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Executive Summary 

The Summit on All-Electronic Toll Collection, held July 22–24, 2012 in Atlanta, captured 
the front-line experience that more and more toll authorities are accumulating with 
different types of AET systems. Meeting less than a month after the U.S. Congress 
adopted legislation calling for all the country’s toll roads to be interoperable by 2016, 
panelists urged participants to seize the opportunity to move forward on one of the 
industry’s most important strategic goals. 

IBTTA President Jordi Graells, President, Abertis USA Corp., said the association’s 
Board had reaffirmed its support for a long-term education effort on tolling and user 
financing. “The great future and security of the tolling industry depends on the 
perceptions of those who have the greatest opportunity to influence public policy 
affecting our industry.” 

The Summit heard that: 

• IBTTA was one of the lead advocates for the modified interoperability mandate 
included in the June 2012 highway authorization bill, Moving Ahead for 
Progress in the 21st Century (MAP-21). “The four-year deadline that seems to 
have been imposed on us in the recent bill came from us,” said one IBTTA 
veteran. 

• IBTTA’s Interoperability Committee has identified transition issues in four main 
areas: multiple brands in the public marketplace; different, disparate 
technologies; high costs for any operators that have to change over their systems; 
and the absence of a national or North America-wide financial infrastructure to 
exchange and settle transactions. 

• The Summit deliberated on a variety of possible approaches to interoperability 
that focused on road technology, financial and back office systems, or some 
combination of both. The E-ZPass Group, the OmniAir Consortium, and the 
Alliance for Toll Interoperability all presented their visions of the technologies 
and migration paths that would deliver an interoperable system. 

• Any AET project must navigate a familiar set of trade-offs: roads are expensive to 
build; collecting cash in the middle of a limited access highway is dangerous; but 
the cost of collecting unpaid tolls can make occasional, non-toll transactions the 
most expensive for AET operators. 

• More established toll roads can achieve major operating cost savings, safety 
improvements, and vehicle emission reductions with AET, but only by incurring 
high capital costs to convert their systems. Specific circumstances make AET a 
significant revenue risk for some agencies. 

• Innovative local solutions will be needed to address a range of specific 
challenges—from limited space to install barriers or accommodate enforcement 
vehicles, to a lack of effective enforcement agreements among neighboring states. 

• Managed lanes often run into a tension between active traffic management and 
revenue generation, particularly when the projects are funded as public-private 
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partnerships. Early, clear communication is the key to clarifying goals and 
expectations. 

• New toll roads may face “empty lane syndrome” when they first open, so 
agencies should be prepared for a major public relations effort to highlight the 
time users can save by embracing AET. 

• Personalized license plates, duplicate plate numbers within a jurisdiction, and 
temporary tags all pose significant challenges for accurate optical capture. 
Technology providers are tackling the problem from a variety of angles, from 
fonts, syntax, and tints to infrared readers, embedded chips, and bar codes. 

• Panelists considered the pros, cons, characteristics, and underlying business 
processes of payment systems based on stored value cards versus credit card 
backed accounts. Tolling authorities have also been looking at strategies that 
make it easier and cheaper for customers to reload their electronic tolling 
accounts with cash or credit. 

• A system of “progressive discipline” would encourage earlier payment of tolls 
and violations. One panelist suggested a violations process with the following 
stages: fees and fines; prohibition from using the tollway; registration blocking; 
driver’s license suspension; booting and towing; traffic citation; lawsuit and 
judgement; shame and embarrassment. 

• Without an integrated back office, agencies can lose revenues through 
classification errors, lane down time and closures, inadequate plate recognition, 
mishandling of unregistered customers, incomplete customer relationship 
history, and unconnected systems. Each agency must make its own decision on 
whether to keep back-office operations in-house, outsource the entire function, or 
adopt a hybrid model. 

• Closer cooperation with DMVs should be a key element of any toll agency’s AET 
strategy. A panelist said this is the moment for toll authorities to reach out to 
DMVs, since many of them are about to modernize IT infrastructure that may be 
20 or 30 years old. Tolling authorities may also be able to benefit from the data 
network already available through the American Association of Motor Vehicle 
Administrators (AAMVA). 

