
Steve Corbin – Toll Operations Manager

What to do with that
n SPECIAL Customer….



The First….

• First in the State of Florida to:

– Open Road Tolling (ORT) 2006 – Reversible Express 
Lanes (REL) 

– All lanes - all access points converted to AET: 
September 17, 2010

Tampa Hillsborough Expressway Authority



The Three Food Groups

• Cash – now – Video/ETC

• ETC

• Not the “Terminator”, the “Violator”!



The Good Ole….Customer

• Paid Cash for Years!

• Loved that social interaction with the toll plaza 
staff

• Fear of the unknown

• May not have a credit card

• Convert…..



The Why…….Explain and try to Educate!

• There are many benefits to converting to AET:
– Cost savings – drivers who use a transponder in Florida save 25 cents 

for each transaction versus those who choose “We Bill You” by video 
toll collection. All drivers should see some savings by using less gas 
without stop-and-go traffic around toll booths

– Convenience – no cash or exact change needed
– Time Savings – no waiting in line to pay or slowing down around toll 

plazas
– Safety – 58 percent of all accidents occur at toll booths; since there 

are no toll booths, accidents are expected to be greatly reduced
– Environmentally Friendly – with no stop-and-go traffic, the amount of 

emissions produced by idling vehicles is dramatically decreased 



Video Billing 

• Keep it simple

• Images HAVE TO BE 
UNDISPUTABLE!

• Ensure website provides 
images for customer 
review 

• Invoicing escalation 
process described



When the System…burps!

• ETC Account Holders

– When a Video Invoice is sent

– Customer…..is never at fault

– Interagency resciprocity

– Account status is in question

– Still want the ETC rate for all transactions



The Violator – who “R” they?

•Are they in front of you….

•Are they behind you….

•Are they next to you…..

•Are you one of them?
•What can be done to 
deter “SPECIAL” Customers 
like this one so they 
become a “Paying” 
Customer……..



How to I.D. them….

• On Road Enforcement

• Image Review

• Finger Printing

• Luck!



Toll Evader Notice

• Purpose
• Give the motorist a 

chance – customer 
relations approach 
first

• Keeping motorists 
honest

• Collection of Tolls

• The start of the 
legal process

• Public outreach 


