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Ref [Scenario Campaign Required Evidence (Where possible the evidence should be Decision | First Rep Case Cancellation Code (if Date Date
sought before decision being made ) Rule Escalation required) Introduced | Modified
Applicable | Required
Y/N?
1.1 |A representation states that the driver of the vehicle was All If the contravention footage or other evidence
required by Law to stop or detained by the Police at the provided shows that the driver was required to C111A - Required by Law to
time of the contravention . stop by Law or there is a police interest sticker on Accept N N stop
the vehicle
All OR request relevant evidence to be provided A police letter or custody
within 14 days. If relevant evidence is supplied, sheet correctly relating to C111A - Required by Law to
accept the representation. the contravention Accept N N stop
location, date and time.
1.2 A representation states that the contravening vehicle was All If the contravention footage or other evidence )
a Police vehicle on official duty at the time of the provided shows a police vehicle on official duty Accept N N €0004 - Police duty - form
contravention. then accept the representation. 4737 or similar
All OR If it is unclear that the vehicle is a police A 4737 Form or
vehicle, request further evidence. equivalent letter signed C0004 - Police duty - form
by a senior Police officer. | AA°CePt N N 4737 or similar
1.3 |A representation states that the contravening vehicle is All If the contravention footage or other evidence
an Ambulance. provided shows an ambulance on official duty then Accept N N C0005 - Ambulance duty
accept the representation.
All OR If it is unclear that the vehicle is an Ambulance, |A 4737 Form or
request further evidence. equivalent letter signed Accept N N CO0005 - Ambulance duty
by a Senior Officer.
1.4 |A representation states that the contravening vehicle is a All Reject the representation. There is no exemption X
Veterinary Ambulance. in place for Veterinary Ambulances. Reject N N N/A
1.5 |A representation states that the contravening vehicle is a All If the contravention footage or other evidence
Fire Brigade Vehicle. provided shows a Fire Service vehicle on official Accept N N CO04A - Fire brigade duty
duty, then accept the representation.
All OR If it is unclear that the vehicle is a Fire Brigade |A 4737 Form or
Vehicle, request further evidence. equivalent letter signed Accept N N CO04A - Fire brigade duty
by a Senior Officer.
1.6 |A representation states that the contravening vehicle is All If the contravention footage or other evidence CO04B - oth
an Emergency Services vehicle (such as doctor on call). provided shows a health emergency badge then Accept N N - other emergency
accept the representation. service
All OR if you believe the vehicle is an emergency A copy of a Health
service vehicle then request relevant evidence if  [emergency Badge or a A N N C004B - other emergency
not provided. signed Emergency ceept service
Services letter.
All If you do nolt believe the vehicle is an emergency Escalate N v N/A
service vehicle then escalate to TfL
1.7 |A representation states that the contravention occurred All If the contravention footage or other evidence C111B-P ted f
due to an emergency vehicle or as a result of an provided supports the representation then accept Accept N N di i breven ed from
emergency. the representation. proceeding by an emergency
tfl_scp_000555 -In Confidence- Page 4 of 71




S o x m

appendix 09

All OR request further evidence Getting or giving help in
consequence of an
accident or an . Accent C111B - Prevented from
emergency, or otherwise P proceeding by an emergency
taking action for public
safety
1.8 |A representation is made on the basis that the vehicle All View the contravention footage and/or any other €02 - Broken d
was parked or stopped unlawfully because either the evidence available. If evidence supports the Accept d bro 2” ov:n - f
vehicle had broken down or the driver was alarmed by an customer account, accept the representation. supported by adequate proof
onboard noise or alarm. All OR if the evidence is unclear, request further Either garage
information documentation, recovery
documentation (AA, RAC
or any other reputable
vehicle recovery
company) or Accent C02 - Broken down —
documentary evidence P supported by adequate proof
(such as a receipt)
stating the purchase of
replacement parts that
were used to mobilise the
vehicle.
1.9 |A representation is received stating that the vehicle CCTVRR, On- |View the footage and assess any other evidence
stopped to open/close a gate/barrier or to gain access to Street, Bus Lane |to validate the representation. Accept if the activity A C111C - Opening/Closing a
a construction site. of opening/closing a gate/barrier is demonstrated. coept Gate/Barrier
OR request further evidence. Documentation or
photographs to confirm a Accent C111C - Opening/Closing a
gate or barrier is at the P Gate/Barrier
location.
1.10 |A representation is made on the basis that the vehicle All Reject the representation on the basis that it is an
was parked or stopped because it had either ran out of avoidable circumstance. Reject N/A
petrol or had overheated.
1.11 |A representation is made on the basis that the Registered All Diplomatic registered vehicles or those on a
Keeper is claiming diplomatic immunity, or that they were diplomatic mission are not exempt from road traffic .
on a diplomatic mission at the time of the contravention. contraventions. Reject N/A
1.12 |A representation states that the vehicle was displaying a CCTVRR, On- |Check that there was a valid dispensation in place
dispensation. Street for the location, date and time. Consider CCTV
and CEO evidence checking that the vehicle was Accept C0047 - TfL Dispensation held
parked safely at the correct location, date and time
of the dispensation.
1.13 |A representation states a dispensation was obtained from CCTV RR, On- |Verify with the Dispensation team that a valid ) .
TiL. Street dispensation was issued. Accept C0047 - TfL Dispensation held
Or if the dispensation location, date or time does
not match, escalate. Escalate N/A
1.14 |A representation states a dispensation application was CCTVRR, On- [Investigate the system to verify the claim. Accept if . .
made in time but no permit was provided by TfL. Street no permit was dispatched. Accept €0047 - Tl Dispensation held
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CCTVRR, On- |OR if dispatched, a dispensation is only valid if a .
Street permit is displayed. Reject N/A
1.15 |A representation is made on the basis that the driver had Bus Lane View the evidence to validate the representation. If
to temporarily drive in a bus lane, in order that they could the vehicle was in the bus lane for a distance of Reject N/A
turn left to access a side road or driveway. over 20 metres, reject.
Bus Lane OR if distance within the Bus Lane is less than 20 CO020Y - Vehicle not seen in
metres, accept. Accept bus lane
1.16 |A representation is made on the basis that the driver had Bus Lane View the evidence to validate the representation.
to temporarily drive in a bus lane, in order to avoid C111B - Prevented from
colliding with another vehicle or to allow an emergency Accept proceeding by an emergency
services vehicle to pass.
1.17 |A representation is made on the basis that the driver Moving View the evidence to validate the representation.
stopped in a box junction to give way to an emergency A " C111B - Prevented from
vehicle. ceep proceeding by an emergency
1.18 |A Representation states that the vehicle was a dial a ride |CCTV RR, On-Street|View the evidence to determine the activity and to
vehicle and on duty at the time of contravention. validate the vehicle is dial-a-ride. If both is . .
confirmed and the vehicle is not stopped on zig Accept C001B - Discretionary
zags, accept.
CCTV RR, On-Street| OR if the evidence does not support the
representation, escalate. Escalate N/A
Moving Reject the representation.
Reject N/A
1.19 |A Representation states that the vehicle was a dial a ride Bus Lane View the evidence to validate the vehicle is dial-a- ) .
vehicle and is permitted to travel in a bus lane. ride. If so, accept. Accept C001B - Discretionary
1.20 |A Representation states that the vehicle is a coachand |CCTV RR, On-Street|Validate the restrictions in place
that no alternative parking was available for picking up / Reject N/A
dropping off.
1.21 |A Representation states that the vehicle is a coachand |CCTV RR, On-Street|View the evidence, and/or Metros to ensure that
that coaches can park in a bus stop / stand Bus Signage does not specify local buses only. If A t COP20 - Not in contravention
setting down or dropping off took place accept the ceep of parking restrictions.
representation.
CCTV RR, On-Street|Or if the vehicle was observed for less than three C0G20 - Insufficient
minute period Accept Observation Time or CO57F -
Inadequate observation time
CCTVRR, On-Streell o o1 three minutes with no activity Reject N/A
1.22 |A Representation is made on the basis that glazing works | CCTV RR, On-Street|View the evidence to determine if glass was being C0028 - Emergency Utility
were being carried out at the location. carried to or from a premises. Accept Works
CCTV RR, On-Street| OR request evidence to establish if glass was Job-sheet. C0028 - Emergency Utility
being carried to or from the premises. Accept Works
CCTV RR, On-Street|OR if the evidence determines that the vehicle was
not loading / unloading glass but was waiting whilst Reject N/A

the works was being carried out, reject.
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1.23 |A Representation is received stating the vehicle is CCTV RR, On-Street| View the evidence to determine if it is a Royal Mail v9
exempt as it is either part of the Royal Mail or Parcel vehicle AND has the Royal Crest AND there is no C028A - Statutory works to
Force. activity to conflict with the exemption of being a Accept N N TLRN or street furniture

universal service provider.
CCTV RR, On-Street]OR if it cannot be determined to be a Royal Mail
vehicle, due to either unclear footage OR the lack Escalate N Y N/A
of activity, escalate to TfL.
CCTV RR, On-Street|OR if the evidence determines a Royal Mail vehicle
AND suggests activity not to be considered under
the exemption OR does not have the Royal Livery, Escalate N Y N/A
please escalate.
CCTV RR, On-Street|OR the evidence determines it is a Parcel Force
vehicle AND has the Royal Crest. Escalate N Y N/A
CCTV RR, On-Street|OR view the evidence to determine if it is a Parcel
Force vehicle AND does not have the Royal Crest.
Consider rule 2.2 regarding Commercial activity. N/A N N N/A
1.24 |A Representation is made by a Statutory Utility body or a |CCTV RR, On-Street|View the evidence to determine if the activity A ‘ N N
) - N ccel
contactor wc:jrlflngtotn tbehalf akSt?ttl;to;y Utmtfyt:Ody and supports the representation. p C028A - Statutory works to
wastengagt]le in statutory work at the time of the CCTV RR, On-Street| OR request evidence detailing the date, time, TLRN or street furniture
contravention. location and nature of the work. Job-sheet. Accept N N

1.25 |A representation is received stating that the motorist had |CCTV RR, On-Street|View the evidence to determine if the activity

to stop to read the signage. gbserveq quantifies the representation. Consider Acceot N N COP20 - Not in contravention
if the activity was apparent to the CEO or Camera p of parking restrictions
Operator

1.26 |A representation is received stating that the vehicle was All View the evidence to determine if the activity i Accept .
involved in a police operation and are unable to provide supports the representation. Also determine if valid | E-mail / letter on headed N N €0004 - Police duty - form
evidence to support this. documentation supports the representation. paper. 4737 or similar

OR if the evidence does not support this, escalate Escalate N Y N/A
1.27 |A representation is_, rec_:eived stz_ating that. the vehicle was All View the evidence to detfermine if the activity Accept C111A - Required by Law to
stopped due to being involved in an accident. supports the representation. N N stop
OR if the evidence does not support this, request Accept N N C111A - Required by Law to
further evidence. sto
P

1.28 |A representation is received stating that the vehicle was All View the contravention footage or other evidence i C111E -
stopped, either with the permission of TfL or due to to determine if the activity qualifies for the E'mda" d/ letter on TfL Accept N N Maintenance/Improvement of
carrying out activities on behalf of TfL. highways maintenance exemption. eaded paper. the Red Route

All OR escalate to TFL to determine the validity of the
representation. Escalate N Y N/A

1.29 |A representation is received stating the vehicle was being |CCTV RR, On-Street|see rules 2.2 and 2.3

used to collect commercial waste of a chemical or n/a N/A N/A n/a

sanitation nature.

tfl_scp_000555

-In Confidence-

Page 7 of 71




appendix 09

o 9 O

«Q S

2.1 |Arepresentation is made on the basis that loading or CCTVRR, On- |View Contravention footage or notes to establish if
unloading of goods was taking place in a designated bay Street loading or unloading was taking place in ; . .
within the permitted times and restriction at the time of accordance with the requirement of the bay. If so, Accept N N CO20H Lo::;r:]g/unloadlng
the contravention. accept.
OR If a domestic vehicle, request proof of loading /|A receipt showing pre- ’ ’
unloading. ordered goods of a heavy| Accept N N €0046 - Lga:)dw;g or unload_mg,
or bulky nature supported by documentation
OR If the vehicle is being used for commercial n/a N/A N/A a
activity - see rule 2.2
Investigation shows a vehicle has overstayed the . .
restricted loading time for less than 5 minutes. Accept N N CO20H Lo::;r:]g/unloadlng
The vehicle has overstayed the restricted loading L
time by more than 5 minutes Reject Y N C109A - Stopped within the
hours of a loading bay.
The vehicle is seen to enter and exit the bay with "
no activity seen during a period of constant Reject Y N C109A - SftOPpEd. within the
observation hours of a loading bay.
The vehicle is seen to enter and exit the bay with -
no activity seen. However, there is not constant Accept N N C0G20 - Insufficient
observation. observation time
2.2 |A representation is received stating commercial activity CCTVRR, On- |View Contravention footage or notes to establish if v7
(a vehicle is being used to conduct an activity necessary Street loading or unloading was taking place in Accent N N C0046 - Loading or unloading,
for their trade or business) AND is within the permitted accordance with the requirement of the bay. If so, P supported by documentation
times and restriction at the time of the contravention. accept.
Note: Commerecial activity is not restricted to the vehicle Or the footage does not show loading of a Job sheet or receipt. . .
type. The rep may state the nature of the business to commercial activity but the representation does Accept N N €0046 - Loading or unloading,
indicate whether it is to be considered as commercial. provide evidence of commercial loading. supported by documentation
v9
Or the footage does not show loading of a .
commercial activity and the rep does not indicate Reject Y N C109A - Stopped within the
commercial activity hours of a loading bay.
2.3 |A representation states that loading or unloading was CCTVRR, On- [If loading or unloading overran the permitted bay
taking place in a designated bay but outside of the Street time by no more than 5 minutes (i.e. the bay is
permitted times. permitted loading 1000-1600 but the vehicle is CO020H - Loading/unloading
using the bay at 16:03) then accept. This is true for Accept N N seen
5 minutes before and after the permitted hours.
CCTVRR, On- If loading or unloading overran the permittefj bay C109B - the vehicle either
Street time by more than 5 minutes (i.e. the bay is overstayed or was outside the
permitted loading 1000-1600 but the vehicle is Reject Y N hours of a (parking and
using the bay at 16:06) then reject. loading) bay.
CCTVRR, On- [If the vehicle has not overran the permitted bay C109B - the vehicle either
Street time but has stopped outside the hours of a bay, Reiect v N overstayed or was outside the
reject. g hours of a (parking and
loading) bay.
2.4 |Arepresentation states that loading or unloading was CCTVRR, On-  |vjiew Contravention footage or the evidence V7
taking place whilst double-parked outside a designated Street provided to confirm loading or unloading was Escalate N Y N/A
bay due to an adjacent bay being occupied. taking place.
OR if no loading or unloading is seen, reject. Reject N N N/A V7
tfl_scp_000555 -In Confidence- Page 8 of 71
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2.5 |A representation is made on the basis that shopping CCTVRR, On- [Investigation indicates the customer was using the
constitutes loading. Street bay to undertake shopping and no items have Reject N/A
been pre-purchased or ordered for collection
2.6 |A representation is made stating the vehicle was stopped CCTVRR, On- |Request further evidence to determine if a delivery | A job sheet showing pre- v9
to make a pre-arranged collection or delivery but the Street or collection was pre-arranged. Upon receipt, ordered goods.
goods were either not ready for collection or the delivery escalate to TfL for approval. Escalate N/A
could not occur.
2.7 |A representation is received stating the vehicle is stopped| CCTV RR, On- |The evidence confirms the bay was not being v9
within a loading bay to facilitate the dropping off of a Street used for loading / unloading. i
passenger. Reject N/A
3.1 |A London registered Private Hire Vehicle (PHV) stopped CCTVRR, On- [1. The contravention footage determines the activity of
on the red route during restricted hours displaying a valid Street setting up / picking down.
licence but without displaying a Tfl. Roundel. 2. The vehicle was not causing an obstruction whilst C039G - PHV setting down/
double parked or was not stopped on a Wide Red Line, Accept picking up (PCO Licence
pavement or Zig-Zag. seen)
3. Evidence in the form of a pre-booked job sheet is
supplied.
OR if activity cannot be determined, a pre-booked job A pre-booked job sheet
sheet is required but the time of the booking must be 2 |showing the time of the
minutes either side of the start and end of the booking must be 2 C039G - PHV setting down/
contravention footage. minutes either side of the |  Accept picking up (PCO Licence
start and end of the seen)
contravention footage.
3.2 |APHV stopped on the red route during restricted hours CCTV RR, On- |1. Determine the vehicle is a PHV by accessing the TfL
displaying a TfL Roundel but without displaying a valid Street provided database.
licence. 2. The contravention footage determines the activity of .
setting up / picking down. Accept 90'390 - PHV settmg down/
picking up (roundel displayed)
3. The vehicle was not causing an obstruction whilst
double parked or was not stopped on a Wide Red Line,
pavement or Zig-Zag.
OR if unable to determine if the vehicle is a PHV, request| A copy of the licence. .
a copy of the licence to be supplied within 14 days. Accept C039C - PHV setting down/
picking up (roundel displayed)
OR if activity cannot be determined, a pre-booked job A pre-booked job sheet
sheet is required but the time of the booking must be 2 |showing the time of the
minutes either side of the start and end of the booking must be 2 .
contravention footage. minutes either side of the | Accept Q(;?QC - PRV sdetluzg dlown(/i
start and end of the picking up (roundel displayed)
contravention footage.
3.3 |APHV stopped on the red route during restricted hours CCTV RR, On- |1. Determine the vehicle is a PHV by accessing the TfL
without displaying both a valid licence and a TfL roundel. Street provided database.
2. The contravention footage determines the activity of .
setting up / picking down. Accept _CO_?’QC - PRV Seﬁ'”S down/
picking up (roundel displayed)
3. The vehicle was not causing an obstruction whilst
double parked or was not stopped on a Wide Red Line,
pavement or Zig-Zag.
tfl_scp_000555 -In Confidence- Page 9 of 71
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OR if unable to determine if the vehicle is a PHV,
request a copy of the licence to be supplied within 14
days.

A copy of the licence.

Accept

C039C - PHV setting down/
picking up (roundel displayed)

OR if activity cannot be determined, a pre-booked job
sheet is required but the time of the booking must be 2
minutes either side of the start and end of the
contravention footage.

A pre-booked job sheet
showing the time of the
booking must be 2
minutes either side of the
start and end of the
contravention footage.

Accept

C039C - PHV setting down/
picking up (roundel displayed)

3.4

A representation is received from a PHV stating that they
are exempt from displaying their licence or roundel.

CCTV RR, On-Street|

If the driver has an exemption for not displaying
their licence and the TfL roundel, then they do not
have an exemption to pick-up or drop-off on the
TLRN.

Reject

N/A

3.5

A taxi licensed to another authority stopped on the red
route during restricted hours.

CCTVRR, On-
Street

1. Determine the vehicle is a Taxi by reviewing the
evidence provided

2. The contravention footage determines the activity of
setting down.

3. The vehicle was not causing an obstruction whilst
double parked or was not stopped on a Wide Red Line,
pavement or Zig-Zag.

Accept

CO039A - Taxi setting
down/picking up

OR if unable to determine if the vehicle is a Taxi,
request a copy of the licence to be supplied within 14
days.

A copy of the licence.

Accept

C039C - PHV setting down/
picking up (roundel displayed)

OR if activity cannot be determined, a pre-booked job
sheet is to be requested.

job sheet

Accept

CO39J - Booking sheet
provided and registration
confirmed.

3.6

A vehicle parked or stopped to use a cash machine
between the hours of 10PM to 6AM and is a Taxi, a PHV
or an out of London Taxi.

CCTV RR, On-
Street

View the CCTV or photo evidence. If it is
established that the vehicle is a Taxi or a PHV,
and was allowing a fare to use a cash machine
between the hours of 10PM to 6AM, and is not on
a Wide Red Line or a Zig Zag, accept the
representation.

Accept

C039B - Waiting at Cash point

CCTV RR, On-
Street

On investigation of the CCTV footage, it is
established that the vehicle is a Taxi or a PHV
The driver is present but no passenger activity can
be seen. Request a booking sheet.

A booking/job sheet.

Accept

C039B - Waiting at Cash point

3.7

Any vehicle, other than a licence taxi or a PHV, parked or
stopped to use a cash machine.

CCTV RR, On-
Street

Reject the representation unless the action was
permitted within the restrictions.

Reject

N/A

3.8

A representation states that a taxi is allowed to travel in a
specified bus lane.

tfl_scp_000555

Bus Lane

Investigate the contravention footage to determine
that the vehicle is a Taxi. Then use Metros to verify
if the Bus Lane restrictions permit use by a Taxi.

Accept

C037B - Taxis permitted in
bus lane
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If you unable to determine if the vehicle is a Taxi,
request further evidence. Also, use Metros to

Copy of valid Hackney or
Licence.

C037B - Taxis permitted in

verify if the Bus Lane restrictions permit use by a Accept bus lane
Taxi.
3.9 |A representation is made on the basis that a PHV or a Bus Lane Reject the representation. Draft a rejection letter
PHV driver is permitted to travel in a bus lane. but escalate to TfL for review. Escalate N/A
3.10 |A Taxidrove in a ‘Bus Only’ bus lane or bus gate during Bus Lane Reject the representation after confirmation that
its hours of operation. there was no TMO in place permitting taxis to drive
in the particular bus lane. Taxis are not permitted .
ina ‘Bus Only’ bus lane or bus gate except where Reject N/A
there is a TMO in place specifying such a case.
3.11 |A London Hackney Carraige driver states they are CCTVRR, On- |View the footage and other evidence available and
stopped in a taxi rank or are waiting for a space in a taxi Street verify the restrictions on Metros. Accept if the A " COP20 - Not in contravention
rank. vehicle is within the permitted restrictions and rank. ceep of parking restrictions.
CCTV RR, On- Reject if the required observation time for that
Street particular restriction shows the vehicle to be over- .
ranking. Note: Disregard the required observation Reject N/A
time to determine pick-up/set-down.
3.12 [The driver of a Taxi or a PHV left the vehicle unattended CCTV RR, On-  |1. Determine the vehicle is a Taxi or PHV.
to collect / assist their passenger. Street 2. The contravention footage determines the activity of
setting up / picking down. A " CO039A - Taxi setting
ccep! e
3. The vehicle was not causing an obstruction whilst down/picking up
double parked or was not stopped on a Wide Red Line,
pavement or Zig-Zag.
OR if unable to determine if the vehicle is a Taxi / PHV, |A copy of the licence. .
request a copy of the licence to be supplied within 14 Accept C039C - PHV setting down/
days. picking up (roundel displayed)
OR if activity cannot be determined, a pre-booked job A pre-booked job sheet
sheet is required but the time of the booking must be 2 |showing the time of the
minutes either side of the start and end of the booking must be 2 CO39A - Taxi setting
contravention footage. minutes either side of the [  Accept down/picking up
start and end of the
contravention footage.
3.13 |A PHV or Taxi is stopped to pick up a pre-arranged fare CCTVRR, On- [1. Determine the vehicle is a Taxi or PHV. V9
but the job has been cancelled. Street .
2. A pre-booked job sheet is required but the time of the Accept lCO'SQC - PHV Se“'”g down/
booking must be 2 minutes either side of the start and picking up (roundel displayed)
end of the contravention footage.
4.1 A representation is made on the basis they are a Blue CCTV RR, On-Street| The evidence shows a blue badge is on display CAD20 BB Bay — Unable to
Badge Holder and was displaying their BB whilst stopped Accept see dashboard
within the operational hours of a designated bay.
OR The footage shows it was either not possible CAD20 BB Bay — Unable to
or that there was no attempt to zoom into a Accept see dashboard
dashboard to determine if a BB was on display.
OR a copy of a valid Blue Badge is supplied Copy of a valid Blue C0054 - Valid Blue Badge
Accept confirmed

tfl_scp_000555
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OR a copy of a valid Blue Badge has previously

Copy of a valid Blue

C0054 - Valid Blue Badge

been supplied Badge Accept confirmed

4.2 |A representation is made on the basis they are a Blue CCTV RR, On-Street|A copy of a valid Blue Badge is supplied and the |Copy of a valid Blue C054C - Blue Badge Holder
Badge Holder and was displaying their BB but was not BBH has not benefitted from a previous case Badge Accept 1st offence
within the operational hours of a designated bay. cancelled for the same scenario

OR the BBH has benefitted from a previous case
being cancelled for the same scenario. Reject N/A

4.3 A representation is made on the basis of being a Blue [CCTV RR, On-Street|View the evidence to determine if a Blue badge is C0054 - Valid Blue Badge

Badge holder but they have overstayed the stopping time displayed. If so and the overstay is 5 minutes or Accept confirmed
afforded by the Badge. less accept the representation.
OR a copy of a valid Blue Badge has previously |Copy of a valid Blue C0054 - Valid Blue Badge
been supplied and the overstay is 5 minutes or Badge Accept confirmed
less accept the representation.
OR request a copy of the Blue Badge and apply  |Copy of a valid Blue C0054 - Valid Blue Badge
the 5 minute overstay allowance. Badge Accept confirmed
OR if overstay is greater than 5 minutes AND the C054C - Blue Badge Holder
BBH has not benefitted from a previous case 1st offence
Accept
cancelled for the same scenario
OR the BBH has benefitted from a previous case
being cancelled for the same scenario. Reject N/A

4.4 |A representation is made on the basis that the passenger [CCTV RR, On-Street|View the evidence to determine the activity. A CO054A - Valid Blue Badge -
is a Blue Badge holder and required assistance by the vehicle can be left unattended if assistance is Accept Set down & pick up
driver whilst picking up or setting down. being given to the Disabled passenger.

