during training! 

• Rapid results - Powercube has a
     sub-second response time giving you the 
     management information you require in  
     moments. 

• Market-leading - Powercube is streets 
ahead of other reporting tools, giving a 
multidimensional view of data from any 

     angle or to any depth, from activity in a     
     single street to a full operational overview.

Powercube  



    
   Key Features and Benefits 

• Efficient - ScanSmarti significantly reduces 
patrol times enabling CEOs to be deployed 
to other areas

• Cost savings - ScanSmarti will enable the 
Council to employ fewer CEOs as patrol 
times decrease, enabling resources to be 
channelled into other areas. 

• Easy to use- The point and scan technology 
requires little or no training, enabling you 
to use the solution as soon as it has been 
installed. 

• Tried and tested- ScanSmarti has been 
piloted by Winchester City Council and has 
enjoyed considerable success. 

• Special messaging - Where an earlier alert 
has been raised on the back office system 
for a specific registration number - such 
as a police notification or advisory note - 
ScanSmarti will also make full use of the 
special message functionality of the Rialto 
software. This will inform the CEO of the 
special circumstances and advise on the 
relevant course of action if the registration 
number is identified during a routine scan 
of vehicles using ScanSmarti. 

• Flexibility - ScanSmarti will interface with 
ANY cashless parking system. 

OVERVIEW

ScanSmarti allows you to harness the latest mobile 
ANPR technology at the touch of a button. 

ScanSmarti enables complete streets and car parks to 
be scanned by a patrolling CEO without the need to 
break a stride or to enter registration numbers manually 
or individually - significantly speeding up the 
enforcement process. 

ScanSmarti benefits from real-time interfaces with both 
the back office processing system and any cashless 
parking system, identifying any contraventions 
automatically. 

ScanSmarti checks vehicle registrations against 
payments in real-time. Where there is no record of 
payment or where payment has expired, ScanSmarti 
will prompt the CEO to issue a PCN. 

It will also notify the CEO if a vehicle registration is 
known to belong to a persistent evader so that 
appropriate action can be taken

ScanSmarti 



OVERVIEW

PermitSmarti is our revolutionary new software that 
will transform the way in which customers are able to 
apply for and procure their parking permits. 

The system has been designed to provide a simplified 
process, improve accessibility and efficiency and to 
encourage self-service. 

In the shift towards virtual permits, PermitSmarti will 
help the Council achieve their digital objectives and 
form part of a fully transactional web service which is 
the goal of many of our customers. 

PermitSmarti comprises of three elements: 

• PermitSmarti – customer facing web portal
• PermitSmarti Back-office – permit processing
• PermitSmarti System Configuration

    
   Key Features and Benefits 
 

• Encourages self-service - PermitSmarti 
is reactive to the needs of citizens and 
is accessible online 24/7 meaning 
council services can be accessed at the 

     convenience of the resident. 

• Mobile optimised - Residents can 
     access the service using a range of          
     electronic devices such as mobile, 
     tablet or computer. 

• Flexible configuration - PermitSmarti 
can be set-up with an infinite array 
of permit types including those with 
complex pricing requirements such as 
emissions and tiered.

• Offers virtual permits – extensive saving   
on stationary, supports environmental 

     objectives. Once approved in the 
     system, all permits will appear on CEO  
     HHCs in real-time. 
 
• Managed service- as a managed 
     service there is only a minimal amount     
     of administration required by 
     back-office staff. Imperial will configure   
     the system to your requirements and       
     perform any updates or amendments           
     as and when required. 
 
• Permit reports - PermitSmarti’s 
     back-office component enables         
     back-office staff to produce detailed 
     management reports.

PermitSmarti



PERMITSMARTI

PermitSmarti is the customer facing element of PermitSmarti and can be accessed from the Council’s 
website. From this portal, customers will be able to – following the registration to the service – apply 
for, renew or cancel a permit as well as requesting a replacement, reporting a permit lost or stolen, 
purchasing visitor vouchers or requesting a suspension. 

