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Introduction
The purpose of this manual is to provide information regarding the city’s Garage Attendant
program. This includes information on the areas assessed, assessment instructions, data
analysis and collection, and next steps. Garages that are assessed include:
•
•
•
•
•
•
•
•
•
•

1900 Bay Road (Sunset Harbour)
5th Street and Alton Road
7th Street and Collins Ave
12th Street and Drexel
13th Street and Collins Ave
16th Street and Collins (Anchor Shops)
17th Street and Pennsylvania Ave
17th Street and Meridian Court
42nd Street and Sheridan Ave
18th Street and Meridian Ave (City Hall Garage)
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Objective
To monitor impacts of recently implemented initiatives in order to identify areas of improvement
and assure the quality of services.

Background
At the October 14, 2015 City Commission meeting, the Mayor and City Commission authorized
the administration to enter into negotiations with SP Plus for parking attendants for City parking
garages. Commissioner Malakoff requested better training in customer service for all parking
attendants as part of the final agreement. As such, the agreement executed on April 18, 2016
includes performance standards aligned to the City’s Customer Service Excellence Standards,
as well as penalties for not meeting those standards.
The Miami Beach Garage Attendant Index is an objective measurement of customer service
performance ranging from 1.0 (not satisfied) to 5.0 (extremely satisfied) and includes
assessments of conduct, professionalism, attire, and knowledge.
The results of the
assessments are used to monitor the impacts of recently implemented initiatives to target areas
for future improvements, and assure the quality of services. Each garage is assessed a
minimum of four (4) times per quarter, at varying times of the day and evening.
Any assessment resulting in a score between 1.0 and 3.99 on a 5.0 scale results in a $100
penalty and shall require a memorandum indicating corrective action items taken to remedy the
situation. Critical item questions scoring 1.0 will result in an override of the total assessment to
a 1.0 and will result in a re-shop. Three (3) assessments scoring between 1.0 and 3.99 to the
same employee will result in the removal of the employee.
Evaluation Criteria for each assessment are listed below: Critical items with an asterisk (*)
scoring a 1 result in overall score of 1 for experience:
•
•
•
•
•
•
•

Garage attendant first impression was 1- clean, 2- professional, 3- greeted with a smile,
and 4- displayed appropriate behavior .*
Service was prompt. Transaction time was quick and wait time for personal assistance
by attendant was no longer than 10 minutes or schedule for a mutually convenient
time.*
I was greeted in a courteous manner.* (Attendant greeted me with 1- sincere hello, 2welcoming attitude, and 3- helpful )
Employee responded to customer in a courteous manner following the philosophy that
"the customer is not always right, but always deserves to be treated with respect".*
Employee provided accurate and understandable solutions/options (in English) to
customer request or directed the customer to the appropriate person who may have
knowledge in the subject matter. Employee appeared knowledgeable.
Employee had access to necessary tools to meet request and provided a receipt.
Information and material to obtain answers and or services were readily available.
I received the service/information required. (All of my questions or the entire service was
provided concisely and accurately)Employee had a positive, helpful attitude, was
efficient and followed through with request. Employee appeared to go the extra mile to
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•
•
•

assist me.
The attendant said, “Thank You!” ending the conversation showing that they appreciated
my business (Ex. Have a great day, enjoy your stay, we appreciate your business, we
hope to see you soon).
Attendant was wearing an appropriate clean uniform with nametag and/or ID, consistent
with the contract requirements.
The overall impression of my visit was positive. Satisfied with timeliness, completeness,
and clarity of information and/or services received. Employee demonstrated
professionalism and courtesy.

