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Customer Service Committee

August 21, 2013



Customer Service Committee: Key Topics

Violations framework

Approval of expanded Settlement Guidelines
Implementation of “30-day notices”
Analysis of two-year “look-back”

Fleet policies
Indiana toll concession fee

I-PASS customer survey
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Customer Service Workplan Update

Decision-Making Timeframe

Key Decisions
4-6 months 6-12 months 12+ months

Violations Framework
+ Fihes-analysis-(complete)
« Implement “30-day notices” X X
 Evaluate Settlement Guidelines
 Analyze two-year “look-back”

Fleet Policies

FilLF] . |
(complete) X

* Identify and implement quick wins

* Plan and pilot new fleet program

Feedback Transponders

(“beeping transponders”)

« Test transponders X

* Assess longevity of new readers
with respect to interoperability
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Violations Framework: Settlement Guidelines

I-PASS settlements for qualifying customers, even if
court-determined bankruptcy settlement amounts are

higher

Government organizations pay cash rate tolls only
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Violations Framework: Settlement Guidelines

Resolution to update Settlement Guidelines
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Violations Framework: Days to Pay

Agency First Communication |Second Communication | Third Communication
lllinois Tollway 21 days to pay 14 days to pay 21 days to pay
E-470 Public Highway 30 days to pay 30 days to pay N/A
Authority (Denver) (approximate) (approximate)
Georgia State Road

. N/A
and Tollway Authority 30 days to pay 90 days to pay
(Atlanta)
Miami-Dade 30 days to pay 30 days to pay N/A
Expressway Authority (approximate) (approximate)
North Texas Tollway N/A

Authority (Dallas)

30 days to pay

30 days to pay

Presented by Shana Whitehead on August 21, 2013




‘Violations Framework: 30-Day Notices

sun mon tue wed thu fri sat

FIRST NOTICE (21 days to pay)
» Original Unpaid Toll charges
+ $20 fine per violation

+ Option to request a hearing

eadline be ignored

Month 2 ﬁl— Month 1 _I

on

Rep nrlod to credit rmnn bureau

sun mon tue wed thu fri sat

FIRST NOTICE (30 days to pay)
« Original Unpaid Toll charges
+ 520 fine per violation
« Option to request a hearing

I_ Month 2

Month 3

SECONDNOTICE (30 day=topay)

= Confirms thatyouhavemissedt Hmmmu
= Nolonger have option to request hearing

"I'ﬁlllh)'lf”l‘l'“ﬂ ‘:"mmw(“o Eli “H'y.‘o'l‘d*
1snotpaid inull

THIRD NOTICE* (30 days to pay)
« Additional $50 fine perviolation is added
- Warns of additional penalties should this deadline be ignored
- Potential penalties after deadline include:
—-License plate and driver’s license suspension
— Referral to a collection agency
~ Reported to credit rating bureau

*IHinois drivers with five or more violations nn n o o
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Violations Framework: 30-Day Notices

Resolution to update Joint Committee on Administrative
Rules (JCAR) language to allow for new 30-day cycle
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Violations Framework: Two-Year “Look-Back”

Minimum of 3 Violations

Goals 2 Years 1 Year 6 Months
(current)
Improve customer experience No change Improved Improved
Maintain existing net revenue recovery $26 million/year $25.8 million $25.7 million
. 1.4 million 1.4 million 1.3 million
Accommodate notice volumes . . )
notices/year notices/year notices/year

Minimum of 2 Violations

Goals 2 Years 1 Year 6 Months
Improve customer experience Improved Improved Improved
Maintain existing net revenue recovery | $28.8 million/year $28.5 million $29.3 million
. 2.1 million 2.1 million 2 million
Accommodate notice volumes : : .
notices/year notices/year notices/year
Note: Costs rise as notice volumes rise, although net recovery can reflect improved collection potential. ,*Y
Note: Any adjustments would need to wait until the new back office system were available. I]b'IIOI:S'
( Tollway
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Fleet Policies: “Contact Us” Link

www.illinoistoliway.com Contact Us ~ Construction

3

Frequently Asked Fleet Questions |

Click on the question to view the answer.

(How can | add multiple new vehicles/license plates to my I-PASS account?

ll am a rental/leasing company, how do | reassign violation notices?

| S

@ntact the Fleet Customer Service TeanD

If you don't find your question answered above, please contact us using the form below.

Name

Email

ZIP code

Comments

Send
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eet Policies: Updated Web Guidance

ContactUs | Site Map | Home | En Espafiol Q

About the Tollway News Room Doing Business Tolls and I-PASS Construction/Planning Roadway Information

www.illinoistollway.com Tolls and I-PASS

il o Fleet Customers

e About I-PASS

¢ Manage My I-PASS Account Save time and reduce costs with I-PASS.

e Toll Information

e Unpaid Tolls When driving on the road, time is money. I-PASS keeps you moving
* Violations through the open road tolling lanes along the lllinois Tollway—elimi-
e Fleet Customers nating idle time and excessive braking at toll plazas. Online account

o Truck Fleets management makes tracking and reporting of toll expenses much
easier than collecting receipts.