All web pages are set-up using the Council’s website ‘look and feel’ and with mobile device 
compatibility ensuring they are resized for optimum use on iPad, smartphones etc. 

PERMITSMARTI - BACK OFFICE 

The PermitSmarti back office enables users to administer and maintain permit applications that are 
received through PermitSmarti. The interface is browser based giving council workers the ability to 
work remotely, as long as they have a working internet connection. The back office will also be 
branded according to the requirements of the Council.

We prioritised on increased productivity by incorporating thorough search facilities into the system. 
There is a built-in quick search function on the main screen to help quick access to different permit 
types in different phases.
 
The back-office also enables administration staff to run a number of complex reports from the home 
screen.

The reports generated can be exported to various file formats, providing opportunity for further data 
manipulation.

PERMITSMARTI SYSTEM CONFIGURATION 

This element of the service allows for configuration of permit types, groups, price schemes and price 
factors – as well as allowing staff to run reports. Initial configuration will be done by Imperial, 
significantly freeing up the time of back-office staff and we will continue to provide configuration 
support to reduce the complexities of system administration.

Almost everything in PermitSmarti can be customised according to the requirements of the Council. 
From permit types, price schemes and validity periods through questions asked from the applicant as 
part of the application procedure to the required types of proof documents and help text that appear.



    
   Key Features and Benefits 

VoucherSmarti is the latest Imperial online permit 
module that allows residents and local businesses to 
purchase parking vouchers for visitors, customers and 
contractors. All parking vouchers are issued in-line 
with council allocation ensuring limits cannot be 
exceeded.

Residents and businesses will be required to log in to 
the council branded self-service hub using both their 
permit number and postcode for security. Each 
permit number is allotted a pre-defined number of 
visitor vouchers dependent on postcode and permit 
type. 

The VoucherSmarti interface is user-friendly with 
clearly defined ‘help’ boxes to help customers with 
their transaction. 

VoucherSmarti also enables residents or business 
owners to park multiple vehicles in one booking 
session without the need to submit individual 
applications for each VRM. Drop-down parking 
location lists allow the resident or business owner to 
select parking from a list of areas that are covered 
within their permit. 

Parking sessions can be booked immediately or in 
advance.The details of sessions which are booked to 
‘start now’ are immediately available on CEO 
handhelds, preventing PCNs from being issued. 

To speed up the booking process, users can save 
registration numbers to use again at a later date - this 
is a particularly useful feature if a VRM is associated 
with a regular customer, contractor or visitor. 

Booking Step 2 confirms charges (in-line with Council 
tariffs) back to the customer. 

VoucherSmarti 

Hotel and Leisure Operators 

Hoteliers are able to check customer’s vehicles in on 
line to provide parking for the duration of their stay. 
The Hotelier can add the cost to the customer 
invoice at the end of their stay.

For leisure centres with free car parks, VoucherSmarti 
will allow  customers to register their vehicles, once 
they have passed through the turnstile, to prevent 
non customers from using the car parking facilities.  
This is then enforced through your existing Rialto 
software.

• Real-time functionality 

• Easy booking process

• Allocation in-built by permit type in the 
SQL database - ensuring allowances 
cannot be exceeded

• Integrated with all ICES modules 
     - meaning VoucherSmarti needs minimal  
     set up and configuration 

• 24/7 service - The service is available 
     online 24/7 - making it reactive to the      
     needs of residents and businesses. 



Payment is made through a PCI-DSS compliant service guaranteeing complete security of the 
customer’s personal and financial details. 

The final step in the booking process confirms the details of the booking back to the user; including 
date, time and expiry of the session. The simple and effective three-step process guarantees that a 
user can apply for and purchase multiple or single visitor vouchers in less than a minute. 

The VoucherSmarti self-service hub has additional tabs which allow users to administer their account. 

My Visitors 

This tab allows customers to add the 
VRMs of regular visitors, customers and 
contractors. There is no limit on the 
number of VRMs a user is able to add, 
making it the ideal booking tool for 
business users. 