IBTTA Executive Director and CEO Patrick Jones said the final, relatively benign form of 
the Congressional mandate on interoperability was a victory for the industry, and 
credited the group of “significant strategic partners” that worked alongside IBTTA to 
secure passage of the legislation. But he stressed that IBTTA’s advocacy efforts will 
continue unabated. “We’re talking about a long-term, continuous, relentless effort to 
enhance the reputation of our members and the toll industry,” he said. 
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Introduction 

The Summit on All-Electronic Toll Collection, held July 22–24, 2012 in Atlanta, convened 
less than a month after the U.S. Congress passed legislation calling for all the country’s 
toll roads to be interoperable by 2016. With practical experience accumulating from 
more and more toll authorities, participants recognized a moment of opportunity to 
move forward on one of the industry’s most important strategic goals. 

The Summit heard that: 

• Technology is not a fundamental barrier to interoperability, but careful choices 
must be made to determine the best path forward. 

• Integration may be possible through the introduction of a single, affordable, 
North America-wide tag, or by reducing the number of regional systems to two 
or three. But the back office may be the simplest, most practical place to make 
interoperability a reality. 

• An interoperable system will have to address differing needs and priorities 
among jurisdictions, between authorities with high congestion or those with 
large volumes of out-of-state traffic, and between legacy systems and new 
installations. 

• Success will depend on authorities’ relationships with external partners, from 
technology vendors to back office contractors to DMVs. 

• IBTTA members must recommit to making interoperability work for everyone 
and join together to address as many different challenges as possible. 

IBTTA President Jordi Graells, President, Abertis USA Corp., said the association’s 
Board had reaffirmed its support for a long-term education effort on tolling and user 
financing. “The great future and security of the tolling industry depends on the 
perceptions of those who have the greatest opportunity to influence public policy 
affecting our industry,” he said. 

AET Hits the Road 

Several sessions during the Summit centered on recent experience in jurisdictions that 
had introduced all-electronic tolling, or in states that were considering the switch. A 
moderator laid out the basic trade-offs surrounding AET: roads are expensive to build, 
collecting cash in the middle of a limited access highway is dangerous, but the cost of 
collecting unpaid tolls can make a relatively small fraction of occasional transactions the 
most expensive for operators of AET roads. 

In Georgia, the State Road & Tollway Authority (SRTA) reported strong preliminary 
results with the I-85 express lanes through the Atlanta Metro area, with average daily 
express trips increasing from 3,200 in October 2011 to 17,000 in July 2012. Over the same 
period, Peach Pass transponders in service grew from 75,000 to more than 190,000. 
While a panelist said it’s too soon to declare the project a success or a failure, “things are 
trending in the direction we’ve been hoping for.” 
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“We faced the challenge of how to enforce a system that relied on drivers staying within 
the double white lines,” another SRTA representative explained. The solution was to 
count the number of gantries a car misses. With 67 total gantries along the corridor—one 
every half-mile—each license plate is read every 30 to 40 seconds. The system requires 
intensive imaging review, supported by extensive IT infrastructure. 

The Pennsylvania Turnpike Commission operates 66 tolled interchanges and 500 tolled 
lanes that use a variety of systems, including coin drop, open road, and AET. While 
some of the Commission’s plazas are 30 to 40 years old, any new tolling system will 
have to protect or replace the $300 million per year the state currently receives from cash 
customers. A feasibility study earlier this year assessed the risks and rewards of either 
adopting AET or continuing with legacy systems. While the study suggested “excellent 
operational benefits,” including shorter travel times and reduced vehicle emissions, a 
shift to AET would cost $400 to $450 million. “There’s a huge capital investment in 
trying to convert a system as large as ours,” the panelist said.  

Pennsylvania considered partial implementation of AET, but the approach could set up 
a confusing situation where a driver is treated as a video customer on one stretch of road, 
but becomes a violator a few miles later. A panelist said the North Texas Toll Authority 
found partial implementation challenging for that very reason. 

In a jurisdiction with average daily traffic of about 780,000 vehicles, annual toll revenue 
of $1.5 billion, more than three million tags in use, and revenue loss below 0.05%, 
E-ZPass “is the most efficient, cheapest transaction we can do, so the more of them out 
there, the better,” said a panelist from MTA Bridges and Tunnels (B&T) in New York 
State. The authority recognizes AET’s potential to reduce capital construction and toll 
collection costs while boosting safety and efficiency. But a new system could also 
jeopardize $50 million or more in annual revenue, when the system already enjoys 
market penetration up from 76% in 2010 to 81% in 2012, and 95% customer satisfaction.  

