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_ Transportation Services
I  Discussion
@ What is APQO?
@ The MATRIX
@ What about APO with Distinction
@ Selecting a site reviewer
@ Strategies for data collection
@ Strategies for data organization
@ What counts as evidence?
@ |s now the time for APO?
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TEXAS A&M UNIVERSITY
AM Transportation Services

What is APO?

INTERNATIONAL

PARKING

II I INSTITUTE

ACCREDITED
PARKING

ORGANIZATION™

Standard of Excellence

Industry Best Practices
Ongoing Evaluation & Improvement

transport.tamu.edu




TEXAS A&M UNIVERSITY
Transportation Services
I~ What about

APO With Distinction?
» Must meet each of the 25

required criteria for this

designation in addition to o ACCREDlTED
80% of all other criteria for N PARKI NG
Accred|tat|0n. N ORGAN'ZATIONTM

» Meet 80% of the APO with

Distinction criteria.

transport.tamu.edu




II'E:;SnAS&gc:rrftl:t?gTr: Services
I  The MATRIX

Governance and Organization-8s
Marketing and Communication-12;
Safety, Security and Risk Management-9
Data Management and Security-12s Sustainability-101
Regulations, Enforcement, Adjudication and Collection-21;
Personnel Education and Development-11s

Access Management-8s Asset Maintenance- 97
Access and Revenue Control-22s

Planning and Monltoring-8s Custormer Service-10:e



TEXAS A&M UNIVERSITY
AM Transportation Services

Selecting a
Site Reviewer

transport.tamu.edu



EVIDENCE

nission and/or vision

Mission

Debbie

Initial When Your Portion is Complete

correspondence.

Therese:Lynn: Melissa

Debbie

d short-term planning

Appeals; W/L; always customer in mind; construction
planning; Lot 83 policy planming; RV mtgs

Debbie

Therese;Lynn; Melissa

Debbie

Eellev: Anne; Therese

Kelley: Therese; Lynn

Therese;Julie K ellev:Lvnn

Therese

Therese

Mhelizsa

Therese

Therese

Therese

Therese

Therese

- training program for all staff. | [PI training; annual evals; departmental training Kelleyv; Anne; Therese
Eeceptionist and CSU go to CSU for CS tramning; SPEV Ecelley: Therese; Lynn
all staff. Julie's umit's training; Cindy Campbell: 5SPEV videos Therese;Julie Kelley:Lytin
Email;phone, live chat;annual survey; random survey Therese
:tomers. Email:phone. ive chat;annual survey: random survey Therese
1 manimum). Survey Monkev Melissa
2. Alt Trans; Wheeler Weds; Fix Flat; Gas; Chargze; Therese
Therese
Therese
ance tickets or citations. Appeal; Pay: In Person; Call; Chat Thereze
email. text, or in- person. Therese
Melissza
Hub kudos; in responses to cust; Star Awards; Holiday Debbie

Melizsa

nis. Conducts contests, specig
juct or relationship to its

Food for fines; iPads for compliance; tnck or treat; permit
contest; wheeler weds; earth day

Thereze; MMelissa

Debbie

ther tasks.

T[Tl students; Lot 88; Counting at N5G: Duich

Foon; Melissa: Debbie

Therese; MhMelissa

and acts upon the results of th

Mode split; Satisfaction survey/Lot 23, etc.

Melisza; Debbie

Fon; Melissa; Debbie

Melis=a; Debbie

vent parking.

TTI plan: Julie's plans: Lynn's plans

Lvnn

Lvnn




1.0 Governance and Organization

2.0 Planning and Menitoring

3.0 Financial Budgeting and Financial Mgt

4.0 Customer Service

3.0 Persennel Education and Development

6.0 Access and Revenue Control

7.0 Asset Maintenance

8.0 Regulations, Enforcement, Adjudication and Cellection
9.0 Safety, Secunty and Risk Management

10.0 Sustainability

11.0 Access Management

12.0 Marketing and Communication

13.0 Data Management and Security

14.0 Third-Party Contractors and Service Level Agreements
Administrative Info

Matrix

Strategies for
data organization

i

TEXAS AZRM UNIVERSITY

Transportation Services



1.0 Governance and Organization

1.4 2016 RV Manual - KME
1.4 ARC manuals - KME
1.4 Baseball Manual 2016 - KMK
1.4 Cashiering C5 - KME
1.4 Customer Service Admin Process -...
1.4 Football Manual 2016 - KMK
1.4 Mew Employee Training