My Cards 

Customers can safely store their card 
details within the system. All details are 
stored in compliance with data protection 
requirements. To ensure that details are 
kept secure, customers MUST enter their 
three digit security code each time they 
complete a transaction.

My History 

The history tab will display all parking 
sessions that have been booked by the 
user in the previous 12 months. 

Customers can search for a particular 
session by entering the VRM of the first 
three letters of the parking location.



    
   Key Features and Benefits 

PaySmarti is the cashless parking module from 
Imperial. It allows motorists to pay for parking via the 
web, smartphone, app, phone or computer. 

PaySmarti is part of the exciting PermitSmarti 
development programme that will provide Imperial 
customers with an end-to-end, joined-up, real-time 
solution for parking and permits.

USING THE SERVICE

Customers do not even need to register to use the 
PaySmarti service - they can pay for parking by simply 
calling the PaySmarti booking line (the cost of which 
is included in mobile plans) and entering the 4 digit 
location code displayed on signs around the car park. 

Bookings are confirmed verbally at the end of the call, 
or customers can elect to receive an optional 
confirmation text, charged at a nominal fee.
 
The customer’s mobile number, VRM and full card 
details are retained securely so that if they call again, 
the customer will not need to repeat sensitive 
information. 

If the customer should wish to extend their stay 
before the expiry of their current parking session, then 
they can simply call the PaySmarti number again and 
follow the call prompts.

Mistakes in booking are minimised because the 
motorist is asked, after each item input, to confirm 
they have entered the correct details.

PaySmarti 

• Cost saving- PaySmarti negates the 
need for cash collections, Pay and 

     Display structures and maintenance-      
     therefore introducing a significant 
     saving.
 
• High-compliance- PaySmarti improves 

parking payment compliance and 
     increases on-street spending.

• Customer Support- Customer-friendly 
call-centre staff with unrivalled parking 
experience available to help with any 
queries or problems.

• Social Media- Customer support is 
available on Facebook and Twitter. 

 
• Text to Park- Customers can park and 

pay by text!
 
• Text confirmation- All vehicle 
     registrations are confirmed by text- no      
     more misunderstandings over the 
     phone!
 
• User friendly- Customers don't even 

need to register to use the service- no 
lengthy forms to fill out!

 
• Multi-vehicle- More than one car can 

be registered on one account, making it 
the perfect tool for multi-car families! 

• VAT receipts- Registering on-line allows 
you to view and print VAT receipts from 
any of your parking sessions.



REGISTERING ONLINE: 

Although registering is optional and is not required to park, we do encourage customers to register 
online as it has many benefits including additional product functionality that is not available when 
registering over the phone. 

This includes:
• Access to VAT receipts and parking history 
• ‘Text to Park’ feature 
• Ability to opt-in to receive confirmation and reminder texts 
• Ability to add multiple vehicles to one account 
• Ability to add additional phones to accounts which is a particularly useful feature for families, 
     businesses or individuals with a work phone and a personal phone.

SOCIAL MEDIA 

PaySmarti is active on a variety of social media networks including: Facebook, Twitter, Instagram and 
Youtube. Social media is used to promote the PaySmarti service, run competitions, offers and promote 
local tourism.

HELP AND SUPPORT 

PaySmarti simplifies the parking process by retaining information and allowing customers to top up 
from anywhere at any time. If a customer should make a mistake when parking, then the PaySmarti 
Helpdesk can provide support. Similarly, if a customer makes 3 mistakes when inputting their 
information, they will be re-directed to the Helpdesk who will help them complete their booking. The 
PaySmarti helpdesk is reachable via a standard-rate number, the cost of which will be included in 
most mobile packages. 

PAYSMARTI MISSION CONTROL - BACK OFFICE 

PaySmarti has an additional back-office module that provides a number of financial management 
tools to Council users. 

All data presented to the Council is live and updates in real-time. 