With more than 100,000 cash customers from 16 different states, significant infrequent 
customer traffic, and a higher-than-usual toll rate, collections could get very expensive if 
B&T switched to AET. “We are very much against video tolling as an interoperability 
technology,” given the opportunities it creates for drivers to avoid toll payments.  

Elsewhere in the northeast, some of the oldest toll authorities in the United States are 
encountering difficulties with the transition from legacy systems to AET. 

A panelist from Maine described a 17-lane toll plaza, built in 1969 as a temporary 
structure that still accounts for 38% of the turnpike’s annual revenue. The state is 
interested in open road tolling, but geography, geology, limited enforcement, E-ZPass 
penetration of about 62%, and large volumes of out-of-state traffic make Maine “a 
location where you would not choose to experiment with AET if you had the choice.” 

The Maine Turnpike Authority has been working on enforcement reciprocity issues with 
neighboring Massachusetts and New Hampshire, and will seek to increase E-ZPass use 
by learning more about cash customers. But there are other challenges: the state has 57 
different types of license plates, and until recently allowed duplicate numbers to be used 
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on different types of plates (auto, commercial, motorcycle). The panelist said the ideal 
option would be to test AET on a seven-mile spur in the northern part of the state, “so 
we don’t have to put at risk all the revenue we have with the turnpike at large.” 

The Delaware DoT is wrestling with the implications of AET for a highway with 70% 
out-of-state users, most from states with which Delaware has working agreements but 
no real enforcement plans to collect unpaid tolls. The state’s section of U.S. Route 301 
currently averages 11,000 vehicles per day, 19% of them trucks, and the new, four-lane 
expressway will be tolled when it is built. The objective is to open a self-financing 
improved road in 2016, with minimal risk to the state transportation trust fund (TTF). 

The state expects E-ZPass utilization at the Maryland-Delaware line to increase from 
40% to 60% by 2016 without AET, or 80% if AET is introduced, meaning a large number 
of cash customers would be converted to video customers.  Estimating a loss of as much 
as 47% of video toll revenues with AET would translate into a revenue shortfall of 15% 
when the system is first introduced, declining to 10-11% over the longer term. Although 
AET would also reduce capital costs by about $20 million, it would still lead to a 
reduction in the road’s bond debt service coverage ratio of about 5%—not enough to 
imperil the TTF, but still a serious consideration. 

A panelist said enforcement had emerged as a key issue in two express lane projects in 
California’s Bay Area. Despite extensive discussions with the state highway patrol, 
operators still ended up with different enforcement and incident management systems 
on the two roads, so standardization of interfaces and operating agreements is still a 
challenge. The experience underscored the importance of close coordination among 
agencies, between systems integrators responsible for different roads, and between the 
systems integrator and the roadway contractor. 

An entire panel was devoted to the opportunity for toll operators to work more closely 
with state DMVs, to collect accurate customer data and enforce payment through vehicle 
registration holds. Even if unregistered customers represent only 1% of toll traffic, this 
still equates to $100 million in potential annual revenue, “so one aspect of making AET 
work is to work with DMVs,” the session moderator noted. 

The Alliance for Toll Interoperability (ATI) has been working on this issue for a couple 
of years, and the DoTs in Massachusetts, New Hampshire, and Maine are concluding a 
year-long trial of joint pilot agreements allowing the use of registration blocks to enforce 
out-of-state tolls. The moderator said the Massachusetts agreement would be posted to 
the IBTTA website. 

Managed Lane Strategies 

Some panelists focused on AET as a gateway to a variety of revenue and congestion 
management strategies. “Clearly, the advent of transponders and dynamic pricing has 
really helped us improve the way we apply tools to manage congestion on our facilities,” 
said an administrator with the U.S. Department of Transportation’s Urban Partnership 
Program. Referring to a series of demonstration projects, she stressed that “we don’t just 
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look at highway improvements from an auto standpoint, but at how transit operates on 
that facility” and how innovative technologies can be applied.  

