
 
 
 

MANAGER, E-ZPASS CUSTOMER SERVICE 
 
About the Port Authority 
The Port Authority of New York & New Jersey manages and maintains airports, bridges, tunnels, bus 
terminals, PATH, seaports and other facilities that are critical to the metropolitan New York-New Jersey 
region’s trade and transportation capabilities.  Through its facilities and services, people are able to make 
vital connections and businesses are able to grow.  Providing safe, secure and efficient travel is the 
agency’s highest priority, and enhancing the well-being of everyone who lives, works, and travels to the 
region is its strongest commitment. 
 
The Tunnels, Bridges and Terminals Department is the proud stewards of some of the most world-
renowned and pivotal facilities: the George Washington Bridge; the Holland and Lincoln Tunnels; and the 
Bayonne Bridge, Goethals Bridge, and Outerbridge Crossing, not to mention the Port Authority Bus 
Terminal and George Washington Bridge Bus Station.  With our four bridges, two tunnels, a bus terminal 
and a bus station, the Tunnels, Bridges & Terminals Department is responsible for ensuring that people 
and goods move safely, efficiently, and conveniently between New York and New Jersey as they traverse 
the region and link via major interstates to other parts of our nation.  
 
This position will be located in the department’s Jersey City, New Jersey office. 
 
RESPONSIBILITIES: 
Reporting to the General Manger for E-ZPass, the selected candidate will provide a sustained and unified 
effort in managing the New York Customer Service Center (CSC) and other contracts related to back 
office revenue collection, customer service, and violations collections. The position must coordinate 
internal efforts which require change orders at the CSC, and must negotiate and influence decisions with 
the other NY agencies in regular CSC operations to ensure that the needs of the Port Authority are 
addressed and work is prioritized appropriately.  

 
- Oversee TB&T’s operating contract for the E-ZPass NY Customer service Center and an array of 

other contracts related to E-ZPass, customer service, and violations. Negotiate terms and 
conditions, establish and enforce performance requirements and invoice adjustments, monitor and 
report regularly on contractor quality, timeliness, and performance, and control financial expenses 
related to the contracts. 

- Lead effort for procurement of successor CSC contracts and other related contracts. 

- Respond to audit and management needs related to the CSC from within TB&T and other PA 
departments. 

- Develop, implement, track and monitor change orders related, but not limited to, toll increases or 
other toll modifications, system software modifications, customer service needs, business rule 
modifications, and account management. 

- Coordinate, develop, negotiate, and implement inter-agency policies and practices related to E-
ZPass account management, toll violations, business rules, and other areas of customer service 
related to tolling. 

- Represent the Port Authority at NY inter-agency E-ZPass meetings and discussions to determine 
responsibilities and develop priorities, and identify new and/or ongoing needs. 



 
 
 
ELIGIBILITY REQUIREMENTS: 
 

- Bachelor’s Degree from an accredited college or university. 

- Five years demonstrated experience in managing service contracts. 
 
QUALIFICATIONS: 
 
The ideal candidate will present the following qualifications profile: 

 
• Demonstrated experience in contract management in a multi-disciplinary program environment. 

• Excellent problem solving skills 

• Knowledge of back office revenue collection operations. 

• Demonstrated experience in business operations, finance or contract management 

• Demonstrated ability to develop strategies to achieve business goals and to understand the impact 
on various stakeholders within and outside the Port Authority. 

• Excellent negotiation and persuasion skills.  

• Demonstrated supervisory or managerial experience 

• Demonstrated conflict resolution and teambuilding skills, with ability to work effectively with 
cross-departmental and inter-disciplinary teams including all levels of staff within the Port 
Authority. 

• Excellent data analysis skills. 

• Excellent written and oral communications skills. 

• Ability to work under pressure and meet tight deadlines while achieving required results. 

• Demonstrated proficiency in utilizing database software and standard PC software, including 
Word,   Excel, PowerPoint, Access. 
 

HOW TO APPLY: 
- Interested candidates can apply online by visiting our careers website at: 

www.JoinThePortAuthority.com.  Scroll down and click on the Manager, E-Z Customer 
Service job title and submit a combined resume and cover letter. 

 
Only applicants under consideration will be contacted. 
      
EQUAL OPPORTUNITY EMPLOYER 
The Port Authority of New York & New Jersey/Port Authority Trans-Hudson (PATH) is an Equal 
Opportunity Employer. 

http://www.jointheportauthority.com/�

