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Executive Summary 

Roadway asset management, integrated traffic management across agencies, emergency 
preparedness, and public messaging were all crucial priorities emerging from the 
International Bridge, Tunnel and Turnpike Association’s Maintenance and Roadway 
Operations Workshop in Kansas City October 14-16, 2012. “You know how important this 
work is to the safety and productivity of our bridge and tunnel infrastructure,” IBTTA 
President Jordi Graells, President of Abertis USA Corporation, told participants.  

Through two days of panel presentations, participants heard that: 

• Effective, pro-active maintenance is an essential part of the effort to deliver safe, 
efficient highway operations, an expectation that becomes more rigorous with 
the transition to all-electronic tolling. New technologies, systems, and 
organizational structures can help operators meet consistently high performance 
standards. But when maintenance targets are linked to contract performance, 
they have to be expressed as clear, measurable standards.  

• Technology and inter-agency dialogue open up new opportunities for Traffic 
Management Centers (TMCs) to integrate system operations, incident and event 
management, and technical systems with the other entities that operate on the 
same road networks. The simplest operational opportunity, but often one of the 
most vexing, is for public bodies to share information they’ve gathered at 
taxpayers’ expense. Operational integration can also mean combining and 
coordinating activities across a variety of agencies, from roadway operators to 
transit to emergency management, and within individual agencies that might 
operate tollways, transit, ferries, rail, ports, and air terminals. 

• Effective, pro-active asset management is a priority for all the infrastructure in an 
agency’s portfolio, from roads to bridges to buildings. Panelists discussed a 
variety of approaches to surveying facility conditions and measuring the 
performance of maintenance programs. Remote monitoring becomes more 
important as toll operators move to all-electronic tolling: In one jurisdiction, a 
reliable maintenance program was one of the elements that helped an agency sell 
bonds for a performance-based contracting system with no previous track 
record. 

• Contracting practices should divide duties, arrange payments, and set lines of 
authority in ways that maximize operational efficiencies and create a “win” for 
all parties. A couple of panelists pointed to performance-based maintenance 
contracts (PBMCs) as a form of public-private partnership in which agency and 
contractor work closely together to manage the work. 

• From roadside signage to smart phone apps to effective use of social media, 
communications technology is opening up new pathways to timely, efficient 
incident notification. Effective use of social media may be the only way to reach 
drivers who get music from their iPods and news from Twitter, without ever 
listening to a radio news report.  
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• Less than two weeks before Hurricane Sandy devastated New York City, New 
Jersey, and much of the U.S. Eastern Seaboard, several panelists traced the 
elements of a successful emergency preparedness and response program. Key 
components include clear procedures and lines of authority, sufficient 
equipment, resources, and emergency supplies, and a well-organized emergency 
control and communications center, with a backup in case the main facility is 
wiped out. Facility designs should maximize resilience, emergency equipment 
and procedures must be tested regularly, and the entire emergency plan must be 
practiced regularly, to ensure that agency representatives know what to do and 
how to integrate with other responders in a crisis. 

Like any other part of the toll highway system, maintenance and operations 
departments have to make the case for the dollars and staffing they need to get the job 
done. IBTTA President Jordi Graells reminded participants that infrastructure 
investment is a long-term proposition. “The kneejerk reaction to austerity concerns can 
have repercussions on our road infrastructure for many years.”  

Graells said IBTTA launched its industry positioning campaign to enhance the 
reputation of tolling and draw attention to a growing gap in infrastructure financing. 
“This is a long-term proposition,” he said, but the Campaign for the Tolling Industry “is 
the beginning of our transformation. It’s the start of a new way of thinking for the public 
and policy-makers.“ 
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Introduction 

The latest strategies for maintaining roadway assets, integrating traffic management 
across agencies and jurisdictions, preparing for emergencies, and communicating with 
the public took center stage in mid-October when the International Bridge, Tunnel and 
Turnpike Association convened its Maintenance and Roadway Operations Workshop in 
Kansas City. 