One panel focused on managed lanes as a strategy that depends on AET, since toll 
booths would make it impossible to operate a facility within a facility. A couple of 
speakers zeroed in on the tension between active traffic management and revenue 
generation on managed lane projects. Key considerations include dynamic pricing and 
access conditions, declarable tags (which can be turned on or off), whether or not to use 
tags, effective tracking of longer trips, and enforcement. 

The trade-off between revenue and congestion reduction can become more acute when a 
road is built as a public-private partnership. “Everybody wants to attract users, 
everybody wants low violations, and everybody wants a successful project,” said one 
panelist. But “success is an awfully subjective word.” There’s nothing wrong with a 
private developer wanting to maximize revenue and profit, but that objective could 
collide with a public agency’s mandate to maximize throughput, minimize costs, and 
allow discounts or free access for some users.  

Ultimately, when toll rates in a priced lane increase, volumes and overall lane efficiency 
decline, with the typical road showing a 3% to 35% drop in traffic for a 100% increase in 
toll rates. So if the cost of a toll road quadruples and usage falls 50%, the developer’s 
revenue doubles, but the public agency may have to cope with the practicalities and 
public relations fallout of empty lane syndrome, in which traffic levels fall well below 
capacity. 

Making the Case for AET 

One panelist made the financial case for AET by tracing the decline of the gas tax, the 
growing shortfall in highway maintenance and renewal costs, and common 
misperceptions about the relative cost of administering a tollway. Conventional wisdom 
holds that the collection process for the gas tax consumes 1% of gross revenue, while the 
cost of tolling is closer to 20%. But the figures for tolling “are always cited from the 1960s 
and 70s, when there were only toll booths and a very high overhead,” he said. 

The actual cost of collecting the gas tax is 2% of revenue, and that figure rises to 7% after 
factoring in fraud, abuse, and non-enforcement. “Tolling via AET is already a more cost-
effective means for collecting revenue than motor fuel taxes,” the panelist said, and 
“AET is an enabler. It allows you to greatly reduce operating costs for tolling.” 

A couple of panelists also focused on the public communications side of the transition to 
AET. When the Pennsylvania Turnpike considered a shift to an all-electronic system, it 
gathered solid data on customers’ E-ZPass participation, reached out to employee 
groups to offer retraining, and identified a series of audiences for ongoing 
communication, including local lawmakers, media, chambers of commerce, regional 
planners, environmental agencies, and the general public. 

“We were honest with the public,” a Penn Turnpike panelist said. “We told them this 
was in the feasibility stage, and that now was the time to talk honestly about their 
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thoughts, concerns, and fears. They told us they wondered what would happen when 
the toll booths were gone. Some said they felt like Big Brother was forcing them into an 
E-ZPass, and they feared a loss of freedom.” But cash customers now receive a 20–25% 
discount if they switch to E-ZPass, and the Turnpike is advertising this saving through 
the media. 

An integrated marketing campaign was also a priority in Georgia, where SRTA invested 
$1 million in media buys and $2 million in broader communications after construction 
was complete on I-85. The new lane was underutilized when it first opened, but SRTA 
responded by distributing daily data on the time drivers saved on the new roadway.  

“We did that every day,” a panelist said. “We knew that as we continued to feed data to 
the people who wanted to know about it, the tide would turn and drivers would begin 
to use it.” An SRTA video featured testimonials from customers whose Peach Passes 
gave them time to work out before leaving home in the morning, or made their jobs 
possible by cutting their commute time.  

The Big Picture: The Path to Interoperability 

Discussion at the Summit was galvanized by Moving Ahead for Progress in the 21st 
Century (MAP-21), a June 2012 Congressional authorization bill that set a four-year 
deadline for U.S. toll authorities to make their operations interoperable. IBTTA was one 
of the lead advocates responsible for making the legislation a reality. Earlier versions of 
the highway bill had envisioned a federal rulemaking and enforcement process that 
would have demanded a nationally interoperable system within two to three years. 
IBTTA, in conjunction with ATI and E-ZPass, worked with Hill staff to arrive at a 
statement that states a goal but establishes no oversight or penalties. IBTTA is 
interpreting this as a recognition of the toll industry’s requests to Congress that it be 
allowed to address interoperability issues within the industry. 

“To be honest with you, the four-year deadline that seems to have been imposed on us 
in the recent bill came from us,” said IBTTA veteran Ed Regan, Senior Vice President of 
CDM Smith. 