1.4 Mew Training bd
vianual Remote SE - KMEK
RogiEpass Information and Proced...
1.4 Basic Register Procedures C5 - KMEK
1.4 Borrow-A-Bike Procedures - KME
1.4 Cashier POS Station Manual 5E - K.
1.4 Dept Video Transcript C5 - KMK
4 Gameday Procedures Spec Ev - KMK

1.4 How to Use BPP C5 - KMEK
1.4 M5F Procedures C5 - KMK
1.4 Permit Inventory Process - KME
1.4 Proper Barricade Stacking - KME
1.4 STUDENT WITHDRAWL PROCESS ..
1.4 The Records Retention Procedure ..
1.4 Transportation Serivees Rule Policy..,
1.4 Tweet Deck Instructions C5 - KMK

1.4 Waitlist Import to Excel Procedures...
1.4 Waitlist Move Prep C5 - KMEK

A4 44 4.4 .42 .41 41411

1.2 Debbie Hoffman T5 Asscciate Dire..,
1.2 Division of Finance and Admin Or..,

1.2 Doug Williams T5 Director job duti...
1.2 Kenny Kimball T5 Assistant Directo...
1.2 Parking Rules Web Page T5 - KMK

1.2 Peter Lange T5 Asscciate VP job d...
1.2 Systemn Offices Org Chart - KMK

1.2 TAMU Rule Parking T5 - EME

1.2 University Accountability Transpar...
1.2 University Leadership Web Page - ...

1.2 University Rules Page Showing Rol...

1.1 Education Code Enabling Leg - KMEK

1.1 TAMU Rule Transportation Services...

Strategies
for data
organization

i
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and Finandiice?
Management

FY 2034

FY 2035

vice

(il

== Projected Res
- Required Res

~=Debt Service

Maintains and regularly
reviews capital plan
AND
Produces monthly report of
revenues and expenses
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University Police Department m ‘ TEXAS A&NI SafEty, Secu rity
— & Risk
Management

TEXAS A&M UNIVERSITY EMERGENCY TELEPHONES

NORTH DISTRICT Conducts testing and drills
EMERGENCY PHONE SURVEY FOLLOW-UP TUESDAY, JANUARY 24, 2017 AND

AND

7-9560 ACADEMIC/HARRINGTON MALL

Documents safety and risk
79509  |LEGETT

BRAZOS COUNTY management practices
7-9048 MILITARY WALK @ BEUTEL HEALTH
CENTER

2-1756 BEUTEL BACK DOOR HANDICAP RAMP.
BRAZOS COUNTY/911 BUTTON ONLY
2-1746 BEUTEL/WEST ENTRANCE

BRAZOS COUNTY/211 BUTTON ONLY
7-9527 LECHNER HALL

7-9508 HAAS HALL

7-9511 MCFADDEN HALL
I M

7-5396 HUGHES HALL CANNOT DIAL OUT. FIXED.

TEXAS AZRM UNIVERSITY

Transportation Services



EDUCATION CODE
TITLE 3. HIGHER EDUCATION
SUBTITLE A. HIGHER EDUCATION IN GENERAL
CHAPTER 51. PROVISIONS GENERALLY APPLICABLE TO HIGHER EDUCATION

SUBCHAPTER A. CONTROL OF FUNDS

Sec. 51.202. RULES AND REGULATIONS. (a) The governing
board of each state institution of higher education, including
public junior colleges, may promulgate rules and regulations for
the safety and welfare of students, employees, and property, and
other rules and requlations it may deem necessary to carry out
the provisions of this subchapter and the governance of the
institution, providing for the operation and parking of vehicles
on the grounds, streets, drives, alleys, and any other
institutional property under its control, including but not
limited to the following:

(1) limiting the rate of speed;

(2) assigning parking spaces and designating parking
areas and their use and assessing a charge for parking;

(3) prohibiting parking as it deems necessary;

(4) removing vehicles parked in violation of
institutional rules and regulations or law at the expense of the
violator; and

(5) instituting a system of registration for wvehicle
identification, including a reasonable charge.

