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Introduction 

 Toll agencies across the country routinely strive to meet the needs of their customers, bond holders and 

stakeholders.  With the development of electronic toll collection and the growth of AET and managed lane 

facilities toll agencies are focused on providing more and more services from their back offices.   

– Video tolling 

– PCI compliance issues  

– Violation enforcement becomes more difficult when the pay point moves from the lane to the bill.  

– Digital electronics provides new mechanisms for toll collection.   

 

 While meeting these challenging needs agencies must also look to the future and the possibility of additional 

changes in technology making todays investment outdated in a short time.   

 

 How will we incorporate the technological changes we face or will face such as  

– Transaction HUBS, 

–  Smart Phone Apps   

– Digital Displays 

– GPS toll point location 

 

 These changes will  impact the way the back office is staffed, structured and managed.  This presentation 

describes some of the approaches currently being developed by agencies to  stay abreast of these potential 

program impacts while maintaining qualified staffs and optimum operation levels. 

 



Preparation 

 Asked questions of several of our 

leading Toll Authorities about their 

current processes and what they are 

preparing for in the way of changes to 

their back office 



When you consider what needs to be done to your system or 

processes to stay abreast of changes in the  industry - what is 

"keeping you awake at night? 

 Video tolling - minimizing revenue leakage 

 Ways to identify new vehicles with no plates. 

 Cost and functionality 

 Customer Communication 

 Interoperability  

 Government Intervention  

 Obsolescence of technologies  

 Obsolescence of coin machines 

 Keeping up with changing trends 

 



What impacts has Image-based tolling 

had on your agency?  

 

– Increased back office staffing  needs for image         

processing and printing and postage costs. 

 

– Accuracy is number one concern and collections 

is number two. 

 

– Over all costs are reduced when cash collection 

is no longer in use. 

 

– For that reason those agencies that have not 

implemented image-based tolling yet, but may 

be doing so in the near future if leakage issues 

can be reduced. 

 

– OCR confidence levels are expected to improve 

reducing the need for additional image reviewers 

 



 Video Tolling Mail Threshold Invoicing 

 

 Expand the use of integrated voice response (IVR) 

 

 Reduce operating hours of the CSC 

 

 Pay collections agency based on a percentage of 

what’s collected 

 

Cost Reductions Approaches 



Cost Reductions 

What percentage of your customer phone 

calls are handled by your VOIP system?  

 

–Two of the agencies contacted said 

around 40% 

 

–The others stated less than 10% 

 



Customer Communication 

Has your telephone call service grown over the past 

three years, stayed steady or decreased? 

   

 In all but one case phone contact with customers 

has grown during this time 

 

 In all cases the use of  the agency’s website has 

increased 

 



Customer Communication 

 Four of the six agencies contacted use social 

media to communicate with customers including: 

 

 Facebook 

 

 Google 

 

 Twitter 

 

 You tube 

 



Customer Communication 

 Does the decreasing use of telephone land lines 

and the potential for postal service limitations 

cause you any back office concerns?  

  

 5 out of six said yes  

 

 They cited the need for different rules for cell 

phone contacts 

 



How do you feel the move toward national interoperability will 

impact your back office? 

 

 Need to identify what additional costs may result  

 

 Can these costs be shared among participating 

agencies  

 

 How would a central customer service among all 

agencies program work 

 

Interoperability 



Interoperability 

What are your main concerns with a national 

data exchange of tolling information? 

 

–Collecting the toll 

 

–Confidentiality  

 

–Accuracy  

 

–Enforceability 

 



Technology 

 So where is our toll technology headed 

and how fast are we headed there? 

 



Digital Displays 

One new area discussed at the Texas Transportation 

Forum is the area of digital communication with vehicles 

 

GM and Ford are working to develop Vehicle-to-

Infrastructure digital display boards – an expansion of 

their existing in vehicle technology.   

 

In talking to a leading technology firm providing this type 

of equipment - if an agency was to provide On Star with 

the coordinates of their tolling points, On Star 

technology could be structured to collect opt in tolls  

 



What are the benefits of 

Mobile Solutions? 

Additional method for customers to interact with the back 
office marketing information and account management 

 

•     Improve customer satisfaction 

 

•     Ease of access 

 

•     Compliance with Section 508 – Accessibility     
   requirements  

 

•     Increase pay rate 

 





Digital Accounts 

 Secure payment 
transactions 
 

  Multiple methods of 
payment  
 
•  One time payment 
•  Use saved payment   

method 
•  PayPal 
•  Bill Me Later 

 
  Mobile payments  

 
  Higher payment 

penetration 
 

 Free method of marketing 
to customers that have 
your agency’s app. 
 

  Notify customers of 
campaigns, events, 
promotions, etc. 
 

 



Digital Tolling –  

How Soon? 

Do you anticipate having to respond to customer 

demand for an opt-in service to allow the payment of 

tolls using digital display units or phones within 5 

years?    

  

Only one agency contacted thought it would occur 

in this time frame 

 



Digital Tolling 

Why - What concerns do you have with using digital 

or other electronic toll collection methodologies, i.e., 

as it relates to vehicle classification, violation 

processing, account management, System 

performance monitoring? 

 

– Revenue leakage due to failing equipment 

– Accuracy   

– Enforceability  

– Sustainability   

– Cost 

 



In Closing 

So what does all this mean? 

 

Though there is a lot of discussion on growing 

trends in technology – Today’s Back offices are 

more concerned with reducing operation costs with 

an emphasis on: 

   finding ways to do more with less in       

  image review and the call center 

   reducing leakage  

   replacing legacy systems while reducing     

  costs 

 



Questions? 