Summit participants deliberated on a variety of possible approaches to interoperability 
that focused on road technology, financial and back office systems, or some combination 
of both. The E-ZPass Group, the OmniAir Consortium, and the Alliance for Toll 
Interoperability all presented their visions of the technologies and migration paths that 
would deliver an interoperable system. 

“We know there are many paths to interoperability, and also many challenges,” said one 
member of IBTTA’s Interoperability Committee, “so we as an industry must find a way 
to take this migration journey together.” 

Committee Chair Marty Stone, Principal of Martin Stone Consulting, LLC, said the 
group hopes to release a final Path to Interoperability Plan by the end of 2012. So far, the 
committee has identified institutional issues in four main areas: 

• Multiple brands in the public marketplace 
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• Different, disparate technologies 
• High costs for any operators that have to change over their systems 
• The absence of a national or North America-wide financial infrastructure to 

exchange and settle transactions 

Stone said the cell phone industry faced similar problems 20 years ago. “They fixed it, 
and they didn’t do it by dumbing own their system to meet the low-end service 
provider,” he said. With innovative solutions and a focus on the customer, “we have an 
incredibly robust, nation-wide communications service that virtually all of us use today” 
through a single account.  

Stone said an interregional system may be a stepping stone to full North American 
interoperability, but Regan said the four-year deadline in the Congressional highway 
bill may have trumped an incremental strategy. He cited two key issues to be overcome: 

• Gaps in electronic toll collection technology across the U.S., with “nominally 
about seven protocols in use” 

• The absence of institutional and financial frameworks to support revenue 
exchange, payment guarantees, and cross-agency enforcement 

Regan acknowledged the “very significant concerns” of tolling agencies that currently 
operate low-speed, gated roads with very high tolls. He added that, while some agencies 
might like to see the entire system adopt a single technology, conversion “would be 
extremely costly for some agencies.” Multi-protocol readers and transponders both have 
potential limitations, and “everybody blows up” at the idea of seven transponders on a 
single windshield, but two or three might be acceptable. 

Regan said one possible solution would be to adopt a single standard for a cheap, 
interoperable 6C sticker for customers who wanted it. Both the license plate and the 6C 
tag would be linked to a customer’s primary electronic tolling account with the issuing 
agency, and the tag would be interoperable across North America. Each agency could 
choose its own method for identifying non-local vehicles, but the system would hold out 
the prospect of universal interoperability at a cost of about $1 per sticker. 

Participants were invited to fill out a survey on: 

• Whether technological interoperability should be for ETC accounts only or for 
both ETC and VTC (Video Toll Collection) 

• Whether financial and institutional interoperability should be based on an inter-
regional exchange, an expansion on the existing regional model, third-party 
payment providers, or some combination of the above 

One panelist suggested applying interoperability beyond tolling operations, arguing 
that mileage-based user fees or vehicle miles travelled fees could extend the concept to 
parking garages, ferries, transit, and image-based transactions. A common hub that 
incorporated these services would also permit highway authorities to exchange toll 
transactions across state, regional, and national borders.  
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The Summit also heard about a project that successfully introduced ETC in Poland on a 
timeline of only eight months. After the first year of operation, the system exceeded its 
revenue goals, achieving audited accuracy of 99.9% in toll collection and a 99% revenue 
collection rate. Initial costs will be amortized in about 18 months, and the project is seen 
as a model for the forthcoming European Electronic Toll Service. 

The Next Wave of Road Technology 

Over several sessions, participants heard about improvements in roadway technology 
that will support the evolution of an interoperable system. Highlights included: 

• Dramatic changes in automated license plate recognition (ALPR) that rely on 
fonts, syntax, tints, paints, and camera technologies to improve vehicle 
identification and classification and deliver more robust data analytics 

• Use of infrared technology and embedded chips or bar codes to place Vehicle 
Identification Numbers (VINs) or other unique identifiers on plates, while still 
making the plate number visible to the naked eye or optical character readers 
and allowing drivers to personalize their plates (while preserving the significant 
revenues the DMVs derive from  those plates) 

• Emergence of non-invasive, accurate vehicle classification systems that capture 
vehicle make and model, based on a library of more than 1,700 vehicles 

• Development of advanced camera systems that provide an accurate count of the 
passengers in a vehicle 

• Efforts to make license plates more readable and vehicle occupants more visible 
at night, or in bad weather 

• Detailed presentations on the roadway technologies built into new ETC systems 
in Mexico and Brazil 

A participant asked whether enhanced identification technology would raise privacy 
concerns, but a panelist said reading the plate is just the first step. Even with 
unauthorized access to an embedded bar code, “what have you really found out? You’ve 
found out nothing, because the security of a plate read comes from the back office.” 

