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Professor Donald Shoup continues his campaign against improper parking on the west side of Los Angeles. As he told the LA city councilman where the violations occurred: 
“Automobile repair shops are a valuable asset to the community, but this one regularly uses the sidewalk on Santa Monica Boulevard as a parking lot for its operations.” The picture
shows a LA Parking Enforcement Officer’s car waiting for the traffic signal at the intersection. The Officer waited patiently for the light to change, but did not cite the illegally parked
cars. Is there any chance that the PEOs have been instructed not to cite cars parked on the sidewalk on Santa Monica Boulevard? Or is it possible that the offenders have found a way
to convince the parking enforcement officers to overlook the violations?
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school in Bloomfield, CT. In his senior
year at college, Harth started a valet busi-
ness in Southern California in 1981 and
shared his idea with his friends. Lazowski
and Karp followed suit in Hartford, CT, and
Boston.Although LAZ Parking grew at a
steady pace, it didn’t really emerge on the
national parking scene until it partnered
with Morgan Stanley to operate the invest-
ment bank’s lease from the city of Chicago
– the 9,200-space, four-garage complex in
Millennium Park. In the process, they also

caught the attention of the French parking
giant Vinci Park.

“Vinci was looking to expand in the
U.S., and the timing was perfect,” says
Karp. “With their investment in LAZ, we
now have substantial financial horsepower
to scale the business.”

LAZ went on to purchase Classified
Parking in Dallas, and to complete the
merger and partnership with Harth’s Sun-
set Parking in Southern California.

“We promote from within where pos-
sible. Our employees start in on the front
line so they can learn the business,” says
Lazowski. “It doesn’t matter what the
name of the company is; it is only as good
as the people on your team.”

“We work very hard to maintain our
culture and values that come from our
modest backgrounds growing up in a small
town,” adds Karp. “We want to remain pas-
sionate about our company and maintain
the family atmosphere. We realize that as

t was as if they were all sitting
in the same room, saying the
same things. But the inter-
views took place a month

apart and in three separate cities.
Alan Lazowski, Jeff Karp and
Michael Harth have the same busi-
ness sense:

“It’s like a family. Your company is
only as good as the people in it. You can’t
forget your roots. This is a hands-on busi-
ness.”

All these basic philosophies permeate
the discussions that Parking Today had
with the three best friends who now run
LAZ Parking.

Lazowski is the CEO and provides the
vision and direction. Karp oversees the
Northeast and now, with the acquisition of
Sunset Parking, Harth the West Coast.

The three are friends since middle

I
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Get Results 
with AutoVu
The AutoVu LPR solution by 
Genetec allows you to 
significantly increase parking 
revenues. With the most 
accurate license plate 
recognition technology, 
AutoVu automatically 
identifies vehicles at entries 
and exits, eliminating client 
and employee fraud at your 
parking facility. Find out how 
Genetec’s AutoVu solutions 
can dramatically facilitate the 
management of your parking 
facility at www.genetec.com    

BY JOHN VAN HORN

Friends in College, Friends in B

Laz Parking’s Michael Harth, Alan Lazowski, and 
Jeffrey Karp.

LAZ PARKING



we grow staying true to who we are
and where we came from is our No.
1 strength”.

While it had been slow but
steady growth for many years,
LAZ Parking began a more aggres-
sive growth strategy less than eight years
ago with the opening of regional offices in
Atlanta, Washington, DC, New York, Dal-
las and Chicago.

It came together in spring 2008 when
LAZ acquired Sunset and merged their
operations. Three best friends from age 13
were now full time partners working
together. 

“The melding of our two corporate
cultures was a slam-dunk,” says Harth.
“Because of the deep roots of our friend-
ship for over the past 35 years, we have
similar core values, which we have trans-
lated into our business model. It is a joy for
Jeff, Alan and me to be working together;
it’s a natural evolution as we have remained
very close and consulted with one another
on our businesses throughout our careers.”

“It was ironic (that) when we began
comparing our two operations, we found
the basics to be very similar. Our best prac-
tices were nearly identical,” says Lazowski.
“All three of us live our passion. It’s some-
thing we do every day.”

“Of course we make mistakes,” says
Karp. “Everyone does. Someone isn’t
always going to make the right decision.
It’s our response to the mistakes that
counts.”

“If you let people work their way up
through the ranks, other employees see that

and realize that with dedication they
can do the same,” says Lazowski.
“Our partner and COO, Michael Kuzi-
ak, started with me as a valet shortly
after we opened in 1981; without him,
we would not be where we are today.” 