OR if the passenger activity cannot be determined, V9
escalate to TfL. Escalate N/A

4.5 |The representation states that the driver/passengeris a [CCTV RR, On-Street| Consider the restrictions in place to verify if an Copy of a valid Blue C054C - Blue Badge Holder
Blue Badge holder but that they did not display the badge exemption is in place at the location. If a copy of a [Badge. 1st offence
and/or clock at the time of the contravention. valid Blue Badge has previously been supplied, Accept

accept.
OR request a copy of a valid Blue Badge. Copy of a valid Blue C054C - Blue Badge Holder
Badge. Accept 1st offence
OR if no exemption is in place, reject. .
Reject N/A

4.6 |The representation states that a Blue Badge was CCTV RR, On-Street| Reject the Representation.
displ_ayed but the Blue Bagge holder was not present at Reject N/A
the time of the contravention.

4.7 |A Blue Badge was displayed by the driver of the vehicle, |CCTV RR, On-Street|View the evidence to determine if a Blue Badge is C054B - Unclear dashboard
but the clock was obscured and a PCN was subsequently indeed present but obscured. If so, accept. Accept (blue badge holder only)
issued.

OR if unable to determine the presence of a Blue |Copy of a valid Blue C054B - Unclear dashboard
Badge, request a copy. Badge. Accept (blue badge holder only)

4.8 |A representation is made on the basis that a vehicle Bus Lane Reject the representation. Disabled badge holders

displaying a valid Blue Badge is permitted to travel in a are not exempt from bus lane enforcement. Reject N/A

bus lane.
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4.9 |A representation is received stating a white companion  [CCTV RR, On-Street|Escalate. Copy of a valid Blue N/A v7
badge or any other local Authority issued Disability Badge Badge. Escalate N Y
was displayed at the time of the contravention.
5.1 |A representation from a Hire Company requests liability CCTVRR, On- |Check
to be transferred to the hirer of the vehicle. Street, Moving http://directory.bvrla.co.uk/members_directory/ for
membership of the BVRLA. If registered, re-issue N/A N/A N/A N/A
the PCN to the name and address of the hirer of
the vehicle.
CCTVRR, On- |ORif not registered request further evidence. A hire agreement signed
H Street, Moving by the hirer, with dates of
g hire, the VRM and the N/A N/A N/A N/A
I hirer’s full name and
r postcode.
€ - . — — -
5.2 |A representation from a Hire Company requests liability Bus Lane The request to transfer liability should be rejected.
to be transferred to the hirer of the vehicle for a Bus Lane A letter should be issued stating that we are
/ Contravention. unable to transfer liability as per the London Local Reject N N N/A
Authorities Act 1996, and clarifying that liability
rests with the owner of the vehicle.
L
5.3 |A Hire Company ticks the box to indicate that they are no All Request the necessary evidence to demonstrate |An agreement with a
€ longer the owner of the vehicle. they were not the owner at the time of clause specifically
a contravention. Re-issue the PCN to the name and |transferring ownership for
address of the owner of the vehicle. a period of time, or Accept N N N/A
S indefinitely.
e
5.4 |A representation is received from a Lease Company to Bus Lane Reissue the PCN to the owner of the vehicle Evidence indicating
the affect that they are not the owner of the vehicle transfer of ownership
because they do not keep the vehicle. Accept N N N/A
6.1 |A representation is received stating that after entering the Moving View the evidence to validate the representation. CO0L20 - On entering the box
Box Junction, another vehicle changed lanes, thus Accept N N junction the vehicles exit was
blocking their exit. clear.
6.2 |A representation is received stating the traffic lights were Moving View the evidence to ensure the exit was not clear
green. upon entry and that the vehicle was stationary for 5 Reject N N N/A
seconds.
6.3 |A vehicle is stationary within a Box Junction but the Moving View the evidence to ensure the exit was not clear
representation claims they were not causing an upon entry and that the vehicle was stationary for 5 .
N . . - Reject N N N/A
obstruction or that the vehicle was only partially within the seconds.
Box Junction.
Moving AND View the evidence to determine the impact
their vehicle had on the traffic flow of other road
users. If none and the vehicle is only partially Reject Y N C109C YBJ minor infringement
within the YBJ markings, consider if a minor
infringement.
6.4 |A representation is received stating their vehicle was not Moving View the evidence to ensure the exit was not clear
stationary within the Box Junction. upon entry and that the vehicle was stationary for 5 Reject N N N/A

tfl_scp_000555
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AND View the evidence to determine the impact
their vehicle had on the traffic flow of other road

users. If none and the vehicle is only partially Reject Y N C109C YBJ minor infringement
within the YBJ markings, consider if a minor
infringement.
A representation is received stating the Box Junction is Moving Determine if the YBJ is enforceable AND is either .
non-compliant DfT approved or TSRGD compliant. Reject N N N/A
Or if the lines are seen to be faded or missing
escalate via the Street Fault tracker Escalate N Y N/A
OR if unenforceable on Metros, accept. A " N N CO18A - Incorrectly marked
ceep box junction
A representation is made on the grounds that the signage All Check the location is enforceable using metros
or road markings at the contravention location are and TfL communication AND the correct
confusing, incorrect or missing. restrictions are stated on the signage and by the Reject Y N N/A

road marking. If enforceable and correct THEN
reject the representation.

All OR If METROS or TfL communication record the
location as unenforceable accept the

representation. If the data provided conflicts with Accept N Y
METROS, escalate to TfL.

C0018 - Incorrect signage or
road markings

CCTV RR, Moving [OR if contravention video or still images show that
a sign OR road marking is missing or incorrect

then accept the representation. If the data Accept N Y C018B - Missing signs
provided conflicts with METROS, escalate to TfL
ASAP.
On-Street OR if the CEO has determined within their
evidence gathered that the signs or lines are C57 - Civil Enforcement
insufficient (faded / missing / incorrect) refer to the Accept N N Officer error
CEO cancellation queue.
Moving If METROS or TfL communication record the
location is unenforceable Accept N N CO018A - Incorrectly marked
box junction
A representation is received stating the vehicle was View the footage and any further evidence
parked in a bay prior to the suspension warning notice provided to establish if suspension signs were
being erected. displayed at the time of the contravention. If not, C0051 - In Bay / On Road
the suspension cannot be enforced. Verify the Accept N N

. . T prior to suspension
regular restrictions on Metros; if vehicle is within

the permitted times, accept.

OR if the vehicle is outside the regular restrictions,
it is still in contravention.

Reject N N N/A

A representation states that the driver of the vehicle was All View the contravention footage and/or any other

sick or taken ill at the time of the contravention. evidence available. If the situation is deemed to .
have constituted a potential and genuine Accept N N C001C - Compassionate
emergency and evidence supports this, accept the grounds
representation.
OR If unable to determine the veracity of the A copy of a medical note, i
incident, further evidence from the customer must |a confirmation letter from [ Accent N N €0027 - Medical emergency
be requested within 14 days. a Doctor or hospital, or proof supplied

cimilar
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6.9 |A representation states that the contravening vehicle was All Request additional relevant information within 14 | Crime reference number
stolen or taken without consent. days if not provided. If requested and police station to ) )
information/evidence is provided, and if details are |which crime was Accept C11 - Vehicle stolen — crime
validated with the police station, accept the reported, or similar. number supplied
representation.
#iHHHE | A representation states that the amount payable All Check amount on PCN. If the amount payable is
documented on the PCN is incorrect. printed corrgctly on the PCN, reject the Reject N/A
representation.
6.11 |A representation is made on the basis that the All Validation of Metros against another mapping
contravention location printed on the PCN is incorrect. resource indicates that Metros is incorrect and A t C113A - Metros Tech Issue
subsequently the location description on the PCN. ccep! (TFL Auth ONLY)
All OR Investigation of the location using the video
images, photographic record and/or officer notes A c )
indicate that the location has been incorrectly coept 020D - Incorrect EZ Location
recorded by the issuing officer
On Street OR Investigation of the location using the
photographic record and/or officer notes indicate A D-1 | .
that the location has been incorrectly recorded by ceept CO57D - Incorrect location
the issuing officer
On Street OR Investigation of the location using the
photographic record and/or officer notes show the Accept CO057S - Ambiguous Locations
location to be ambiguous
ALL OR Validation and Investigation show the location
is correct Reject N/A
6.12 |A Representation is made on the basis that a funeral CCTVRR, On- |View the evidence to establish that the vehicle COO1C-C ionat
hearse, funeral limousine or vehicle travelling within a Street was engaged in a valid funeral service. If so, Accept - omgassmna e
funeral cortege contravened by stopping on a Red Route. accept. grounds
OR request further evidence to establish that Undertakers
service was taking place in the vicinity of the documentation. COO1C - Compassionate
contravention location with corresponding time and Accept grounds
date.
6.13 |A Representation is made on the basis that a hearse, Bus Lane Escalate to TfL to consider the circumstances of
funeral limousine or vehicle travelling within a funeral the case.
cortege contravened by travelling in a bus lane during Escalate N/A
hours of operation.
6.14 |A representation is made on the basis that the All Check the restrictions for the day of the TfL apply Sunday
contravention occurred on a Sunday or Bank Holiday. contravention. If restrictions do not apply on a restrictions for Bank CO57G - Vehicle not in
Sunday or Bank Holiday, escalte to TfL. Holidays. If the Bay/Bus contravention of restrictions OR
Lane is Mon-Sat, we do Escalate COP20 - Not in contravention of
not enforce on a Bank parking restrictions.
Holiday.
OR reject if restrictions do apply. Reject N/A
6.15 |A representation is made on the basis that the vehicle is Moving Reject the representation. | Reject | N/A | |

a bus and was compelled to stop in a box junction due to
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its length.

AND View the evidence to determine the impact
their vehicle had on the traffic flow of other road

users. If none and the vehicle is only partially Reject Y N C109C YBJ minor infringement
within the YBJ markings, consider if a minor
infringement.
6.16 |A representation is made on the basis that the driver was Moving View the evidence. If the exit to the Box Junction .
compelled to stop in a box junction due to a vehicle was not clear at the moment of entry, reject. Reject N N N/A
stopping ahead. - - -
OR if the exit of the Box Junction was cleal_' at the COL20 - On entering the box
moment of entry, but taken by another vehicle, Accept N N junction the vehicles exit was
accept. clear.
AND View the evidence to determine the impact
their vehicle had on the traffic flow of other road
users. If none and the vehicle is only partially Reject Y N C109C YBJ minor infringement
within the YBJ markings, consider if a minor
infringement.
6.17 |A representation is made on the basis that the driver was Moving Reject the representation.
lost and therefore made a banned turn (or similar moving Reject N N N/A
traffic contravention).
6.18 |A representation is made on the basis that the driver had Moving Reject the representation.
to make a U-turn (or other banned turn) to avoid the Reject N N N/A
traffic ahead.
6.19 |A Representation states a customer was making a CCTV RR, On-Street| View the evidence to validate the representation C0046 - Loadi loadi
delivery to a Charity Shop. and consider the restrictions in place. Accept N N - -oading or unloacing,
supported by documentation
Or if the evidence does not validate the rep AND |E-mail / letter from the
the vehicle is within the operational hours of a bay, | Charity shop. Accent N N C0046 - Loading or unloading,
request a copy of a letter from the charity shop; P supported by documentation
outlying the date and time of the donation.
6.20 |A representation is received claiming that two Penalty On Street Verify that two PCNs have been issued for the
Charge Notices have been issued for the same same contravention date. Then check: the A t N N €009 Duplicat
contravention. location is the same and the vehicle has not ceep uplicate
moved; Cancel the second PCN
CCTVRR Verify that two PCNs have been issued within a
24 hour window. Then check: the location is the .
same and the vehicle has not moved. Cancel the Accept N N C009 Duplicate
second PCN
CCTV RR, On-Street| Verify that two PCNs have been issued within a
24 hour window. Then check: the location is the
same and the vehicle has not moved. Cancel the Accept N N CO09A - Double Jeopardy
CCTV PCN
6.21 |A blank Representation is submitted, with no Ground for All A letter must be sent to the Registered Keeper
Representation specified (no box ticked on the PCN or which requests further details of the representation
NTO) nor any further details provided (i.e. a blank PCN or to be provided within 14 days. N/A N/A N/A N/A
NTO).
6.22 |A representation is made on the basis that the Registered All Reject the representation. The Registered Keeper
Keeper was not driving the vehicle at the time of the who may also be the owner of the vehicle is liable Reject N N N/A

contravention.

for the penalty charge.
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6.23 |The author of the Representation states that they have All A response must be sent to the customer that A confirmation letter from
never kept or been the Registered Keeper of the requests documentary evidence supporting their  [the DVLA. Accept N/A
contravening vehicle. claim. Re-issue if necessary.

6.24 |Customer claims the vehicle in the image is not their All An evidence check confirms VRM is different or a C020Z - Incorrect / Unclear
vehicle and/or they were not at the location on the date of make/model mismatch. Accept VRM
contravention. OR Request proof of involvement of another Police station details

enforcement agency (e.g. police, local authority), [AND crime reference C0014 - Ringer/Cloned

who have confirmed vehicle is a ringer/clone number or Accept Vehicle
agency/authority headed

OR Request a copy of the DVLA VQ5 AND VQ5 and photographic X

photographs of the vehicle to establish a difference|evidence. Also consider Accept C€0014 - Ringer/Cloned

with the contravening vehicle. copy of the tax disc. Vehicle

6.25 |The representation states the vehicle was sold before the All If the representation includes the required Invoice (proof of sale) Accent N/A
contravention date. evidence, then issue the PCN to the owner. with the date of sale, P

OR If not provided request further evidence, to be | New Keeper name and
provided within 14 days. full address including
Postcode, VRM and
signatures of both
parties. Alternatively a
confirmation letter from
RKs Insurance company
which details the date of
cancellation of the policy.
A letter from the DVLA Accept N/A
confirming the date the
vehicle was sold. A copy
of the vehicle log book
with the new keeper
details section fully
completed.

6.26 |The Relevant Person making the representation states All If the representation includes documentary A copy of the Death Accept C001C - Compassionate
that the Registered Keeper (person liable for the debt) evidence, accept. Certificate or similar. grounds
has died. OR request further evidence from the relevant

person making the representation, not the Accept C001C - Compassionate
registered keeper. grounds

6.27 |A representation is received requesting that a reply be All A response to be sent to the customer’s postal
sent via e-mail. address, including an explanation that we are N/A N/A

obligated to respond via post only.

6.28 |A representation claims that a VDA (Vehicle Drive Away) |CCTV RR, On-Street|A Notice of Rejection should be issued clarifying

or PFS “Prevented from Serving” PCN cannot be that VDA or PFS PCNs are enforceable under the .
enforced as legislation does not permit this. TMA 2004. Ensure the CEO's notes are used as Reject N/A
evidence.

6.29 |A Representation is received from a company that has an|CCTV RR, On-Street| Determine that the location, date and time falls Escalate N/A
MOU (Memorandum of Understanding) with Transport for within the terms of the MOU.

London. OR if the location, date and time is not within the
Escalate N/A

terms of the MOU, reject.
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A Representation is made on the basis that a vehicle is
permitted by Transport for London to use the Red

CCTVRR, On-
Street, Bus Lane

Refer to TfL via the RNCGroup@tfl.gov.uk for
further guidance.

Route/travel in a bus lane (is on the TfL permitted Escalate N/A
vehicles database).
6.31 |A representation is received stating that the Registered All
Keeper is a company and has gone into liquidation. P
Request evidence of liquidation such as an official Accept C15 - Company Liquidated
letter from the administrator.
6.32 |A representation is received that the PCN was issued on All Use Metros to confirm the Local Authority ) )
a borough/council road, not part of the red route. responsible for the location. Accept €0024 - Invalid PCN, location
not enforced by TfL
6.33 |A representation is received stating they are a Mini-bus Bus Lane If the vehicle has more than nine passenger seats |Seating capacity as C0036 - Minibus (more than 9
and are permitted to use a Bus Lane (not including the drivers seat), accept. provided by the DVLA. Accept passenger seats excluding
driver)
6.34 |A representation is received stating that road signs were
advising motorists to use the Bus Lane. Bus Lane Escalate to TfL Escalate N/A
6.35 |A representation is received stating that they were not Moving If the contravention footage or other evidence N/A
causing an obstruction in a Box Junction as one or more provided shows that roads were indeed closed, Escalate
of the roads was closed due to road works. escalate to TfL.
6.36 |A representation is received stating they were within the CCTVRR Ensure the 1st observation time is noted on the C109B - the vehicle either
permitted time allocation of a bay. evidence pack. Use Metros to verify the permitted Rei overstayed or was outside the
time has been contravened. eject hours of a (parking and
loading) bay.

On Street Ensure the 1st observation time is noted on the X .
evidence pack and that the position of the valves C109B - the vehicle either
have been captured in the Officers notes. Use Reject overstayed or was outside the
Metros to verify the permitted time has been hours of a (parking and
contravened. loading) bay.

6.37 |A representation is received stating the vehicle was CCTV RR, On-Street|Consider the contravention footage, Metros and
stopped / parked on private property. other evidence provided to determine if the Accept COP20 - Not in contravention
location is private property. Review evidence P of parking restrictions.
provided for any previous cases.
OR request a copy of the Land Registry to copy of Land Registry. A t COP20 - Not in contravention
determine if it is private property. ceep of parking restrictions.
OR if further clarification is required, escalate to Escalate N/A v
TfL to seek validation via the TfL Asset Database.
6.38 | The Relevant Person making the representation states All Escalate to the PMA team to determine if a
that the Registered Keeper (person liable for the debt) is change of keeper is appropriate.
unable to respond to the PCN as they are either serving
in the Armed Services, detained by her Majesty or any Escalate N/A

other circumstances where a vehicle is being used by
another person but there has not necessarily been a
change of ownership.
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6.39 |A representation is received stating they were either not Wilton Road View the evidence to validate the representation.
aware of the restriction or they did not understand the Reject N N/A
signing.
6.40 |A representation is received stating they were making a Wilton Road If the representation is from a BSIA customer, C110A - MOU Agreement
delivery/collection to a business on either Wilton Road or view the evidence to determine if the vehicle turns Accept N
in Victoria station. left into Victoria station.
If the representation is from a BSIA customer,
view the evidence to determine if the vehicle turns Reject N N/A
right away from Victoria station.
If the representation is from a BSIA customer, and C110A - MOU Agreement
the evidence does not determine the vehicle
direction, request further evidence detailing the Accept N
date, time and location of the delivery/collection.
6.41 |A representation is received stating they are a PHV and Wilton Road PHV's are not exempt from the No Entry restriction Reiect N N/A
thought they were exempt from the restriction. at Wilton Road. €jec
6.42 |A representation is received stating they were unaware of Bus Lane Validate the evidence against the restrictions on X
the restrictions. Metros. Reject Y C109D Bus Lane
6.43 |A representation is received stating they used a bus gate Bus Lane Validate the evidence against the restrictions on .
|due to the presence of width restrictions. Metros. Reject M C109D Bus Lane
6.44 |A represerjtatlon is received stating they were not at the ALL Consider VRM mis-read Accept N C020Z - Incorrect / Unclear
PCN location. VRM
ALL ider i i i A t
QR c_c?n3|der if the location has been incorrectly ccep N 020D - Incorrect EZ Location
identified.
6.45| A representation is received stating the vehicle was ALL Reject the representation based on the registered
booked into a mechanical garage and was used without keeper being liable and that any dispute between Escalate N N/A
their consent. the two parties, does not include TfL. The NoR is
to be approved by TfL.
6.46| A representation is received stating the vehicle is part of ALL Reject the representation based on the registered
a company fleet and that they are unable to determine the keeper being liable. Reject N N/A
driver at the time of the contravention.
6.47 |A representation is received for a PCN issued for the A12 Eastern Avenue|Consider if the vehicle has benefitted from a Si-Dem shows a warning V8b
banned manoeuvre at A12 Eastern Avenue and Mawney warning notice at this location. notice. .
Rd. Reject N
Or if the vehicle did not benefit from a warning véb
notice AND the contravention date is within the pre-| Reject Y
determined first representation period, reject but
consider 1st rep.
6.48 |A representation is received stating multiple PCN's have CCTVRR, On- |If the times of two or more PCN's are within a 24
been issued for their vehicle making the same Street, Moving, Bus [hour window consider a duplicate as in Business N/A N/A N/A
contravention Lane Rule 6.20.
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CCTV RR, Moving, [OR if more than one PCN has been issued within a|5-day rule: The V9
Bus Lane 5 day period AND is at the same location AND this |customer has been
is the customers 1st representation (not restricted |issued with a 2nd PCN Escalate N/A C109F - Driver Charter 5 day
to the 1st rep location list) consider the 5-day rule. |before they have had the rule
Escalate to TfL. opportunity to receive the
1st PCN . The 1st PCN
On-Street ORif all PCN's are on-street issued, consider if the|received is valid, all V9
PCN was not placed on the vehicle (VDA's - subsequent PCN's Escalate N/A C109F - Driver Charter 5 day
Vehicle Drove away). Escalate to TfL. (issued before the 1st rule
CCTVRR, O OR if there i bination of treet i d one has been recelved) V9
, On- if there is a combination of an on-street issued | are to be cancelled. .
Street PCN and a CCTV issued PCN, consider which Escalate N/A C109F - Driver Charter 5 day
PCN the customer would have been aware of first. rule
6.49| A representation is received against a Traffic ALL Escalate to the PMA team to determine the action. V9
Enforcement PCN but also contains a representation Escalate N/A N/A
against a Congestion Charge PCN.
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2. Dealing with Representations and Appeals
for Congestion Charging and London Low
Emission Zone Business Rules
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Scheme

Scenarios in
which lateness
should be
disregarded

Ground

Scenario

Payment
Channel
(where
applicable
)

Required Evidence (Where possible the evidence should
be sought before decision being made - via the additional
evidence process)

First Rep
Rule
Applicable
YIN?