One panelist pointed to the risk that interoperability technology will be virtually 
obsolete by the time agencies can get through an extended procurement process, then 
acquire and install the systems. He noted how awkward it would be if his agency had to 
change systems after less than a year of operation, but noted that his organization’s dual 
protocol reader doesn’t have room for a 6C protocol. 

“When we talk about going to a technology as a group, we have to pick one that will be 
relevant when we get to the finish line,” he said. 

Participants discussed the enforcement problems that may arise with transponders with 
on/off switches for HOV/HOT use, as well as safety issues related to transponders or 
smartphone apps that allow drivers to actively identify or engage their protocol while 
their car is in motion. One agency requires drivers to change their toll mode 15 minutes 
before they enter the system. 
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Transaction Management and Collections 

With multiple roadway technologies currently in use, several panelists argued that 
integration and coordination of back office systems might be the quickest, simplest route 
to North American interoperability. “Interoperability is many different things,” said one 
session moderator. But “one common thread is that, at the end of the day, transactions 
must be handled efficiently and accurately.” 

A panelist said every generation of toll collection has raised different issues for back 
office reporting, and AET is no exception. “Engineering and IT drove the early 
development of AET, but now accounting is having a greater impact,” she said. 
Common issues with AET include: 

• Impact on net revenue 
• The cost of automated vehicle identification (AVI)  
• Revenue leakage at different points in the system 
• System replacement costs 
• Environmental impact 
• Customer preference, including the availability of a customer service center for 

users who “miss talking to the toll agent” and prefer to pay in person 

With the advent of AET, another panelist said the system has “moved from a cigar box 
accounting model to an accrual system,” leading to new expectations for data, forecasts, 
cost allocation, and internal controls. One key difference in an AET system is the need to 
establish dedicated funds for each toll facility. “You cannot merge them. You must keep 
them in the right place at all times and respond to requests” for documentation. 

A panelist noted that automatic payment systems in industries like health care and 
credit cards have leakage rates in the 4% range, and the credit card industry is the only 
one where rates are not rising. But the value proposition in tolling is slightly different: 
for roadway operators, the focus is on helping good customers gain mobility and save 
time by using the tollway. 

Panelists considered the pros, cons, characteristics, and underlying business processes of 
payment systems based on stored value cards versus accounts. A card-based system 
uses read-write media, and field devices calculate fares, apply business rules, and adjust 
the balances on the user’s card. Account-based systems use read-only cards, and 
transactions are executed through back office systems that can often accommodate a 
variety of payment media, including credit cards and some of the newer employee 
identification badges.  

A panelist said account-based systems may be prepaid or subscription-based, registered 
or anonymous, and held by individuals or groups. They lend themselves more easily to 
differential fares based on status of journey, time, day, location, direction, product type, 
and other factors, and may eventually allow users to pay for tolls, transit, and parking 
through a single account. 
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Tolling authorities have also been looking at strategies that make it easier and cheaper 
for customers to reload their electronic tolling accounts with cash, while simultaneously 
reducing the need for DMV lookups. Panelists discussed various options, including: 

• Selling pre-packaged passes at toll booths and in retail outlets 
• Allowing customers to reload a toll card by phone, or with cash or a credit card 

at a retail outlet 
• Making it easier for customers to reload wherever they are—which in an 

interoperable system may be thousands of miles from their home agency 
• Focusing advertising and online services where cash-only customers are most 

likely to live 

“The tolling industry estimates cash customers represent 4%–6% of the market, but it’s 
closer to 25%, and that pushes them into video tolling,” said one panelist. He urged 
participants to “think of tolling as a product, and manage its distribution and sales.” 