Governance & Organization

Documentation of the
organization’s authority and
jurisdiction

i
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Transportation Services Mission Statement

Transportation Services is an empowered team of professionals dedicated to providing efficient, dynamic
and innovative fleet, parking and transit services to the community. We support the teaching, research
and public service mission of Texas A&M University, with focus on customer service and communication.

Transportation Services Vision Statement

Our vision s to be the premier transportation services provider in the nation.

Both are available to the public at: http:/itransport.tamu.edu/about.aspx

TEXAS A&M UNIVERSITY MISSION STATEMENT

Texas A&M University is dedicated to the discovery, development, communication, and application of
knowledge in a wide range of academic and professional fields. Its mission of providing the highest
quality undergraduate and graduate programs is inseparable from its mission of developing new
understandings through research and creativity. It prepares students to assume roles in leadership,
responsibility and service to society. Texas A&M assumes as its historic trust the maintenance of freedom
of inquiry and an intellectual environment nurturing the human mind and spirit. It welcomes and seeks to
serve persons of all racial, ethnic and geographic groups as it addresses the needs of an increasingly
diverse population and a global economy. In the 21st century, Texas A&M University seeks to assume a
place of preeminence among public universities while respecting its history and traditions.

Governance & Organization

Mission and Vision
statements are current and
available to the public

i
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Iransportation Services is an empowered team of professionals dedicated to providing efficient,

dynamic and imnovative fleet, parking and transit services to the community. We support the teaching.

research and public service mission of Texas AGM University, with a focus on customer service and

communication. Our vision is to be the premier transportation services provider in the neation.

Governance & Organization

Mission is current and
available to the public

i

TEXAS AZRM UNIVERSITY

Transportation Services



i Governance & Organization
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Vendor/Service App Check

1. Scan in paper vendor/service apps
2. Open scanned form and verify the company account is set up with info in each field
highlighted below:

a. Last Name (Company Name)
b. Classification (Pay in Full Customer)
c. Subclassification (Pay in Full Company)
d. Permanent Phone e .
e. TAMU Classification (Vendor/Service) Governance & Organlzatlon
f.  Employee Title (Type of Company) Policies and procedures

Customer Type (Tndingual v | are documented

MNarme Prefix | v |

First Name | |

Middle Mame | |

Last Name |BRITT RICE ELECTRIC |

Mame Suffix lj|

COMPASS 10 Mumbser

! |
| [
AggielD | |
| |
' |

Access DL [

Classification
Subclassification
Disallow Checks
Campue Phone
Local Phone
Permanent Phone

Negistration Snapshot

| Fay in Full Customers ¥ |

| Fay in Full Company T |

7]

| | AM

| | :
|(g?g]593.4u?5 | TEXAS AZM UNIVERSITY

|SOMP.PIFC. VD PIF G 04 - TI'EI ﬂﬁ-pﬂrtati'ﬂn SE WiCES




W) . SRS Admin Links Flex Dispatch Kronos | DiStinCtion:
v i Customer Service

Gives credit to the team

Mission

Transportation Services is an empowered
team of professionals dedicated to providing
efficient, dynamic and innovative fleet,
parking and transit services to the
community. We support the teaching,
research and public service mission of Texas
A&M University, with focus on customer
service and communication.

TR X
Vehicle Maintenance workers Effian McWhorter, Austin Morris & Marthew Pruski were tasked with

Installing'@llthe new radios on buses, Para vans, Transit vehicles & Shop vehicles. Great job, fellas!
: O000@0000

Vision
Our vision is to be the premier transportation
services provider in the nation.

K[ [sanezgranon

i
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Distinction:
Customer Service

Gives credit to the team

i
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Distinction:
Customer Service

Gives credit to the team

i
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Distinction:
_ 2 . Customer Service

Gives credit to the team

- " TRANSPORTATION
' ‘ SERVICES

TEXAS A&M UNIVERSITY

i

TEXAS AZRM UNIVERSITY

Transportation Services




FLEX RETURNED CHECK PROCEDURE

Check to see if student is Billable or Non-Billable.

Go to receipt and “reverse receipt”

— PR TLE LA R EF LT L

1
Total  £0.00 [ Check Out ] Vermior

istory 353037 Reprint Receipl

% Customars (0]

MName - UIM Group Name

Receipt Number 353037
O create .