Using PaySmarti’s powerful reports feature, back-office viewers are able to review transaction, 
reconciliation and charge back reports instantaneously. Data can be exported in a variety of different 
formats including .csv which will allow further manipulation in software programmes such as Excel.

In addition to the provision of a reporting tool, PaySmarti also offers the Council a great degree of 
flexibility when configuring parking zones and charges. Any updates or amendments can be made 
using the back-office configuration tool. 



    
   Key Features and Benefits 

LetterSmarti 

LetterSmarti is the intelligent letter-writing module for 
Imperial notice processing software. Fully integrated 
with the back-office database, LetterSmarti creates 
quick and efficient intricate responses based on 
legislation and operational policies by combining 
templates with decision making.

CITIZENSMARTI 

Due to launch in Q3/4 2016, our CitizenSmarti will 
revolutionise the way in which citizens appeal and pay 
their PCNs. A self-service portal will provide assistance 
in challenging PCNs. The same decision tree 
mechanism and integration with 3sixty will guide 
motorists through the steps necessary to provide 
everything necessary to substantiate valid challenges, 
or to discourage them from spurious ones. This will 
reduce the back office effort in evaluating challenges 
as well as reducing the number  which must be 
processed. Most importantly it will  apply the rules of 
the decision engine to help provide a speedy 
resolution and  positive customer experience for 
straightforward cases, without the need for back and 
forth correspondence!

NO MORE COPY AND PASTE 

Letter text is automatically inserted for you, 
removing the need to copy and paste from 
LetterSmarti to 3sixty.

FULL DIRECT INTEGRATION WITH 3SIXTY

LetterSmarti reads the PCN and case data straight 
from the back office system. Users can view case 
evidence - e.g. photos and video - from within the 
letter screen. 

• Intelligence-led - Automatically reads 
      evidence about the case from the 
      database  as required. LetterSmarti can  
      also instantly recognise the status of       
      any case within the system. 

• Revolutionary development - 
     CitizenSmarti will allow you to further           
     achieve your self-service objectives and 
     minimise administrative workloads as          
     the amount of unjustified appeals       
     decreases. 

• Increased operational efficiency - 
     LetterSmarti will allow you to 
     significantly increase your administrative 
     output withouut affecting the quality of  
     correspondence. 

• Case view screen - Users can read view 
evidence from the case view screen 

     simultaneously whilst creating their 
     response. 

• Easy to use - Integrates letter text 
     seamlessly into the correspondence 
     module, removing the need to copy and  
     paste. Incorporates legislative policy and  
     process guidance to provide 
     computer-based tutoring for unskilled       
     users as they work. 

• Secure - LetterSmarti has a full history 
and a Supervisor review facility. 

     



Intelligent recognition of case status enables LetterSmarti to automatically populate the correct 
content based on a PCN’s current position in the legislative process (e.g. pre-NTO).
The system provides an automatic look-up to white list that shows permitted vehicles, e.g. taxis, in a 
bus lane. Once the letter is finished and saved, the case is automatically progressed in 3sixty.
 
CONSISTENT DECISION MAKING 

Your parking policies are encoded into a sophisticated decision tree in line with legislation. The system 
takes the user through questions about the correspondence and ensures the appropriate response is 
created every time. Based on the user’s answers to the prompts, and the specifics of the case, the text 
of the letter will include your approved wording to produce a high quality resolution.
 
IN-BUILT EDUCATION

LetterSmarti acts as a training tool and provides legislative and process mentoring for novice users. 
The user is presented informative education texts in the explanation box to facilitate the decision 
making process, thereby leading to better understanding of the appeal process.
Once the correct decision has been made, further explanatory text summarises the basis on which the 
case has been decided.
 
SUPERVISOR REVIEW 

Some cases fall outside the scope of standard policies. These are referred automatically by 
LetterSmarti for review by nominated supervisory staff.
 
FULL AUDIT HISTORY 

LetterSmarti stores all of the answers that were given to arrive at the decision. The created letter is 
logged into 3sixty where it can be viewed and printed.
 
