
C O N T E N T S

ABOUT Q-PARK STRATEGY RESULTS OTHER INFORMATION OVERVIEWS

ABOUT Q-PARK 4
I Review of business 4
I Profile 6
I Quality in parking 7
I Notable projects in 2018 8
I Future outlook 14

STRATEGY 16
I Sustainable development goals 16
I How we create value 18
I Materiality analysis 19
I CSR strategy 20

RESULTS 23
I Performance highlights 23
I Value Creation 25
I Value Capturing 36
I Value Sharing 47
I Value Retention 54

OTHER INFORMATION 63
I Supply chain 64
I Governance, policies and codes 65
I Risk management 66
I What we can do better 73

OVERVIEWS 74
I GRI Content Index 74
I Stakeholders 80

GLOSSARY 84

1



ABOUT Q-PARK STRATEGY RESULTS OTHER INFORMATION OVERVIEWS

Off-street parking

We are  passionate  about  space,  about  people  and 
about the living environment. We are passionate about 
enabling people to move around.

We provide space to park cars at locations where people 
want to be. At places where they want to walk, cycle, 
exercise or play sports; where people want to socialise 
or just enjoy the surroundings and at places where they 
can enjoy nature, leisure and culture in its full glory.

Off-street parking facilities reduce the amount of traffic 
searching  for  a  place  to  park,  which,  in  turn,  has 
a  positive  impact  on  emissions  and  air  quality  in 
city centres.

Wherever possible, we give the public space back to 
the community and enable people to use space as they 
see fit. This means that parking facilities are constructed 
under parks and squares so that cars and coaches are 
off the streets and out of sight. And this means that 
public spaces that were previously packed with parked 
cars can now be returned to the community, improving 
liveability for all.

Figure 11: Israels Plads - Copenhagen (DK) The public space in squares and parks that are free of 
cars because parking is beneath the surface can be used 
by the local community for a wide variety of activities 
such as daily walks, weekly markets, monthly activities, 
as well as for annually recurring events such as music 
festivals and carnival parades.

By  moving  car  parking  to  underground  facilities 
we  create  value  for  public  and  private  landlords, 
commercial  partners,  citizens  and  motorists  who 
recognise  that  off-street  underground  parking  is  an 
essential link in the mobility chain.

I By investing in off-street car parks we help 
maintain accessibility of urban areas.

I By taking parked cars and bicycles off the 
streets we help enhance the liveability in cities 
and towns.

Results
Of our 688 owned, in concession and long-leased car 
parks, two-thirds 383 (55%) are underground.

Article: Can we replace grey with green? Yes we can!

Article: Passionate about space.

Functional quality

24/7 Service
Most  Q-Park  parking  facilities  are  open  24/7  for 
motorists to park and retrieve their car.

Figure 12: Bruul - Mechelen (BE)
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That's  why  we  offer  an 
international help desk to 
motorists that is available 
24/7.  The  QCR  gives 
customers  instant  access 
to  multi-lingual  Parking 
Hosts  centrally  operated 
by Q-Park.

They provide help and support  with queries relating 
to the payment system or to accessing or exiting the 
parking facility.

The QCR is in contact with Parking Hosts and Mobile 
Teams in the vicinity of the parking facility. If a customer 
needs assistance that  cannot  be given remotely,  the 
QCR will dispatch a Parking Host to assist at the location 
itself. For mechanical problems, the service department 
and service technicians can be called in to help.

Results
In total we have 1,011 (2018: 962) parking facilities 
offering 24/7 services.

Figure 14: Q-Park Control Room (QCR) - 24/7 service

Figure 13: Parking Host on-site
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On-site services
Our  aim  is  to  foster  mobility  and  enable  access 
to  essential  urban  functions  in  conjunction  with 
sustainability concerns. Each of our parking facilities 
provides a number of on-site services. These are listed 
on the parking facility's website page so customers know 
in advance what services they can expect to find.

From  our  recurring  customer  satisfaction 
surveys we know that customers value the 
presence  of  AEDs.  The  AEDs  should  be 

located at a logical, secure and accessible place so they 
can be used by trained volunteers or medical personnel 
when needed.

Our  customers  greatly  appreciate  toilets 
being  available  in  or  near  our  parking 
facilities. Toilets are present in the car park 

or there is clear signage directing people to the nearest 
toilets, for example in shopping centres.

Customers  who  drive  electric  vehicles  or 
plug-in hybrids like to recharge their vehicle 
while parking. We support the use of more 

sustainable  passenger  cars  by  providing  charging 
stations for  electric  and hybrid cars  at  many of  our 
facilities.

Another  highly  appreciated  service  is  the 
presence of jump leads. The Parking Host or 
Mobile Teams has access to jump leads and 

are available to help customers who find themselves 
with a flat battery. If the Parking Host is not at the parking 
facility, customers can call the QCR who will dispatch 
a Q-Parker to assist.

The QCR is also available to help customers 
with problems at the payment machine or 
access and exit barriers. Naturally, the QCR 

is available 24/7 and all our QCR Parking Hosts speak 
two  or  more  languages  so  we  can  always  help 
customers in their first or second language.

We want to play a role in 
ensuring  sustainable 
freedom  of  movement 
and  mobility  options  for 

citizens, which is why we offer parking for cars and 
bicycles  at  public  transport  nodes.  We  seek  active 
cooperation with local authorities as integrated mobility 
improves accessibility and, at the same time, reduces 
congestion and emissions.

We use closed-circuit television (CCTV) both 
for  security  purposes  and  for  automatic 
number plate recognition (ANPR). Because 

CCTV can record the activities of individuals, its use is 
regulated  by  the  EU  Data  Protection  Directive,  as 
transposed  into  law  in  all  EU  countries.  The  CCTV 
system is designed to satisfy a specific and legitimate 
purpose – such as recording the entry and leaving time 
of vehicles.

We ensure that cameras are located so that they do not 
capture images that are not relevant to our purposes. 
Where we install cameras, we make it clear to people 
that they or their cars are on camera.

More about our CCTV & ANPR code.

Figure 15: On-site services communicated online
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Results
We started to collect details of our on-site services per 
parking facility in our new back-office systems in 2018. 
At the end of that year, not all countries had registered 
services properly. During 2019 the countries have been 

updating this  information; however it  is  too soon to 
deduct trends. This will be followed-up in 2020.

We are pleased to report that in 2019 we were able to 
place potentially life-saving AEDs in an extra 16% of our 

Chart 6: PFs with AED available
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Chart 7: PFs with toilets or directions to toilets nearby
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O+LL PFs. Our Parking Hosts receive regular first-aid 
training, which includes AED use.

Toilets are perhaps the most appreciated on-site service 
we provide. In 2019 we added toilets or signage to 
nearby toilets. We are pleased to report an increase of 
26% for this much valued amenity.

We  are  continually  adding  to  our  services  to  keep 
motorist mobile. In 2019 jump leads were available in 
12% more of our parking facilities. Either via the Parking 
Host or via the Mobile Teams. Customers who need help 
getting their car started can call the QCR who will then 
send a Q-Parker to assist.

Chart 8: PFs where jump leads are available
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During 2019 we installed CCTV in an additional 14% 
of our parking facilities. CCTV increases the security 
of  the  car  park  for  our  customers  and  employees 
alike. We apply strict rules to the use and storage of 
image data in accordance with the EU Data Protection 
Directive (GDPR).

Chart 9: PFs with CCTV monitoring
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More about our CCTV & ANPR code.
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