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 AET: The Next Generation 
Lessons Learned 



AET Guiding Principles 

• Maintain Existing Toll Rates 
• Encourage FasTrak for Frequent 

Customers 
• Accommodate Cash Preferred   
• Leverage Existing Hardware & 

Software 
• Accommodate Infrequent 

Customers 

 



• Development of Financial Model  
• Definition of New Account Types and Payment 

Methods 
• Change Order Specifications for Lane and CSC 
• Roadway Signage Plan Development 
• Marketing  
• Cash Payment Network Definition and 

Implementation  

AET Planning 



AET In Action 

AET 

Invoice 

One-
Time 

Payment 

LP 
Account 

• One new Account Type 
• Two new Ways to Pay 








Project Team 
Agency staff, Project 
Management, Consultant 
team, Contract staff 

Steering Committee 
General Manager, CFO, 
Bridge Manager, Program 
Manager 

Advisory Committee 
9 Board Members who 
advised on overall project 
direction 

3 Layered Management Approach 



Soft Launch 
• New AET Functionality Live  
• No change to cash collection 
• Marketing Ramp-up 
• Extensive User Testing 
• Allowed us to tweak new 

functions 
• Cash Payment Network 
• Customer Correspondence 



One-Time Payments 
• Short-term Alternative to an 

“Account” 
• Pay As You Go  
• Targets 

• Significant  visitor market 
• Occasional user 
• “Invoice worriers” 



ETC Market Share 
• Significant FasTrak Market Share Increase 

• Before AET:  70% overall 
• After AET:   81% overall 

 
• New Accounts 
• Conversions to FasTrak 



Customers Using Rental Car Programs 
% of Total Traffic  
• Before AET 0.5%  
• After AET 4%  

• Lessons from others: 
• Get out in Front 








Brand Association 
• A conversion has many messages 
• What message does the brand convey? 
• Desire to differentiate from ETC 

• In parallel – explain customer options 
• Key customer outreach – “How to pay your toll” 



Invoice Design 
• Original design based on 

violation notice 
• Paystub at the bottom 
• Payment options on the 

back 
 
Result? 
• Higher than expected 

check volume 



Invoice Redesign 
• Made GGB more 

prominent 
• Listed Payment Options 

up front 
• Highlighted added fees 

for non payment 
 
Goals? 
• Clear direction 
• Drive payments online & 

on phone 



Envelope Updates 
• Made GGB more 

prominent 
 



Payment Period Flexibility 

• 3 day grace period – before invoice issued 
• 21 days to pay invoice 
• 5 - 7 days processing period – BEFORE escalation 
 
Goal? 
• Configurable timeframes  
• Allow in-transit payments to be received and applied 
• Allow sufficient payment processing time 

 



Extensive User Testing 
• Every account type established 
• Every payment method tested 
• All business rules assessed 
• All Cash Payment locations vetted  



Summary 
• Traffic moving 

smoothly through 
the toll plaza, 
weekend backups 
are now a thing of 
the past 

 
• Take a step back 

and look at the big 
picture 
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