As maintenance and roadway operations professionals, “you know how important this 
work is to the safety and productivity of our bridge and tunnel infrastructure,” IBTTA 
President Jordi Graells, President of Abertis USA Corporation, told participants. “More 
than anyone else in the world, you understand the effects of deferred maintenance, and 
you know how challenging it is to recover from these effects once they set in.”  

Maintenance Strategies: An Evolving Standard for Toll Roads 

Panel presentations throughout the workshop stressed the fundamental role of effective, 
pro-active maintenance in delivering safe, efficient highway operations. Although 
highway systems face a daunting maintenance backlog, participants heard that new 
technologies, systems, and organizational structures can help operators meet 
consistently high performance standards. 

“We want low maintenance and long life when we build infrastructure of any kind,” 
said one panelist. “We want to build it, and we don’t want to be back in there. We don’t 
want to disrupt the flow of traffic or hurt the revenue stream.” So effective, integrated 
strategies are needed to keep pavements smooth, quiet, and safe, while minimizing 
roadways’ impact on nearby communities. 

The panelist suggested six steps to track highway deterioration rates and analyze life 
cycle costs: Historical data collection; visual assessment; field testing; laboratory 
characterization; data analysis; and reporting. By gathering qualitative information and 
understanding why a road is deteriorating, he said, maintenance teams can identify 
pavement where preventive maintenance strategies will have no impact. 

Pavement distress is a leading indicator for poor highway performance, and the panelist 
stressed the need for early data collection to determine the type, severity, and extent of 
roadway deterioration. Agencies may have numeric scales for monitoring network 
conditions, but the type of cracking is also a critical factor. “ 

When you first see that stream of cracking in the wheel path,” he said, “you know 
within a very short time you’re moving to (something worse) unless you get out there 
very, very fast.” In concrete, joint faulting can lead to alkali-silica reactivity that acts 
“like a cancer heading toward demise.” And on any road, operators must track the 
condition of outlets, ditches, and drainage. 

Functional indicators of roughness are tremendously important, as well, since “this is 
how the public is experiencing your roadway,” he said. “A rough road reduces the fuel 
efficiency of the vehicle, and this is more significant than you would think.” The 
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efficiency difference may be in the range of two to four percent,  “but if you talk to a 
trucking company, does that matter to them? Smooth roads are better fuel efficiency,” 
and a loss of friction makes crashes more likely. 

He said the International Roughness Index (IRI) is rapidly becoming the accepted 
standard for measuring surface performance. 

When maintenance targets are linked to contract performance, they have to be expressed 
as clear, measurable standards. “Your customers are paying extra to use that road, so 
you expect to deliver them a better product, and that is reflected in the standard of the 
road,” a panelist said. 

He recalled one early statement of work that called on the contractor to keep roads free 
of snow and ice, except in periods of heavy falling snow. “I'm sure we can all measure 
exactly what ‘free of snow and ice’ is, and we can measure ‘heavy falling snow,’” he said. 
“Not so much.” Contract language that specifies the cycle time of echelon plowing based 
on class or roadway is a much more effective way of setting and communicating 
expectations. 

Those expectations become more rigorous with the transition to all-electronic tolling. 
“AET is changing everything, because the makeup of how we do business is changing,” 
said one panelist. Preventive, corrective, and emergency plans, notification and 
reporting systems, and maintenance of spare parts inventories are already standard 
parts of a traditional maintenance model. But “in the new environment, the new 
paradigm, relying on those daily and weekly reports is too late.” With more than 2,000 
transactions per hour in an AET lane and two to four percent of them requiring image-
based billing, “we’re going to start losing a lot of revenue if we’re not on it right away” 
to address maintenance issues. 

One part of the solution is to shift from preventive to predictive maintenance by paying 
closer attention to incremental declines in equipment performance. By “putting first 
things first,” the panelist said, “we’ve redefined our maintenance plans and models 
based on a revenue-based priority system. If we know there’s an outage on a shoulder 
that typically sees three or four transactions a week, versus degradation in OCR 
performance in our highest-volume lane in the system, forget about the outage we have 
right now in the shoulder.” 