“Being able to hire someone at a
hourly rate and move them up the lad-
der through mentoring, coaching and
training, so that they can join the ranks
of senior management, is extremely
rewarding to witness,” says Kuziak,
who has been a key player in the com-
pany’s expansion over its 27-year his-
tory and knows first-hand the impor-
tance of everyone working together to
build a positive reputation.

“We hold a weekly conference
call with all our regional managers.
Each gets to talk about their successes
for the past week. It’s great to hear
what is going on in the different
regions; plus, it provides motivation.
A discussion of a new project or the
results of a sales call gets everyone in
a positive mood.”

LAZ Parking currently operates
750 parking facilities in 17 states and
88 cities, managing in excess of
250,000 parking spaces. It has 3,200
employees and more than $200 mil-
lion in parking receipts.
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Business Vinci Park
Philippe Princet, the International Director for Vinci Park, talked with
PT earlier this year. “The relationship with LAZ is a good one. They
bring expertise to Vinci – expertise in valet, stack parking, service and
their unique culture. We bring technological expertise and, of course,
resources,” Princet said.

Vinci believes in local control of operations in which they invest. “You
will never see a French guy running a local, non French business,”
Princet said. Their operations, until their foray into Canada, where they
purchased Central Parking’s 150 contracts covering 53,000 spaces,
and their investment in LAZ, were in Europe where they operate in 13
countries.

“We were a bidder in Chicago and in touch with LAZ after the deal. The
idea is to grow in the States with a partner that knows the culture and
the territory. We are not a short-term player; we are in for the long term.

“We love technology, and we hate cash. It’s expensive to collect,
transport, and is always a problem to have in a car park. It’s best to
move to a technology that does not rely on cash,” Princet said.

“Our goal is to be the best before we are the largest.”

Karp, Lazowski, and Harth at an earlier time.
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lightly more than a year ago, thousands of
commuters driving past the Penn State Mil-
ton S. Hershey Medical Center in Hershey,
PA, noticed something a bit out of the ordi-

nary – a large number of cranes and construction vehi-
cles dotting the horizon and busily working to trans-
form the bare landscape into something completely dif-
ferent.

Now, about one year later, a five-level, 1,500-space, pre-
cast/prestressed concrete parking structure has emerged, along
with a state-of-the-art cancer research center.

The medical center serves not only as the primary hospital for
the Hershey community, but also as the medical school for Penn-
sylvania State University. As a teaching facility, the medical center
wanted the opportunity to bring cutting-edge cancer research
directly to the patient’s bedside. This new facility and expansion
necessitated the need for increased parking to accommodate the
increased traffic.

Walker Parking Consultants served as the primary parking

BY FRANCIS EDGAR

engineering consultant for the Hershey Medical Center College of
Medicine Parking Structure project. It was designed by Payette
Associates of Boston; Gilbane Building Co. served as construc-
tion manager.

Following several initial meetings with Gilbane during the
very early, basic-concept stage of the project, an acceptable design
alternative with additional a la carte design features was submitted
and eventually the $7.8 million precast contract to produce and
erect the precast/prestressed concrete products for the four-bay
structure was awarded

Erection of the precast concrete began in December 2006 and
was completed within four months. Said Gilbane Project Execu-
tive Dennis Vance: “We were very impressed with how quickly the
precast was installed. Even though some underground geotech and
sinkhole issues put us a bit behind schedule, the rapid pace
achieved in erecting the precast helped us to make up that time.”

All together, more than 390,857 total square feet and 6,007
lineal feet of precast products were produced out of a Chambers-
burg, PA, plant for the project, which included precast columns,
beams, solid slabs, double tees, column covers, shear walls, light
walls, spandrel panels and stair units.

Hershey Medical Center Adds

S
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Four stair towers are located within the structure – two of
which were designed as unique features, particularly when it’s
lighted up at night. The design by Payette Associates was
indeed a challenge for the stair producer, Castcon Stone of
Saxonburg, PA. It produced the 17 stair units in the main park-
ing garage for Nitterhouse Concrete Products. The stair units
were designed as a double-cantilever with minimal support,
and a second stair unit hanging off it. The integral stair land-
ings were supported by a tree column below, with a small area
on one side of the landing. The reinforcement was configured
with low-deflection criteria due to the minimal support avail-
able. Castcon’s ingenuity in designing the structural stair units
resulted in a stair system that complemented Nitterhouse’s
architectural and structural precast design.

Precast/prestressed concrete can be manufactured in
varying lengths and widths, and the producer can provide
valuable input in recommending the most cost-effective lay-
out for each application to achieve maximum loading and
clear spans with minimal columns.