Escalation
Required

Accept - Further Action to be taken by

Reject Reason Code

cc LEZ

Reject - Further Action to be taken by

Hotlist Reason

Hotlist Action

Hotlist entry
duration

cc

cc

cc LEZ

Hotlist Comments

Date
Introduced

Date
Modified

REJECT REASON CODE CC

REJECT REASON CODE LEZ

SERVICE PROVIDER/
RETAILER ERROR

SERVICE PROVIDER/
RETAILER ERROR

ACCEPT REASON CODE CC

ACCEPT REASON CODE LEZ

cc

cc

LEZ

LEZ

As applicable

Long term sickness.

Letter from hospital confirming the period of sickness
OR

Ahospital discharge letter detailing the period of time spent in
hospital

Dates detailed must be specific to the
contravention/service of the PCN

N/A

On holiday, working
away from home
(including serving in
Reason for lateness |armed forces)
offered

Travel ticket, hotel booking confirmation or accommodation
ceipt

OR

Statement from individual confirming that delay in making

representation is due to service in the armed forces abroad

Dates detailed must be specific to the contravention/service of

Temporary imprisonment

Letter from the police or court confirming the period of
imprisonment

OR

Notice of discharge from custodial sentence

Dates detailed must be specific to the
contravention/service of the PCN

N/A

Postal strike

Confirmation from Royal Mail of industrial action on the date
specific to the contravention/service of the PCN

OR

Instruction from TfL.

N/A

Foreign issued PCN

If sent via EDRA work as in time

N/A

No reason for lateness offered but service
provider error identified

See specific scenario

N/A

No reason for lateness offered but scenario
not identified as an exception to when a late
representation can be considered

See specific scenario

See specific
scenario

Third party states keeper

None

‘See specific
scenario

Keeper is company or
organisation

Representation is on company headed paper, which either
reflects the keeper's name or is accompanied by other
supporting documents (e.g. letters, invoices, etc.) that detail the
keeper's name, regardiess of who has signed the
representation form or accompanying letter

OR

Representation s from an authorised employee/member of that
organisation (.. Company Secretary, Fleet Manager, Head of
Administration, senior employee such s Director, CEO, etc.)
OR

There s a clear statement from the third party confirming that
they are authorised on behalf of the company to make the
representation

OR

In the case of a hire company, there is a hire agreement
detailing the registered keeper's name (or the relevant names
are recorded on the PMA 'Accepted hire Companies' list),
regardless of who has signed the representation form or
accompanying letter

See specific
scenario

received from a
person other than
the registered el
keeper of a vehicle |representative/insolvenc
y Practitioner on behalf
of keeper (authorised
legal)

is from a legal instructed by
registered keeper (.g. lawyer, solicitor, advocate, barrister,
Insolvency Practitioner etc.)

AND

Includes a statement confirming that they have been
instructed/appointed on behalf offby the registered keeper or
act for the registered keeper

OR

is from a person granted power of attorney and
includes documentation to support this

See specific
scenario

Family member on
behalf of keeper
(authorised other)

Representation s from an immediate family member on behalf
of the registered keeper (e.g. husband, wife, civil partner,
father, mother, son, daughter, etc.)

AND

Includes a statement to confirm that they are making the
representation on behalf of their family member

See specific
scenario

Authorised
representative
(authorised other)

Representation is from a carer, social worker, psychiatric
nurse, doctor, Citizens' Advice Bureau, Member of Parliament
(MP) or local councillor

Includes a statement to confirm that they are making the
representation on behalf of the registered keeper, in their
position of...

See specific
scenario

Other, unauthorised
representative

Representation is made on ground 2, 3, 4 or 5 and evidence is
sufficient to accept in accordance with Business Rules (see

specific scenario for details of evidence required)

CC, LEZ

Disregard Lateness
if evidence provided
to accept
Rep/Appeal

Never owned vehicle

See specific
scenario

Confirmation letter from DVLA

Affidavit

OR

Investigation demonstrates that DVLA keeper details have been

superseded and either details were entered incorrectly or no
start/end date was entered by the service provider

No

No

Update keeper details accordingly or,

Reissue to previous keeper where DVLA
keeper details have been superseded and
either details were entered incorrectly or no
start/end date for previous keeper was
entered

RREJ10 RREJ10

N/A

See scenario specific to customer's reason for representation

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A N/A

LRUC Go
Live

N/A

RO1 CLAIMS NOT THE KEEPER

RO1 CLAIMS NOT THE KEEPER

AACC002 ACCEPT NEVER THE
KEEPER

AACC002 ACCEPT NEVER THE
KEEPER

CC, LEZ

Disregard Lateness
if evidence provided
to accept
Rep/Appeal

Customer claims vehicle in image is not their
vehicle and/or they were not at the
location/travelling within the zone on the date
of contravention

Image check confirms VRM is different or make/mode!
mismatc!

OR

Image check confirms that the vehicle is a car, motorbike or
small van and therefore not subject to the LEZ

No

No

N/A

RREJ72 RREJ72

N/A

Ringer

Ringer

Replace vehicle
details (as

Replace vehicle
details (as

Remove keeper
details (as

Remove keeper
details (as

Indefinite

LRUC Go
Live

NIA

R02 CLAIMS NOT THEIR VEHICLE

R02 CLAIMS NOT THEIR VEHICLE

ACC032
CONTRAVENTION
CHECK ERROR

ACC032
CONTRAVENTION
CHECK ERROR

N/A

N/A

CC,LEZ

Disregard Lateness
if evidence provided
to accept
Rep/Appeal

Customer claims was not at the location of the
contravention on the said date of time, or that
vehicle in image is a ringer/clone, and image
check confirms not a VRM mismatch

Proof of vehicle at a different location (e.g. tracker report,
statement from a colleague or neighbour)

OR
Photographs demonstrating a difference between the vehicles
OR

Proof of involvement of another enforcement agency (e.g
police, local authority), who have confirmed vehicle is a
tinger/clone

OR

Proof that customer has had previous dealings with the police
in relation to the vehicle, resulting in it being recorded as

tingerclone (police station details AND crime reference number

CC, LEZ

Disregard Lateness
if evidence provided
to accept
Rep/Appeal

Sold vehicle before date of contravention

No

Add VRM to appropriate Hotlist

RREJ12 RREJ29

N/A

Clone

Clone

Escalate to Team
Leader

Escalate to Team
Leader

Indefinite

LRUC Go
Live

N/A

RO3 RINGER OR CLONE

RO3 RINGER OR CLONE

N/A

N/A

ACC031 RINGER OR CLONE
VEHICLE

ACC031 RINGER OR CLONE
VEHICLE

Valid receipt/invoice demonstrating sale of vehicle before date
of contravention

OR
Completed DVLA registration document

OR
DVLA letter confirming change of registered keeper

OR

Name and address details for new keeper (to be validated via
PAF search)

N/A

No

Reissue PCN to new keeper

RREJ84 RREJ84

N/A

N/A

N/A

N/A

N/A

N/A N/A

LRUC Go
Live

N/A

R04 STATES SOLD PRIOR TO
CONTRAVENTION

R04 STATES SOLD PRIOR TO
CONTRAVENTION

N/A

N/A

ACC003 ACCEPT SOLD
VEHICLE BEFORE DATE

ACC003 ACCEPT SOLD
VEHICLE BEFORE DATE

CC, LEZ

Disregard Lateness
if evidence provided
to accept
Rep/Appeal

Bought vehicle after the date of contravention

Valid receiptiinvoice demonstrating purchase of vehicle after
date of contravention

OR

Completed DVLA registration document OR DVLA letter
confirming change of registered keeper

OR

Name and address details for previous keeper (to be validated
via PAF search)

N/A

No

Reissue PCN to previous keeper

RREJ83 RREJ83

N/A

N/A

N/A

N/A

N/A

N/A N/A

LRUC Go
Live

N/A

RO5 STATES BOUGHT AFTER
CONTRAVENTION

RO5 STATES BOUGHT AFTER
CONTRAVENTION

N/A

N/A

ACC004 ACCEPT BOUGHT
VEHICLE AFTER DATE

ACC004 ACCEPT BOUGHT
VEHICLE AFTER DATE

CC, LEZ

CC, LEZ

N/A

Disregard Lateness
if evidence provided
to accept
Rep/Appeal

Forgot to pay and/or was not aware of Pay
Next Day/Pay Next Working Day payment

N/A

N/A

No

N/A

RREJ70 RREJ70

N/A

N/A

N/A

N/A

N/A

N/A N/A

LRUC Go
Live

N/A

R06 STATES FORGOT TO PAY
AND UNAWARE OF PND

RO06 STATES FORGOT TO PAY
AND UNAWARE OF PND

N/A

N/A

N/A

N/A

Claims purchased charge correctly

All

Valid receipt number
OR

Copy of receipt

OR

Credit/Debit card details

OR

Copy of both sides of cheque (postal purchase)
OR

Details of telephone interaction (N.B only calls after 31/10/09)
if charge purchased via call centre