The panelist described a revenue and traffic dashboard that shows daily revenues, traffic 
volumes, and video and electronic toll collection counts, aggregates data for senior 
management review, and issues real-time alerts. 

Integration and Cooperation in Traffic Management 

Integration is quickly emerging as a trend in the operation of Traffic Management 
Centers (TMCs), and participants heard that the principle applies in three key areas: 
system operations, incident and event management, and the technical systems that serve 
as the backbone of a TMC. 
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“We want to be effective in our traffic management,” said one panelist. “We want safer 
roads. We want the public to like our roads. We want them to be able to drive around, 
enjoy not being hit, and not run over a ladder that’s fallen off a truck. And we want 
them to know that we’re there for them.” 

The simplest operational opportunity, but often one of the most vexing, is for public 
entities to share information they’ve gathered at taxpayers’ expense. “Agencies don’t 
always like to play nice together,” the panelist said, so that other state organizations are 
sometimes left to buy data from third parties that originally acquired it from another 
branch of government. 

More broadly, operational integration means combining and coordinating activities 
across a variety of agencies, from roadway operators to transit to emergency 
management, and within individual agencies that might operate tollways, transit, ferries, 
rail, ports, and air terminals. 

“Integration of operations is really about sharing resources and responsibilities,” a 
panelist said. “It’s about sharing operational strategies, how you respond jointly to 
something that affects multiple systems.” 

Where incident management calls for close cooperation among multiple responders, an 
integrated approach also emphasizes advance planning and scenario development. 

But systems integration depends on solid partnerships, common goals, and senior 
management support. “You need to find some money, then more money,” said one 
panelist, since “there’s a significant investment, and it can be harder to sell because it 
doesn’t have the visibility of a bricks and mortar investment.” Another speaker 
countered that “that’s a thing of the past. It’s ‘money and less money’ that we’re 
competing with today,” so the only way to get anything done for the motoring public is 
to build wider, more effective partnerships. 

He added that significant system improvements often cost little or nothing. If a toll 
authority can release camera images that will be useful to law enforcement or the media, 
“share it. It makes the whole network that much better, not just for us. It’s about the 
network, the whole government experience, not just the tollways.” In the same vein, 
broadcast information from one agency with an 800 MHz radio network can be 
integrated across tollways, the state department of transportation, law enforcement, fire 
and rescue, and 911 scanners. 

A key challenge for technical integration is that, with all the “wonderful pieces of 
technology” that agencies are purchasing, “they can’t really talk to each other,” a 
panelist cautioned. “They need operational agreements, and they need agreements for 
technology.” But once those structures are in place, “you can use other (agencies’) 
resources and do more with less.”  

A panelist cited center-to-field and center-to-center communications and Advance 
Traffic Management Systems (ATMS) as three areas where it makes sense to invest in 
new technology, then share the benefits as widely as possible with other agencies. While 
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new communications systems “can easily be the biggest consumer of resources,” the 
investment matters, since agencies otherwise lose the ability to be truly integrated. With 
communications moving toward standardized, Internet-based systems, “you really cut 
down the customization you have to do to communicate across your system,” and 
between agencies. The other reality is that communications systems have a useful life of 
five to seven years, in contrast to the 30 to 50 years that highway agencies expect to 
operate a road or a bridge. A panelist said the latest round of equipment replacement 
and procurement has seen “a lot more creative uses,” with different agencies building 
on a common communications system. 

While “technology does not come cheap,” some agencies are becoming more adept at 
coordinating procurement and sharing costs, a panelist said. “This may be a little bit out 
of the comfort zone, but we can do a lot more together.” 