The process of identifying and notifying the party responsible for a toll violation 
becomes more complicated with all-electronic tolling. A panelist recommended a 
collection system based on “progressive discipline” that encourages earlier payment of 
tolls and violations, but stressed that it’s important to know when a customer ceases to 
be a customer. AET blurs the line between customers and violators, and “everyone 
wants to refer to a ‘customer’ or ‘former customer,’” he said. “When do they become a 
scofflaw?” He suggested a violations process with the following stages: 

• Fees and fines 
• Prohibition from using the tollway 
• Registration blocking 
• Driver’s license suspension 
• Booting and towing 
• Traffic citation 
• Lawsuit and judgement 
• Shame and embarrassment. 

The panelist said public shaming works. “All the feedback we see is the kind of press 
you hope for,” he said. “Just be sure not to shame and embarrass the wrong person.” 

With an extended payment infrastructure and a sound collections process in place, the 
next step is to protect the revenue stream. A panelist said agencies can lose revenues 
through classification errors, lane down time and closures, inadequate plate recognition, 
mishandling of unregistered customers, incomplete customer relationship history, and 
disconnected systems. “You cannot sustain an unintegrated back office,” he warned. 

The closing session of the Summit gave participants a detailed snapshot of three options 
for back office operations: in-house, outsourced, or a hybrid of the two. A private back 
office contractor pointed to cost savings, operating efficiencies, the potential to insulate 
the toll authority from some forms of liability, and the collaborative atmosphere that can 
develop when authority and contractor work from the same office space. A few 
moments later, a public authority reported that an in-house system had been more cost-
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effective and responsive, kept jobs and control in the state, and achieved a customer 
satisfaction rate in the 90%–95% range. A third panelist reported on a hybrid system that 
called for close collaboration among the various entities involved. 

The need for better communication and coordination with state departments of motor 
vehicles (DMVs) was a recurring theme in several sessions. “You need to involve your 
DMVs, whether it’s at the commissioner level or the people who run registration and 
enforcement,” said one DMV commissioner. “We have the market on registration, and 
you’ve got to do it the right way to get at that information. It’s much better to involve 
someone like me in your business process early.”  

A panelist said this is the moment for toll authorities to reach out, since many DMVs are 
about to modernize their IT infrastructure. “In most cases, they have no choice,” he said. 
“When a system is 20 or 30 years old, at some point you can’t just keep upgrading and 
putting patches on. There’s a real need to modernize.” The end result will be better data 
availability and reliability from systems that hold a single record per driver. 

Tolling authorities may also be able to benefit from the information-sharing already 
under way through the American Association of Motor Vehicle Administrators 
(AAMVA). AAMVAnet has been in place for about 20 years as a private exchange 
network among DMVs. It currently carries about three million messages per day, 95% of 
them within two to three seconds, and usually exceeds its goal of 99.5% network uptime. 
The system has never been hacked, and was modernized last year to meet the highest 
Internet security standards.  

AAMVA is now working on a National Motor Vehicle Title Information System that will 
serve as a single data source on all registered vehicles in the U.S., and recently convened 
an Automated License Plate Reader Working Group that includes representation from 
the tolling industry. 

What’s Next 

IBTTA President Jordi Graells stressed that interoperability across jurisdictions, nations, 
and continents is vital to the flow of commerce, and to the perception that the tolling 
industry seeks to be a help and not a hindrance to the mission of its customers.” IBTTA 
members in the United States have been “working vigorously to achieve nation-wide 
interoperability for any years,” he said, and that activity has now found Congressional 
support in MAP-21. 

IBTTA Executive Director and CEO Patrick Jones said interoperability was a centerpiece 
of the bill. But it also included a modest increase in authority to toll new capacity on 
Interstate highways, funded a significant increase in the TIFIA program, provided new 
encouragement for public-private partnerships, and omitted several provisions that 
would have made life more difficult for state DoTs and toll agencies. The provision on 
interoperability was a victory for the industry, to the extent that it was “more benign 
than language we’ve seen in previous versions of transportation authorization 
legislation.” 
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Jones credited the group of “significant strategic partners” that worked alongside IBTTA 
to secure passage of the legislation, and stressed that IBTTA’s advocacy efforts will 
continue unabated. “We’re talking about a long-term, continuous, relentless effort to 
enhance the profile of our members and the toll industry” in the public policy arena.  

“Our campaign is not going to end,” he told participants. “It will go on forever…like 
tolls.” 