Data 11/13/2008 . , n —
g s ) Financial Transactions (1)
o :_Ecenti | Paym-ent Method Blectronic Check Transaction Description Creation Due A
o E:::';;“r Reference Trace: 993KMHH2I43755E Date. Date

Payment - Citation e

O pProcessing Agency ® [ onenoaa0 11/13/2008 (s

G Monitoring System

Amount Before Tax £30.00
O configuration
My Sattings vendor & Service Tax £0.00
Amount $30.00

Vendor & Service Tax FExempt  No
User W3

Cash Drawer Web Svc Drawer

B Pemits (0]

Fermit Status Effective  Expiration Permit Cont

Humber - Dabe Cate Armount Grou
Dus

Includa History

Then, go to citation paid or permit purchased, and click “Apply Fee” and click “save”

If more than one citation, pick any citation to add NSF.

T — MUVIRNIE FUKWAKLD FUK FLU=

PP~ EQ@ARMTIAlG AR L,ESSY

=]
Total $0.00 [ ck

Ed|address search|

E 083600330

Adjust Price/Fee(s) Citation Number
Transfer/Share Fine

Issue Date
Mark As Uncollectible Issue Time
Reduce To Warning
Void Citation
Write Off Citation Permit Number

Date for extended appeal

Reinstatement Date
Place on Admin Hold

Edit Citation

Name .
083600330 . JACKS
11/12/2008
R
Licens
905001440 & TX-¥Y3

Generate Letiar Officer Walker, Shawn LN Appeal
Print Record Violation Code Improper Parking Appeal

Personnel Education
& Development

Provides formal instruction on
functional responsibilities and

procedures

i
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1.
2.

3.

CREATING A NEW UNIVERSITY VEHICLE IN FLEX

Click Insert Vehicle

Enter the license plate (without the dash) and click Next
Step 1 Step 2

Enter Vehicle Information.

State TEXAS -
License Plate 1120300|
Plate Type MA -

Plate R=g Exp Month

Flate R=qg Exp Year

il —-—

Enter the TAMU followed by the four digit vehicle number in the Vin field, select the Vehicle

Make, Vehicle Style and Year then click the Save button:
Step 1 Step 2

Enter Detailed Information.

State TEXAS
License Plate 1120200
Plate Type MNA

Plate Reg Exp Month
Plate Reg Exp Year

win TAMUZO51

Vehicle Make CHEVROLET -
Wehiclz Model -

Wehicle Style WaN i

wehicle Color

Year 2011
CL Engraved on Frams? =]
Wehicle is Retired D

Ignore Vehicle for duplicates? D

“Cance | “revieus” “Save |

Personnel Education
& Development

Provides formal instruction on
functional responsibilities and
procedures

i
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Posting Appeal Outcomes
Go to Search Appeals in Flex
Search by Appeal Number or Appeal UID

Look at Citations tab on the right and see if there is an amount due. If the amount due is 0.00 and the Appeal Board
reduces or grants the appeal, then there will need to be a refund given to this customer.

To Post the Decision

Select....Apply Results

Select the decision made from the Appeal Decision Worksheet.
Click [Mext]

Select the Appeal Note code, here is a list you may print out- M:A\Customer Services\Procedure
Manual\Adjudication\Responses. The list is in numeric order, which is what is used on the Appeal Decision Worksheet,

but FLEX has no numbers and the codes are in alphabetic order.
If it is a reduction, you will need to adjust the fine by using a negative number.
The Reinstatement Date should be already filled in and will be the day you are posting.

Judgment Decision Description is where you type any additional comments ar if the Appeal Board selected more than

one note code (you may copy and paste from the note code page above)

Make sure the Address field is blank. Choose (TAMLU EMAIL) for students and choose (BPPF EMAIL) for employee appeals.
If an email address is not available, you will need to choose a mailing address and print the letter out and mail it. The
Email Delivery Format should be changed to (PDF File as Attachment). The Letter Template should be (TAMU Appeal
Results).

Click [Finish)]

When the letter pops up close it out unless it is a letter for mail and then continue to the next appeal. | use a highlighter

on the Appeal Decision Worksheet to keep track of the appeals that have been posted.

Regulations, Enforcement,
Adjudication & Collections
AND
Personnel Education &
Development

i
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Citation Appeals Process

The appeal process allows a customer to appeal a parking citation believed to have been issued in error.
The appeal form must be completed within 14 calendar days of the issue date of the citation. Appeals that
are submitted beyond the fourteen-day period or appeals that are vague or incomplete will be rejected.