ENIJO KBGOl (7

o Rental/Leasing Fleets

o Government Fleets

N Find information on:
o Other Commerical Fleets

e Truck Fleets

e Rental/Leasing Fleets

e Government Fleets

e Other Commerical Fleets

Customer Service

o Ao " Tollway News
* Construction Alert July 11, 2013
* 07/08/2013 - Illinois Tollway to Host Construction Contract Meeting for
Jane Addams Memorial Tollway (I-90) East Corridor

Board Information  Manage Account Move Illinois « 07/08/2013 - Illinois Tollway and Illincis State Police to Host Kids Safety
Event at Discovery Center Museum in Rockford

* 07/05/2013 - Illincis Tollway Receives Rosa Parks Diversity Leadership
Award From Women's Transportation Seminar Greater Chicago

* 07/02/2013 - Illincis Tollway Advises Leisure Travelers to Leave Early,
Stay Late This Fourth of July and Throughout the Summer

Construction State Police Videos * 07/01/2013 - Illincis Tollway and Illinocis State Police to Host Kids Safety
Events on Fourth of July Holiday Weekend
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eet Policies: Updated Web Guidance

Contcts | S iap | Home | EnEweal N

About the Tollway

Construction/Planning Roadway Information pres

www.illinoistoliway.com Tolls and I-PASS -

Tolls and |-PASS ; T il
flnformatnon for Truck Fleets
o About I-PASS \ G \ G = o
e Manage My I-PASS Account \ 1opAsS e -
e Toll Information
e Unpaid Tolls |1-PASS Accounts
*_Violations
e Fleet Customers * New Accounts
o Truck Flests e Online Account Management
o Rental/Leasing Fleets e Adding Multiple New Vehicles/License Plates
o Govemnment Fleets e Using I-PASS Transponders
© Other Commerical Fleets e Truck Toll Rates
o Customer Service e PrePass
Violation Information
o Information for I-PASS, PrePass and E-ZPass Customers
o Reassigning lllinois Tollway Violations
Overweight/Oversized Vehicle Permits
e Over-Dimension Limitations and Fees
e Overweight Limitations and Fees
e Superloads
7

[ [ ' Tollway News
* Construction Alert July 11, 2013
* 07/08/2013 - Illinois Tollway to Host Construction Contract Meeting for

Jane Addams Memorial Tollway (I-90) East Corridor
Board Information  Manage Account Move Tilinois * 07/08/2013 - Illinois Tollway and Illincis State Police to Host Kids Safety
Event at Discovery Center Museum in Rockford

* 07/05/2013 - Illinois Tollway Receives Rosa Parks Diversity Leadership
Award From Women's Transportation Seminar Greater Chicago

* 07/02/2013 - Illinois Tollway Advises Leisure Travelers to Leave Early,
Stay Late This Fourth of July and Throughout the Summer

Construction State Police Videos * 07/01/2013 - Illinois Tollway and 1llinois State Police to Host Kids Safety
Events on Fourth of July Holiday Weekend
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Fleet Policies: Online Truck Permits

Approximately 10,000 truck permits issued each year

Current process is managed through paper and phone
Application submission options
In person at toll plaza
By phone via the permitting desk
Payment options
Cash at plaza
Check via mail

Credit card via phone

Future process is presently under development

Phase 1: Online application submission, reducing stops at plazas
Phase 2: Online payment and integration with IDOT }Y'
/&

linois
Tollway
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Indiana Toll Concession Fee: Overview

14

The lllinois Tollway charges the Indiana Toll Road
Concession Company (ITRCC) $0.03 for each transaction
occurring on the Indiana Toll Road by a customer using an
I-PASS transponder. In turn, ITRCC charges the lllinois
Tollway $0.03 for each transaction occurring on the lllinois
Tollway system. The net result of this action is that ITRCC
pays the lllinois Tollway approximately $750,000 each
year.

To offset the charge assessed by the lllinois Tollway, ITRCC
charges customers travelling on the Indiana Toll Road and
using an I-PASS transponder a $0.03 fee in addition to the

regular toll. o
Ilinois
LYbI]way
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I-PASS Customer Survey: Key Results

15

More than 62 percent of respondents choose the Tollway
because it is the fastest commute.

More than 71 percent of respondents prefer to
communicate with the Tollway online.

Fifty-eight percent of respondents have used I-PASS
outside of lllinois —a 12 percent increase since 2010.

Reciprocity data confirms that I-PASS transactions outside of lllinois have
grown 9 percent. Even more striking, [-PASS transactions outside of
lllinois and Indiana have grown 29 percent.
More than 60 percent of respondents either agree or
somewhat agree that the Tollway is a “good value.”
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THANK YOU
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