N/A

No

N/A

RREJ05 RREJ05

N/A

N/A

N/A

N/A

N/A

N/A N/A

LRUC Go
Live

N/A

R07 STATES TRIED TO PAY

RO7 STATES TRIED TO PAY

ACCO001 ACCEPT
VALID RECEIPT NOT
ON SYSTEM

ACC046 PROCESSING!
ERROR

ACCO001 ACCEPT
VALID RECEIPT NOT
ON SYSTEM

ACC046 PROCESSING!
ERROR

N/A

N/A
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Valid receipt number ACC048 CALL N/A
OR CENTRE ERROR
Disregard Lateness 8°pr of receipt
if evidence provided e LRUC Go R14 CUST PURCHASED CHARGE ACCO14 CUSTOMER ERR -
o 2 a Canr | CrecDabt carddtas Yes No NA RREJ77  [NA NA NA NA NA NA NA | NA A NA . NA O R NA
Rep/Appeal Details of telephone interaction (N.B only calls after 31/10/09)
AND (if cherished plate transfer)
Coni from DVLA/Approved /317
Valid receipt number ACC064 CUSTOMER PND
or ERROR
Disregard Lateness C’;"y of receipt ACC021 CALL
if evidence provided 2 ND via | & e iyDebit card details Yes No NA RREJ77 N/A NA NA N/A N/A NIA N/A NIA LRUC Go NIA R14 CUST PURCHASED CHARGE NIA CENTRE PAY NEXT NIA NIA
o accept cal Centre | G/ Live FOR PREVIOUS VRM s
Rep/Appeal Details of telephone interaction (N.B only calls after 31/10/09)
AND (if cherished plate transfer)
Confi from DVLA/Approved V317
Valid receipt number ACCO10 PAYPOINT
OR UNAVAILABLE OR
Disregard Lateness Copy of receit ERROR
if evidence provided LRUC Go R10 CUST PAID INCORRECT ACC008 CUSTOMER ERROR
it 2 Retail ~|ANDIOR N ‘ Yes No NA RREJBO  [NA NA NA NA NA NA NA | NA o NA AT ATA DO NA NA VPO NA
Renepeal Evidence of or admission of a retailer error
AND (if cherished plate transfer)
Coni from DVLA/Approved V317
'ACC020 PAYPOINT _[N/A
Valid receipt number PAY NEXT DAY ERR
' OR
Disregard Lateness Gopy of recsit
if evidence provided PND via LRUC Go RO8 CUST PAID INCORRECT
bt 2 o2 |ANDIoR ) No No NA RREJB2  [NA NA NA NA NA NA NA | NA e N | e D A 2t NA NA NA
oo eal Evidence of or admission of a retailer error
AND (if cherished plate transfer)
Confirmation from DVLA/Approved /317
) Valid receipt number 'ACC024 POSTAL
Disregard Lateness o ERROR
if evidence provided ) LRUC Go R14 CUST PURCHASED CHARGE ACCO14 CUSTOMER ERR -
bt 2 Post | Copy of receipt Yes No NA RREJ77  [NA NA NA NA NIA NA | NA e NA R PReue vt NA NA AL CENINEIVR NA
Renep el AND (if cherished plate transfer)
Confirmation from DVLA/Approved V317
Disregard Lateness \c/):"d receipt number
if evidence provided PND via ’ LRUC Go RO8 CUST PAID INCORRECT
bt 2 Sor@ | Copy o receipt NA No NA RREJB2  [NA NA NA NA NA NA | NA A N | D A S T NA NA NA NA NA
Repieeel AND (if cherished plate transfer)
Confirmation from DVLA/Approved V317
- Vald receipt number ACC087 PAYPOINT
i 'SLZ%‘L'SJSSUEZZ ox LRUC Go R82 CUST PAID INCORRECT INAYAILABLE OR ACC086 CUSTOMER ERROR
Copy of receipt ERROR
s 2 EPay | Copyof recip Yes No NA RREJBO  [NA NA NA NA NA NA NA | NA oA NA RO VNG Y NA NA el NA
Rep/dopeel Evidence of or admission of  pay retailer error
Non-discounted customer claims purchased Valid receipt number
! charge - charge purchased for incorrect VRM R
0010 |cC Disregard Lateness (including cherished number plate transfer Copy of receipt
if evidence provided ) where a charge has been purchased for R | Ves o A N A A A A A P LRUC Go WA |R14CUSTPURCHASED CHARGE A A A ACCO14 CUSTOMER ERR - A
to accept I Live FOR PREVIOUS VRM CALL CENTRE/VR
RenyApeal previous VRM) and/or date Credit/Debit card details
ep/Appeal AND (if cherished plate transfer)
Coni from DVLA/Approved V317
Vald receipt number 'ACC064 CUSTOMER PND
oR ERROR
Disregard Lateness Copy of receipt
if evidence provided PND via LRUC Go R14 CUST PURCHASED CHARGE
it 2 R Jor ) Yes No NA RREJ77  [NA NA NA NA NA NA NA | NA A NA O e v NA NA NA NA
Repieeal CreditDebit card details
AND (if cherished plate transfer)
Confirmation from DVLA/Approved V317
Valid receipt number ACCO17 CUSTOMER ERR -
' or WEB
Disregard Lateness Copy of receit
if evidence provided 2 Web  |OR Yes No NA RREJTO  [NA NA NA NA NA NA NA | N LRUCGo | 0 R11 CUST PAID INCORRECT NA NA NA NA
to accept I ) Live VRM/DATE VIA WEB INC PN(W)D
Moo eal CreditDebit card details
AND (if cherished plate transfer)
Conti from DVLA/Approved V317
Valid receipt number 'ACC064 CUSTOMER PND
' OR ERROR
Disregard Lateness Copy of receipt
if evidence provided PND via LRUC Go R11 CUST PAID INCORRECT
ittt 2 e |oR Yes No NA RREJ79  [NA NA NA NA NA NA NA | NA A NA | ADATE VIAWEB NG BROIND NA NA NA NA
Repimeneal CreditDebit card details
AND (if cherished plate transfer)
Confirmation from DVLA/Approved V317
Valid receipt number
" OR
Disregard Lateness Copy of receipt
if evidence provided ) Vetie | Ves o A rresst N A A A A NA N LRUC Go A R09 CUST PAID INCORRECT A A A ACC009 CUSTOMER ERROR- A
to accept I ) Live VRM/DATE VIA METRIC METRIC
ool CreditDebit card details
AND (if cherished plate transfer)
Conti from DVLA/Approved /317
Valid receipt number
' OR
Disregard Lateness Copy of receipt
if evidence provided PND via LRUC Go RO8 CUST PAID INCORRECT
pitiool 2 e for” ) No No NA RREJB2  [NA NA NA NA NA NA NA | NA A N | D A S T NA NA NA NA NA
Repieieal CreditDebit card details
AND (if cherished plate transfer)
Confirmation from DVLA/Approved V317
Valid receipt number 'ACC018 CUSTOMER ERR -
Disregard Lateness OR SMs
if evidence provided Copy of recsipt demonstrating charge purchased for date of LRUC Go R12 CUST PURCHASED CHARGE
it 2 sms |Copy Yes No NA RREJ78  [NA NA NA NA NA NA NA | NA o NA eSS R PO e NA NA NA NA
Rep/Appeal AND (if cherished plate transfer)
Confirmation from DVLA/Approved V317
Disregard Lateness PND or V;"d receipt number
if evidence provided paid in LRUC Go RO8 CUST PAID INCORRECT
bt 2 | Copy of receipt No No NA RREJE2  [NA NA NA NA NA NA NA | NA o N | e D A B 2ET NA NA NA NA NA
e epeal e |AND it cherished piate transfer)
Confirmation from DVLA/Approved V317
LRUC G R16 CLAIMS CALL CENTRE IVR | R16 CLAIMS CALL CENTRE VR |menvme e At
o CENTRE CENTRE
Call Centre NA No NA RREJ34  [RREJ34  |NA NA NA NA NA NA | NA A NA Nor T ORIING, Nor T ORIING, CENTRE e TR e NA NA
RUC Go R16 CLAIMS CALL CENTRE IVR | R16 CLAIMS CALL CENTRE VR |ACC085 CALL 'ACC065 CALL
Disre VR NA No NA RRESS4 RRES VA NA NA NA NA NA NA Live NA NOT WORKING NOT WORKING GENTRE CENTRE NA NA
gard Lateness Attempted to pay via channel appropriate to I tigatic fi ignifi t bl ith ch: Vsyst
if evidence provided type of charge but payment channel O o e P e o LRUC Go R17 CLAIMS PAYPOINT NOT ACCO10 PAYPOINT | N/A
cc, LEz 2 4 Retail |or individual outletmachine problem reported (Escalate to PMA [N/A No NA RREJ36  [NA NA NA NA NA NIA NA | NA NIA NA UNAVAILABLE NA NA
to accept unavailable/not working ¢ f ’ Live WORKING
ol if attempt to call was prior to 1/11/09
Web NA No NA RREJ35  [RREJ35  |N/A NA NA NA NA NA | NA LRUC Go NA  |R18 CLAIMS WEB NOT WORKING | R18 CLAIMS WEB NOT WORKING [ACC023 WEB. ACCO23 WEB NA NA
Metric NA No NA RREJS?  [NA NA NIA NIA NIA N/A NA | NA LRUC Go NIA R19 CLAIMS METRIC NOT NIA ACCOT1 METRIC NA NA NA
sms NA No NA RREJ3S  [NA NA NIA NIA NIA N/A NA | NA LRUC Go N/A | R20 CLAIMS SMS NOT WORKING NIA Accotz sis_ NA NA NA
P 'ACC046 PROCESSING|
isregard Lateness )
! Vehicle should have - ) ERROR
if evidence provided been listed on fleet Investigation confirms efther system problems or error made by |y, No NA RREJ1  [NA Data correction NA NA NA NA NA | NA LRUC Go NA R15 FLEET NA NA NA NA
to accept e service provider Live
Rep/Appeal
cc R Charge purchased
via Fleet account
PND via Fleet account ; LRUC Go RO8 CUST PAID INCORRECT
NA (incloding adhony Details of charge purchased NA No NA RREJB2  [NA NA NA NA NA NA NA | NA A N | D A S T NA NA NA NA NA
Claims attempted to purchase LEZ charge via
Fleet account held for Congestion Charge LRUC Go
LEz NA 2 andlor aseumed charge weuld be anplied NA NA  |No NA NA RREJ31 NA NA NA NA NA | NA o NA NA R15 FLEET NA NA NA NA
through account
cc NA 2 @‘;Zm pted to pay via Call Centre but queue too NA NA No NA RREJ0S  [NA NA NA NA NA NA NA | NA LRUC Go NA RO7 STATES TRIED TO PAY NA NA NA NA NA
' 'ACC046 PROCESSING|ACC046 PROCESSING
Disregard Lateness Service provider (any channel) has incorrectly RO ERROR
if evidence provided processed LEZ/Fast Track/SMS account Investigation confirms that an error was made by the service LRUC Go
CoLEZ [ et 2 Soplication incorrectly resulting i charge AL o aronacsing the customars saploaton NA No Data correction as appropriate NA NA NA NA NA NA NA NA | NA A NA NA NA NA NA
Rep/Appeal purchase for incorrect VRM
cc NA 2 Attempted to use Fast Track Card NA NA No NA RREJ0S  [NA NA NA NA NA NA NA | NA LRUC Go NA RO7 STATES TRIED TO PAY NA NA NA NA NA
Non-resident has purchased a discounted LRUC Go R13 PURCHASED DISCOUNTED
cc NA 2 charge for the date of conravention Al [NA NA No NA RREJO4  [NA NA NA NA NA NA NA | NA A NA A e NA NA NA NA NA
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States paid and provides any Congestion In NoR advise that a vehicle can be
Lez NA 2 Charge receipt for any VRM and either Al |NA NA No NA NA RREJ251 [subject to both CC and LEZ and that a NA NA NA NA NA | NA LRUC Go NA NA R o AR NA NA NA NA
contravention date or other date of travel charge is appropriate for both schemes ve
Disregard Lateness
oacoap o States pald and provdes a receipt number of Investigation shows that a LEZ ch hased at th LRUC G ACCO77 LEZ INCORRECT
LEZ e 2 copy of a receipt relevant to the contravening Al o g - onarge was purchased atthe g No NA RREJ252  [N/A N/A N/A N/A NIA NA | NA A NIA NIA RS0 LEZ PAID CC CHARGE NIA NIA NIA ChARGE
ep/Appeal AND VRM and date of contravention incorrect amount for ive
meets first rep
criteria
Escalate
Check of captured image (incluing rear capture of trailer being cases where
States paid the appropriate charge for travel
- A ) within the LEZ bu that vehicle was displaying a1 |pulled)confirms that there were two registration piates displayed| o image A - —_— o o o m m || m LRUC Go A A R51 LEZ DISPLAYING TWO A A A ACCO78 LEZ DISPAYING
wo difierent plates on the vehicle and that charge was purchased for the other supports Live PLATES TWO PLATES
VRM shown customer's
claim
'?‘:’?e"'n’se'-;‘:"f’:z States paid the appropriate charge for vehicle
if evi vi
in question but that the incorrect number Check of captured image confirms that a trailer is being pulled
LEZ o accept 2 plates was displayed on the rear of the trailer Al |and the LEZ charge in question has been purchased for the  |Yes No NiA NIA RREJ254  |N/A NIA NIA NIA NA NA | NA LRUC Go NIA NIA R62 LEZ INCORRECT PLATE ON NiA NIA NiA ACCO79 LEZ INCORRECT
Rep/Appeal AND being used i Live TRAILER PLATE ON TRAILER
meets first rep
criteria
Customer of the belief that charge covered Investigation demonstrates that a LEZ daily charge has been
Disregard Lateness ‘:em fora i“h"m" De"whfwm the'date/rt‘\me purchased for the day prior to the date of contravention (for the
if evidence provided they entered the LEZ of the time of purchase correct VRM only) LRUC Go R53 LEZ BELEIVED CHARGE WAS| ACC080 LEZ BELIEVED
LEZ oot 2 OR that it s unfair that a LEZ charge does not |~ Al | con Yes No nab NIA RREJ250 NIA NIA NIA NIA NA | NA A NIA NIA A NA NA NA et s
Rep/Appeal apply for a 24 hour period that may span 2 A LEZ NWD charge has been purchased for the day after the
days OR states was confused over the exact date of contravention (for the correct VRM only)
'ACC046 PROCESSING 'ACC066 CUSTOMER ERROR
Valid receipt number ERROR INGL PNWD
OR
Copy of receipt RREJTT o ACC067 CHERISHED PLATE
OR o
: I ’ RREJ204 if a LRUC Go R14 CUST PURCHASED CHARGE | R14 CUST PURCHASED CHARGE
Disregard Lateness 2 ot GenreCredDeti cor detl Yes No NA RREJT7  [GREI04 2 na NIA NIA NIA N/A NA | NA A NIA POR PREVIOUS VRN LOR PREVIOUS VRN NA NA
Details of telephone interaction (N.B only calls after 31/10/09) EGEEET
AND (if cherished plate transfer)
Confirmation from DVLA/Approved V317
Valid receipt number ACC021 CALL
ORr CENTRE PAY NEXT
Copy of receipt DAY ERR ACC066 CHARGE FOR
PNWD via | R RREL04TTa LRUC Go R14 CUST PURCHASED CHARGE | R14 CUST PURCHASED CHARGE PREVIOUS VRM
Disregard Lateness 2 V18 | CreditiDebit card details Yes No NA RREJ77 - NA NIA NIA NIA NA NA | NA NIA NA NA
Call Centre cherished Live FOR PREVIOUS VRM FOR PREVIOUS VRM
o e OR ACC067 CHERISHED
Details of telephone interaction (N.B only calls after 31/10/09) 2 PLATE
AND (if cherished plate transfer)
Confirmation from DVLA/Approved V317
'ACC046 PROCESSING 'ACC066 CUSTOMER ERROR
ERROR INCL PNWD
vl receipt number I
Disregard Lateness 2 Post | Copy of receipt Yes No NIA NIA RIS fie) NIA NIA NIA NIA NA | NA LRUC Go NIA NIA R14 CUST PURCHASED CHARGE NIA NIA ACC067 CHERISHED PLATE
cherished Live FOR PREVIOUS VRM
AND (if cherished plate transfer) e
Confirmation from DVLA/Approved V317 B
) R55 LEZ CHARGE PURCHASED
Zﬂén'n”ef‘ aPNwD 2 PN&LE‘V'B NIA NIA No NIA NIA RREJ282 NIA NIA NIA NA NA | NA "Rﬁfes” NIA NIA FOR PREVIOUS VRM PNWD VIA NIA NIA NIA NIA
POST
Customer claims purchased charge - full LEZ
charge purchased for incorrect VRM (including 'ACC066 CUSTOMER ERROR
cherished number plate transfer where a Valid receipt number INCL PNWD
0010 |LEZ charge has been purchased for previous VRM) (C’R ot receint RREJ77 or
! andor date either in advance of, on the date opy of receipt RREJ204 if 2 LRUC Go R14 CUST PURCHASED CHARGE ACC067 CHERISHED PLATE
Disregard Lateness 2 of e acualconvavertion o witin he PNWD | VR fOR Yes No NA NIA Choreaog 2 [NA NIA NIA NIA NA NA | NA A NIA NIA ZOR PREVIOUS VRN NA NA NA
eriod via an appropriate channel onl; redit/Debit card details
P PProp v AND (if cherished plate transfer) ED IR
Confirmation from DVLA/Approved V317
Valid receipt number
Or ACC086 CHARGE FOR
PNWD via | COPY Of receipt :ggjzg:\rf a LRUC Go R14 CUST PURCHASED CHARGE PREVIOUS VRM
Disregard Lateness 2 R or Yes No NA NIA Choraog 2 [NA NIA NIA NIA NA NA | NA A NIA NIA ZOR PREVIOUS VRN NA NA NA
Credit/Debit card details K OR ACC067 CHERISHED
AND (if cherished plate transfer)
Confirmation from DVLA/Approved V317
Valid receipt number
&pr of recept RREJ79 or ACC081 LEZ INCORRECT
’ RREJ204 if a LRUC Go R11 CUST PAID INCORRECT CHARGE VIA WEB
Disregard Lateness 2 Web R el Yes No NA NIA oo e [NA NIA NIA NIA NA NA | NA A NIA NIA VRMDATE VIA WEB ING PHOY)D NA NA NA
N (1 chrianed piate ransfer) plate transfer ACC067 CHERISHED PLATE
Confirmation from DVLA/Approved V317
Valid receipt number
&pr of recept RREJ79 or ACC081 LEZ INCORRECT
’ PNWD via RREJ204 if a LRUC Go R11 CUST PAID INCORRECT CHARGE VIA WEB
Disregard Lateness 2 A Yes No NiA NIA oo 2 [NA NIA NIA NIA NIA NA | NA A NIA NIA VRMDATE ViA WEB ING PHN)D NA NA NA
AND (1 chraned piate ransfer) plate transfer ACC067 CHERISHED PLATE
Confirmation from DVLA/Approved V317
] LRUC Go RS54 LEZ CLAIMS PURCHASED
Retail NIA RREJ236 NIA NIA NIA N/A NA | NA o NIA NIA CrARGE VA RETAL NA NA NA NA
Customer claims attempted to purchase LEZ
LEz  |NA 2 charge via a non-LEZ payment channel and |Metric | N/A - not LEZ payment channels NA No NIA RREJ237  |NA NA NA NIA NA NA | NA LRUC Go NIA NIA RSB LEZ CLAIMS PURCHASED NA NA NA NA
provides no proof of charge purchase Liva CHARGE VIAMETRIC
LRUC Go R59 LEZ CLAIMS PURCHASED
sms NIA RREJ238 NIA NIA NIA NA NA | NA A NIA NIA A NA NA NA NA
LRUC Go RS54 LEZ CLAIMS PURCHASED ACC082 LEZ INCORRECT
NA Retail |Letter from retailer acknowledging that they made error NIA RREJ236 NIA NIA NIA NA NA | NA A NIA NIA CHARGE TA RETAL NIA NIA NA ARG VI RETAL
Customer claims purchased LEZ charge via a LRUC Go R58 LEZ CLAIMS PURCHASED
ez ) on-LEZ payment channel and provides a | Metric A o NIA RRE281 | NIA NIA NIA N/A NA | NA A NIA NIA AL A NA NA NA NIA
receipt demonstrating a charge purchase for
VA anather scheme (e.g. Congestion Charge) N/A- not LEZ payment channels
LRUC Go R59 LEZ CLAIMS PURCHASED
sms NIA RREJ278 NIA NIA NIA NIA NA | NA A NIA NIA PN A NIA NA NA NA
Send appropriate application form with NoA Send appropriate application form with N 'ACC068 100% DISCOUNT
NIA 3 Not registered or no None required Yes No and advise of need to pay charge until any RREJ22  [NoR and advise of need to pay charge NA NA NA NIA NA | NA LRUC Go NIA NIA R28 BELEIVED EXEMPT OR 100% NIA EMPTY EMPTY NOT REGISTERED
application received Live DISCOUNT
application is accepted until any application is accepted
'ACC046 PROCESSING /A
Application received but ERROR
Disregard lateness not processed by service
\flmvegsﬂgaﬂcn provider in accordance Investigation confirms that an error was made by the service LRUC Go
oroves Sovies 3 with erformance oo when aroessing the customors spploaion NA No Data correction as appropriate NIA NA NA NIA NIA NIA NA NA | NA o NIA NIA NIA NA NA
o provider error ig‘c‘ﬂi‘:l‘:’elxzmng made by service provider
v when processing
‘Application sent in prior N 'ACCO68 100% DISCOUNT
N/A 3 to contravention date but Investigation confirms N/A No N/A RREJ22 N/A N/A N/A N/A N/A NA N/A NA '-Rfc Go nA o [R28 BELE"’;‘; ggﬁm’; T OR 100% NA N/A N/A NOT REGISTERED N/A
not received in time ve
Registered and has sod 'ACC027 DISC VRM 'ACC027 DISC VRM
vehicle but not LRUGG 28 BELEIVED EXEMPT OR 100% MISMATCH - CUST ERR MISMATCH - CUST ERR
NA 3 nominated new None required Yes No NA RREJ22  [N/A NA NIA NIA NIA NA NA | NA o NIA g NIA NA NA
Live DISCOUNT
(qualitying) vehicie or
hire/courtesy car
No application received
NIA 3 or application not NA NIA No NA RREJ220  |N/A NIA NIA NIA NIA NA | NA LRUC Go NA NA R60 LEZ APPLICATION NOT IN NIA NIA NIA NIA
s Live TIME OR NOT RECEIVED
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Entitled to 100% 'ACC046 PROCESSING|
LEZ discount/exemption |Application received but ERROR
from LEZ not processed by service
‘?l‘?‘rveeg:ﬂr;al‘a‘;iness provider in accordance Investigation confirms that an error was made by the service Data correction as appropriate - WM LRUC Go
proves service 3 m:';z::’gs”;fm’ provider when processing the customer's application NiA No addition (11/06/09) LA (R NIA A A A DA A DA Live NA NA NA NIA NiA NiA
provider error made by service provider
when processing
- Exceptional 'ACCO68 100% DISCOUNT
Proof that vehicle would 1d by ted Iternati isend A'zf’»'n'afive Fuel account appicaton EEiEl il Addto Hollist toallow | | gy, 5 R28 BELEIVED EXEMPT OR 100% NOT REGISTERED
cc NIA 3 Alternative fuel vehicle not registered roof that vehicle would or could be accepted as an alternative |y, No orm with No RREJ22 N/A NIA issue a Penalty NA Suppressireject [N/A 28 days |N/A time for return of o NIA o NIA NIA NIA NIA
fuel vehicle if an application was made " Live DISCOUNT
) Charge to a specific PC Registration Form
Add VRM to appropriate hot i, [
‘Alternative uel vehicle not subject (o LEZ but
NA 3 ot registered with LEZ Scheme and no proof NA NA No NA RRES239  |NA NA NA NA NA NA | N LRUCC | Na NA R L A e UEL NoT NA NA NA NA
provided (i.e. RPC or LEC) ive
LEZ Investigation confirms that vehicle is not registered with LEZ
States vehicle has been modified to run on bio- LRUC Go
NA 3 Siesel andlis not subject o LEZ ohere NA No NA RRES241  |NiA NA NA NA NA NA | Na A NA NA R33 LEZ STATES MODIFIED NA NA NA NA
No proof of exemption provided (e.g. RPC or LEC)
'ACC046 PROCESSING| ACC046 PROCESSING | ACC027 DISC VRM 'ACC027 DISC VRM
Disregard lateness ERROR ERROR MISMATCH - CUST ERR MISMATCH - CUST ERR
oo o1 Selocted Partner velicle not added to account LRUC G R25 SLECTED PARTNER VRM | R25 SELECTED PARTNER VRM
P VRM entered tly (2 or fe digit o
CC, LEZ Rep/Appeal AND 3 g’nor o de‘r;:sre"a:‘::;;eecd)y (2 or fewer digit Investigation confirms Yes No Data correction as appropriate RREJ87 RREJ87 Data correction as appropriate N/A N/A N/A N/A N/A N/A Live N/IA NOT ADDED CORRECTLY NOT ADDED CORREGTLY
meets first rep
criteria
Tmage supports ol 'ACC030 EMERGENCY 'ACC030 EMERGENCY
Disregard lateness OR SERVICES VEHICLE SERVICES VEHICLE
if Image or A supporting letter signed by a senior police officer
CC.LEZ |evidence provided 3 Police vehicle (Superintendent or above) NIA No NIA RREJB6  |RREJS6 NIA N/A N/A N/A NIA NA | NA LRUC Go N/A R26 POLICE OR EMERGENCY | R26 POLICE OR EMERGENCY NIA NIA
st S Live VEHICLE VEHICLE
customer's claim If Metropolitan Police vehicle, appropriate form signed by an
authorised signatory
mage supports oaim 'ACC030 EMERGENCY 'ACC030 EMERGENCY
Disregard lateness oRr SERVICES VEHICLE SERVICES VEHICLE
if Image or Letter on sitably headed paper confirming that the vehicle was
CC.LEZ |evidence provided 3 Emergency services vehicle used for the purpose described, signed by a senior officer (i.e. |N/A No NIA RREJB6  |RREJS6 NIA N/A N/A N/A NIA NA | NA LRUC Go N/A R26 POLICE OR EMERGENCY | R26 POLICE OR EMERGENCY NIA NIA
d ) Live VEHICLE VEHICLE
supports Station Manager or Head of Service)
customer's claim OR
Appropriate form signed by an authorised LFEPA signatory
'ACC029 TAXI OR MINI CAB
Proof of PCO registration (proof of registration with another WITH PCO
. States registered with authority not acceptable) Exceptional
5':5?:&“:5352 the PCO and/or that the OR FIEEmEinzit 323;.3535 : T;I:u‘ has | LRUC Go R27 CLAIMS REGISTERED WITH
@ donce p 3 PCO failed to register/ Letter from PCO confirming that they failed to upload VRM | N/A No Add VRM to appropriate Hotist RRE24  [NA In NoR request details of PCO registration [issue aPenalty  [N/A | Suppressireject |N/A 14days [N/ [when POO uploadhas | LRUC | NA o NA NA NA NA
P incorrectly registered the deais/uploaded detais incorrectly on the date of contravention Charge to a specific PC
Rep/Appeal not included in PCO list
vehicle OR VRM
Investigation shows that upload of VRMs from PCO failed
Claims vehicle is a
Diregard Latonoss Private Hire 'ACC029 TAXI OR MINI CAB
cc g . Vehicle/mini cab or | States they were Confirmation that vehicle passed the inspection on the date of WITH PCO
I evidence provided 3 taxi/Hackney attending a vehicle contravention (if vehicle failed inspection, on the DOC rep may |N/A No NIA RREJ24  |NA NIA NIA NIA NIA NIA NA | NA LRUC Go nA | Re7 CLAIMS REGISTERED WITH NIA NIA NIA NIA
0 accept i Live PCO
g inspection at PCO be accepted for that date only).
Rep/Appeal
States/provides evidence
to support that they are
NA 3 registered with the PCO NA NA No NA RRES24  [NA NA NA NA NA NA NA | N LRUCGO | N | RETCLAIMS REGISTERED WITH NA NA NA NA NA
as a driver (contravening
vehicle not registered)
Exempt fram charge due to charlty or status or LRUC G R31 BELIEVES EXEMP DUE TO | R31 BELIEVES EXEMPT DUE TO
hould not have to pay b th o
CCLEZ [NA 3 should not have 0 pay because they are a NA NA No NA RRE23  [RRESZZ  |NA NA NA NA NA NA | N A NA | BELIEVES EXEMP DUE T U NA NA NA NA
Disregard Lateness UK or foreign military vehicle, a) on official ‘C')“;ge confirms ACC069 MILITARY VEHICLE [ACCO69 MILITARY VEHICLE
h business b) being used on milltary business o
ce, Lez [ evidence provided 3 B o o aniary pusiness o) Letter of confirmation from Lieutenant/Flying Officer (or above) |N/A No NA RREJSS  |RREJSS NA NA NA NA NA | N LRUCGo | a R29 MILITARY VEHICLE R29 MILITARY VEHICLE NA NA
Repiheneal or Ministry of Defence, confirming vehicle on official miltary
PP business
Customer of the beliel that vehicle was exempt nvestgation confrms that tere was a problem it athr o
o e o et chek vestigation confirm e was a problem with either
NA 3 o e Stato o veiete vin nab o the services but one of the channels was available between the |N/A No NA NA RREJ255  |N/A NA NA NA NA NA | NA LRUC Go NA NA R62 LEZ STATES UNABLE TO NIA NIA NIA NIA
pliance status of vehicle via web or call Live CHECK COMPLIANCE
o contravention date and the end of the PNWD period
States was led to believe by R34 STATES INFORMED
salesman/previous keeper/advertisement LRUC Go
NA 3 o porthaaineg vehid ot 1w LEE NA NA No NA NA RRESZZ  |NA NA NA NA NA NA | N A NA NA COMPLIANT BY SALES OR PREV NA NA NA NA
comm KEEPER
pliant
Thought that vehicle was exempt. Vehicle is LRUC Go R64 LEZ STATES EXEMPT AS
NA 3 e oracbes. motor-caravan o mator home NA NA No NA NA RREJ203  |NA NA NA NA NA NA | N A NA NA HORSE Bk MOTOR AR NA NA NA NA
'ACC028 EXEMPT VEHICLE
CcLASS
Disregard Lateness i
Documentation confirming that vehicle is not subject to the LEZ
if evidence provided Image captured does not ubject {o th g LRUC Go R63 LEZ STATES VRM EXEMPT
bl 3 o Scheme (e.g. DVLA taxation cerifcate, V5 or, if vehicle s~ N/A No NA NA RRESZZ  |NA to Hotist o suppreg| “RYC NA NA YA Aoy NA NA NA
foreign, the appropriate taxation certificate) PC
Rep/Appeal
'ACC036 INCORRECT
BODY TYPE
Disregard lateness
ifinvestigation Image captured does g LRUC Go
e 3 Soreoveniciis | contim sxempton Image supports claim NA No NA NA NA NA s to Hotist o suppreg| “RIC NA NA NA NA NA NA
provider error exempt from LEZ
Scheme due to
vehicle type/tax
class Image captured does not ACCU28 EXEMPT VEHICLE
confirm exemption but CLASS
shows one of the
following vehicles:
Agricultural vehicle
Mowing vehicle
NA 3 Mobile crane Image shows one of the vehicies listed NA Escalateall |0 NA RRES248  |NA NA NA NA NA NA | N LRUC Go | 0 NA RO1LEZ STATES VRM EXEMPT NA NA NA
cases Live SPECIFIC
Concrete pump
Works truck
Digging machine
Road construction
vehicle
oot N ton comfmine tatvar rocted oor & 'ACC072 HISTORIC VEHICLE
isregard lateness States vehicle s an ‘istoric vehicle® or was ocumentation confirming that vehicle was constructed prior to
ez ifinvestigation e bolorn LI 0s o s ot 01/01/1973 (e.9. DVLA taxation certficate, V5, Heritage Class Full PON details to be referred to PMA to LRUC Go
proves service 3 cxempt tom LEZ Scheme Cerificate or document from relevant department to country of |N/A No enable update of VDI e REEI202 g VA NA NA NA NA NA | N Live NA NA RS7 LEZ HISTORIC VEHICLE NA NA NA
provider error registration)
Flexible -
Disregard Lateness States should not have to pay the charge or is Copy of a vehicle order form e c o ottt alow
"’UZVC“ZZ“!CE provided 3 exempt as they are awaiting the delayed AND/OR Yes No N/A N/A RREJ201 N/A Suppress/reject set for |time for the delivery of LRES;’“ N/A N/A fgﬁi@g&gﬁf%a@ﬁ N/A N/A N/A ASESS:&?&&?‘UQ&J&R
e epeal delivery of a replacement compliant vehicle An invoice for the deposit paid for the new vehicle PC delivery the new vehicle.
of new
vehicle
Flexible -
tofitin
Disregard Lateness States should not have to pay the charge or is Copy of an abatement device order form B e i v
if evidence provided exempt as there is a delay in the delivery ANDIOR ) ) LRUC Go R66 LEZ STATES DELAY WITH ACC084 LEZ DELAY IN
to accept 3 and/or fitting of abatement equipment on order An invoice for the deposit paid for the abatement device from | 7®5 No NIA A BREI222N| VA SIS g JLesng o e oot Live NIA NIA ABATEMENT EQUIP NIA NA NA ABATEMENT EQUIP
Rep/Appeal to make the vehicle compliant one of the TfL approved suppliers ot |and upload i;‘om"VOSA
equipme
nt
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'ACCO73 ABATEMENT EQUIP
Excepti ITTED
onal Flexible -
Copy of the final invoice that states that an approved device has! agree tofitin
Disregard Lateness States should not have to pay the charge or is ie’fg/g";d :":;’:‘o W;‘;‘f’::e fdd ‘f” H“:‘”‘S“e‘s’i :g"ov"
t as the delay in h: th I ime Jor the festl
if evidence provided 3 fited abatement cquipment testod and Copy of an invoice for abatement equipment from a TrL. Yes No NA NA RRES222  |NA issue a Suppress/reject festing |the abatement tRUCG | N NA R S ELAY N NA NA NA
Ropiiy "ea‘ approved by VOSA of authorised agent approved supplier Penalty| PC abateme | equipment and upload
PP AND/OR Charge nt |from VOSA.
Copy of alapsed RPC for type 'P' (particulate trap) toa equipme
specifi nt
CcVRM
States vehicle 0 be LEZ compliant but no LRUC Go R68 LEZ STATES COMPLIANT
NA 3 proof provided NIA NA No NA NIA RREJ213 NIA NIA NIA N/A N/A A NIA NIA AL NA NA NA NA
Investigation confirms 'ACC075 VOSA ERROR
not on VOSA vehicle
Valid RPCILEC
NA 3 Upload for e rate and orR NA No NA RREJ214 NA NA NA NA NA | N RUCC | Na NA R L oD IED BUT NA NA NA
States vehicle o o VOSA Details of registration with the Scheme ve
exhaust system has |there was no
s upload failure
[ PR ———— 'ACCO75 VOSA ERROR
LEZ compliant but |vosa approved
not registered with | ogiication either before Add to Hotlist o allow | e oo
NIA 3 LEZ Scheme or on date of NIA N/A No NIA N/A Suppress/reject 28 days time for VOSA to e NIA NIA NIA NA NA NA
contravention and/or PC upload to be corrected.
VOSA upload failure for
the date
States vehicle had newer or compliant engine
fitted to be LEZ compliant but no proof Proof of engine type and manufacturer for the vehicle
NA 3 provided and investigation shows that vehicle Or NA No NIA RREJ215 NIA NIA NIA NA NA | NA LRUC Go NIA NIA R e ol NA NA NA NA
not registered with LEZ Scheme at the time of Proof of registration of vehicle with LEZ Scheme " :
contravention
Proof of engine type/manufacturer relevant to VRM/vehicle ACC076 LEZ COMPLIANT
(e.g. V5C relevant to VRM, VOSA certificate/documentation NOT REGISTERED
relevant to VRM, VOSA vehicle inspection report relevant to
‘?':\’”ef:"’g::r‘sczz States vehicle has a Euro lil (or greater) VRM) LRUG Go
tandardcl for particulate matt
e 3 sandardieaner enginefor paricate mater Pvestigation shows that vehicl is subjoct to LEZ andlorwas | Y5 No NA RREJ219 NIA NIA NIA NA NA | NA s NIA NIA R71LEZ STATES EURO 111 NA NA NA
Rep/Appeal not registered with LEZ Scheme at time of contravention, but
ez engine type is on the TrL_ approved lst of Euro | and Euro I
type engines that meet the Euro Il standard for particulate
emissions on the TfL LEZ web site
'ACC075 VOSA ERROR
RPC/LEC issued on or valid for date of contravention
Disregard Lateness Add to Holiist to allow
States vehicl YLEZ compliant and i
if evidence provided 3 ocos oo wih oo complantan Letter from VOSA outlining error NIA No N/A RREJ216 Suppress/reject 28 days | time for VOSA to LRUC Go N/A N/A R72 LEZ STATES VOSA ERROR NIA NIA NIA