Francis Edgar can be contacted at fedgar@Nitterhouse.com. 

New Structure

PT
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Northeast:
Ber-National Automation 
Rochester and Western NY 
585-482-8525 
www.bernational.com 

Ber-National Controls, Inc. 
Central NY and Syracuse 
315-432-1818 
www.bernationalcontrols.com 

Entry Guard Systems 
Virginia 
804-423-6523 
800-488-3519 
www.entryguardsystems.com

Richard N. Best Associates, Inc. 
PA, NJ, DE, MD 
215-945-9240 
www.rnbest.com
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Hanen Electric 
Indiana, Kentucky 
812-948-1493 
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ProTech Access 
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713-776-8324 
www.protechaccess.com
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Access Control Systems LLC 
TN, KY, MS, AL 
615-255-4466 
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Florida Door Control  
Florida 
321-254-8011 
www.fdc.com
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Georgia, Alabama 
770-496-0366 Ext 214 
www.itrofgeorgia.com

JL Roberts & Associates 
Louisiana, Mississippi 
504-831-8113

Southern Time Equipment Co. 
The Carolinas, 5 locations 
800-849-5654 
www.southerntime.com

Canada:
Ontario Parking Systems Ltd. 
London, Ontario, Canada  
519-667-1482 
www.ontarioparking.com

PARC Automation Inc. 
Toronto, Ontario, Canada  
866-225-7272 
www.parcautomation.com

Stinson Equipment 
Montreal, Quebec, Canada 
514-766-3567

Mexico/Puerto Rico:
Automatic Control Technology  
San Juan, Puerto Rico  
787-782-6006 
www.automatic-pr.com

Automatizacion y Trafico Alto 
Mexico 
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» The Leading Network of Access 
Control Systems Integrators 

» Your One-Stop Resource for Design, 
Contract, Installation and Service

» Unique Depth of Knowledge and 
Services Beyond Your Expectation  

Complete Systems Integration 
for Parking...and Beyond.

Contact your local PARC Group integrator today:

New Products
SPACE-RAY LINE OF POSITIVE-PRESSURE LOW-
INTENSITY TUBE HEATERS

Space-Ray has introduced a
line of positive-pressure low-
intensity infrared tube heaters
with a patent-pending innovative
Tube Integrity Safety System
(TISS) that provides additional
safety for building owners. 

Available in natural and
propane gas, the new PTS/PTU Series tube heaters use positive
pressure to push products of combustion through the heavy-duty
calorized aluminized or alumatherm steel combustion chamber. The
heat exchanger is available in heavy-duty hot-rolled steel or as an ALC
option in calorized aluminized steel for high humidity/corrosive envi-
ronments.

The heaters come with a choice of one-stage or two-stage input
controls for added flexibility and a totally enclosed burner box that
places all the power, thermostat and gas connections in one central
location for easier installation and maintenance. By being fully
enclosed, the noise level of the heaters is below 60 dB(A), making
the heaters ideal for applications where minimal noise is desired.

For more information, log on to www.parkingtoday.com and click on
“Products and Services” and then “New Products.”

DECORATIVE BUMPER-POST SLEEVES 
Never paint bollards again

and improve your facility’s
appearance with the Ideal
Shield Decorative Bollard
Cover. Slide the polyethyl-
ene thermoplastic cover over
existing steel post for a virtu-
ally maintenance-free bollard

that eliminates painting. Reduced shipping cost compared with the
traditional concrete or cast iron bollard.

The Ideal Shield covers are available in hundreds of colors and mul-
tiple sizes. Designs include the Pawn Bollard, Cinco Bollard, Ribbed
Bollard, Metro Bollard and Architectural Bollard. OSHA Yellow, Red,
Hunter Green, Architectural Brown and Dark Grey are our standard
colors. Custom colors available to match any color scheme. Create
your own custom look with, pillars, emblems, rings, grooves – what-
ever you need. 

Ideal Shield also manufactures bumper-post sleeves, guardrails,
handrails, clearance bars, cart corrals, bike racks and rack protectors.

For more information, log on to www.parkingtoday.com and click on
“Products and Services” and then “New Products.”

HIGH-POWERED WHITE LED
BULB CONSUMES 3.3 WATTS

LEDtronics introduces an addition to
its line of drop-in replacement MR16-
styled / GU10-based LED bulbs: high-
powered 3.3-Watt LED lamps. Two
major advantages distinguish this new

bulb from other GMR16 LED lamps. First, it is engineered to handle
the variations in voltages that may accompany “noisy” or “dirty” AC
(but not DC) power supplies, eliminating potential burnout from
incoming voltage that is higher than the lamp’s capacity. Second, the
new 3.3-Watt MR16/GU10 bulb eliminates the need to stock a vari-
ety of LED MR16/GU10 bulbs to coordinate with different voltages
that power sources of 80-260 volts AC may present, simplifying pro-
curement and inventory procedures.