FULLY CUSTOMISABLE 

Customers are provided the opportunity to define their own pre-set response templates to be included 
in the reasoned decision sent to the citizen. Moreover customers are able have bespoke paragraph 
templates preconfigured that might include various additional information related to or independent 
from the specific case.

EFFICIENT EVIDENCE MANAGEMENT 

Users have access to all audio and visual evidence attached to the case without the need to quit or 
minimise LetterSmarti. In addition, images can be stored in a location specific folders, enabling the 
user to quickly and efficiently browse the evidence. In case of persistent evaders, users have the option 
to insert a PCN table that includes all historical information related to the given VRM.



    
   Key Features and Benefits 

Business Processing 
Unit  
Our award-winning business-processing unit (BPU) 
based in Northampton, provides parking related 
processing services to a number of local authorities, 
NHS Trusts, hospitals, universities and private 
contractors. 

Our high standards of service and customer care 
ensure that over 400,000 Parking Charge Notices and 
Penalty Charge Notices are successfully processed 
every year.

The services provided include: 
• automated and manual call-handling services, 
• incoming and outgoing mail handling, 
• web hosting, 
• correspondence answering, 
• payment banking and reconciliation 
• end-to-end Notice processing lifecycle 
     management service from Notice issue through to  
     debt collection.

Every aspect of this service is carefully managed to 
ensure that a high level of quality and customer care 
is maintained while attaining realistic targets based 
on sound industry benchmarks.

Our back-office staff are qualified to the highest 
industry standard. We have implemented a 
comprehensive and continuous development and 
training programme to ensure all staff are able to 
enhance their existing skill-sets and expertise.

As well as unrivalled notice-processing expertise, the
customer-focused culture of the BPU means staff also
concentrate on delivering a distinct and defined 
customer experience that exceeds initial expectation.

• Personal customer service - With an 
      emphasis on quality, each customer who 
      calls the BPU will benefit from a         
      high-standard of customer service        
      from our  qualified back-office staff. We  
      offer a manual call handling option to  
      ensure that your customers speak directly  
      to a person and not just an automated  
      line. We are staffed Monday-Friday 
      between the hours of 9 and 5.

• Tailored experience - We recognize that in 
enforcement, there is no ‘one size fits all’, 
so we offer a range of competitively priced 
and flexible options, tailored to suit your 
needs. 

• Clear and transparent SLAs - All areas of 
managed software provision based on 

     Service Level Agreements with key 
     performance targets.
 
• Quality monitoring - A selection of our calls 

are monitored against our scoring matrix 
to ensure that our high standards of quality 
are being maintained at all times. Calls are 
scored out of 100 points and many of the 
staff refer to the scoring matrix whilst on 
a call, using it as a check sheet / memory 
aid. Incoming calls are fronted by an IVR 
system giving the caller the option to speak 
with an operator or to make an automated 
phone payment. 



* Call centre
 
  - Operator manned 
  - Payment and enquiry line 
  - 24-hour Automated Telephone 
    Payment line

*Managed web system 

  - Online payments 
  - Online Appeals with evidence 
    (photos, copies of permits, etc.)       
    upload facility for motorist. 
  - Evidence and photos viewable by  
    motorist online

*Full debt recovery cycle 
 
*Back office processing and 
reporting software

*Reconciliation and 
 banking
 
  - Banking of PCN income        
    directly into the client           
    account
  - Reconciliation of all               
    funds cleared into
    dedicated account  

*Reports
 
 - Agreed suite of performance  
   reports published monthly     
   to include an overview of all 
   cases issued and current 
   status. 
  
