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o are they and what have we done for th

Ron Newlander
E-470 Contact Center Supervisor
Parsons Brinckerhoff
Aurora, CO




E-470

47 mile toll road

51.3 million
transactions 2010

72% EXpressToll
penetration

Completely cashless
July 4, 2009

Parsons Brinckerhoff
operations contractor
since March 1997
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E-470 prior to
July 4, 2009
Five Toll Plazas
5 lanes each direction

3 Cash
2 ETC

16 Unmanned Ramp
Locations
Coin and ETC

On January 1, 2009
E-470 introduced
License Plate Tolling
(LPT)

Cash and LPT paid a
10% premium for Tolls




E-470 beginning
July 4, 2009

Non-Stop Tolling
begins

All cash lanes closed

ETC and LPT only
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What is License Plate Tolling?
Who didn’t understand?
Why the confusion?

What can we do to help?
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Just drive the road
Non-stop tolling

We will send you a bill
30 days after first transaction

Don’t need to pre-pay
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Not former daily cash customers

So who are they?
Travelers from out of state
Got on the road by mistake
Use E-470 to avoid:

heavy traffic

accident
inclement weather

Going to/from the airport
Rental Cars
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56.9% has only received one bill since Nov 2010
74% used the road 5x or less in 6 months

Out of state travelers
5.2% of E-470 traffic
20.2% of all LPT transactions
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Info at booths no
longer there

Is this still a toll road?
Sighage

LPT bills didn’t look
like bills




Back office
designed for EXpressToll or violators

Website
Not built for LPT

Back log of images to review
Delay billing
Out of State DMV access
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Customer Service
Everyone is a customer
Educate, don't lecture

Promote EXpressToll
Sinner to Saint accounts

Image Review Staff I KANSAS 51 o
Quicker Review DIS:‘Z LC 861 528:PNK

Out of state DMV contacts |

AH -



http://www.google.com/imgres?q=call+center+agent&hl=en&biw=1600&bih=689&gbv=2&tbm=isch&tbnid=0A8hEjk90iwbDM:&imgrefurl=http://karachi.olx.com.pk/call-center-training-iid-102319947&docid=QSauS2ELM5u8_M&imgurl=http://images03.olx.com.pk/ui/6/06/47/1277727253_102319947_1-Call-Center-Training-Hyderabad-Sindh-1277727253.jpg&w=625&h=470&ei=t4icTubsF82ksQKj2MFE&zoom=1&iact=rc&dur=375&sig=103948237394670355345&page=5&tbnh=146&tbnw=206&start=98&ndsp=25&ved=1t:429,r:8,s:98&tx=128&ty=76
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EXpress Toll Customer Service Center
5000 Osage Street, Suite 100
Denver, CO 80221
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LICENSE PLATE TOLL BILL
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STATEMENT

Buncey. Augest 21, 2011
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License Plate Toll

Thar you 10 using - Summary of Charges
 Blaterent Wumber e
Payments that are not received by the due date are Prevous Baaror 0.0
subject to a $5.00 late fee. Paymartis) 0
Adpstraniiy) $6.30
pe o cu (303 8373470 o i YR Sod b ]
1 (838) 5483470 for cut-of arce customers. h-ln-n 0
Pay your statement online at: www.expresstoll.com Total Amount Oue <t
Paymant Cue By o
Liet of iearmactons poied Setwwen Ady 17 2011 - Augast 16 2011
[RANSACTION DATE _POST DATE _ "LOCATION _ [ —AwOUNT|
Liconss Pate ¥ 371SXD AZ
0703011 014414 PN Q32611 123750 MW PLAZAC Lace | Norh 2
OMBeq0t 015000 M Qa2 2750 M PLAZAD Lare 2 Norh 20
OM0e2011 015041 M Q32011 (R 0606 AV PUAZAE Lawe 2 o $100
QU401 D3R8 AM 03102011 (7078 AV PUAE Lare 2 Souh $300
QIAZ0 64120 AN 03192011 (70802 AM PUZAD Lare 2 South $300
QIA2011 CRAT:4 AN 01201t (TS AV PUAZAC Lare 2 Souh 100
If you were an EXpressToll customer, you would have saved $3.60. Call today to open your
EXpressToll account to receive this discount and future savings,
W AGY a1
Statomare 1117507738
- o~
Amount Due $18.00
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emase asm—
Mabe Chachs paygaths 10 ExprossTob oy
“DO NOT SEND CASH' E470 PUBLIC HIOHWAY AUTHORITY
PO SeeSi)0

Py your staterect ordve st W sapessetit con

0ODO? DOODD ODOMADO 09152031 131750773k




Unmanaged LPT accounts
Created with first transaction

Managed LPT accounts
Payment Options
Web Access
Statement Options




Website

Newly designed Oct 2011 p— =
Easier Access i -
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303-537-3470
888-946-3470

SAVE 20% ON TOLLS
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In With The NEW! Where is E-470?

Billing
Added a 2M bill with a $5 late fee
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July 4th 2009 Current Process

LPT bill sent 1st LPT bill sent
Citations after 30 2nd bill after 30 days
days $5 late Fee
$40-+tolls each 90 days in collections
transaction $15 collection fee
After 90 days ALC Citation status 45 days
Collections $25 per transaction

Administrative Law
Court
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Paid LPT bills
82% before bill generated or by due date
88.3% paid before 2M bill is due

Negotiating
One time courtesy on late fee

Stair step on citations
Charge 1-$25 fee for every 10 transactions
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Keep listening to our customers

ExpressToll and Regular user of
LPT

Infrequent
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Use the feedback
Make it easier for the customer

Provide the best service possible
and get the payment for the tolls



Ron Newlander
E-470 Contact Center Supervisor
Parsons Brinckerhoff

rnewlan@e-470.com

newlander@pbworid.com
303-537-3515
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