A few years ago, when the North Carolina National Guard needed a new emergency 
operations center, a variety of agencies pooled resources to build a co-located facility. 
Whenever there’s an activation, “we don’t call each other. We look at each other,” a 
panelist said, and if phones and radios are lost, the center has sliding glass windows. 
Panelists stressed the importance of interoperable voice communications, next-
generation 911 systems that accommodate text, email, and photos, and data integration 
across agencies—but voice communication is the first step. “If you can’t talk, throwing 
data out there will just make it more complex and dysfunctional.” 

Participants heard about a traffic management software system in Washington State that 
will integrate the toll rate algorithm, deliver data to the toll vendor, and allow for 
manual overrides in case of closures or equipment malfunctions. The interface between 
traffic management and tolling systems will give users all the information they need to 
build a trip. A panelist said one key design consideration was to ensure that the system 
had no negative impact on the toll vendor’s performance requirements.  

A panelist traced a similar discussion in Illinois, focused on a critical, 40-mile 
commercial vehicle link along Interstate 80 where jurisdiction changes five times. In the 
17 years since the GCM Gateway Vision was introduced, the central objective has been 
to share more information more effectively. “It’s not just traffic management,” the 
panelist said. “It’s the entirety of the forces that you have out there.”  

Asset Management 

Once a new highway asset is in place, the priority is to keep it safe, efficient, and 
aesthetically pleasing. For road operators, that means developing rigorous maintenance 
standards and using a variety of technology tools to monitor compliance. 

One panelist described a new stretch of tolled highway that opened in 2011 and 2012. 
“It’s pretty, and we wanted to be sure we kept it that way,” she said. The agency plotted 
six performance measures on a 0-100 scale and set a series of quantitative maintenance 
targets: the road had to maintain an overall rating of 90, no element could fall below 85, 
and no road characteristic could score lower than 80. The operator combines large-scale 
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aerial monitoring with handheld tablets to track and assess every asset it owns to a 95% 
confidence level. 

Another panelist listed the performance factors addressed by an annual laneway 
network survey that covers surface distress, rutting and joint faulting, and surface 
pavement rideability based on the International Roughness Index. The agency performs 
skid testing at normal highway speeds using high-resolution digital cameras and GPS 
recorders, and recently added rear wheel drive deflection testing to monitor conditions 
as truck traffic grows over time. The agency updates its roadway improvement plan 
each year based on current conditions, future prognosis, and level of care, but the strong 
preference is for a preventive approach, using diamond grinding and micro-surfacing to 
preserve roadways’ overall structural integrity. 

The same jurisdiction introduced a state-wide maintenance assessment map to measure 
road conditions and identify districts that “needed additional emphasis” to keep their 
roads up to standard. “We use it as a budget tool,” he said. “We can find out which 
districts need more money, which districts have poor conditions. And the map became a 
tool to evaluate the district engineer” and administer “a little prompt” when needed. 

The system reviews 4,000 one-mile segments for three components: pavement, roadside, 
and traffic items. The evaluations were inconsistent when the districts conducted them 
independently, so the state assigned the entire task to three former supervisors with 75 
years’ combined experience in highway maintenance. At an annual cost of $200,000 for 
time and travel, the seven-month review process “is a very, very cheap, cost-effective 
way to get a big-picture evaluation of the whole state” and build comparisons over 
several years. 

Another panelist described a mobile mapping system that combines road sensors and 
laser imaging with positioning and differential measurement to assess road conditions. 
The system is accurate in three dimensions on a scale of 10 to 500 millimeters, and 
mobile units can collect data at traffic speed, covering 100 to 200 kilometers per day with 
no lane closures. Once the initial mapping is done, asset managers can highlight specific 
safety issues, from guardrails to signs and light poles, for more focused attention. 

“The holy grail we’re trying to get to is to be able to determine that compared to the last 
visit, there’s a sign missing. We’re not there yet,” the panelist said. But “this isn’t just 
what you see in Google Maps street view. There is this whole other world that captures 
details that you might be interested in.” 

Panelists described a number of different systems and methodologies for assessing asset 
condition, including: 

• An asset-level, fence-to-fence quality rating system developed by Dr. 
Jesús de la Garza at Virginia Tech that uses Random Condition Assessment 
(RSA) to gauge the quality of routine highway maintenance 

• A Maintenance Rating Program introduced by the Florida Department of 
Transportation that supports visual and technical evaluation of routine highway 
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maintenance conditions, and has received considerable attention from other 
agencies 

• A critical monitoring system that uses off-the-shelf energy, temperature, and 
humidity sensors to ensure proper, efficient operation of remote all-electronic 
tolling (AET) equipment 

A panelist underscored the importance of remote monitoring as toll operators move to 
AET. Toll collection points are often located in rural, remote settings, and “without this 
system, we wouldn't know what the fuel level was in one of those tanks unless someone 
went out there and popped the hatch every day,” he said. “We do have cameras and a 
security system, but as far as what’s going on in those buildings, we wouldn't know.” A 
reliable maintenance program was one of the elements that helped the agency sell bonds 
for a performance-based contracting system with no previous track record, and now that 
the contractor is in place, “we want to do everything we can to give them an 
environment where they can collect the tolls.” 

Another panel focused on similar technology for a different purpose, pointing to the use 
of remote sensors to monitor the safety of aging bridge infrastructure. In one case, when 
an earthquake hit the U.S. east coast, bridge operators knew within 10 minutes that their 
facility was safe.  

A vendor to the same bridge authority stressed that technology “is not the magic bullet 
that will solve all your problems,” but it can still be used to reduce an operator’s 
uncertainty, hazard exposure, and vulnerability. “If we can use technology to reduce the 
uncertainty premium, we can help owners save money by directing their retrofits and 
preservation activities to the right places.” He said bridge operators can use ‘smart’ 
technologies to monitor day-to-day operations, plan repairs and retrofits, and monitor 
progress during construction projects. 

Monitoring data should eventually be fed into a central asset management system, 
giving the facility owner access to an integrated digital archive. Another bridge operator 
drew the following conclusions from its underwater inspection program: 

• Underwater inspections can result in conservative reporting, so findings of 
concern should be confirmed through sampling and supplementary inspection. 

• Scour analysis is a developing science, so as-built drawings may not be reliable. 
• Construction contracts should include mechanisms for dealing with amendments 

resulting from changes in bridge conditions. 

Asset management also applies to the buildings in which tolling activities are housed. 
When one toll authority undertook a major effort to upgrade its aging buildings, it 
decided to incorporate some established sustainability features, including recycled 
concrete in wall systems, renewable power on roofs, highly energy-efficient building 
envelopes, daylight harvesting, light controls, occupancy sensors, ground-coupled heat 
pumps, and demand-based ventilation with air quality monitoring in the garage areas. 
Another authority made experience under the U.S. Green Building Council’s Leadership 
in Energy and Environmental Design (LEED) program a prerequisite for a recent design-
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build project that addressed six key design categories in one of its maintenance 
buildings: Construction and site development, water efficiency, energy and atmosphere, 
construction waste management, indoor environment quality, and innovation in design. 

Contracting Models That Deliver 

While outsourcing has been a way of life for toll agencies and the private firms that 
manage their operations and maintenance, the actual contracts can take different forms, 
with tailored provisions for asset management and maintenance duties, payment, and 
lines of authority.  

Much of the discussion centered on performance-based maintenance contracts (PBMCs), 
a form of public-private partnership in which agency and contractor work closely 
together to manage the work and maximize efficiencies. A panelist said savings are 
possible but not guaranteed, since some jurisdictions might place higher priority on 
improving roadway operations. Contract terms of five to 12 years do provide all parties 
with a degree of predictability. 

While outsourcing is an opportunity for agencies to share or transfer risk, a panelist said 
unknown risk factors are the most expensive for private contractors to accept. “If there’s 
a large unknown component that we’re not able to measure, we have to throw in an 
educated guess or an estimate, and that’s something that has an impact on the overall 
cost to the authority or operator.” The alternative is to use the negotiating process to 
clarify requirements and put boundaries around the risks the contractor will be expected 
to take on. 