Scheduling
All garages operate 24 hours a day, 7 days a week. Garage attendant assessments are
scheduled as follows:
Monday to Sunday:
I.
8:00AM to 12:00PM
II.
12:00PM to 4:00PM
III.
4:00PM to 8:00PM
IV.
8:00PM to 12:00AM
V.
12:00AM to 4:00AM
VI.
4:00AM to 8:00AM
Shifts are scheduled in 4 hour increments based on time of the day to enable statistically valid
sample. For statistical validity, each assessment must be properly distributed; otherwise the
sample size would be small and produce inaccurate results.
Shifts can occur during the weekday and/or the weekend. Assessors can sign-up for shifts or be
assigned; any changes to the schedule must be made at least 24 hours prior to the date of the
assessment.
Based on the calculated sample size (see page 6), 45 assessments per quarter are required.
The following distribution results in 45 assessments per quarter, so we meet the sample size
requirement. The times between 12:00PM and 12:00AM have an extra shift since these times
are generally busier and less consistent than the rest.

# of shifts

# of shifts

I
7
Mon - Fri
I
II
5
5

II
8

III
5

IV
5

III
8

V
5

VI
5

IV
8
Sat - Sun
I
II
2
3

V
7

VI
7

Total
45
Total

III
3

IV
3

V
2

VI
2

45
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Procedure
For every quarter, a schedule is created based on the shifts distribution so that assessors may
sign up for a shift or multiple shifts in the schedule. Assessors utilize their own vehicles and are
responsible for the devices they use to assess the garages. Assessors report to city hall where
they are given money to pay for any parking fees and are also responsible for returning receipts
and any money left over.

Data Analysis
Scores:
Quarterly reports help to monitor the data collected. We review average scores that range from
1.0 to 5.0, with 5.0 being the best possible score.
The data reports are used to identify positive/stable performance and criteria. We are able to
identify issues in garages relating to customer service to address poor performance and
implement strategies to improve.

Sample Size:
To determine the sample size to be utilized, three factors were taken into account: population
size, confidence level, and margin of error.
• Population: There are a total of 10 garages assessed over 6 different shifts and 365
days in a year. However, because all 10 garages are assessed in one shift, the
population is determined by multiplying the number of shifts and number of days in a
year; the number of garages would only be a factor if it required multiple shifts to cover
all garages. Multiplying the number of shifts and the number of days in a year yields
2,190. In other words, to assess every garage, every available shift and every day of the
year, it would take 2,190 assessments per year. This number is much too large and that
is why a valid sample size is needed.
• Confidence Level: A confidence level is a percentage that expresses how sure the
results can be. This tells us how often the true percentage of the population would lie
within the confidence interval that is to be calculated. For example, a 90% confidence
level allows us to claim that 90% of the time, the true mean would be within the
confidence interval. The most common confidence level is 95%. A higher confidence
level requires a larger sample size.
• Margin of Error: The margin of error (also known as the confidence interval) is a
percentage displayed with a plus or minus symbol. This is what allows the data to have
some room for acceptable error. For example, if we claim the mean score is 2.0, we
would be wrong whenever the mean is not 2.0. But a confidence interval allows us to say
the true mean lies within an interval (such as between 1.8 and 2.2) and this claim would
be least likely to be incorrect. A higher margin of error results in a larger interval and this
would require a smaller sample size. A lower margin of error is preferred to obtain more
accurate results since the data would be within a smaller interval, however it would
require a larger sample size.
Together, these factors can determine a proper sample size and present the data in a way so
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that we can claim that we are, for example, 95% confident the true mean score of a population
lies within 1.8 and 2.2.
The sample size is determined through the following formulas:
The first formula determines a sample size when the population is unknown.
(𝑍 − 𝑠𝑐𝑜𝑟𝑒)2 × 0.25
𝑀𝐸 2
The second formula determines a new, or updated, sample size that takes population
into account.
𝑆𝑆
𝑁𝑒𝑤 𝑆𝑆 =
1 + ((𝑆𝑆 − 1)/𝑃𝑜𝑝)
• SS = sample size
• Z-score = number that corresponds to a given confidence level. For 95% we use 1.96
• 0.25 = product of the standard deviation times 1 minus the standard deviation. Because
the standard deviation is unknown, we use 0.5 and the product of 0.5 x (1 - 0.5) = 0.25
• ME = margin of error; 5% is 0.05, 7% is 0.07, etc.
• Pop = population
𝑆𝑆 =