to accept alleges errors with VOSA = o oo Live
Rep/Appeal Investigation confirms that vehicle should have been on VOSA P -
upload on the date of contravention
'ACC028 EXEMPT VEHICLE
CLASS
disreserd Lat States vehicle is not subject to LEZ Scheme Proof of error (e.g. Corrected V5 or letter from DVLA
"SZQEH' al e”izsz and alleges DVLA error (.g.. Vehicle taxation confirming pertinent errors) Add to Hotlist to allow LRUC G
it evidence provide 3 class incorrectly recorded. This may also AND/OR NA No NIA RREJ217 Suppressireject 28 days time for DVLA to e eo NIA NIA R73 LEZ STATES DVLA ERROR NA NA NA
el relate to incorrect data held in VDR for Investigation confirms vehicle is not subject to LEZ (i.e. VDR PC update its records.
ep/Appeal contravention date now updated)
States vehicle is LEZ exempt/entitied to a
100% discount as a Showman's ‘vehicle but
NA 3 provides no evidence and investigation NIA NA No NIA RREJ218 NA NA LRUC Go NIA NIA R4 LEZ STATES S IMANS NO NA NA NA NA
confirms not registered with LEZ Scheme at ive
time of contravention as a Showman's vehicle
Investigation confirms vehicle not registered with LEZ Scheme ACCO46 PROCESSING ACCO62 LEZ SHOWMANS
onfirms ERROR EVIDENCE
as a Showman's vehicle and customer provides all necessary
proof that vehicle would be accepted as a Showman's vehicle if
an application was made, i.e.
Evidence that vehicle is not of cab and trailer type, but fixed Only add to Hotist if
- body Customer provides all
AND Details of PCN to be forwarded to PMA for necessary proof that
Disregard lateness States vehicle is LEZ exem Images that confirm permanent modifications to reflect a VDR update vehicle would be
pentitied to a :
it investigation 100% discount a5 & Showmane vehicle and shamats e o sqipmant A No o - = S Zoaays e | LRUCGo A A RIS LEZ STATES SHOWMANS A A
proves service provides evidence in an attempt to prove claim PC owman’s vehicle i ive
provider error Vehicle details necessary for registration (V5) an application was
Data correction as appropriate made. Add to Hotlist to
orR allow time for return of
Registration Form
Investigation shows that vehicle was registered with LEZ
Scheme as a Showman's vehicle at the fime of the
contravention and there has been a service provider error
Thought they were Copy of Blus Badge Exceptional
automatically exempt o 9 Advise of need to register and send a Blue Advise of need to register and send a Blue |agreement not to Add to Hotlist toallow | oo R30 B8 NOT REGISTERED OR ACC005 ACCEPT BLUE
NA 3 OR registered with PR tigation shows that customer holds an active Blue Badge | Y& No Badge account application form where  |RREJSS  |N/A Badge account application form where  |issueaPenalty  |N/A | Suppressireject |N/A 28days [N/A  [time for return of A NIA T NIA NA NA BADGE - 15T NA
Scheme but did not a”Ve: gf‘ lon shows that customer holds an active Blue Badge appropriate appropriate Charge to a specific PC Registration Form CCONTRAVENTION
Blue Badge holder |nominate vehicle ecount VRM
cc or third party driving
ﬁ ?;“e Badge Registration not received - - - — - — LRUC Go R30 BB NOT REGISTERED OR ACC005 ACCEPT BLUE
older
N/A 3 in time N/A Yes No N/A RREJ85 N/A N/A Live N/A NOMINATED N/A N/A N/A ,‘,.‘“TDDG,E,VEJWI,‘“ N/A
'ACC046 PROCESSING /A
Disregard aencss Eror mate by service LRUC & ERROR
! ‘0 ::s‘ga “;2 3 provider when N/A N/A No Data correction as appropriate N/A N/A N/A N/A N/A N/A N/A N/A N/A A ° NA N/A N/A N/A N/A
proves servi processing registration v
provider error
States 1s a Blue Badge holder or was drving & LRUC Go R30 BB NOT REGISTERED OR
LEZ NA 3 Blue Batlge holder and thought they were NIA NA No NA NIA RREJES  |NA NIA NIA NIA NA NA | NA A NIA NIA NOMINATED NIA NIA NIA NA
Knows Blue Badge holder but ot in venicle at LRUC Go R30 BB NOT REGISTERED OR
cc NA 3 lime of contraverion NIA NA No NA RREJB5 [N/ NA NIA NIA NIA NA NA | NA oo NIA OMINATED NIA NA NA NA NA
‘Advise of need (o both renew and purchase ‘Advise of need to both renew and LRUC G0 'ACC005 ACCEPT BLUE
NA 3 Forgot to renew account NIA Yes No daily charge at non-discounted rate until  |RREJ05 [ N/A purchase daily charge at non-discounted NIA NIA NIA NA NA | NA A NIA RO7 STATES TRIED TO PAY NIA NA NA BADGE - 1ST NA
account has been approved rate until account has been approved CONTRAVENTION
i 'ACC046 PROCESSING
5"7.’555"5;53"9“ Qualifies for 100% | States renewal Investigation shows that renewal was received but was not Advise of need to both renew and LRUC Go ERROR
cc ; 3 p " NA No Data correction as appropriate RREJO5  [N/A purchase daily charge at non-discounted NIA NIA NIA NA NA | NA NIA RO7 STATES TRIED TO PAY NIA NA NA
proves service iscountorisa  |application sent processed, not processed correctly or was incorrectly rejected Live
rate until account has been approved
provider error Blue Badge holder
Confirm that the customer's address is 'ACC027 DISC VRM
Claims not to have correctly recorded and re-send renewal LRUC Go R28 BELEIVED EXEMPT OR 100% MISMATCH - CUST ERR
NA 3 roconed Toryal atter NIA Yes No e Advioe of need 0 both renow and | |RREJ22 |NiA Provide details on how to renew account NIA NIA NIA NA NA | NA o NIA BISGOUNT NIA NA NA NA
purchase full daily charge until account has
“Application receved and Residents’ account ‘Associate and accept rep against PCNS RUCO 'ACC063 RESIDENT INCL
NA 2 approved within 10 days of contravention AND NIA NA No incurred between the date the application [RREJ25  |N/A NA NIA NIA NIA NA NA | NA e ce NA R21 FORGOT TO PAY NIA NA NA CHANGE OF VRM NA
charges purchased with or since application was received and the date the account was ive
NA 2 Forgot (o pay NIA NA No NA RRES25 __ |NA NA N/A N/A N/A N/A NA | NA LRUC Go NIA R21 FORGOT TO PAY NIA NA NA NA NA
Disregard lateness ‘Application received but not processed by 'ACC046 PROCESSING
if investigation service provider in accordance with LRUC Go ERROR
oroves Soien 2 Performance Indicators OR error made by NIA NA No Data correction as appropriate NIA NA NA NIA NIA NIA NA NA | NA o NIA NIA NIA NA NA NA
provider error Service provider when processing
Investigation confirms that application to change registered 'ACC063 RESIDENT INCL
Registered a new vehicle on account and a
CHANGE OF VRM
A ) penaly incurred by previously registered vehicle was processed on the day the PCN was incurred AND a( o A cre0s |wa A m m m m m | LRUC Go A RO7 STATES TRIED TO PAY A A A A
[ charge was in place for the previously registered Live
vehicle
: Investigation confirms that discounted a discounted charge(s) RREJ75 (is LRUC Go 'ACC063 RESIDENT INCL
Did not nominate new or hire/courtesy vehicle
A 2 " Y vent has been purchased for the vehicle Yes No NA this correct?) [N A NA NA NA NA NA ] NA Live A A A A A CHANGE OF VRM VA
‘Advise of need to both renew and
cC [na 2 CDA‘;:"’E‘ purchase a daily N/A NIA No NIA RREJO5S  |N/A purchase daily charge at non-discounted N/A N/A N/A NIA NA | NA "Rﬁfec” N/A RO7 STATES TRIED TO PAY N/A NIA NIA NIA NIA
9 rate until account has been approved
States forgot to Has continued to Send Residents' account application form ACC063 RESIDENT INCL
renew account with NoA and advise of need to both renew CHANGE OF VRM
purchase a discounted LRUC Go R13 PURCHASED DISCOUNTED
NA 2 Eharte aftr the oxpiry of NIA Yes No nd purchase daiy chageatron- (R NA NA NA NIA NA NA | NA o NIA e MoRRY NIA NA NA NA
the Residents' account
approved
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Confirm that the customer’s address is ACC063 RESIDENT INCL
correctly recorded and re-send renewal Provide details on how to renew Residents’ LRUC Go CHANGE OF VRM
NA 2 Claims not to have received renewal letter NA Yes No letter. Advise of need to both renew and  |RREJ25  |N/A e NA NA NA NA NA | NA A NA R21 FORGOT TO PAY NA NA NA NA
purchase daily charge at non-discounted
rate until account has been approved
? States atiempted « d has eith 'ACC046 PROCESSING|
Disregard lateness ates atempied o renew and has either Investigation confirms that renewal was rejected and the
if investigation continued to purchase charges at the r n LRUC Go ERROR
I 2 b customer was advised accordingly OR renewal was received | N/A No Data correction as appropriate RREJ25  [NA NA NA NA NA NA NA | NA NA R21 FORGOT TO PAY NA NA NA NA
proves service iscounted rate OR has not purchased any ous . q accordingly OR renewal was Live
bbbl Charges ut was not processed correctlylincorrectly rejectes
'ACC063 RESIDENT INCL
CHANGE OF VRM
Disregard lateness
if evidence provided Newly registered resident confused over T .
it charpe stat date o bolleved that annual Investigation confirms chargelbalance of remaining charge n n n " wn | LRUC Go
cc Repihonezl AND 2 charge had been transferred from a prévious refunded OR charge applied from Residents' discount Yes No NA RREJ0S  [NA NA A NA RO7 STATES TRIED TO PAY NA NA NA NA
P registration date
meets first rep account
criteria
Siat dentof I T entiled &
LEZ NA 2 e S e s oo a0 Investigation confirms vehicle not registered with LEZ Scheme. [N/A No NA RRESZS  [NA NA NA NA NA NA | N LRUCGo | N NA R21 FORGOT TO PAY NA NA NA NA
States only that they are a Diplomat AND/OR
consider the Congestion Charge to be a tax,
which under the Vienna Convention on RUCG 122 STATES DIPLOVATIC
cc Disregard Lateness 2 Diplomatic Relations or the Vienna Convention NA NA No NA RREJGY  [NA NA NA NA NA NA NA | NA e ce NA N NA NA NA NA NA
on Consular Relations (any article) means that ive
they are exempt from or do not have to pay the
Congestion Charge
Vehicle stolen or taken/borrowed without Crime reference number and detalls of police station to which LRUC Go R76 STATES STOLEN OR TAKEN | R76 STATES STOLEN OR TAKEN 'ACC038 VEHICLE TAKEN | ACC038 VEHICLE TAKEN
CC.LEZ |NA 4 consent crime was reported to enable validation NA No NA RREJIO  |RREJ240  |NA NA NA NA NA NA | NA Live NA WITHOUT CONSENT WITHOUT CONSENT VA VA WITHOUT CONSENT WITHOUT CONSENT
States vehicle taken into LEZ by a driverfuser RUCG R77 LEZ STATES DRIVEN IN
ez NA 4 who did not have the consent of the registered NA NA No NA NA RREJ242  |N/A NA NA NA NA NA | NA ° NA NA NA NA NA NA
Keeper (€.g. Fleet manager) to travel into LEZ Live ZONE WITHOUT CONSENT
Disregard lateness Onlyn the
if evidence provided States amount on PCN is incorrect and not the LRUC Go R78 STATES PCN INCORRECT | R78 STATES PCN INCORRECT
coLEz [ oot 5 amount prescribed i the regulatons NA NA eventofa  [NA RREJG1  [RREJG1  |N/A NA NA NA NA NA | NA A NA OO OO To be escalated To be escalated NA NA
discrepancy
Rep/Appeal
f ful discounted amount received in tme,
CC.LEZ |NA 5 States discounted sum paid Investigation confirms full discounted sum paid in time NIA No write off reminder of PCN balance. Donot |RREJ8Y  |RREJ8O NIA N/A N/A N/A NIA NA | NA LRE‘;}" NA | ROGSTATES 'ﬂ:%OUNTED SUM | RS6 STATES 'ﬂ:%OUNTED Sum NIA NIA NIA NIA
record as an ‘accept on system
States PCN amount s disproportionate (oo — - LRUC Go R8O LEZ PCN
LEz NA 5 highy Investigation confirms PCN amount is correct NA No NA RREJ243  |N/A NA NA NA NA NA | NA e NA NA DISPROPORTONATE NA NA NA NA
Disregard lateness Drove into Congestion Charging Zone as the ACCUTO EMERGENCY ACCUT0 EMERGENCY
if evidence provided result of an emergency (i.. relative rushed to Proof of emergency visit to hospital (not a routine visit to LRUC Go R39 EMERGENCY, REGISTERING | R39 EMERGENCY, REGISTERING
coLEz [ et 3 hospital withn the zone) or was taken Soiepulituii Aot NA No NA RREJ76  [RREJ76  |N/A NA NA NA NA NA | NA A NA A A NA NA
Rep/Appeal il/attending a hospital appointment
) - - LRUC Go R39 EMERGENCY, REGISTERING | R39 EMERGENCY, REGISTERING 'ACC007 ACCEPT KEEPER | ACC007 ACCEPT KEEPER
CC,LEZ |Disregard lateness 3 Registered keeper deceased Death certificate or confirmation from solicitors handing estate | N/A No N/A RREJ76 RREJ76 N/A N/A N/A N/A N/A N/A N/A Live N/A 'ADEATH 'ADEATH N/A N/A DECEASED DECEASED
' Travelling to register a death or travelling to Death certificate confirms death registered on the date of LRUC Go R39 EMERGENCY, REGISTERING | R39 EMERGENCY, REGISTERING ACC007 ACCEPT KEEPER | ACCO07 ACCEPT KEEPER
CC.LEZ |Disregard lateness 3 hospital due to the death of a relative contravention or refative died on the date of contravention NA N NA RREJT6  |RREJT6 NA N/A N/A N/A N/A NA | NA Live NA ADEATH ADEATH NA NA DECEASED DECEASED
R38 ATTENDING A FUNERAL, OR
LRUC Go ENTERING TO REFUEL, OR
Travelling to or attending a funeral .
ccLEZ [NA 3 weling ing a fu NA NA No NA RREJ75  [RREJ7S  |N/A NA NA NA NA NA | NA o NA TN NOT SR TERING She | R38 ATTENDING A FUNERAL NA NA NA NA
R38 ATTENDING A FUNERAL, OR
Had to enter the zone to get fuel or exiting the LRUC Go ENTERING TO REFUEL, OR | R38 ATTENDING A FUNERAL,
cC.LEZ NI 3 2one onl. NiA NA No NA RREJ75  [RREJ7S  |N/A NA NA NA NA NA | NA A NiA EXTING NOT CNTERING THE | EXITNG. NG INEO DN SIoNS NA NA NA NA
ZONE
- 'ACC033 DIVERSION 'ACC033 DIVERSION
Disregard lateness System check confirms an official diversion into zone or TiL Itin any
if evidence provided Diverted it " i ! doubt about LRUC Go R37 STATES DIVERTED OR R37 STATES DIVERTED OR
coLEz [ et 3 iverted into zone confirms that a diversion was in place at the time of the NA el () RREJ74  [RREJ74  |NA NA NA NA NA NA | NA A NA T R T R NA NA
Rep/Appeal diversion
ACC034 VEHICLE/PERSON | ACC034 VEHICLE/PERSON
Copy of immabilisation/removal release sheet or equivalent DETAINED DETAINED
Disregard ateness Veic in the zone s the directresult of proing thatthe veticle was it the chargng one on the
if evidence provided enforcement action taken by a local authority contravention date efiher as a direct result of this shioroemen! LRUC Go R23 ENFORCEMENT ACTION OR | R23 ENFORCEMENT ACTION OR
coLez [ et 3 felamped removed on or batore e acton. o folwing ecoveryof he vehice fom witin th zone | NA No NA RREJ28  [RREJ228  |N/A NA NA NA NA NA | NA o NA e e NA NA
Rep/Appeal contravention)OR detained by police by ihe keeper fallowing resolution of the enforcement action.
Copy of custody sheet
T prison 50 Unable (0 or cannol pay Penalty LRUC Go R23 ENFORCEMENT ACTION OR | R23 ENFORCEMENT ACTION OR
cCLEZ [NA 3 Charge NA NA No NA RREJ28  [RREJ228  |N/A NA NA NA NA NA | NA A NA e Do e Do NA NA NA NA
States vehicle broke down resuling in entry 1o For LEZ PCNs only, a letter from the recovery firm confirming LRUC Go R23 ENFORCEMENT ACTION OR | R23 ENFORCEMENT ACTION OR 'ACCO085 LEZ ENFORCEMENT
CC.LEZ |NA 3 or exit from the zone during operational hours breakdown on the date/time of the contravention NA No NA RREJZS  |RREJ28  |NA NA NA NA NA NA | NA Live NA BROKEN DOWN BROKEN DOWN VA VA VA ACTION OR BROKEN DOWN
RREJ75 or
Unaware of Congestion Charging /Low RREJB if Send General Scheme Leaflet with LRUC Go R38 ATTENDING A FUNERAL, | R38 ATTENDING A FUNERAL,
CC.LEZ INA 3 Emission Zone or methods of payment NA NA No NA relatingto | TRE78 | fesponse NA NA NA NA NA | NA Live NA EXITING, NO INFO ON SIGNS | EXITING, NO INFO ON SIGNS NA NA NA NA
PND
Entered zone unintentionally due (© road LRUC Go R24 STATES LOSTORROAD | R4 STATES LOST OR ROAD
ccLEZ [NA 3 o corting loct O i NA NA No NA RREJ73  [RREJ73  |NA NA NA NA NA NA | NA A NA oL oS oL oS NA NA NA NA
LRUC Go R37 STATES DIVERTED OR R37 STATES DIVERTED OR
cCLEZ [NA 3 Swerved or was forced into zone NA NA No NA RREJ74  [RREJ74  |NA NA NA NA NA NA | NA e NA T RCE NG SO T RCE NG SOnE NA NA NA NA
Was making a delivery or entered the zone ©© LRUC Go R38 ATTENDING A FUNERAL, | R8 ATTENDING A FUNERAL,
cCLEZ [NA 3 oo NA NA No NA RREJ75  [RREJ244  |N/A NA NA NA NA NA | NA A NA BTING. N INEO ON SIoNS | EXTTING. N INE ON SIS NA NA NA NA
- ACC074 CALLNOT _|ACC074 CALL NOT
Disregard lateness Claims received incorrect advice from Call Investigation confirms known incident . FOUND OR FOUND OR
if evidence provided Centre, Retail outlet or another external source OR LRUC Go R35 LEZ INCORRECT ADVICE | GONFUSING ADVISE | CONFUSING ADVISE
CC.LEZ 15 accept 3 (e.0. policeman, traffic warden, hotel Call recording confirms incorrect advice was given by the Call | VA No NiA 7:;‘;?5,53;’5 RREZS | R R R NA WA || A Live NA NA FROM CC NiA NiA
Rep/Appeal receptionist) Centre (N.B only calls after 31/10/09)
States they were leaving zone and not LRUC Go R38 ATTENDING A FUNERAL, | R8 ATTENDING A FUNERAL,
cCLEZ [NA 3 enering NA NA No NA RREJ75  [RREJ28  |N/A NA NA NA NA NA | NA A NA BTING. N INEO ON SIoNS | EXVTING. N INE ON SIonS NA NA NA NA
States they did not see signs or that signs did
LRUC Go R38 ATTENDING A FUNERAL, | R38 ATTENDING A FUNERAL,
cCLEZ [NA 3 ot acvise How Congestion ChargelL £2 NA NA No NA RREJ75  [RREJ7S  [N/A NA NA NA NA NA | NA o NA BTING NOINED DN SRS | EXTING NG INED ON SIoNS NA NA NA NA
ge could be purchased
- Escalate all LRUC Go R40 STATES MISSING SIGNS OR | R40 STATES MISSING SIGNS OR 'ACC054 SIGNAGE 'ACC054 SIGNAGE
CC,LEZ |Disregard lateness 3 States zone entry/exit signs missing NA NA o NA RREJ30  [RREJ30  [N/A NA NA NA NA NA | NA A NA oM e R e NA NA
Claims were dropping off/and or collecting a 'ACC054 SIGNAGE
wavellerftrain or bus passenger at Victoria train Advise that exercised discretion on first
cc NA 3 station and/or bus station at ‘Terminus Place’ NIA Yes No contravention basis but that future PCNs ~ [RREJ30 [N/ NA R T i o SIGNS OR NIA NA NA NA
but were directed into the zone because of the will be enforced as zone clearly marked.
one way road layout
States did nol see an LEZ exil signs when LRUC Go R36 LEZ STATES DID NOT SEE
LEz NA 3 eaing the LEZ NA NA No NA NA RREJ247  |N/A NA NA NA NA NA | NA e NA NA TSNS NA NA NA NA
cC,LEZ [NA 3 States another person was driving the vehicle NA NA No NA RREJ32  [RREJ32  |N/A NA NA NA NA NA | NA LRUC Go NA R41 STATES NOT THE DRIVER | R41 STATES NOT THE DRIVER NA NA NA NA
Not within the zone during charging hours or
thelr clock/a third party source displayed or
announced the time as being outside charging
hours
cCLEZ |NA 3 For LEZ PCNs, Not in the zone at the time of NA NA No NA RREJ20  [RREJ20  [NA NA NA NA NA NA | NA LRUC Go NA R42 STATES CLOCKS R42 STATES CLOCKS NA NA NA NA
the contravention or their clock/a third party Live INCORRECT INCORRECT
source led them to believe that they had left
LEZ before the start of the contravention
date/entered LEZ after the contravention date
had ended
Eecalato all ACC052 CAMERA | ACC052 CAMERA
cases, OPERATION ERROR |OPERATION ERROR
Zf:e“:‘;" RREJ27if  |RREJ27if
States that th bl ith the i i i i
CC,LEZ |Disregard lateness 3 ates that there is a problem with the PMA confirms problem following provision of evidential integrity |\, integrity log |N/A Capier [Edizer N N/A N/A N/A NIA NA | NA LRUC Go NA | R43 STATES CAMERA PROBLEM | R43 STATES CAMERA PROBLEM NIA NIA
camera(s) log fpeliims RREJOOf  [RREJ9O if Live
filortcy Siemens  [Siemens
passed to
PMA
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'ACC046 PROCESSING|ACC046 PROCESSING
ERROR ERROR
States paid via Cal Centre or received
Provision of information that should enable retrieval of the
+ advice from a Call Cent thut
CC.LEZ |Disregard lateness 3 Jolhmdond ‘:Ec';r:jpla? e bk oo pertinent call recording (ie. receipt number, enquiry number, | N/A No NIA N/A NIA NIA N/A N/A N/A NIA NA | NA "Rﬁfes” N/A N/A N/A NIA NIA
o etc.) (N.B only calls after 31/10/09)
plete
Wiakes challenge on 1egal grounds (.. E—— RUG o
CC,LEZ |Disregard lateness 3 human rights, wording on PCN, error in NA NA Eecar NA RREJ33  [RREJS3  [N/A NA NA NA NA NA | NA A NA R79 LEGAL CHALLENGE R79 LEGAL CHALLENGE NA NA
Scheme Order)
f
LEZ Disregard lateness 3 iﬁ‘:i:ﬁg:‘gjg by content of LEZ NIA NA S:;:;a‘e al N NIA RREJ280  |N/A NIA NIA NIA NIA NA | NA LRE&% NIA NIA RMLEET%S;‘ETOESFVJQF%NG NIA NIA NIA Qﬁ%’;&gﬁ:’#:& BYLEZ
Ses specific | See specific 'ACC039 HIRE CO NOMINATE |ACC039 HIRE CO NOMINATE
Customer provides valid hire agreement to ) ) e scenario | scenario OTHER KEEPER OTHER KEEPER
NA 6 demonsrate that vehicle was on hire on the Valid hire agreement thaf mests all requirements specified in No Transfer liabilty to named hirer relating to —relating o NA NA NA NA NA | N LRUCGo | ja NA NA NA NA
the Hire Agreement Guidance shortfallin ~ [shortfallin Live
date(s) of contravention h f
hire hire
Current copy of the Office of Fair Trading Consumer Credit Act é?ﬁéfé?ﬁgf NOMINATE é?ﬁgf&'?g&o NOMINATE
Vehicle not registered in Licence showing the registered keeperhire company
the name of the relationship
company specified on OR wh
the hire agreement (third Company accountant's statement ot
party agreement) R s offored o RREJGB or |RREJGS
Copy of the HM Revenue and Customs VAT Return i Svhey“:a :fe RREJG? 3’ RREJeT ;’
Please note, this rule OR y ) S AR LRUC Go R45 HIRE AGREEMENT DETAILS | R45 HIRE AGREEMENT DETAILS
NA 6 does not apply o GE Statement from the Company Director or Company Secretary of registered | Transfer liabilty to named hirer hire period [ hire period [N/A NA NA NA NA NA | NA A NA A N NA NA
Capital TLS PLC hire or keeper and exceeds six | exceeds six
agreements, which Investigation demonstrates a similarity between the name of the: Zoame:"' hire o WA
must be considered in company detailed on the hire agreement and the name of the dme:‘ Y
accordance with the registered keeper, as returned by the DVLA
Hire Agreement OR
Guidance document Company names are listed as acceptable on the 'Accepted Hire
Companies' document
'ACC039 HIRE CO NOMINATE | ACC039 HIRE CO NOMINATE
Proof that the registered keeper is a person engaged in the
Vehicle registered in the hiing of vehicles and the vehicle in question has been hired OTHER KEEPER OTHER KEEPER
name of a private from a 'hire firm' on the basis that they are a sole trader or
individual and there is no rades partnership business, e.g. Where
known relationship e o RREJGB or |RREJGB or
between the registered Copy of a recently completed HM Revenue and Customs VAT RREJ67if  |RREJ6Y if
N/A 6 keeper and the hire firm Return in the name of the registered keeper and the hire firm zgﬂg::([ale Transfer liability to named hirer hire period | hire period  |N/A NA NA NA N/A N/A N/A LRLLJ‘SBG" N/A R4S HIRE ﬁ‘%%%%%f DETALLS | R45 HIRE ﬁ‘%%%%%f DETALS N/A N/A
detailed on the hire ORrR domonsirae exceeds six | exceeds six
agreement (whether or Letter from an accountant or solicitor confirming the registered Wp months months.
not the hire firm is keeper's interest in the hire firm
declared or known to be OR
a limited company) Names are listed as acceptable on the ‘Accepted Hire
Companies' document
Vehicle registered in the
name of a private
individual, who is
Director of a ‘imited RREJGB or |RREJGS or
company hire firm, and RREJG7 i |RREJGT if
NIA 6 hire agreement provided NIA No NIA hire period  |hire period | N/A NIA NA NIA NA NA | NA LRES;’“ na | RASHIRE ﬁ‘GC%EREQ’:EECNTT DETAILS | Ra5 HIRE ﬁ‘GC%EREQ’:EECNTT DETAILS NIA NIA NIA NIA
in order to transfer exceeds six | exceeds six
liabilty to another months [ months
individual or the
company for which they
act as Director
RREJG6 or |RREJG6 or
Hire firm name not RREJG5 if  |RREJGS f
NA 6 detailed on hire NA No NA hire period [ hire period | N/A NA NA NA NIA NA | NA LRUC Go NA RA46 INCORRECT HIREMHIRER | - R46 INCORRECT HIRE/HIRER NA NA NA NA
Live NAME OR DATES NAME OR DATES
agreement exceeds six | exceeds six
months | months
NA Firer name is recorded in an acceptable format (see Hire 'ACC039 HIRE CO NOMINATE | ACC039 HIRE CO NOMINATE
'Agreement Guidance document) OTHER KEEPER OTHER KEEPER
OR
Thenamoofa dgﬁ; i spaciiaon ho e agrcment and o FEme |
No hirer or incomplete atement of Liability has clearly been signed by that driver RREJG5 if  |RREJGS f
6 hirer name detailed on OR o No Transfer liability to named hirer/driver hire period | hire period | N/A N/A N/A N/A NIA NA | NA LRUC Go N/A R46 INCORRECT HIRE/HIRER | R46 INCORRECT HIRE/HIRER NIA NIA
the hire agreement The signature on the hire agreement cannot be identified with a e e Al | e g Live NAME OR DATES NAME OR DATES
reasonable degree of certainty but the hire company has o e
nominated the driver, as recorded on the hire agreement, on
the representation form
'ACG039 HIRE CO NOMINATE | ACC039 HIRE CO NOMINATE
Hire agreement ﬁ:c::is ZZ‘QZJ ?:;‘::; sgéjg? '7 Esgjg? ;f LRUC G R45 HIRE AGREEMENT DETAILS | R45 HIRE AGREEMENT DETAILS OTHER KEEPER OTHER KEEPER
vali ) ) ) ! o
cCLEZ [NA 6 provided by not apply (0 oreign Address provided appears to be in an acceptable format No Transfer liabilty to named hirer hire period [ hire period | N/A NA NIA NIA NA NA | NA A NIA A T NA NA
customer o addreess) exceeds six | exceeds six
that months months
vehicle was on hire [VRM OR make OR
on the date(s) of | nogel of vehicle is not
contravention s | recorded or not correctly RREJEG or | RREJES or
insufficient to RREJG7 f  |RREJGT if
N/A 6 transfer liability ;‘;ﬁg:’;g;"or"e NA No N/A hire period | hire period | N/A N/A N/A N/A NIA N/A NIA LRESQG" na | RSHIRE %%%ERE&%\? DETALLS | R4S HIRE @%?;Q"é"f DETAILS N/A N/A
exceeds six | exceeds six
supplementary months months
documents where
appropriate
Hire period exceeds six LRUC Go R47 HIRE PERIOD EXCEEDS 6 | R47 HIRE PERIOD EXCEEDS 6
NA 6 e e NA No NA RREJ67  [RREJG7  |NA NA NA NA NIA NA | NA A NA S S NA NA NA NA
RREJ66 or | RREJGE or
Commencement date RREJGS i |RREJGS if
NA 6 andor time not recorded NIA No NA hire period [ hire period | N/A NA NA NA NA NA | NA LRUC Go NA R I e IARCIIRER | R46 IO T HIREHIRER NA NA NA NA
on hire agreement exceeds six | exceeds six
months | months
RREJ62if  |RREJG f
hire hire
Due back date andior is tis
time not recorded on hire open ended, |open ended,
agreement and RREJGB if |RREJGB if
additional details details are | details are
NA 6 recorded are not NA No NA incorrector  [incorrector  |N/A NA NA NA NA NA | NA LRUC Go NA | Ré8HIREAGREEMENTIS OPEN | R48 HIRE AGREEMENT IS OPEN NA NA NA NA
sufficient to transfer RREJG7 if  |RREJGY if
libilty in line with the details are | detalls are
Hire Agreement incorrect and [incorrect and
Guidance document hire period | hire period
exceeds six | exceeds six
months months
No acceptable
Statement of Liability on RREsst o |RRESA o
hire agreement OR RREJ63if |RREJG3 if
Statement of Liability not : ; LRUC Go Ra4 HIRE UNACCEPTABLE R44 HIRE UNACCEPTABLE
NA 6 Samed OR date of NA No NA hire period [ hire period | N/A NA NA NA NA NA | NA A NA puatilib s v T e Le NA NA NA NA
exceeds six | exceeds six
signature is not prior to
T of months months
Hirer's date of birth ACC039 HIRE CO NOMINATE |ACCO039 HIRE CO NOMINATE
OTHER KEEPER OTHER KEEPER
NA 6 andor driving licence | NA No Transfer liabilty to named hirer NA NA NA NA NA NA N/A NA | NA LRUCGO | N NA NA NA NA
hire agreement
Replacement vehicle
details incorrectly o8 or |RREMG8 or
NIA 6 fﬁ‘;:’;g&" hire NA No NIA hire period [ hire period [ N/A NIA NIA NIA NA NA | NA LRLLJ‘SQ“” NA | RSHIRE &%’Zﬁf&%’f DETAILS NIA NIA NIA NIA NIA
9 exceeds six | exceeds six
supplementary
Suppleme months months
Extension(s) of hire RREJ6B or | RREJG or
period incorrectly RREJG7 i |RREJGY if
NA 6 recorded on hire NIA No NA hire period  [hire period | N/A NIA NIA NIA NA NA | NA LRUC Go N | R4S HIRE AGRECHENT DETAILS NiA NA NA NA NA
agreement/extension exceeds six | exceeds six
' months | months
‘Actual date and/or time RREJ6B or | RREJG or
of vehicle return not RREJG7 i |RREJGT if
NIA 6 recorded or incorrectly NA No NIA hireperiod |hire period | N/A NA NIA NIA NIA NA | NA LRES;” na | RESHIRE ﬁ%’z‘f&%ﬁ DETALLS | R45 HIRE ﬁ%’z‘f&%ﬁ DETALS NIA NIA NIA NIA
recorded on hire exceeds six | exceeds six
agreement months months
Inconsistent or altered doubt about scenarlo | |scenarto LRUG 6o
NA 6 hire agreements NA validity of ~ [N/A ot 90 A NA NA NA NA NA | NA NA NA NA NA NA NA NA
shortfallin ~ [shortfallin Live
provided hire i i
hire hire
agreement "
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1f only ground| f only ground
raised, use | raised, use
claims they cannot afford to pay the PCN / Required if other relevant other relevant LRUC Go
CC,LEZ |NA 5 they wish to pay via instalments / they wish to NIA NO 10 PCNs or [N/A code as code as NIA NIA NIA NA NA | NA N NIA NIA NIA NIA NIA NIA NIA
pay at a later date’ more iate if iate if ve
other reasons| other reasons.
for rep raised |for rep raised
Advise that exercised discretion on first
’ contravention basis but that future PCNs
' ; No evidence required, other than reference being made in the ° " b LRUC Go ACCO08 CUSTOMER ERROR
cc Disregard lateness 2 Claims they went to their usual retailer and it |Retail Rorretpandence o atiompting to putchasa a chirgs Yes No will be enforced and provide details of how NIA N/A N/A N/A N/A NA | NA e 26/10/2009|  RO7 STATES TRIED TO PAY NIA NIA NIA RETAL NIA
o longer sells CC and they were unaware they can identify their nearest retailer in the
how to locate a retailer to purchase a charge. future (e pay)and or (website)
Advise that exercised discretion on first
Claims they attempted t the retail » : ; contravention basis but that future PCNs
cc Disregard lateness 2 laims they attempte n; pay viathe retail | petail No evidence required, other than reference being made in the |y No will be enforced and provide details of how N/A N/A N/A N/A N/A N/A LRUCGo | 57/10/2009|  R07 STATES TRIED TO PAY NA N/A N/A ACC008 CUSTOMER ERROR N/A
correspondence to attempling to purchase a charge . ; Live RETAIL
they can identify their nearest retailer in the
future (e pay)and or (website)
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Emission Zone
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12 REPRESENTATION FROM PERSON LIABLE THAT MAY ALSO INCLUDE
INFORMATION FROM THE HIRER. ... 39
13  APPENDIX A - POLICY ADVICE APPLICABLE TO HIRE AGREEMENTS .. 41