For more information, log on to www.parkingtoday.com and click on
“Products and Services” and then “New Products.”



EXTREME CCTV UPGRADES
WZ SERIES BULLET CAMERAS 

Extreme CCTV’s WZ18 and
WZ20 Integrated Day-Night bullet
cameras have been upgraded for
enhanced capability, reliability and
ease of installation. Improved
backlight compensation and auto-
white balance produce greater
picture detail. New external cam-
era controls and zoom lens adjust-
ments allow simpler, tool-free con-
figuration, while a local video port

enables in-field monitoring. Additionally, a window heater ensures
effective imaging in cold temperatures. Incorporating an IP66 housing
and Extreme CCTV night vision, the WZ18 and WZ20 cameras are
all-weather, 24/7 surveillance solutions with applications in numerous
markets.

For more information, log on to www.parkingtoday.com and click on
“Products and Services” and then “New Products.”
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New Products

MADVAC INTRODUCES
LR50 ALL-WHEEL-DRIVE
OUTDOOR VACUUM 

The Madvac LR50, expertly
designed to meet the cleaning chal-
lenges of today’s busy streets, is a
high-profile, cost-efficient cleaning
machine that safely and effectively
cleans city sidewalks and parks. This
all-wheel-drive parking lot vacuum
also can reach more confined places

and safely vacuum next to pedestrians.
Features of the Madvac LR50 include: 

Patented straight-through suction 
80-gallon-capacity litter container
28 hp Kubota diesel, liquid-cooled engine
8-inch-diameter suction hose
Power-assisted vacuum arm
Available in gasoline, diesel and liquid propane

For more information, log on to www.parkingtoday.com and click on
“Products and Services” and then “New Products.”

BIRD-DETERRENT
PRODUCT CATALOG FROM
BIRD-B-GONE 

Bird-B-Gone Inc., a leader in
humane and effective low-cost bird
deterrents, has announced its sum-
mer 2008 catalog. Bird-B-Gone prod-
ucts are the highest quality bird deter-
rents found on today’s market and
carry the longest guarantees. The cat-
alog features a complete line of bird
deterrents to help solve virtually any
pest bird problem. The full-color, 45-

page catalog includes such Bird-B-Gone classics as the Bird Spike
2001 and Bird Net 2000, and features new products such as Bat Net
and new hardware. Products include bird spikes, bird netting, Shock
Track, audio/visual deterrents, live traps, hardware and more.
Products are proudly made in the USA.

For more information, log on to www.parkingtoday.com and click on
“Products and Services” and then “New Products.”

PT

Valet Parking Conference in Boston!
Valet Operators Welcome
November 12-14, 2008,  Jury’s Boston Hotel
• Keynote Speaker:  Chris McChesney of Franklin Covey
• Guest Speaker Insurance/Claims:  Jonathan Lanza 
 of Amity Insurance
• Guest Speaker Cashless Systems:  Gary Neff of Amano McGann
• Round-table Discussions on Recruiting and Cash Theft
• Supervisor Certification Program
• Valet Olympics Planning, Hosted Affiliate Member Social
• Hosted dinner at Grill 23 & Bar
• Network with industry experts

www.NVPAonline.com
Become a Member

Valet Parking Conference in Boston!VVallett PParkkiing CConfference iin BBostton!!

For more information call Peneli Tims, NVPA Executive Director
760-753-4004 ext. 203 • peneli.tims@sunsetparking.com
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noon, 6 p.m., etc. What if, when you looked at that information,
you found that the garage was never full. There was always about
10% vacancy in this 1,000-car garage. At a minimum, that would
tell you that you could sell at least 100 more monthlies. And at
$300 a month, that’s $360,000 that isn’t going to the bottom line.

What about non-renewals? In most garages, the monthly park-
ers are “month to month.” If you have 800 monthly parkers, the
chances are that in any given month, what, 50 or so, won’t renew.
Perhaps they moved, changed jobs or found a better place to park.
It’s easy to figure out the average. Just go back for the past year

and check to see just how many didn’t
renew each month and pull the aver-
age. (If you don’t know how to pull an
average, as “The Donald” would say,
you’re fired.)

Let’s say the number of non-
renewals each month averages out at
40. Then one could assume that you

could sell an additional 40 spaces each month (in addition to the
numbers above), because you know that 40 folks aren’t going to
show up every month.