Once we have a final sample size, we divide that number by 4 to determine our quarterly
sample size.
𝑁𝑒𝑤 𝑆𝑆
𝑆𝑆 𝑝𝑒𝑟 𝑄𝑢𝑎𝑟𝑡𝑒𝑟 =
4
If we choose our margin of error to be 7%, then our required sample size is 45 assessments per
quarter. By completing 45 assessments per quarter, data can be presented with a ±7% margin
of error.

Calculations:
For sample size
Population: 2,190
Z-score: 1.96 (for 95%)
ME: 7%
SS: 196
New SS: 179.9
SS per Quarter (rounded up): 45

𝑆𝑆 =

(1.96)2 × 0.25
= 196
0.072

196
= 179.9
1 + (195/2,190)
179.9
𝑆𝑆 𝑝𝑒𝑟 𝑄𝑢𝑎𝑟𝑡𝑒𝑟 =
= 44.9
4

𝑁𝑒𝑤 𝑆𝑆 =
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Sample Reports: The following are sample reports to serve as an example of how the
data is presented.
The following report shows information for a given assessment. This includes location, date and
time of the assessment, total score, average score, and comments. The report is organized to
group together all assessments of a certain location and at the end, presents a section that
displays the sum of the average scores as well as the total average for that garage. At the end
of the report, there is a Department Summary section that displays the sum of all the average
scores and the total average of all the assessments in the evaluated quarter.
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LTC Chart
The following table should be completed at the end of each quarter to be included in the LTC.

MIAMI BEACH GARAGE ATTENDANT INDEX
CITYWIDE SUMMARY BY GARAGE Q4 2017
PARKING - PUBLIC GARAGES

Garage - 12th Street and Drexel
Garage - 13th Street and Collins
Garage - 16th Street and Collins
Garage - 17th Street and Meridian Court
Garage - 17th Street and Pennsylvania
Garage - 18th Street and Meridian
Garage - 1900 Bay Rd
Garage - 42nd Street and Sheridan
Garage - 5th Street and Alton Road
Garage - 7th Street and Collins Avenue
Garage Total

•
•
•
•

Q42017
Avg
Score

#
Initial
Experience
s

4.51
4.42
4.48
4.65
4.46
4.35
4.16
4.21
4.69
4.66
4.47

14
24
25
26
23
15
31
13
27
30
228

Experience
s Below 4
($100 fine)

# Of
Experiences
Below 4
(Reshops)

# of Reshops
Scoring Below
4 ( $100
additional fine)

0
4
3
2
2
1
5
1
2
3

0
4
3
2
2
1
4
1
2
3

0
1
0
0
0
1
1
0
0
0

23

22

3

Black Arrow: On this column you will fill out the average score for each garage. You
can find these scores on the comprehensive report.
Red Arrow: On this column, you will need to count how many regular experiences
scored below a 4.0 for each garage location.
Blue Arrow: On this column you will need to count how many experiences for each
garage location are reshops. Ideally this column should reflect the same number as the
previous column as we aim to reshop every experience below a 4.0.
Green Arrow: On this column, you will include the number of reshops that scored
below a 4.0 for each garage location.
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• Conclusion
The Garage Attendant program is utilized to communicate the status of the level of service
regarding public garages in Miami Beach. The results, ranging from 1.0 (not satisfied) to 5.0
(extremely satisfied), provide an understanding of what criteria perform well and which do not.
By analyzing the results, change can be made in areas in need of improvement so that the City
of Miami Beach may provide better quality public garages. Quarterly data is shared with the
commission via LTC with input from responsible department(s) regarding opportunities to
improve performance.
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