   A financial income statement   
   /reconciliation report broken  
   down by area/site

*Written Appeals
 
   - Challenge decision-making based on client               
     enforcement and cancellation policies 
   - Letter responses sent to customers by 
      preferred route (email/post) 
   - Scanned image sent to car park manager               
     where client decision required 
   - Full independent appeals system governed
      by Independent Appeals Service

* Mail despatch
 
  - Statutory Notices and Correspondence 
    Replied enclosed and mailed 1st class on the               
    premises at Imperial  
  - Full audit trail and proof of posting recorded

 
*Quality audit trails
 
  - Procedures comply with legislation, 
    industry standards and best practice 
  - Outgoing letters are checked for quality and                 
     recorded against audit logs 
  - Incoming phone calls recorded for training               
    and monitoring 
  - ISO 9001 accreditation for the processing               
    centre operations     



    
   Key Features and Benefits 

Hosting  
Our system is supplied as a hosted, managed solu-
tion. The system is hosted within our own facilities at 
our head office in Bristol with a disaster recovery site 
at our operations centre in Northampton.

Our service is available 24 hours a day, 7 days a week 
and has uninterruptible system monitoring. 

We replicate file and database changes between 
the data centre servers and our operations centre in 
Northampton where we have contingency servers to 
provide business continuity. 

With comprehensive disaster recovery and business 
continuity in place, over thirty years of software 
expertise and an ever evolving solution, hosting with 
ICES can provide your company with many benefits.

• Growth - When your organisational data 
grows, your infrastructure must also 
grow. We have extensive hardware and 
software resources that can help you 
scale smoothly and easily. 

• Cost Efficiency - Hosting with us reduces 
your costs by removing the need for big 
capital outlays on hardware and data 
centers, as well  as the payroll required 
for regular maintenance and upgrades.

• Security - We have extensive security 
measures in place to ensure that your 
data is secure. 

• Customisation - Every business has a 
unique need and budget. We will help 
you develop a highly-customized hosting 
environment specifically for your 

      company’s needs.  Because needs        
     change – sometimes rapidly – our model  
     is built to adjust to customer needs     
     quickly and efficiently.  

• Maintenance - ongoing maintenance, 
upgrades, and system monitoring 

     require IT resources and an internal         
     commitment to keep up with new        
     releases and patches. 
     With our hosted software solution, you  
     can keep your internal resources focused  
     on important projects and leave the on 
     going maintenance chores to the 
     managed services team. 



    
   Key Features and Benefits 

Training 
Our dedicated Training Academy provides all the 
training and skills-development support that you 
need, both today and in the years to come. 

Our practical experience and industry knowledge 
will provide your team with the best possible training 
support to secure nationally-recognised qualifications 
and to develop specific skills within your enforcement 
operation. In addition to our systems training, we also 
offer training and examination courses for WAMITAB 
qualifications and bespoke courses designed to 
provide on-going skills development within your team 
and to provide supplementary training in key areas of 
civil enforcement.

All tutors are CIPD-qualified and experienced in the 
subject and business area being delivered.

• Flexibility- We are keen to provide 
      training in a way that causes the 
      minimum amount of disruption whilst     
      incurring the lowest possible costs.            
      Training is typically classroom base and  
      can be delivered either at Council 
      premises or at one of the Imperial
      Training suites in Bristol or Northampton.

• Experience- All Imperial Trainers are 
CIPD qualified and have at least 5 years’ 

     experience in delivering training courses  
      for Imperial products. They will also have  
      been involved at all stages of the design      
      of the programme. 

• Documentation- All training courses are 
supported by clear training 

     documentation. Imperial provide printed     
     copies for each trainee as well as 
     editable electronic copies so that you can     
     make amendments. 

• Train the Trainer- We can also train staff 
within your organisation to deliver the 
training programme. These staff would 
typically be either dedicated trainers of 
system experts who carried out the User 
Acceptance Test
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Appendix 1:  
Quality and Project 

Methodology 



Our commitment to quality is unparalleled in the parking enforcement industry. This is evident in the 
success of the projects ICES has been involved in and has resulted in a large and happy client base. 
We recognise that in an industry that is defined by specific legislation, it necessities the adherence to 
the strictest quality standards. Consequently, we have developed quality management systems that 
can be used internally and externally to ensure the software and services ICES provides meet 
customer needs and expectations.