What about shift work? Depending on the area your garage
serves, this can make a huge difference in the number of monthlies
one sells.

Years ago I audited a hospital in New York. It was a big place
and had a number of garages. They were in the process of justify-
ing another garage. They had 1,200 people who needed to park,
but only 600 available spaces. What to do, what to do?

It took me six months of heavy selling to convince them they
didn’t need another garage, but they did need a bit of creative sell-
ing with their monthly parking.

It’s like this: Staff in hospitals (doctors, nurses, support per-

y experience has told me that one of the
biggest issues in bottom-line loss in
garages is not in the daily receipts but in
the monthly or contract parkers. 

I strolled into a garage office in a major Midwestern city
recently and there was a memo from the manager to the staff: 

“We are full – please sell no more monthly permits.”
Many questions immediately came to mind. 
How do you know the garage is full? How many people are

on the waiting list? Do you know
what the physical occupancy is at var-
ious hours during the day? How many
people do not renew their permits
each month? Are you selling permits
based on 24-hour usage, or do you
sell permits based on when the cus-
tomers need to park?

The answers were typical. The manager knew the garage was
full because he knew about how many daily parkers he had each
day, how many monthly permits he had sold, and how many spaces
there were in the garage. Add the first two together and compare it
with the third, and there you have it. 

Well, no, not really. First of all, there is this thing in garages
called “turnover.” That is, how many people aren’t there at any giv-
en time for whatever reason. People take vacations, are sick, have
to make sales calls, are in the office only three days a week, etc.
Therefore, the actual number of monthlies you have sold isn’t as
important as the number of monthlies that are in the garage at any
one time.

Most good revenue control systems can give you a spread-
sheet of just that information. How many are in at midnight, 8 a.m.,

PT The Auditor

M
Lot Full – Not Really

That’s $360,000 that isn’t
going to the bottom line.
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DESMAN
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212.686.5360
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Washington DC
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sonnel) work strange hours. Few work a “normal” 8-5 shift. Oper-
ating rooms are active at all hours, the emergency room is open
24/7 floor nurses work three shifts, some work three 12-hour shifts
on, four days off and so forth. 

With a bit of creative card issuance and a system that allows
for control of cards by time and day (most do, and if they don’t,
they should), you can assign a lot of people to a relatively small
garage. In this case, we were able to assign more than 1,300 peo-
ple to the little over 600-space garage and there was always space
for them. 

This was made easier because this was a monthlies-only
garage and had no daily parkers.

But what about your typical garage? If you look at it, most of
the time it’s empty. It may fill completely during the day, but what
about nights, holidays and weekends? You could fire cannons
through the place. 

Why not market that time to people who live in the surround-
ing areas. Many may work on the other side of town and need to
park only between 5 p.m. and 8 a.m. and on weekends. There are
systems that track those cars and turn them into daily parkers if
they stay over their allotted time. You can invoice them for the
additional time. 

Of course, take a look at local hotels and restaurants that have
valet services. Most are used only at night. Here’s a great way to
increase your revenue and “sell” that unused space.

Take the time to realize what “lot full” really means. I know
someone that kept selling monthlies forever. It was like creating a
vacuum, you never really “fill,” but there are always a few spaces
that are empty. It depends on the demographics of your garage
population.

Woof!!

PT
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�AWID
AWID presents the lowest
cost line of long range
UHF parking access
readers along with a
complete family of
cards/tags. With
guaranteed read ranges
and a matching Door
Access Reader which
operates using the same
low cost cards, the AWID
LR-2000 Parking Access
Reader and UA-612 Door
Access Reader are
perfect for office
buildings, schools,

hospitals, housing developments and apartment buildings.

For more information, contact Awid
tel: 408-825-1100; fax: 408-782-7402
e-mail: sales@awid.com
www.awid.com

CASIO �

Casio Improves
Popular IT-3000

Mobile Computer
Casio America Inc. has

released the IT-3100
mobile ticketing device.

The IT-3100 offers an
improved display with

exceptional outdoor
viewability. Additionally the IT-3100 includes increased RAM

(128MB), and new operating system, Microsoft CE-5.0. This allows
even greater compatibility and flexibility to comply with wireless

communications standards and software environments. The IT-3100
still offers the important features of the IT-3000, including

Integrated 3” printer, Imager/Barcode Scanner, MagCard Reader,
and all-in-one construction for best durability and user effectiveness.