He added that, while maintenance contracts can spur competition, annual RFPs can 
actually limit the pool of competitors, while allowing a shorter period of time for a 
successful bidder to recoup costs. A somewhat longer contract term may be more 
realistic for bidders and incur lower bid management costs for contracting agencies. 

Driving Notifications Through Technology 

From roadside signage to smart phone apps to effective use of social media, panelists 
pointed to several new opportunities for more effective incident notification. 

A couple of panelists discussed the used of full-color dynamic message signs (DMS) to 
keep traffic moving, by quickly notifying motorists of obstructions and accidents on the 
road. Notices must be phrased in plain language, and signage should be spaced 
appropriately to prevent secondary accidents. 

One turnpike authority invested $150 million to install 200 new variable message signs 
(VMS), and will soon add cameras and sensors to monitor traffic counts and speeds. To 
deliver that information to users, the authority plans to introduce a hands-free smart 
phone app that will allow customers to plan their trips, anticipate highway conditions, 
and shift to alternate routes if necessary. After reviewing various options, the agency 
decided to adopt a system developed by a neighboring toll operator, recognizing that “if 
everybody uses the same app, you can get information anywhere.” 



International Bridge, Tunnel and Turnpike Association 

Maintenance and Roadway Operations Workshop 

Thematic Report  

October 14-16, 2012 ���� Kansas City, Missouri 

 

8

In one other jurisdiction, engineering and operations personnel are strongly encouraged 
to use social media from the field to help customers stay informed and safe. A panelist 
said photos are even more effective than text in telling drivers what’s happening on the 
roads: a picture is worth a thousand words when it delivers the stark image of a 
truckload of spilled produce, or a truck carrying butter that caught fire at a service area.  

When the message has to do with road safety in a blizzard, “we can show them that our 
crews are out there all night through a storm,” she added. “Anytime you can send out a 
picture with a message, you have a better chance that people will not only look at it, but 
comprehend it better. Plus the media will retweet and repeat it, because they like to talk 
about safety.” 

The panelist said effective use of social media can reduce non-emergency calls to 
dispatch centers, promote work safety, educate customers about sharing the road with a 
variety of vehicles, and decrease unnecessary travel during incidents, particularly 
snowstorms. It may also be the only way to reach drivers who get music from their 
iPods and news from Twitter, without ever listening to a radio news report.  

At the very least, traditional and social media rely on each other, “and what that means 
for us is that we have to rely on both.” 

Emergency Management and Response 

Disaster planning was a consistent theme through much of the workshop, with several 
speakers stressing the need for toll agencies and operators to take a pro-active approach 
to emergency preparedness. Invariably, the priorities are to ensure safety for commuters 
and responders, secure the site, and divert traffic, and “it needs to be a team effort,” a 
panelist said. “You cannot work by yourself.” 

Speaking less than two weeks before Hurricane Sandy devastated New York City, New 
Jersey, and much of the U.S. Eastern Seaboard, a panelist said Hurricane Andrew had 
been a wake-up call for the State of Florida. “We were prepared, but only because of the 
people and staff we had onboard at Florida’s Turnpike at the time,” he said. “They had 
been around, they knew what to do, but it wasn’t really written down.”  