We meet to review our products, procedures and customer service regularly as well as responding to 
information gleaned from our customers, our user and steering group and the market in general.

We are: 

• Registered under the Data Protection Act – as an organization what develops a suite of
  software applications based around relevant legislation, we appreciate the importance of              
           complying with all relevant legislation pertaining to the provision of services and solutions. 
           All personal information received from customers will be treated in accordance with the Data  
           Protection Act 1998. 
• Industry accredited – We are a member of the British Parking Association and a member of the  
           Independent Parking Community (IPC) ensuring we maintain high standards of operation. 
• ISO 9001 certified – Imperial Civil Enforcement Solutions is ISO 9001 certified 
• We operate in accordance with ISO 27001 Information Security Management quality standard  
           and constantly review our approach to both physical and logical data protection structures to  
           ensure security of our customers’ data and to ensure that we provide an uninterrupted service  
           to our clients. 
Our current measures include: 
•  Extensive physical security measures in place at both our data centres in Northampton and  

     Bristol including: 
  • Heavy duty bars
  • Metal doors
  • Physical intruder detection system provided by ADT who will also dispatch a    
                                response unit whenever the alarm is activated 
  • All external doors require passcodes and security tokens for access. 

All data is subject to formal anti-malware protection – external spam and anti-virus scanning is 
provided by Message Labs and internal provision is through the use of Kapersky’s anti-virus and 
security suite which covers malware, anti-virus and anti-spam. This is updated weekly or as often a 
new update is communicated. Firewall protection is provided by SonicWall NSA 240 plus Sonicwall 
3500 firewall. 



The system is hosted within our own facilities at our data centre in Bristol. The disaster recovery site 
is within our operations centre in Northampton. The data resides on a Dell Equalogic PS4000 SAN 
with virtual machines on Dell R610 (dual quad core) servers. Replication takes place to identical 
equipment in the disaster recovery site. All servers, power, firewall (SonicWall FW500s / TZ100s), 
switch (PowerConnect 6224s) and network connections are duplicated for resilience in the primary 
data centre. 

The primary and disaster recovery data centres are triangulated with 10Mb connection into a BT 
21st Century Network and a direct 10Mb line between them.

Access to the system is provided by a VPN over a BT 21st Century Network link, with fallback 
allowed for by VPN on public Internet links.

For all managed infrastructure solutions we have visibility of the components and of the network. 

We use monitoring software to check availability of all servers and internal and external termination 
points of network links. Monitoring stations use external GSM connections on uninterruptible power 
supplies to notify staff immediately in the event of failure of any component.

For business continuity, ICES replicates file and database changes between the data centre servers 
and our operations centre in Northampton where we have contingency servers to provide business 
continuity. A central failure risk register is maintained to analyse the mitigated and unmitigated 
impacts of potential component failures to maximise uptime. The recovery process is tested 
internally on a quarterly basis.

ICES uses Sonicwall firewalls to filter traffic between the outside world and internal servers, with 
multiple distinct DMZs for different server and client environments. Public facing web servers 
communicate with internal databases through an additional data services layer to provide a secure 
cut-out (on the assumption that any public-facing Microsoft server will eventually be compromised). 
External spam and anti-virus scanning is provided through MessageLabs and internal provision is 
through the use of Kaspersky’s anti-virus and security suite, which covers malware, anti-virus and 
anti-spam.



OVERVIEW 

We have a reputation for winning work and bringing a fresh thinking ‘can do’ approach with us, 
providing real value for our customers. For the duration of the project, we will provide you with an 
unrivalled team brought together to provide an end-to-end solution, a collaborative approach with 
real resilience, expertise and motivation to ensure a seamless implementation of your chosen solution.

PROJECT MANAGEMENT METHODOLOGY

ICES recognises the importance of effective project management (in accordance with PRINCE2 
methodology) in all system applications, with clearly-defined responsibilities for each element of the 
project including all configuration requirements, acceptance testing and quality control.
A project manager is designated for the respective project teams of both parties and a joint project 
launch meeting is held at the start of the project where all tasks are clarified, defined and assigned 
and a clear contact map is agreed between both teams. Subsequent project management activities 
are then subject to the agreement of both team managers to ensure consistency and compliance with 
agreed targets.