2 Scope and purpose

° This document relates to the London Road User Charging Scheme (LRUC)
and applies to the Congestion Charging Scheme (CCS) and Low Emission
Zone (LEZ).

. This document provides guidance to the Service Provider for dealing with
‘Ground 6’ representations and appeals from hire firms seeking to transfer
liability for a penalty charge notice (PCN) to the hirer.

. To successfully transfer liability of a penalty charge hire firms must provide a
‘hire agreement’ that complies with very specific regulations. Liability may
only be transferred when the registered keeper/liable party is a vehicle hire
firm and the vehicle was hired from them under a compliant hiring agreement.

o The document serves to ensure that the Service Provider has sufficient
information to enable hire agreements to be critically examined to establish if
a representation or subsequent appeal should be ac cepted or not and
whether liability may be transferred to the hirer. The document clarifies the
reasons why liability might not that need to be stated in any notice of rejection
(NOR) and appeal case summary.

° Additional guidance is provided about the further evidence that may be
requested from the customer.

. This document should not be referred to, nor should any text from this
document be repeated in any Nor or Appeal case summary, standard paras
exist for that purpose.

3 Hiring Agreements v Lease Agreement v Hire Purchase v Personal Contract
Agreements.

Ground 6 representations refer to vehicles on ‘hire’. This is a specific ground that is
demonstrated by the provision of a compliant hire agreement. There are legal
definitions of what a hire agreement is as outlined within this guidance.

A hire agreement is the only document that can enable the transfer of liability under
this ground. It reflects a short term period of ‘hire’ supported by legislation which
also outlines what is required to be contained within the hire agreement. A hire
agreement is therefore a distinct legal reference or term meaning a specific period
of hire of less than 6 months duration. Any period of hire of 6 months or more does
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not constitute a short term hire, it cannot enable the transfer of liability and must be
rejected.

For the purposes of this document a loan vehicle or courtesy car document should
be treated as a hire agreement and the same criterion applies.

A ‘lease’ or ‘master lease’ is not the same as a ‘hire agreement’. There is a
difference between the lease of a vehicle and the hire of a vehicle. Such documents
do not enable the transfer of liability from the person/company liable irrespective of
the duration of the lease or content of the documents. In such cases where the
lease is relied upon the representation must be rejected.

A lease agreement is generally for longer than 12 months, it may have mileage
restrictions and cover additional costs such as servicing, in addition the lease
agreement does not contain the same details as a hire agreement

A master lease is generally used by vehicle management companies to allow there
customers — often hire companies a flexible route to gain the use of additional
vehicles without having the need to discuss/agree and finance specific individual
vehicles; they are very generic and are more orientated to ‘finance’ than specific car
details. A master lease does not prove a vehicle is on hire or alink between the
asset management company and car hire companies other than a contractual one.

Any documents that reference ‘Hire Purchase’ or ‘Personal Contract Hire’ also do
not enable the transfer of liability. These are again separate aspects of vehicle
purchase. In such cases the representation must be rejected.

Liability when ‘vehicle on hire’
Liability may be transferred when;
o the registered keeper/person liable is a vehicle hire firm and

e the vehicle was hired from them under a hiring agreement at the time of the
contravention.

The ‘registered keeper’ means the person in whose name the vehicle is registered
with the DVLA under the Vehicle Excise and Registration Act 1994. The DVLA
stipulates vehicles should only be registered in the name of the person or Company
that keeps the vehicle.

The registered keeper is normally the vehicle hire firm, but the way some hire firms
trade, segment their operations and register their vehicles means sometimes this is
not the case and investigation may be needed to establish alink between the
registered keeper/person liable and the hire firm where they are different.

PCNs must be issued and subsequently re-issued in the correct order to each party
that become liable at each and every stage to maintain the ‘audit trail’. There can be
no skipping to the ‘end hirer’ from the registered keeper where there are multiple
agreements in place. For example where the registered keeper is a hire company
and they hire the vehicle to another hire company who in turn hire the vehicle to the
end hirer. PCNs must be issued in the strict order where liability can be transferred
as follows:
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4.1

4.2

A. Registered Keeper
B. Hire company hiring the vehicle from keeper
C. End Hirer

The PCN issue cycle cannot be:

A. Registered Keeper
C. End Hirer

Hire Company Names

The first issue with a hire representation is to determine whether the person making
the representation is entitled to do so. This should be the registered keeper/person
liable.

Where the person/organisation making the representation are not the same as the
registered keeper/person liable then third party representation considerations apply
as normal.

Where the registered keeper/person liable is confirmed as making representation
but the names used on the documentary evidence used to transfer liability, i.e. the
hire agreement then consideration needs to be given to whether the registered
keeper and the vehicle hire firm are one and the same.

Note: Where a link between the registered keeper and the hire firm has already
been recognised and accepted by TfL the issue of names can be ignored and the
hire agreement content considered to allow for the transfer of liability for the PCN
away from the registered keeper and to the hirer.

The sections that follow provide guidance on how to interpret and respond to the
information that may be provided in hire representations.

DVLA registered keeper and hire firm with ‘similar names’

The DVLA registered keeper/person liable name may not exactly match the name of
the organisation making the representation and/or named in the hire agreement.
Variations in name do not necessarily mean different organisations are involved.

Before rejecting such a representation consideration must be given to whether the
DVLA registered keeper/person liable, the organisation making the representation
and the organisation named in the hire agreement are one and the same.

To assist in decision making TfL has developed the following reference table to help
identify whether to:

e reject the link (no reason to accept, or insufficient evidence) or
e accept the link (as it is reasonable to do so).
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DVLA registered
keeper name

Hire Firm name shown
on agreement

Comments

Save Autos Ltd

Save Autos

Accept - name details match only
aspect missing is company type (Ltd)

Save Motors PLC

Save Motors

Accept - name details match only
aspect missing is company type
(PLC)

J R Jones Land
Rover

J R Jones

Accept - name details are similar.
Although the 'Land Rover' element is
missing it is sufficient to determine the
firmes are one and the same

Save Car and

Save Van Hire

Accept - name details similar, main

Van Hire Ltd name of firm included

Save Car and Save Car Hire Accept - name details similar, main
Van Hire Ltd name of firm included

Save Car and Save Car and Vans Accept - name details similar, main
Van Hire Ltd name of firm included

Save Car and Save Car and Van Hire Accept - name details similar, only
Van Hire Ltd element missing is company type

(Ltd)

Save Self Drive
(Any Town) Ltd

Save Self Drive Ltd

Accept - name details similar, only
element missing is company location
(Any Town)

Save Self Drive
(Any Town) Ltd

Save Self Drive

Accept - name details similar, location
and type missing (Any Town and Ltd)

Save Self Drive
(Any Town) Ltd

Sav Self Drive (Any Town)
Ltd

Accept — typographical error

Save Self Drive
(Any Town) Ltd

SSD Any Town Ltd

Accept — abbreviation

Save Self Drive
(Any Town) Ltd

SSD Any Town

Accept - abbreviation and company
type missing (Ltd)

Save Motor Save Motors Accept - name details similar,
Group Ltd company type missing (Ltd)
Save Motor Save Cars Ltd Reject - similarity insufficient
Group Car Hire of Any Town

Save 600 Ltd

Save Ltd

Reject- despite the similar names, the
two Ltd companies are separate legal
entities

If a similarity in names cannot be accepted through application of the above
examples reference must also be m ade to the most recent version of ‘PMA
Accepted Hire Companies list’ in Filenet to check whether a link exists that has

already been acknowledged and accepted by TfL.

When a decision is made to accept or reject ‘similar named’ organisations notes
must be added to the system for each PCN record explaining how the CSR has
arrived at this decision. Consideration of other points in thios document should be

considered.

tfl_scp_000555
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4.3

4.4

DVLA registered keeper and hire firm with entirely different names

The DVLA registered keeper andt he name of the organisation making the
representation and/or named in the hire agreement may be ent irely different.
Variations in name do not necessarily mean different organisations are involved.

Before rejecting such a representation consideration must be given to whether there
is a firm link between the registered keeper and the person/organisation hiring out
the vehicle and whether such a link is acceptable to TfL.

Generally speaking the following relationship decisions will apply:

Registered Keeper Hire Agreement Business | Decision
Name/type

Individual Individual Need to establish link —
possible sole trader
/partnership

Individual Sole Trader/Partnership Acceptable with proof

Individual Ltd /PLC Reject: separate legal
entities

Director Ltd /PLC Reject: separate legal
entities

‘A’ Ltd /PLC ‘B’ Ltd /PLC Reject: separate legal
entities

‘A’ Ltd /PLC Trading as Need to establish link — to
‘trading as’ name

If an acceptable firm link is not established between the DVLA registered keeper
and the person/organisation hiring out the vehicle it is not possible to transfer
liability away from the DVLA registered keeper.

DVLA registered keeper check returns 2 possible keepers including ‘care of
addresses’

The DVLA registered keeper details may include information that seems to relate to
more than one person/company, for example:

A. Smith PLC*Save Rent a Car
1 Any Street
Any Town
AT11TA

B. Mr John Jones*Coventry Rentals Ltd
1 Any Street
Any Town
AT11TA

C. Williams PLC
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c/o Nice Rent a Car
1 Any Street

Any Town

AT11TA

D. Mr John R Davis
Nuneaton Rentals Ltd
1 Any Street
Any Town
AT11TA

Example A:

The relationship between ‘Smith PLC’ and ‘Save Rent a Car’ cannot be questioned
if either of the names is reflected on the Hire Agreement. This is because the DVLA
registration details and the name on the hire agreement provide the necessary proof
of a link and therefore third party considerations cannot apply.

Example B:

The relationship between ‘Mr John Jones’ and ‘Coventry Rentals Ltd’ cannot be
questioned if either of the names is reflected on the Hire Agreement. This is
because the DVLA registration details and the name on the hire agreement provide
the necessary proof of a link and third party considerations cannot apply.

Example C:

The relationship between ‘Williams PLC’ and ‘Nice Rent a Car’ can be distinguished
in this case. In this example it is clear that Williams PLC are the registered keeper.
They have however notified the DVLA that they require all correspondence for them
to be issued to a designated address ‘care of the business at that address. In this
case they should bet reated as 2s eparate legal entities and third party
considerations do apply.

Example D:

This is another variation of examples 1 and 2; again the relationship between ‘Mr
John R Davis’ and ‘Nuneaton Rentals Ltd’ cannot be questioned if either of the
names is reflected on the Hire Agreement. This is because the DVLA registration
details and the name on the hire agreement provide the necessary proof of a link
and third party considerations cannot apply.

In examples A, B, D a representation may be received from either party named by
the DVLA. Representations received from either party should be treated as having
been received from the DVLA registered keeper and must not rejected as a ‘third
party representation’.

In C If a representation is received from an unauthorised third party appropriate
authorisation from the DVLA registered keeper must be requested. M ake any
request for further evidence in line with the agreed process for this type of request.
The Customer should be allowed 28 days to respond.
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4.5

4.5.1

452

Third Party and Third Party Hire Agreements

The term ‘third party’ in the context of processing Ground 6 hire representations and
appeals takes on a different concept to that detailed in the Criteria for Dealing with
Representations and Appeals (CDRA) applicable to other representations and
grounds. This is because further considerations have to apply to the links between
the registered keeper/person liable, the arties making the representation and also
the ‘names’ used on the statutory documentation required to transfer liability in such
cases — the hire agreement..

Third Party Hire Agreements

The DVLA registered keeper may make a representation and provide a hire
agreement to support the transfer of liability away from them. In such cases it may
seem there is no relationship between the registered keeper/person liable and the
hire Company (that is, the registered keeper name is not displayed on the hire
agreement). In this instance the evidence would seem to reflect a ‘third party hire
agreement’ that cannot be used to transfer liability away from them until an
acceptable link is made.

The example below reflects this:

o Registered keeper is Company A
o Representation from Company A
o Hire Agreement in name of Company B

The representation is from the DVLA registered keeper but the hire agreement
shows a different business organisation as the vehicle Hire Company. In this
instance the DVLA registered keeper is entitled to make a representation however
as the hire agreement does not reflect their name/business name the hire
agreement would seem to be a ‘third party hire agreement’ and would not be
capable of transferring liability from them.