As a tropical depression, Andrew wasn’t expected to have much impact, but it was 
“totally devastating to South Florida,” the panelist said. Florida’s Turnpike reopened 
less than 24 hours after the storm hit, and was “basically the lifeline” to the affected 
areas. The experience brought home the need for a comprehensive emergency plan that: 

• Designates one emergency measures manager with authority to make quick, 
crucial decisions 

• Allocates sufficient equipment, resources, and organizational structure, 
including in-house staff and outside managers, to respond in an emergency 

• Establishes a physical location for emergency control and communications, as 
well as a backup in case the main control center is wiped out 

• Sets operational processes, from daily or twice-daily situation updates to 
emergency call lists (with accurate contact information)  
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• Ensures that toll booths and gantries are pre-stocked with at least 72 hours of 
emergency supplies, as well as facilities to house key personnel as well as their 
immediate family if necessary 

• Establishes timelines for closing a facility down, then reopening it as part of an 
emergency network 

• Ensures that communications systems are up to date and coordinated with first 
responders 

• Provides for periodic reviews of facility designs, to maximize resistance to severe 
storms 

• Ensures regular testing of emergency equipment and procedures, recognizing 
that “it may damn well not work when you need it.” 

A standard incident management system also requires regular exercises, to ensure that 
all involved know what to do and how to integrate with other responders in a crisis. 

Post-event critiques are an important part of the process, and should include input from 
police and other first responders, communications, construction, human resources, and 
head office. After Hurricane Andrew, Florida’s Turnpike made its buildings more 
resilient by standardizing designs, reinforcing structures, and eliminating rooftop air 
conditioning and ventilation. From the previous design, the Turnpike learned that 
“when you have a hole in your roof, you’ve got a lot of water in your service center.”  

Communications are a particular challenge when cellular towers are down and the 
available bandwidth is overburdened. Florida had to resort to microwave systems for 
quite some time until regular systems were restored. A panelist cited field-to-center and 
first responder communications as a key consideration in preparing for an emergency. 
Interoperable radio systems and a mix of text and voice communications “all really play 
into consideration of how you can close that gap.” 

When the U.S. National Transportation Safety Board gets involved with a catastrophic 
incident like the Minnesota bridge collapse, the investigation consumes a lot of time and 
effort. At an incident site in Florida, standard procedures would include: 

• Response and damage assessment in the initial 24 hours 
• Securing the site to ensure public and employee safety 
• Damage assessment by a qualified, fully-equipped team 
• A Declaration of Emergency that waives all standard rules, statutes, and 

ordinances governing contracts, leasing, purchasing, and time requirements 
• Scope development for the recovery process 
• Contractor selection 
• Public communication and information 
• Construction. 

When the situation on a roadway becomes urgent, the professional response is quicker 
and less antagonistic because “everyone has a common goal, and we tend to shine in an 
emergency,” a panelist said. But “the key that we keep pushing is unified command,” to 
fully integrate all the services and responders on the scene. 
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An emergency declaration overrides standard contracting procedures for outsourced 
goods and services, “but it does not remove the accountability, so you’ve got to be able 
to justify your actions,” a panelist said. “You’ve got to document your recovery actions 
to fully show your damage, your dollars, and what you did.” That means using video 
and digital photography to document the situation, since “you can’t wait for a federal 
employee to come down and look at your damage.” 

A panelist recalled one instance where a weather disaster created an opportunity to 
replace aging infrastructure on a slightly more gradual timeline, rather than replacing 
damaged components on an emergency basis. Once immediate safety issues were 
addressed, the Turnpike staged the rest of the work through regular procurement 
channels. 

Making the Case 

Like any other part of the toll highway system, maintenance and operations 
departments have to make the case for the dollars and staffing they need to get the job 
done. IBTTA President Jordi Graells reminded participants that infrastructure 
investment is a long-term proposition. “The kneejerk reaction to austerity concerns can 
have repercussions on our road infrastructure for many years.”  

Graells said IBTTA launched its industry positioning campaign to enhance the 
reputation of tolling and draw attention to a growing gap in infrastructure financing. 
“This is a long-term proposition,” he said, but the Campaign for the Tolling Industry “is 
the beginning of our transformation. It’s the start of a new way of thinking for the public 
and policy-makers.“ 

A panelist encouraged maintenance and operations specialists to demonstrate their 
return on investment at every opportunity. “Every time you have a chance to prove that 
your system is saving the agency money, it’s a good thing to take advantage of that,” he 
said. 