For more information, contact Casio 
tel: 585-624-2562; fax: 408-738-8220

e-mail: elenhard@casio.com
www.casio4business.com

�DOORKING, INC.
Barrier Gate 
Auto-Spike System
The DoorKing model 1603
Barrier Gate Operator /
Automated Spike System
is designed as a modular
system allowing for easy
flexibility in different
applications and easy
installation. The 1603
operator is designed with
many advanced features
and mechanically links the
spikes to the barrier arm.

The 1603 auto-spike system is ideal for parking lots, rental car
agencies, schools, car dealerships, government agencies, or in
any application where a higher degree of traffic control is
preferred.

For more information, contact Doorking, Inc.
tel: 800-826-7493; fax: 310-641-1586
e-mail: info@doorking.com  
www.doorking.com

�SKIDATA, INC.
The Access Company
SKIDATA designs,
develops and
manufactures an
intelligent, scalable
parking access/revenue
control system. We offer
full system integration
from a single source,
from entrance to exit
lane equipment, booth

equipment, auto-pay machines and advanced software to a vast
array of ticket technologies. Our systems are service,
maintenance and user-friendly. We have installed the
technologically superior APT450 and Parking.Logic Systems in
North America and around the globe.

For more information, contact SKIDATA, Inc.
tel: 908-243-0000; fax: 908-243-0660
e-mail: info@skidatausa.com
www.skidata.com

� TRANS-TECH  
The RedStorm™ Parking Space Counting System
is a wireless differential space counter for all size
parking facilities. It counts vehicles entering and

exiting a parking garage, counts spaces available
on each level, tracks important statistics, and

displays available spaces to motorists in real-time. 
A stand-alone system, the RedStorm requires no

special software or computer, is cost-efficient and
easy to install, and can be integrated into new or

existing parking facilities.

For more information contact Trans-Tech
tel: 888-811-7010; fax: 814-836-8401

e-mail: brianv@transportation-tech.com
www.transportation-tech.com

INTEGRAPARK  �
IntegraPark offers
PARIS, the premier
billing and receivables
system for monthly
parkers. PARIS may be integrated with many popular card
access systems. PARIS automates collections with credit card
charges and bank drafts, ensures compliance with complex lease
terms, and more. 
IntegraPark’s Geneva application uses data from your revenue
control system to track and analyze your operations, then posts
the financial results to your General Ledger system. 

For more information, contact IntegraPark, LLC
tel: 888-852-9993; fax: 281-656-4466
email: ruth.beaman@integrapark.com
www.integrapark.com

Product Focus
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�TOLEDO TICKET, CO.
The Toledo Ticket Company produces “tickets of every
description.” Our product line includes bar-coded and magnetic-
striped machine readable, hand-issued, valet, pay & display,
pay-by-space, and spitter tickets-fanfold and roll-style, for
thermal/nonthermal revenue control parking. Additional parking
products encompass access cards, scratch-offs, validation
stamps, monthly hangtags, coupon books, plastic/vinyl
hangtags, and window/bumper stickers. We’re certified by
parking equipment manufacturers in all 50 states and 30
countries, and can print up to nine colors. ToledoTicket.com 
1-800-533-6620

For more information, contact Toledo Ticket, Co.
tel: 800-533-6620; fax: 419-476-6801
www.toledoticket.com

�SOUTHLAND PRINTING COMPANY, INC.
Spitter Tickets
Machine readable spitter tickets commonly needed for
revenue control systems such as the MAGNETIC
STRIPED, BAR CODED and PUNCH CARD variety.
We are producing these type tickets for any and all brands
on the market. A partial list of spitter machine
manufacturers we service is: • Amano Cincinnati  • Amtel
• Ascom Elsydel • CPE • Cincinnati • DataPark •
Designa • Federal APD • FKI • GWE • Mabyc • Magnetic
Automation • PPI • PSI • Scheidt & Bachmann • Secom •
SkiData • Stanley • TickeTech • TrafPark • Trindel • WPS
• Zeag.  Be sure to ask for our Fifth Edition, Parking
Product Line Catalog.

For more information or samples, contact Southland Printing, Co., Inc.
tel: 800-241-8662; 318-221-8662; fax: 318-221-8738
e-mail: info@southlandprinting.com
web: www.southlandprinting.com

ZEAG USA, INC. �
Zeag USA with its corporate office in
Minneapolis, Minnesota, is a member
of the Zeag Group an internationally

active organization providing
innovative solutions in parking

automation.  Zeag USA offers a full
range of access and revenue control

equipment including credit card
capable entry and exit machines, pay-

on-foot equipment and on street
metering systems.  From smaller

facilities to those with 20,000 or more
spaces Zeag USA has the ability and

experience to exceed your highest
expectations.

