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Let’s Be Civil About This: 

A 360° View of Toll Road 

Resolution 

 



The Resolution Process 

• Who is going to pay – 
Identifying the responsible 
party is not always easy. 

• How do you notify the 
responsible party – Getting an 
address is the first step. 

• Progressive disciple – 
Designing a system which 
encourages early resolution. 

• Tools at your disposal – What 
enforcement measures can and 
should you use. 

• How this relates to AETC – All 
issues are magnified. 

 

“We are from your local toll 
agency and we are here to 

help.” 
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• Most non-payers are your customers. 

• When does a customer cease to be one.  Are you willing to call 

them a “scofflaw” or a “violator”? 

• DMV registration information.  Is it accurate?  Is it up to date?  

Who is responsible if it isn’t? 

• Out-of-State information.  Can you get the information?  Is it 

worth the time and expense? 

• When can an owner pass responsibility to another? 

 Rented and leased vehicles 

 Sold vehicles 

 Stolen vehicles 

 Another individual 

Who is going to pay 
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Notices – How much information is 

too much information? 

• Information overload 

• “How Cool!” – It’s awesome to 

look at but is it effective? 

• Dedicated call center (toll-free 

number) staffed by professional 

collectors to work with violators 

Call Center – The true face of the 

agency. 

• Clear and Concise rules 

 

Making contact with the 

responsible party requires a 

good address. 

• State DMV information  

• Tag Account information 

• USPS / NCOA 

• Skip Tracing services 

How much effort should be 

required of an agency? 

• Objective v. Subjective 

standards 

• No good deed goes 

unpunished – it is never 

enough 

 

Notification 
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Progressive Disciple 
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• Consequences for not taking 

care of business must 

increase at each step 

• Documentation 

• Say what you mean and mean 

what you say 

• Don’t let the exceptions 

swallow the rules 

• Don’t be intimidated – your 

true customers are on your 

side 



 

• Fees and fines 

• Prohibited from using the tollway 

• Registration Blocking 

• Driver’s License Suspension 

• Booting/Towing 

• Traffic Citation 

• Lawsuit/Judgment 

• Shame and embarrassment 

Tools at Your Disposal 
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AETC/Interoperability 

 

How will AETC impact your resolution process? 

• Any system and process deficiencies will be 

highlighted 

• The line between a “violator” and a “customer” is 

further blurred 

How does Interoperability impact the resolution 

process? 

• Business rules must be in sync 

• Do you treat THEIR tag customers like yours? 

• THEIR tag, but YOUR resident; what now? 
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Final Thoughts 

 

•Be Clear 

•Be Consistent 

•Be Courageous 
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Thank you for your time and attention. 
Should you have any questions or 
comments, please do not hesitate to 
contact me.  

 

James Harris, Partner, 713.422.7137 