In this instance the further evidence process should be used to request that the
registered keeper explains the ‘link’ between them and the hire agreement which
appears to be for a third party not linked to the registered keeper.

The explanation/evidence will be considered accordingly upon receipt.

Third Party Representations

A representation may be received with a hire agreement to support the transfer of
liability where the evidence shows there is no link between the registered keeper,
the person/business making the representation or the business named on the hire
agreement.

Therefore where it may seem there is nor elationship between the registered

keeper/person liable and the Hire Company (that is, the registered keeper name is
not displayed on the hire agreement the evidence would seem to reflect a ‘third
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45.3

45.4

party representation’). The hire agreement evidence cannot be used to transfer
liability until an acceptable link is considered and confirmed as made.

The example below reflects this:

. Registered keeper is Company C
. Representation from Company D
o Hire Agreement in name of Company D

The representation is not from the DVLA registered keeper, nor does the evidence
supplied show a link that can be established to satisfy the CDRA that this should not
be classified as a third party representation.

In this case it would be appropriate to determine this is a ‘third party representation’
(that is, has not been made by the DVLA registered keeper and the ‘third party
process’ should be utilised).

The explanation/evidence will be considered accordingly upon receipt.

Third Party Consideration Exceptions
See section 3.8

Where both the registered keeper and t he hire firm on the hire agreement are
shown as separate ‘Limited Companies’ for example:

e Save Rent a Car Ltd’ and ‘Save Rentals Ltd
e Coventry rentals Ltd and Nuneaton Rentals PLC

Each business is a separate legal entity. In these scenarios liability should not be
transferred to the hirer.

However, in certain circumstances TfL have made certain concessions to allow
liability to be t ransferred andt herefore reference must be made to the ‘PMA
Accepted Hire Companies List. Prior to rejecting such ar epresentation
consideration must be given to whether there is afirm link between the DVLA
registered keeper and the person/organisation hiring out the vehicle (as detailed in
the hire agreement) and whether this link is accepted by TfL.

Third Party Consideration

The following sequence of actions should be followed to establish if an acceptable
link can be identified between the named parties i.e. the registered keeper and the
hire company where they are different.

1. In all cases check TfL’s register (‘PMA Accepted Hire Companies List’) on
Filenet to see if ana cceptable firm link between the registered keeper
/individual and/or organisations has already been established.
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If representation is made by the registered keeper/person liable where no
acceptable link has already been established by TfL:

a. Contact the DVLA registered keeper/person liable using the additional
evidence process and invite them to provide

b. an explanation of the link between themselves and the business making
the representation and/or

c. evidence to support/prove a firm link,

If representation is not being made by the registered/keeper person liable
where no acceptable link has already been established by TfL

a. Follow the normal third party process and

b. Request an explanation of the link between them and the business making
representation and/or named on the hire agreement

c. evidence to support/prove a firm link,

In all cases Allow 28 days for a response.

455 Third party evidence and third party evidence consideration

When considering the explanations and/or supporting evidence it is likely to include,
but not limited to, the following:

tfl_scp_000555

a current copy of the Office of Fair Trading Consumer Credit Act Licence
showing the registered keeper/Hire Company relationship,

Company Accountant’s statement explaining the relationship between the
individual/businesses,

copy of a recent Revenue and Customs VAT Return, or

a statement from a Company Director or Company Secretary explaining the
relationship between the individual/businesses.

An explanation of the link between the Registered Keeper and the firm named
on the hiring agreement

If they are the DVLA registered keeper, an explanation w hy vehicle is
registered in their name and not the name of the firm

An explanation from a legal representative such as Company Solicitor

An explanation from an individual that he operates as a ‘sole trader’.
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4.6

Having made a request for further evidence in line with the agreed processes a
decision can then be made.

— if evidence of an acceptable firm link is supplied this should be forwarded to TfL
for inclusion in the ‘PMA Accepted Hire Companies List'.

— If acceptable evidence is provided inline with this guidance to accept the link
then process the representation and consider the validity of the particulars of
the hire agreement.

— if an acceptable link is not established between the registered keeper who
made the representation and the person/organisation hiring out the vehicle the
representation should be rejected on the basis of a third party hiring agreement
as it is not possible to transfer liability away from the DVLA registered keeper.

— If an acceptable link is not established between the individual and/or business
making the representation to the registered keeper/person liable the
representation should be refused as third party.

Registered Keeper is a private individual — Evidence confirms ‘Sole trader’ or
‘Partnership’

Private individuals may operate a hire firm, trading under their own name or
variations of their name for example, initials or any other name. This may
demonstrate a ‘sole trader’ or ‘partnership’.

In this case the business name/documentation would not show a business name
that ends in Ltd/PLC etc as they are not a limited company.

The registered keeper/person liable may make a representation and provide a hire

agreement to support the transfer of liability that does not name the registered

keeper.

The evidence that may support this may be and is not limited to:

o A statement from them that they he/she is a person engaged in the hiring of
vehicles and the vehicle has been hired from a ‘hire firm’ and on the basis that
he/she trades as a sole trader or partnership firm (not a Ltd or PLC).

. Supporting evidence is provided which may include, but is not limited to, the
following:

0 a copy of a recently completed HM Revenue and Customs Value Added
Tax (VAT) return, in the name of the registered keeper and the hire firm

0 a letter from an ac countant confirming the DVLA registered keeper’s
interest in the hire firm and that he is operating as a ‘sole trader’

0 a letter from a solicitor confirming the DVLA registered keeper’s interest in
the hire firm and is operating as a ‘sole trader’.
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4.7

4.8

4.9

Registered Keeper is a private individual and/or is a Director of the hire
firm/Ltd Co)

Company Directors of limited companies may have their names, rather than the
name of the firm, recorded as the DVLA registered keeper.

A Company Director who has a vehicle registered in their name, either their private
vehicle, or a company vehicle or otherwise cannot rely on a hire agreement
between the Limited Company he is a director of and a Customer hiring out the
vehicle to transfer liability. :

This is because the vehicle hire firm is a separate legal entity and the vehicle is
registered to a private individual, regardless of the fact he is a Director of the hire
firm.

In such cases Liability cannot be transferred. The NoR must not include a request
for further evidence.

Registered Keeper is a Ltd Co/PLC and hire agreement is in name of another
Ltd Co or PLC.

Each Limited Company (Ltd) or Public Limited Company (PLC) is a separate legal
entity in their own right.

Therefore where there are 2 businesses that are ‘Ltd’ or ‘PLC’ they are to be treated
as separate businesses, in the same way as would apply to 2 separate individuals.
This will apply even where one company may own the other, have links to that
company, be owned by the same group of people/directors or be part of the same
‘group’.

Liability cannot be transferred in the instances where the registered keeper is one
Ltd Co. and they rely on a hire agreement that has the name of another Ltd Co or
PLC. A Ltd or PLC business cannot trade as another Ltd co or PLC.

In such cases Liability cannot be transferred. The NoR must not include a request

for further evidence. The exceptions to this are on the ‘PMA Accepted Hire
Companies List’

Registered Keeper is Ltd Co/PLC ‘trading as’ under a different name

A Limited Company (Ltd) or Public Limited Company (PLC) is a separate legal entity
in their own rights. Section 3.8 applies in all cases.

A Ltd Co or PLC can however operate under a different name on a ‘trade as’ basis
an examples of this may be:

- Coventry Van Hire Ltd trading as ‘Sky Blue Van Hire’
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4.10

411

This is permissible; however where this applies the trading name which the Ltd Co
or PLC is trading under cannot be another Limited Company. Where it is another
limited company this cannot be a trading as situation and section 3.8 applies.

Where a Ltd Co or PLC operate under this basis the limited company name should
be shown on any official documentation such as the hire agreement along with the
‘trading as’ name.

Where this is established this confirms the llink between the registered keeper and
his/her business named on the hire agreement.

Hire firm name not shown on the hire agreement

The hire agreement supplied may not include the name of the hire firm. The actions
to be taken varies dependent upon w hat evidence has been s upplied with the
representation:

When a copy of the hire agreement has been provided and the name of the hire firm
is not the further evidence process must be followed to establish an explanation of
this and the link between the registered keeper/person liable, the person/business
making representation and the link to the hire agreement.

However when it is believed a full copy of the hire agreement may not have been
provided, or the original document supplied may not have been scanned properly,
the original document should be requested from the Scan Partner.

If it is confirmed the name of the hire firm is not shown ont he original hire
agreement the further evidence process must be followed.

If the original hire agreement provides more information than the scanned image,
then it should be rescanned, associated and worked in accordance with the relevant
firm rules.

PMA Accepted Hire Companies List

The ‘PMA Accepted Hire Companies List' is maintained by TfL. The most recent
version is available on Filenet and should be referenced.

The list provides information about acceptable links between individuals and/or
organisations involved in the hiring of vehicles that has already been established by
TfL. These links have been identified by TfL either through:

o representation processing (evidence is identified and provided to TfL through
the representation process is used to update the ‘PMA Accepted Hire
Companies List’) or

o discussions between TfL and s takeholders for example the British Vehicle

Rental and Leasing Association (BVRLA) and the Freight Leasing Association
(FLA).

Page 16 of 41

tfl_scp_000555 -In Confidence- Page 46 of 71



appendix 09

4.12

4.13

Note: Members of the BVRLA and FLA are able to submit a questionnaire to TfL
detailing links between firm organisations (completed questionnaires are stored in a
TfL database). TfL consider the information supplied and may accept a link exists
between the firm organisations. If a link is established the registered keeper/trading
name of the firm organisation will be accepted by TfL as a known ‘subsidiary
company’.

As the ‘PMA Accepted Hire Companies List’ is subject to regular update, it is
essential the most recent version is consulted if the relationship between the
registered keeper and the hire firm is unclear.

Hire Company Address

The address provided for the registered keeper by the DVLA may be different to the
address shown on the hire agreement for the hire firm.

Larger hire firms with multiple outlets often use a single address such as the central
HQ to register their fleet of vehicles for administrative reasons. Variations between
the registered keeper’s address only and that shown on the hire agreement can be
ignored.

Sole traders or partnerships may legitimately register their vehicles to a home
address for administrative reasons, but the hire agreement will usually include the
firm address. Variations between the registered keeper address and that shown on
the hire agreement in such cases can be ignored

Vehicle Finance companies

Communications may be received that are initially treated as ‘Representations’
which may be received from vehicle finance/leasing companies where there is an
individual registered keeper name and their own company name and address as
being the DVLA registered keeper’s address (as in the example, below):

Mr John R Jones
Motor Finance PLC
1 Any Street

Any Town
AT11TA

The reason finance companies do this is so that they still have a controlling interest
in the vehicle and seek to prevent changes affecting their position.

In these scenarios the DVLA registered keeper’s address is not the true address of
the registered keeper although the name of the DVLA registered keeper should be
considered as accurate.

In these instances the company are outlining the true address of the DVLA
registered keeper, as recorded in the finance company’s records.

In such cases the representation can be ‘invalidated’ and should be treated as a
correspondence from the vehicle finance company confirming a ‘care of address’
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4.14

4.15

and they are providing the ‘correct address’ for the registered keeper. No transfer
of liability is required although the PCN can be re-issued to the same keeper but at
the correct address.

Hired to hire on

Hire firms often have ‘reciprocal agreements’ with other hire firms that allows them
to ‘source’ vehicles for their Customers

The first hire firm hires the required vehicle from the second hire firm and then hires
it onto the end Customer. This type of hire on arrangement means a Customer
might hire a vehicle from one hire firm without realising that it belongs to another.

The time needed to hire a vehicle to ‘hire on’ also means sometimes inconsistent
evidence is produced. Typically, the hire firm hiring the vehicle to the end Customer
appears to have hired out a vehicle to the end Customer prior to having hired it from
the second hire firm.

When vehicles are hired to ‘hire on’ there is rarely a formal hire agreement in place
between the two hire firms and the end Customer’s hire agreement is with the hire

firm that is not the registered keeper of the vehicle. If there is no compliant hire
agreement it is not possible to transfer liability from the registered keeper.

Hire Agreement Reference Number

Hire agreements do not have to include a reference number. When agreement
numbers are provided for consideration with a reference number they may be used
to distinguish between hire agreements and/or to cross reference to separate
extension documents or other paperwork that record make and model details fully
or record replacement vehicle details.

When several hire agreements are provided for a V RM that may cover multiple
PCNs for the same vehicle, it is helpful to refer to the individual hire agreements by
their reference numbers as this makes the NoR clearer.

Particulars of Hiring Agreements

For liability to be transferred from the registered keeper to the person liable the
relevant regulations outline the relevant hire agreement must include:

) the name and address of the hirer,

. the VRM,

o the make and model of the vehicle hired,

o the hire period (start date and time and expected end date and time),

o a signed statement of liability statement,
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. the actual date and time of return of the vehicle when the vehicle is returned
at the end of the hire period.

Additionally when relevant:

o any extension agreed during the currency of the agreement (extension start
date and time and expected end date and time),

J Details of the change of vehicle hired during the hire period.

These ‘particulars’ are identified in Schedule 2 of the Road Traffic (Owner Liability)
Regulations 2000 — ‘the owner liability regulations’.

The sections that follow provide guidance on whether:
o hire agreements includes the required particulars and

o the information that has been provided is at a sufficient level of detail.

Name of hirer

The regulations stipulate the vehicle hirer's full name must be shown on the hire
agreement. Provided the vehicle hirer's name is legible on the agreement (albeit
not in full) TfL considers liability can still be transferred.

The following examples illustrate the acceptable and unacceptable permutations of
the name ‘Mr John Richard Jones’:

Examples when liability can be transferred:

- Mr John Richard Jones
- Mr John Jones

- MrJRJones

- Mr Jones

- JRJones

- JJones

- John Richard Jones
- John R Jones

- John Jones

- Jon Rich Jones

- Jon R Jones

- John Jones

Examples when liability cannot be transferred:

- Jones
- John
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512

- Jon

- Mrd

- MrJJ
- MrJRJ
- J

- JJ

- JRJ

If the hire agreement does not clearly record a clearly identifiable ‘hirer’ the
following actions should be taken:

Driver recorded on the hire agreement (hirer not specified)

When no hirer is recorded on the hire agreement, but a driver is, liability may be
transferred to the driver provided the statement of liability has been signed by them.

If it is not clear if the statement of liability has been signed by the driver, but a
signature exists and the hire firm have nominated the driver on the representation
form, liability may be transferred to the driver.

Where the hirer is a ‘Company’, the particulars of the person signing the statement
of liability on behalf of the hirer (the Company) may also be recorded (for example,
a driver’'s details). Liability must be transferred to the hirer (the Company) not the
person signing the statement on the company’s behalf.

Courtesy cars and hire ‘brokers’

Companies that provide motor insurance, or accident management services,
arrange vehicle hire on behalf of their customers.

The insurance or accident management company may be recorded onthe hire
agreement as the hirer or hirer/account holder to enable the hire firm to invoice the
Customer for the hire costs. The insurance or accident management company’s
Customer may be named on the hire agreement as a driver with the Customer
signing the hire agreement statement of liability.

° If the hire agreement complies with the hire guidance the representation can
be accepted and the PCN should be re-issued to the insurance or accident
management company.

. If the hire agreement does not comply with the hire guidance, reject the
representation. The NoR must explain why liability cannot be transferred and
detail all of the failings of the hire agreement.

After liability has beent ransferred to an insurance or accident management
company, they may make representation against the PCN.

Where they confirm that the hire agreement statement of liability has been signed
by the driver of the vehicle (who is not an employee or authorised representative of
the insurance or accident management company) the representation should be
accepted and liability transferred back to the DVLA registered keeper. All
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531

subsequent representations received from the DVLA registered keeper for the same
PCN and vehicle for the period of the hire under the same hire agreement that
names the insurance or accident management company as the hirer should be
rejected.

' The representation cannot be rejected at this stage as the documentation provided
appears to be a valid hire agreement. Representations have to be considered on
their own merits, the decision to either accept or reject cannot be influenced by
other cases.

Address of hirer

The address of the hirer shown on the hire agreement must be postcode validated
using the most recent version of the postcode address file (PAF). This does not
apply where the hirer resides outside the UK.

If the address cannot be validated, but does not appear fictitious and is in an
acceptable format that is, it includes:

—  house number/name, and
— street name, and

— town/city and

— country (if foreign),

The address should be used to re-issue the PCN to the hirer noting those cases
treated as ‘foreign’.

If the hire firm has failed to record the country of residence of the hirer and it is not
possible to identify this it may not be possible to pursue the PCN.

Vehicle Details

The ‘owner liability regulations’ require the VRM, make and model of the vehicle
hired to be recorded on the hire agreement. These elements are addressed as
follows:

Vehicle registration mark (VRM)

Ensure the VRM on the hire agreement is clear and matches that of the
contravening vehicle. Typographical errors or omissions on the part of the Hire
Company are not acceptable.

If the VRM is not clearly shown the hire documentation should be scrutinised to see
if a replacement vehicle VRM has been recorded. If a replacement vehicle VRM is
shown the date and time of the replacement must be clearly documented along with
the make and model of the replacement vehicle (see section 4.3.4 Replacement
Vehicles).
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Vehicle make and model
The make and model of the hired vehicle must be recorded in the hire agreement.

TfL do not require an exact replication of the full make and model details as
supplied by the DVLA, this is because:

- the DVLA may provide more information than just the make and model
- the hire firm may have recorded the make and/or model incorrectly

- the hire firm have used other terms attributed other industry accepted terms
for the vehicle to describe it.

TfL must be satisfied that the details on the hire agreement are sufficient to enable
identification of the vehicle in the contravention images. TfL know hire firms
sometimes abbreviate the make and m odel of the hire vehicle, or describe the
vehicle incorrectly. To overcome these issues TfL has compiled a list of common
abbreviations/terms used by vehicle hire firms and guidance on whether they are
acceptable or not. If the description of a hired vehicle is abbreviated, or incomplete,
reference must be made to the ‘PMA Make and Model List’ on Filenet.

The make and model declared in the hire agreement must be:

- carefully compared to the vehicle details supplied by the DVLA and

- the vehicle shown in the contravention images.

It is for the Service Provider to determine if the vehicle in the evidential record is
reflected in the vehicle details supplied in the hire agreement and are sufficient to
allow identification of the vehicle. Notes must be added to the system to reflect

reasons.

The following terms of reference should be used when the vehicle details supplied
by the DVLA do not exactly match those entered in the hire agreement:

- If only the full model name is shown in the hire agreement (that is, the make
has been omitted) this is normally deemed sufficient to describe the vehicle.
This is because particular vehicle model names are normally trademarks and
are specific to particular manufacturers.

For example, only Ford manufactures models called ‘Fiesta’, ‘Focus’ and
‘Mondeo’.

However, some caution must be exercised because certain model names may be
used by more than one manufacturer.

For example, there is a Renault ‘Alpine’ and a Talbot ‘Alpine’.
- If only the full ‘make’ is shown in the hire agreement (that is, the model has

been omitted) the hire agreement must be rejected. Liability cannot be
transferred. This is because a manufacturer will usually have many models of
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vehicle and b y omitting this information the precise vehicle cannot be
identified.

For example, Volkswagen has models called ‘Golf’, ‘Passat’, ‘Polo’ and ‘Gol’.
The following examples illustrate the process to be adopted when comparing the

make and model description in the hire agreement compared with the data provided
by the DVLA and displayed in the system:

Example 1:
DVLA returns:

Make: Renault

Model: Megane Expression DCI 106

The actual make and model is Renault Megane;

Expression DCI 106 reflect the vehicle derivative.

Acceptable abbreviations

Unacceptable abbreviations

Renault Megane

Renault

Rena Mega Renault estate

Megane Diesel estate

Megane Expression Expression

Megane Expression DCI 106 Expression DCI 106
DCI 106

Example 2:
DVLA returns:

Make: Ford
Model: Transit 350 LWB TD

The actual make and model is Ford Transit;

350, LWB and TD reflect the vehicle derivative.

Acceptable abbreviations

Unacceptable abbreviations

Ford Transit Ford Box
Transit Box
Transit 350 Ford Tail Lift
Transit LWB Tail Lift
Transit TD Ford T/L
For. Tran. T/L

350

LWB

TD

Van

tfl_scp_000555
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Example 3:
DVLA returns:

Make: DAF Trucks
Model: FTG CF85.430

To transfer liability the hire agreement must record the make and model of the hired
vehicle as any one of the following:

Acceptable abbreviations Unacceptable abbreviations
DAF Trucks FTG CF85.430 DAF

DAF FTG CF85.430 Curtain side

DAF Trucks FTG CF DAF Curtain side

DAF Trucks FTG CF85.430 DAF HGV

DAF CF DAF Tractor unit

FTG CF85.430 DAF FTG

CF FTG 85.430

If the make or model of the hired vehicle is abbreviated or incomplete, refer to the
‘PMA Make and Model List’ on Filenet for guidance.

The DVLA may not return any details for the model of the vehicle. This is usually
confined to commercial vehicles as some such vehicles do not have a model name
or code and therefore the information is not recorded by the DVLA. For these
vehicles, if the make on the hire agreement matches the DVLA make liability may
be transferred, even if the hire firm have recorded something to denote the model
as in the example below.

Example:
DVLA returns:

Make: Scania
Model: Not known/none provided

Hire agreement records:

Make: Scania
Model: SC120

Prior to rejecting a hire firm’s representation on make/model grounds alone, the
details recorded on the hire agreement must be checked against the checked to the
evidential record and cross referenced to the ‘PMA Make and Model List’ (which
may allow for a transfer of liability despite an inconsistency in make and model).

If the make and m odel shown on the hire agreement do not match the DVLA
records and are not included in the current ‘PMA Make and Model List’ on Filenet
the inconsistency should be highlighted to TfL. The description of the make and
model as returned by DVLA and as detailed on the hire agreement together with the
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name of the hire firm and the PCN number should be included in the next ‘PMA
Make and Model Query List’. The list is periodically submitted to TfL or a decision to
either reject or accept the description.

Make and model - supplementary documents

Additional paperwork from the hire firm might be provided to support the make and
model description of the vehicle on the hire agreement (including abbreviations) of
the vehicle.

Where the Hire agreement provided complies with this guidance (used in
conjunction with the ‘PMA Make and Model List’) in all respects except make and
model, the representation may be accepted provided:

- a supplementary sheet is enclosed that links it to the hire agreement for the
hired vehicle andt his details the full make and model of the vehicle as
required by Schedule 2 of The Road Traffic (Owner Liability) Regulations
2000

- appropriate notes are added to the enforcement system explaining the
resolution of the make and model issue

Where accepting such information and or data the details need to be recorded in
the enforcement system.

Hire Period

The transfer of liability can only take place where the initial hir period as shown on
the hire agreement is for a period of hire of less than six months. This is outlined in
Section 66 (7) of the Road Traffic Offenders Act 1988 which stipulates that:

“This section applies to a hiring agreement under the terms of which the vehicle
concerned is let to the hirer for a fixed period of less than six months (whether or
not that period is capable of extension by agreement between the parties or
otherwise)”

To comply with the legislation hire agreements must include a hire period
commencement date and time together with the expected expiry date and time of
the hire. This has the effect of fixing’ the hire period. If the hire period is for 6
months or more liability cannot be transferred.