For more information, 
contact ZEAG USA, Inc.

tel: 952-277-1833
fax: 612-235-3328
www.zeagusa.com

�DIGITAL PRINTING SYSTEMS
Digital Printing Systems has been satisfying the ticket needs of the parking industry
for over thirty-seven years.  We produce a full line of machine dispensed, hand
issued and jumbo numbered tickets.  Accurate and reliable machine readable tickets
(bar codes, magnetic stripes, thermal and punched) are our specialty.  We have
validation stamps and hang tags. 

For more information, tel:  877-375-5355; fax: 626-334-5663
e-mail- info@dpstickets.com • www.dpstickets.com
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everal months ago, my wife and I
went to a local restaurant for din-
ner. We arrived and were seated
quickly. So far, so good. Then we

sat there over the next 20 minutes waiting
on service. No one came to take our
drink order; no one stopped by to see if
we had questions about any of the
dishes on the menu. 

When the timer in my head hit 30 min-
utes, and we still had no service, we decided
to leave. As we were walking out, the manag-
er asked us how our meal was. I made it a
point to tell him that we had been waiting for
30 minutes and no one had stopped by our
table. His only comment was, “I’m sorry.
Maybe next time we’ll get it better.”

Next time? There won’t be a next time for
us at that restaurant. In fact, I recently drove past and
noticed that the restaurant is now out of business. No
wonder! 

Unfortunately, providing low levels of customer
service seems to be the norm, not the exception. In
the parking and transportation industry, customers are
increasingly frustrated at the lack of good customer
service. 

However, with the increased competition faced by
most organizations, parking companies should be working
to improve customer service as a competitive advantage. It’s
time to get back to the basics of treating others the way we
want to be treated. We have to remember that we are customers
as well, and we have certain expectations about how we want to
be treated. 

When Bob Pittman ran Six Flags, providing exceptional cus-
tomer service was so important that he instituted the “10-5 Rule.”
It stated that when a theme park customer moved to within 10 feet
of you, you made eye contact. When the customer moved to with-
in 5 feet, you greeted them. 

I believe we need to go beyond the 10-5 Rule and institute
the “20-10 Rule.” If someone gets within 20 feet of you, they
get a smile and a wave. If a person gets within 10 feet of you,
they get a smile, a wave, and a friendly hello from you. 

It is important to note that providing exceptional customer
service is an idea that must permeate the entire organization.
Everyone, from the most senior manager to the newest cashier,
should be expected to follow the 20-10 Rule with all customers,
including our internal customers –that is, other employees. Your
associates will treat your customers the same way that they are
treated by you. 

In fact, Lanier Parking Solutions takes the concept of the
20-10 Rule so seriously that I offer $5 on the spot to any associ-
ate who catches me not following it. 

Exceptional Customer Service
Admit it. We all like to be recognized. We like to see a

smile, a wave, and to hear a friendly hello as we enter a place of

S
BY MARK MORRIS

A Smile, a Wave, and a Friendly Hello! –

Three reasons the
“20-10 Rule” is important
for any parking operator:

•  It creates exceptional customer service for
external and internal customers.

•  It creates a feeling of safety for our
customers. 

•  It creates a level of security for the property
of our customers.



business. Look at successful companies such as Moe’s Southwest
Grill and Chick-fil-A, two Atlanta-based restaurants. 

On entering a Moe’s, the first thing you hear is several loud
voices calling in unison, “Welcome to Moe’s!” Walking into a
Chick-fil-A, the first thing you hear is “Thank you for choosing
Chick-fil-A.” These greetings have been carefully designed to
make you feel welcome.

When you break it down to the bare minimum, customer serv-
ice is actually about customer “feel-
ings.” Consider how you feel when a
sales associate at a department store
calls you by your name when returning
your credit card. Even though it’s obvi-
ous that they read your name on your
credit card, it still makes you feel spe-
cial.

Not only does this recognition make the customer feel good, it
also makes the company’s team members feel good as well.
Research shows that when we treat others nicely, our brains release
endorphins, which make us happier. 

We have to remember that there are many other places to park
and many other places to go for entertainment. When a customer
is making the decision to go out for dinner, a movie or the theater,
we don’t want a prior bad parking experience to be the deciding
factor to go elsewhere. 

Finally, in the wonderful book “The Power of Nice,” Linda
Kaplan Thaler and Robin Koval observe that good deeds ben-
efit the Doer, by making him or her feel good and potentially
establishing an important connection, as well as the Receiver
of the good deed. They continue with the observation that
“you have to treat everyone you meet as if they are the most
important person in the world, because they are. If not to you,
then to someone; and if not today, then perhaps tomorrow.” 