There must be substantial and valid evidence that the parking violation was not committed, or that it
occurred due to circumstances beyond the customer’s control. Valid documentation of the evidence
must be provided when the appeal is submitted. When appealing pay by space violations, please
submit your receipt or the last 4 digits of the credit card used to pay, including payments made by
Parkmobile. Copies of bank statements will not be accepted.

The following reasons are considered as frivolous and not valid as a basis for appeal:

Other vehicles were parked improperiy;

Only parked illegally for a short period of time;

Stated failure of parking officer to ticket previously for similar offenses;
Late to class or appointment;

Inability to pay the amount of the fine;

No other place to park.

Appeals may be filed online. Public access computers are available in computer access labs on campus,
in many public libraries and at our Customer Assistance Center in 108 Koldus.

Lack of knowledge of the regulations, for example, new to campus or have not reviewed regulations;

Regulations,

Enforcement,
Adjudication
& Collections

Transparent and publicly
available appeals program

i
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Transportation Services

A | TEXAS AgV

] YTERSITY

October 17, 2016 UID-3046

-AMELLIA CT

COLLEGE STATION, TX 77840

Motice of Parking Citation

Citation #: 1686800335 License Plate #: ACJ196
Issue Date: 10102016 740 PM State: TEXAS
Violation: Improper Parking” Vehicle Make- MOFED
Amount Due: 330.00 Vehicle Color: BLACK
Permit #: TMOTDOS30

Total Due:  $30.00
Owr records indicate that you have an ocutstanding balance. Pay citations online. Use your VISA, AMEX,
MasterCard, Discover, or ACH (online payment from your checking or savings account):

hitps:/itransport tamu.edu/account/paycitation/search.aspx . Online payment is available 365 days a year.

You may also make your payment at the Transportation Services business office located in 108 Koldus during
the hours of 2:00 AM - 5:00 PM, Monday through Friday (except when the University is officially closed) or mail
a check. money order, or credit card information to the address below. Checks must be made payable to
TAMU; please include your citation number with payment sent by mail.

Regulations,

Enforcement,
Adjudication
& Collections

Offers Appellants Access to
Multi-Level Review Process

i
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Personnel
Education and
Development

Provides formal instruction
on functional responsibilities
and procedures
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DAYSHIFT ASSIGNMENT LOG

DATE 01-06-2017 336 280 264 CSS 398 388
OIC Asst. Dispatch Asst. LPR 5031 LPR 5032
Officer Area Assignments
1 UA 2A 2B I&4 5 BUSH 6 7 8A 8B WCA 8C 92A 9B
99a, 99b, 47,50, 51, 15, 16, 54. Asbury — 41,43, 111, 30D, 30E Lot 104 Kimb / 122 a-c, 18, 72, 73, 36 -101 37-92
W-X Row, 57,58 55 Lot 30C 113, 110 G Bush - 70 107, 108, 98.114
Ball St Kimb 112,114
119
286 264 314 314 314 286 264 368 368 280 280 388 388 308 398
Vehicles
4643: 4742: 4743: 5014: 5015: 5016: 5017: 5041 5042: 5043: 5056:
XXX XXX XXX XXX XXX XXX XXX XXX XXX XXX Asst. OIC
5092: 5093: 5094: 5099: 5175: Giant: Trek 1: | Trek2: Fuji 1: Fuji 2: | Frontier: | Sierra:
XXX XXX XXX o1C Supervisor XXX XXX XXX XXX XXX XXX XXX
Stationary Time Officer Lot Counts Time Officer
Wk 1 Mon & Wed
LOT 48 1300 398/314 Area 7 60 1130 - 1330
LOT 60 1300 280 Area 8B 74,67 1130 - 1330
LOT 62 1300 388 Area 8C 1R8,73,98 1130 - 1330
WCA 114 1130 - 1330
Area A 24, 36A, 36B 1130 - 1330

Regulations,

Enforcement,
Adjudication
& Collections

Conducts daily shift briefings

i
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' ?:;;As&ggxgﬁt?zz Services
Is now the
time for APQO?

O O

9,

RO

transport.tamu.edu




Say......YES! to APO
S ACCREDITED

“PARKING

N ORGANIZATIONT”

Debbie Hoffmann, MS, CAPP

M University Transportation Services
dhoffmann@tamu.edu
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