Different definitions of what constitutes a 6 month period exist. TfL’s definition has
been derived from ‘Wilkinson’s Road Traffic Offences’ that states:

‘A month ends on the day of the next month corresponding in number to that from
which the computation begins’,

The following examples illustrate how the above definition applies:

- Hire period: 08:00hrs on 28/03/2011 to 08:00hrs on 28/09/2011
Reject, the hire period is exactly 6 months
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- Hire period: 08:00hrs on 28/03/2011 to 08:00hrs on 29/09/2011
Reject, the hire period is 6 months and 1 day

- Hire period: 08:00hrs on 28/03/2011 to 07:59hrs 29/09/2011
Reject, the hire period is 1 minute less than 6 months and 1 day

- Hire period: 08:00hrs on 28/03/2011 to 07:59hrs on 28/09/2011
Accept, the hire period is 1 minute less than 6 months

Commencement date and time

The regulations require the commencement date and time must be provided on the
hire agreement, it reflects the starting point of the hire period and allows the
duration of the fixed hire period to be determined.

If either the commencement date andt ime (or both) are not present the
representation must be rejected.

The commencement date and time reflects when the hirer's liability for penalty
charges incurred under the hire of the vehicle commenced.

The commencement date of the hire period must be on, or before, the contravention
date and, if the contravention is on the commencement date, the commencement
time must be before the contravention time.

(See also section 9 regarding ‘Terms used by Hire Firms’)

Due back date and time
The regulations require the ‘expected’ date and time the hire period ends (the ‘due
back date and time’) must be provided on the hire agreement.
e No due back date and time
If a hire agreement does not have a due back date and time, the hire period is
‘open ended’ and not fixed’. ‘Open ended’ hire agreements must be rejected.
o Due back date, but no due back time

TfL will consider a hire agreement as fulfilling the requirements when only a due
back date is given with no time.

If there is a due back date, but no due back time, TfL considers liability can be
transferred up to midnight of the day before the due back date.

When no due bac k time is recorded liability cannot be transferred for PCNs
occurring on the due back date.
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Example:

Hire period stated as 21/03/11 at 9.00am to 28/03/11.

Liability in this example can be transferred for the period as follows:

From:
To:

21/03/2011 at 09.00am
27/03/2011 at 11.59pm

The impact of this would be as follows:

543

The

Contravention date | Contravention time | Decision Explanation
20/03/2011 11.00am Reject Before hire period
21/03/2011 1:00pm Accept During hire period
27/03/2011 3:00pm Accept During hire period
28/03/2011 9:00am Reject After hire period

The due back date and time should not be confused with the actual date and
time the vehicle was returned.

Note:

Hire agreements which are seen for the first time that have no due back date
and time field but have an actual return date and time may be accepted and
liability transferred for the period starting with the commencement of hire to the
actual date and time of the return of the vehicle.

Where a hire agreement has previously been seen with no actual of due back
date and time and it is resubmitted with an actual date and time of return it
should be rejected;

Appropriate system notes should be added to highlight that it was not possible
to verify whether or not the hire period was fixed at the outset.

Extended hire agreements

regulations permit the extension of a hire period. This must be shown as a

separate period to the initial hire period. The regulations state this must be recorded
on the hire firms copy of the hire agreement. There may be multiple extensions of

hire.

The

regulations require the recording of:

e the commencement date and time of the extension period and

¢ the expected expiry date and time of the extension period

Many vehicle hire firms record hire extensions on a separate document. TfL will
accept this reflects an extension to the hire period provided it is made clear that:

- the document is recording an extension to the original hire agreement and the
reference numbers shown on the original and extended hire documents match,

tfl_scp_000555
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5.4.3.1

5.4.3.2

5.4.3.3

- or the separate extension document clearly cross references to the original hire
agreement.

If the document reference numbers do not match and there is no clear means of
linking the documents, the separate document should not bet reated as an
extension to the original hire agreement If this happens the further documentation
should not be accepted as an extension of the original hire agreement however.
Such a document would constitute a separate hire agreement for consideration.

An incorrectly recorded hire extension on a hire agreement does not prevent liability
from being transferred for contraventions in the original hire period if that period of
hire and al | other requirements are correctly recorded on the original hire
agreement.

Extension commencement date and time

The extension commencement date and time must be shown on the agreement and
must refer to the start of the extension (rather than the start of the original hire
period).

The extension commencement date and time must be before the contravention date
and time if the contravention falls in the extended period.

The representation must be rejected if the extension commencement date and time
is not shown or is the same as the original hire period commencement date and
time (this is because the extension of the hire is a separate period entirely to the
original hire period).

Extension expiry date and time

The extension expiry date and time must be shown and must refer to the end of the
extension period. Recording an actual return date and or time is not the same as
recording an extension expiry due date and time as the actual return date and time
are different particulars to be recorded).

The extension expiry date and time must be after the contravention date and time.

If the contravention falls on the extension expiry date and no extension expiry time
has been provided the representation should be rejected.

Extensions recorded after the due back date and time, or after the expiry date
and time of an earlier extension

Hire firms are required to record authorised extensions And where they record an
authorised extension that commences after the original due back date and time or
the expiry of the last authorised extension, Liability for contraventions that fall in the
original hire period or the authorised extension may still be transferred, but liability
cannot be transferred for contraventions during the period not covered by a valid
hire agreement or extension.
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5.4.5

Example:
Hire period stated to be 20/01/2011 at 9.00am, due back 20/02/2011 at 7:00am

Extension recorded as commencing at on 27/02/2011 at 17:00hrs with an extended
due back on 07/03/2011 at 09:00hrs.

Liability in this example can be transferred for the period as follows:

From 21/03/2011 at 09.00am
To 27/03/2011 at 11.59pm

The impact of this would be as follows:

Contravention date | Contravention time | Decision Explanation

27/01/2011 9:30hrs Accept | During original hire
period

23/02/2011 10:00am Reject | Not during original hire
period or authorised
extension

28/02/2011 11:00am Accept | During authorised
extension

Actual return time

This only applies where a vehicle has been returned at the end of the hire period.
However the fact it may be missing does not prevent the hire agreement to be
considered as valid.

Recording an actual return date and time that is later than the original due back
date and time does not constitute a valid extension to the hire period.

Liability cannot be transferred after the original due back date and time where no
valid extension is recorded and t herefore the document fails to comply with the
regulations.

On the rare occasions where the actual return date and time is shown onthe
agreement provided and is earlier than the original expected due back date and
time, i.e. the vehicle has been returned early, liability should be transferred only until
the actual return date and time.

Replacement vehicles

The regulations state that the details for a replacement vehicle as recorded at
5.4.5.1 to 5.4.5.3 must be recorded on the hire firm’s copy of the hire agreement.

Whilst this may bet he requirement many vehicle hire firms will record the
replacement vehicles on a separate document. TfL will accept this document as
showing a replacement vehicle provided:
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5.45.1

5.4.5.2

5.4.5.3

¢ the hire document reference numbers shown on the documents match, or

o the separate replacement document cross references to the original hire
agreement.

If the document reference numbers do not match, or there is no clear means of
linking the documents, the separate document does not constitute part of the hire
agreement. If this happens consideration must be made as to whether or not the
separate document provided constitutes a hire agreement containing all required
information to transfer liability in its own right, if it does not the representation must
be rejected.

Change of Vehicle Registration Mark (VRM)

The requirements applicable to recording the VRM for a replacement vehicle are the
same as those for the original hire vehicle (see section 5.3.1).

Where the requirements are not fulfilled and the contravention is relevant to the
change of vehicle the representation must be rejected.

Change of Vehicle Make and Model

The requirements for recording the make and model of a replacement vehicle are
the same as those for the original hire vehicle (see section 5.3.2).

Where the requirements are not fulfilled and the contravention is relevant to the
change of vehicle the representation must be rejected.

Date and time of Change of Vehicle

This must be either the same as or more commonly after the commencement date
and time recorded on the original hire agreement, if not reject the representation.

If a replacement vehicle has been recorded without a date and time of replacement
it is not possible to determine when the hirer assumed responsibility for the
replacement vehicle. T he representation must be r ejected as liability for PCNs
incurred by the replacement vehicle cannot be transferred to the hirer.

If only the date of replacement is recorded, but notime is shown andt he
contravention date is the same day, liability cannot bet ransferred and
representation must be rejected.

Where the requirements are not fulfilled and the contravention is relevant to the
change of vehicle the representation must be rejected.
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6.1

6.2

Statement of liability and signature
Statement of Liability

The regulations require a statement of liability on the hiring agreement which must
be signed. The statement of liability is required as this confirms that the hirer
accepts responsibility for any penalties incurred by the vehicle for the duration of the
hire period.

For Road User Charging Penalties the regulations go one step further and require
the hirer to acknowledge liability for any charges or penalty charges incurred under
a charging scheme during the currency of the hiring agreement. TfL has taken a
liberal view of this and does not strictly adhere to the regulations regarding
statements of liability and will accept liability statements as being acceptable if they
refer to any of the following:

Road Traffic Act 1988 (including references to section 66)

Road Traffic Act 1991

Fixed penalties or contraventions in respect of the vehicle

the hirer acts as registered keeper for the duration of the hire
responsibility or liability for the vehicle for the duration of the hire
responsibility for traffic, parking or speeding violations

Road User Charging Scheme penalties

If there is no specific statement of liability included in the hire agreement the ‘terms
and conditions’ of the agreement need to be considered, they may provide sufficient
wording to meet TfL’s requirements and allow liability to be transferred.

If there is no signed statement of liability and the terms and c onditions are not
included in the documentation provided by the Hire Company request an
explanation or the provision of the signed statement of liability through the further
evidence process.

Due to the way in which many companies operate they may often provide a
computer print out of the hire document — this will not contain the signed statement
of liability; Therefore it is possible that a representation initially rejected due to the
hire agreement not incorporating a signed statement of liability may subsequently
be accepted when the Hire Company provides a copy of the liability statement as
additional evidence in response to the NoR.

The statement of liability may be i ncluded in the hire agreement itself or on a
separate page (for example on a vehicle check out/in condition report).

Signature

A hire agreement must contain a signed statement of liability. This is required to
show that the hirer has consented to the terms and c onditions of the hire
agreement, and specifically accepts liability for the PCNs incurred during the period
of the hire agreement.
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If a statement of liability is present on the original hiring agreement but it is unsigned
the representation must be rejected.

6.3 Statement of liability signed by the hirer of the vehicle

The statement of liability must be signed by the hirer of the vehicle.

Hire agreements are sometimes provided that are signed on behalf of the hirer, with
a ‘PP’ or ‘Per Pro’ signature. If signed ‘PP’ (on behalf of an individual hirer), liability
cannot be transferred as the individual hirer has not signed to accept liability.

If signed ‘PP’ on behalf of a company who has hired the vehicle this is likely to be

an employee of that company, this needs to be ex plored to establish if it is
acceptable to transfer liability.

6.4 Date of signature

TfL does not require the signed statement of liability to be dated. If the signed
statement of liability is dated it must be dated either:

at the outset of hire/on the date the hire period commenced

prior to the date the hire period commenced

prior to the date of contravention

f the agreement is signed and dat ed after the date of the contravention the
representation must be rejected on the basis that there was no signed liability
statement at the time of the contravention as required by the regulations.

If there are multiple PCNs and the statement of liability was not signed either prior to
or on the commencement date it is possible that some of the PCNs subject to the
representation will be rejected (no signed liability statement in place at the time of
the contraventions) and some will be accepted (liability statement signed after the
commencement date but prior to the later PCNs).

Example 1:

Hire Period commences on 20/02/2011 at 9:00am, due back 20/03/2011 at 5:00pm.
Statement of Liability signed and dated 12/03/2011

The impact of this would be as follows:

Contravention date | Contravention time | Decision Explanation
21/02/2011 9:00am Reject [Statement of liability not signed
27/02/2011 9:30am Reject |Statement of liability not signed
13/03/2011 10:00am Accept  [Statement of liability signed
19/03/2011 11:00am Accept [Statement of liability signed
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Example 2:

Hire Period commences 9:00am on 20/01/2011, due back 17:00hrs on 20/02/2011

Contravention | Contravention date | Contravention time
1 21/02/2011 9:00am
2 27/02/2011 9:30am
3 13/03/2011 10:00am
4 19/03/2011 11:00am

6.5

6.6

6.6.1

tfl_scp_000555

Initial representation made for ‘Contravention 1’, statement of liability is not signed.
Subsequent representation made for 'Contraventions 2, 3 and 4.

The same hirer's details are provided in both representations andt he second
representation is accompanied by a statement of liability has been signed and is

either not dated, or dated after the 21/01/2011 and prior to 27/01/2011.

The impact of this would be as follows:

Contravention Decision Explanation
1 Reject Statement of Liability not signed
2 Accept Statement of Liability signed
3 Accept Statement of Liability signed
4 Accept | Statement of Liability signed

Particulars of the person signing the statement of liability

Hire agreement statements of liability must be signed either by an individual (when
the vehicle is hired by that person), or by an aut horised representative of a
Company (when the hirer is a Company).

The particulars recorded for the person signing the statement of liability will differ,
dependent upon whether the vehicle is hired by an individual or a Company:

Liability Statement signed by an individual — vehicle hired by that person

Date of birth

To comply with the regulations, the hirer’s full date of birth must be recorded on the
hire agreement.

TfL does not validate the hirer’s date of birth has been correctly recorded.
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6.6.2

6.6.3

6.7

6.7.1

6.7.2

Permanent address

The address of the hirer shown on the hire agreement must be postcode validated
using the most recent version of the postcode address file (PAF) for GB addresses.

If the address cannot be validated, but does not appear to be fictitious and is in an
acceptable format (that is, it includes a hous e number/name, a s treet name, a
town/city and country [if foreign]), it should be used to re-issue the PCN to the hirer.

If the hire firm has failed to record the country of residence of the hirer and it is not
possible to identify this it may not be possible to pursue the PCN.

Driving License Details

Whilst the driving license details should be recorded on the hire agreement to
comply with the legislative requirements.

TfL does not require verification that the driving licence details have been recorded
and will transfer liability if any, or all, of these details are missing.

The agreement may record the following details:
- Country of issue (if not UK)
- Serial number or drivers number
- Date of expiry.
The driving license details may be used to support the details of the hirer of the

vehicle for example the hirers name and address are unclear but reference to the
driving license details helps confirm the unclear or missing data

Hire agreements signed by an individual on behalf of a Company

It is likely that where a vehicle is hired by a company that the document will
be signed by an individual; it is likely they are an officer or employee of that
company who has the authority to hire vehicle for and on behalf of the
business.

Company name

The name of the Company hiring the vehicle from the Hire Company must be clearly
shown on the agreement.

Company address

The address of the hirer shown on the hire agreement must be postcode validated
using the most recent version of the postcode address file (PAF).
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If the address cannot be validated, but does not appear to be fictitious and is in an
acceptable format (that is, it includes a hous e number/name, a street name, a
town/city and country [if foreign]), it should be used to re-issue the PCN to the hirer.

If the hire firm has failed to record the country where the hirer is based and it is not
possible to identify this it may not be possible to pursue the PCN.

Further evidence process

The further evidence process provides the opportunity to ask the Customer to
provide clarification of their initial representation where appropriate.

If a need for clarification arises a letter should be sent to the Customer outlining
what needs to be clarified.

The customer should be asked to provide supporting evidence where relevant to
support their position. The Customer must be provided with a timescale to provide a
response and it must be explained what the next stage will be if the required
clarification is not provided.

Care should be ex ercised to ensure the further evidence process is not used
inappropriately. For example:

e When assessing the validity of a hire agreement the entire agreement must be
reviewed and all of the shortcomings identified. |t is not acceptable to stop
reviewing a hire agreement when the first error is identified and request further
evidence from the Customer for that item only. Any further evidence request
must identify all of the shortcomings of the hire agreement that an explanation
may address and request all of the additional information required.

e When ahire agreement fails because information has been omitted from the
agreement for example, av ehicle make and model is missing it is not
appropriate to ask the Customer to supply this information via the further
evidence process. This is because the Hire Company has already provided a
copy of the hire agreement and it has been found to be non compliant as the
make and model are required.

Issue Further evidence Reason
process applies
Ground 6 ‘hire’ rep Y Hire agreement is
indicated but no Hire required to support
agreement provided liability transfer so may
have been omitted in
error
Registered keeper /Hire Y See section 3

agreement name (*)

H/A appears to be for a Y May have provided
different vehicle wrong agreement
altogether

VRM missing / error N VRM Required at outset
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Where marked * please refer to relevant section for guidance.

VRM correct but make
error

Required at outset of
hire

VRM correct but Model
missing /error

Required at outset of
hire

Hire start date or time

Required at outset of

missing hire
Hire end date ortime Required at outset of
missing hire

H/A does not cover
date/time of
contravention — no
Extension implied or
recorded

H/A should cover
contravention date and
extension is required to
be recorded at time of
contravention

H/A starts and ends
before date of
contravention so does
not cover date/time of
contravention —
extension implied but no
Extension recorded

Although extension
should be recorded at
time of contravention it
is possible this may be
on another document

Extension incorrectly
recorded

Required to be
recorded at time of
contravention

Extension on separate
document and no
reference to initial hire
agreement /ref No.

May be able to clarify
so document may be
treated as extension

No liability statement
evident

May be able provide
this from other docs
[clarify that T and C’s
cover

Liability statement
present but not signed

Signed statement
required at time of hire

Unclear who signed
liability statement

To clarify if signed for
by hirer so liability can
be transferred

Change of vehicle not
shown (*)

Required to be
recorded at time of
contravention

Change of vehicle not
shown correctly (*)

Required to be
recorded at time of
contravention

Hirer name Required at outset of
incomplete/missing (*) hire
Hirer Address Required at outset of

incomplete missing (*)

hire

Second Representations

Even though the further evidence process provides the opportunity for Hire
Companies to correct errors and omissions in the first representation submitted

tfl_scp_000555
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9.1

and/or rejected this may prompt a further or second representations. Documentation
provided in support of a further or second representation should be compared very
carefully against the information supplied to support the original representation.
Particular attention should be paid to identifying alterations and inconsistencies.
Documents provided to ‘complete’ previous evidence may include:

— signed liability statement and agreements,

— terms and conditions (for liability statement wording),

— third party authorisation letters,

— separate hire agreements for extensions or replacement vehicles.

Second representations may also be provided when the initial representation has
been rejected because the DVLA registered keeper is not party to the hire
agreement. Such representations Acceptable evidence provided to support such

representations may include, but is not limited to, the following:

— a current copy of the Office of Fair Trading Consumer Credit Act Licence
showing the registered keeper/Hire Company relationship,

— Company Accountant’s statement,

— copy of the Revenue and Customs VAT Return, or

— a statement from a Company Director or Company Secretary.

Where the evidence provided now reflects additional information such as now
providing information that may be m issing consideration should be given to
reviewing the evidence; care needs to be given to ‘inconsistent evidence’
Inconsistent Evidence

Hire companies sometimes provide hire agreements or other information that
contradicts information that it has supplied previously. T his may include modified
documents (with information identified as missing in an earlier representation
responses being inserted) or amended documents (with information identified as

incomplete or erroneous in earlier representation responses being amended).

Investigations may also identify impossible scenarios (for example, a single vehicle
being on hire to two different hirers simultaneously.

When inconsistent evidence is identified the representation must be rejected and
specific reference made to the inconsistency in the NoR.

Altered hire agreements

Examination of hire agreements sometimes reveals evidence of ‘tampering’, for
example:
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9.2

10

- Signatures added to documents not originally signed,
- modifications to due back dates,

- alterations to VRMs

- alterations to replacement vehicle details and

- alterations to extension details.

These cases must be considered individually and es calated to TfL for advice, if
necessary.

Supplementary Documentation

When a hire agreement fails to allow for the transfer of liability, a Hire Company
may provide supplementary information. Supplementary documents may be
considered if they can be linked to the hire agreement by through the inclusion of a
hire agreement number; invoice number; courtesy agreement number; or similar.

Supplementary documentation may be pr ovided for av ariety of reasons, for
example:

- to meet the make and model requirements,
- to provide details of extensions to the original hire period or
- to provide details of replacement vehicles.

A hire agreement need not be confined to one agreement; checkout/ in sheets;
vehicle condition forms; hire agreement vehicle schedules and terms and conditions
may also be provided and together may comprise a compliant hire agreement when
viewed as a whole.

When supplementary information is accepted appropriate notes must be added to
the enforcement system detailing how it has resolved the shortcomings of the
original hire agreement.

Terms used by hire companies

A number of recognised terms are used within the hire industry. This section
provides a brief glossary of the most relevant known terms.

The usual commencement 'Out' date, expected expiry 'Due' date and actual return
'In' date may be substituted with ‘charge’ and ‘actual’ dates. Such hire agreements
may refer to a ‘Pick up date and time’, this is used when the hire firm is arranging
delivery and collection and the vehicle is delivered before the rental begins. The
‘Pick up date and time’ is not relevant to the hire period and does not constitute the
commencement of the hire period.
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12

‘Date and time due out’ or ‘Out’ is when the hire period commenced.
‘Due’ is the anticipated end of the hire agreement

‘C/O’ is when the rental agreement was created (this is not relevant to the
transferring of liability).

Humourtree/Local Contract Hire and Leasing Ltd/1Car1Car.com and Hampsons
Self Drive Hire Ltd use the above terms, along with other companies using similar
computer software packages.

Further examples of the use of alternate terms are found in hire agreements used

by Farnborough Van and Truck Hire. Those hire agreements show the following
terms which should be taken to mean:

- ‘Charge from’ - treat as ‘Date out/commencement date’ 2
— ‘Charge to’ - treat as ‘Due back’

—  ‘Actual Pick up’ - treat as ‘Date out/commencement date’

—  ‘Actual return’ - treat as ‘Actual return date of vehicle’

N

Whilst there is the potential for two commencement dates to be provided where
both of these fields on the hire agreement are completed the earliest date and
time should be used as the commencement date of hire.

When other terms are accepted full details of the decision and e xplanation of the
terms should be recorded in ICPS.

In the event there are any doubts the case should be escalated to TfL for
clarification.

Change of year occurs during period of hire

Hire agreements that run over calendar year ends may show the wrong year for the
‘new’ year due to human error. TfL recognises such errors occur innocently and
will accept hire agreements and extensions when the year shown in the 'due date' is
incorrectly recorded as the previous year.

Representation from Person Liable that may also include information from the
hirer.

There may be instances where a hire company may make representation and
provide a hire agreement which is non compliant and also information from the hirer
e.g. a letter stating did not know about scheme, thought had paid charge, tried to
pay, thought had added vehicle to account/discount etc.

When rejecting the representation it is necessary to ensure that the deficiencies in

the hire agreement are identified but also where relevant it touches on the issues
that the hirer may have raised to show the points have been considered. There is
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no reason to reference the ‘hirer’ document separately. For example and not limited

to:
Issue Possible response (investigation
needed)
Paid charge No evidence of charge purchased for
VRM for date of travel / not on account /
CCAP etc
Tried to pay No evidence of charge purchased for

VRM for date of travel etc

Did not know about scheme

Signage/advertising etc

Vehicle eligible for discount

No evidence vehicle registered for
discount etc

In all cases only 1 NOR should be generated and issued that is to the registered
keeper/person liable — there are no 2 N OR scenarios i.e. 1x NOR to the hire
company and 1x NOR to the hirer. This does not affect the process where 3™ party
authorisation exists where a copy of an NOR is issued.

tfl_scp_000555
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13 Appendix A - Policy Advice applicable to hire agreements
The table below indicates the Policy Advice that remains ‘live’ following the introduction of this version of the Hire Agreement Guidance. Other

Policy Advice has either been incorporated into this Hire Agreement Guidance or into system and process changes.

S
= Date Subject - Hire and Lease Status
< Issued Summary
&
N/A Updatgd a5 | PMA make and model list live

required
N/A Updatgd a5 | pma Accepted Companies List live

required
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