Think about that the next time you have a chance to greet
someone in your parking facility. 

Feeling of Safety
In addition to the customer service issue, the 20-10 Rule

also helps our parking customers realize a feeling of safety for
themselves and their vehicles. By smiling, waving and greet-
ing the customers, our associates let them know that we are
physically present on the property.

In the parking and transportation industry, our customers
have a certain level of anxiety when leaving their second
biggest investment, their car, in a parking facility. Additional-
ly, many of us are not excited about the prospect of walking
across a big parking lot alone, when there are so many hiding
places.

By smiling, waving and saying hello, we are providing
customers with a friendly face in an environment that at first
appears hostile.

Security
While we don’t like to admit it, there are people who are

out to do bad things to others. There are people who walk
through parking facilities with criminal intentions foremost
on their minds. They are looking for an easy target where their
chance of getting caught in the commission of a crime is very

low; unfortunately, parking facilities meet these criteria. 
When we greet these people, we are letting them know we are

actively watching what’s happening on the property. In turn, these
people move on in search of an easier environment in which to ply
their trade. 

Customer service is all about customer feelings. Our goal is
to instill a good feeling about the organization through our interac-
tions with customers. This creates a positive image of us and our

organization. Remember the old saying
that “squirrels are nothing more than
rats with good publicity?” 

Exceptional customer service adds
value and credibility to what we do and
who we are. Something as simple as a
smile, a wave and a friendly hello! can
pay off in huge dividends when prac-

ticed consistently. So, practice the 20-10 Rule daily; your cus-
tomers will reward you. 

Mark Morris is Director of Organizational Development for Lanier
Parking Solutions in Atlanta. Contact him at 
mmorris@lanierparking.com.
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– The ‘20-10 Rule’ in Customer Service

Next time? There won’t
be a next time for us.

PT
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have written many times about
the “new” system of street
parking we have in the UK. It’s
loosely based on the Washing-

ton, DC, program: i.e., responsibility
for enforcement went from the police
to city hall. 

It seemed like a good idea: The people
who provided the parking would set the pri-
orities for enforcement, and police resources
would be freed up. Fines paid to the govern-
ment would be replaced with charges that
would be used to fund local projects. Drivers
would be protected by an independent adju-
dicator, who would act as a final resort. All
this operates in a regime where the council
must not operate parking to raise money.

That’s the theory, and some councils
have certainly behaved with complete probi-
ty; others can best be compared with kids let

BY PETER GUEST

NOTES FROM BIG BEN …

I
loose in a candy shop. Anyone can make a
mistake; that’s why the adjudicator’s there. 

Unfortunately, it’s becoming more and
more obvious that some councils are work-
ing on the principle that anything they get
away with is OK if it makes money. Indeed,
some elected members are now admitting
that their sole objective for parking is to
make money, because that way they keep
the local taxes down and get re-elected.
They apparently haven’t yet worked out that
most of the people who are getting screwed
by the parking regime also have a vote

Well, the motorists have had enough
and, since the councils are ignoring the
adjudicator’s warnings, drivers are now
looking at other law to stop what they see
as little more than municipal banditry. Pub-
lic law says that councils must act properly;
it’s called wilful misconduct if they don’t,
and officers and councillors can do time if
they deliberately don’t obey the law. 

In several towns, the police are now
investigating complaints of wilful misconduct, because coun-
cils have carried on doing things that they have been told is
unlawful by the adjudicators and even the government. If a
council collects money that it’s not entitled to and doesn’t pay
it back, it’s false accounting. The councillors have to pay back
the money from their own pockets, and if it’s more than
$4,000, they get kicked out. 

Cases have been filed. Also, we have an independent
local government ombudsman who investigates maladminis-
tration; he’s in on the act. All in all, I think that in the next few
months, there are going to be a lot of unhappy people in local
government and more than a few vacancies in parking
offices.

How to Commit Professional Suicide 
in Three Easy Steps

My local council has just signed up to join the people
described above. They put in parking meters in the local
shopping street where none were needed. The law says they
must consult, and the consultation must be meaningful and
approached with an open mind. Unfortunately, they ordered
the meters before the consultation so, Strike 1. 

The signs and marking must comply with the law; they
don’t. Strike 2. 

The local councillor responsible admitted the markings
were wrong, tried to change them and still they’re wrong, and
said this doesn’t affect the ability of the borough to collect
money and write tickets. (This guy is on the adjudicator’s
management committee whose annual report says, “Authori-
ties may not enforce parking where the signs and markings
do not conform to the law.”) Strike 3, you’re out. 

When I told the local councillor that it was wrong, his

There’s a Storm Comin