PROJECT APPROACH:

ICES utilises a project process based on PRINCE2 methodology that, whilst practical and 
straightforward, contains sufficient rigour to address the demands of time, cost and quality. PRINCE2 
is based on sound project lifecycle principles and has been adapted to meet the particular 
characteristics of infrastructure, application and services design and implementation core to the ICES 
business. ICES believes that the involvement of British Land throughout the project is essential if its 
full potential is to be realised. A phased approach ensures that deliverables are produced in line with 
planned objectives, building to an effective and successful implementation. 

RISK MANAGEMENT:

There are two distinct types of risk to be considered as a part of the project:

• Project Risk - a risk that affects the implementation process. This will be managed through the  
           process and maintenance of a Risk Log, which will describe each risk in turn, outlining its      
          nature, likelihood, impact and the planned countermeasures to reduce or negate the risk. 

• Operational Risk - a risk that affects the on-going operation of the solution. This will be 
  managed through a Risk Assessment document to identify Operational Risk and this will   
           describe each operational activity in turn, the potential risks, likelihood, what system facilities  
           are planned to reduce or negate the risk and a sign-off to confirm the implementation of those  
           facilities. 

These documents are maintained by the ICES Project Manager and reviewed on a regular basis.
 
ICES PROJECT RESOURCES:

Each project managed by ICES is based on a set of standard templates. These templates have been 
refined based on lessons learnt over hundreds of project cycles. This provides ICES with a set of 
realistic, tried and tested methodologies for successful project delivery. 



These templates are used to create an internal project delivery plan that is accessible to all ICES 
project managers, together with all project documentation including emails. This enables another 
ICES project manager to quickly pick up another project manager’s projects in the case of anticipated 
or unanticipated absence.  

ICES utilities a team of dedicated project technical resources. For continuity, typically one or two 
technical resources are allocated to a project during the planning phase. The use of standard 
configuration and installation approaches, with all information stored on the internal network in 
standard configuration control documents, enables other technical consultants to assist in a project, 
should the need arise; for example, due to unanticipated absence or workload.

This approach facilitates the continuity of project resources whilst also enabling technical resources to 
be readily added to a project to ensure ICES project milestones are delivered on track.

Configuration: 

System configuration for each customer is undertaken in a controlled manner using a combination of 
consultancy and a variety of standard documents and client-approved methodologies. Typically a 
two-day configuration workshop is arranged (depending on the complexity of the scheme) where you 
can explain the details of their operations, such as which reports they use, geographical information 
etc. Configuration control documents are provided to allow this information to be specified quickly 
and accurately.

From the supplied information, ICES configures the system precisely to the required specification. The 

User Acceptance Testing procedure required follows the completion of the installation programme. 
This provides the users and IT managers with an extra opportunity to test the configuration and report 
any necessary changes that need to be incorporated before the system is signed off. Any future 
configuration requirements after go-live are then managed as part of ICES support desk.

PROJECT LIFECYCLE TESTING AND QUALITY ASSURANCE:

Each project or sub-project follows the following stages:
1. Planning
2. Data gathering
3. Configuration 
4. Installation
5. User acceptance testing training
6. User acceptance testing
7. Go live training
8. Go live
9. Handover to support

Although user acceptance testing is the stage primarily involving testing, each of these stages form 
part of the testing and validation process, to ensure a robust system implementation.



We have an unrivalled first-line team of support engineers who will give you advice and rectify any 
technical difficulties you may experience. The ICES Support Desk is available between the hours of 
8am to 6pm, Monday to Friday (excluding bank holidays). You can also raise a support call via email 
or leave a message 24 hours a day 7 days a week. 

To ensure high standards of service, we have designed a priority calls matrix to ensure that your query 
is responded to as quickly and efficiently as possible. 


