CHALLENGESMARTI - GUIDED
SELF-HELP APPEALS TOOL
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CHALLENGESMARTI: AN OVERVIEW

CHALLENGESMARTI IS A CLOUD-BASED SELF-SERVICE SYSTEM THAT PROVIDES MOTORISTS WITH AN ENHANCED CUSTOMER
EXPERIENCE, PROVIDING TRANSPARENCY OF YOUR ORGANISATIONAL POLICIES. CHALLENGESMARTI ENABLES YOUR CUSTOMERS TO
MAKE INFORMED DECISIONS REGARDING THEIR CHALLENGES.
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- Emergency / beyond
. driver's control
Parking Reasons that relate to something unexpected
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happening to the motorist that must be seen to
immediately

o

| became unwell while driving
Pay and Display PRD) of Cash\ess. -

| parked at the location because my child needed
the toilet

| stopped because of an emergency situation

My passenger became unwell while | was driving
Permits

My vehicle had broken down

| heyond Ariver's contiol

Tmergenty My vehicle was cloned

My vehicle was stolen

Penalty Charge Notice
(PCN) wrongly / unfairly
issued
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Faster payment settlements

Imperial customers have experienced increases of payments by up to 23% within 14 days since introducing ChallengeSmarti. Quicker
payments also mean a reduction in the cost of DVLA enquiries for customers paying beyond 28 days.

ChallengeSmarti includes a ‘pay now’ button at all stages in the Challenge process, to streamline the option for the customer if they
choose to abandon their challenge.

Significantly reduces incoming correspondence

Our customers have found ChallengeSmarti to reduce incoming correspondence by 31%.

One-touch approach improves the quality of challenges and reduces the need for back and forth communication, saving time for both
the citizen and the back office staff.
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Assisted challenge process provides transparency of < 2 o CEETE
your organisational policies WEST HILL 2727
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This enables the customer to make an informed
decision whether to continue with their challenge I SR [

or make payment. ChallengeSmarti helpfully
guides the customer through the organisation’s
cancellation policy in a similar way to an appeals

| was only a few minutes late back to my vehicle

We would not normally cancel a Penalty Charge Notice (PCN) for this reason which may be because:

C le rk . « Your vehicle was parked in a location where parking for any length of time is not permitted
o e.g.. parked causing an obstruction, or in a restricted area.
« Being late back to your vehicle is not relevant for this contravention.
o e.g.. if you returned to a limited waiting bay within the no return period, the driver is responsible for parking in accordance with the
regulations.

Branded with your ‘look and feel’

If there are any additional mitigating circumstances you would like us to consider, please select 'Continue'.

ChallengeSmarti is completed with your -
organisational branding, and text can be determined

by each individual Imperial customer, ensuring that Privacy and Cookies

all outgoing communication from your organisation 62019

to your service consumers is presented in a
consistent and appropriate tone.




Links to your website
Additional information, for example links to your help centre, can be embedded into the text to provide another level of flexibility and
enhanced customer service.

Two-way integration with 3sixty (back-office

system)

Integration with 3sixty means
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details from the back-office system. WEST HILL — ‘
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ChallengeSmarti can then suggest the

challenge reasons most applicable to ’ A ChallengeSmarti

their case, saving the customer time. '

Contravention evidence is also displayed Please upload a file to

in ChallengeSmarti, which may affect the continue Cancel | R

customer’s decision to challenge. Please upload a copy of your supporting

This will allow us to examine your case more
carefully

Guides the user to upload appropriate

You may upload up to 3 files.

evidence Each file must not be greater than 5MB in size and

.. must be one of the following types:
Cha[lengesma rtl |nf0rms your CUStomerS « Scanned document or photo in JPEG format
WhICh pleces of Supportlng eVIdence -gsgr)med document or photo in JPEG format
they should upload to help provide a « P format (41

Choose an action
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speedy resolution and positive customer
experience.
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Mobile and Tablet Optimised

In 2020 the share of monthly active mobile
internet users in the UK reached 90.3%
(ONS, 2020). ChallengeSmarti is mobile-
optimised, helping your customers to make challenges and payments wherever, and whenever is convenient for them. Furthermore
customers can scan evidence to support their challenges directly from their phone camera.

Encourages Compliance
Providing clear information of your policies will increase your customers’ knowledge and encourage compliance.
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