
CUSTOMER SERVICE 
OVERVIEW



Expand payment  opt ions  to  ensure  a l l  

customers  have an  opportunity  to  

exper ience the benef i ts  o f  the  To l lway  

system

Transponders  and onl ine  payments  

expand opportunit ies  for  customers  to  

convenient ly  pay  to l l s  and avo id  fees

C o n v e n i e n c e

Traf f ic  t imes  reduced across  the 

board by  min imiz ing requirements  to  

s low and stop for  to l l s

T r a f f i c  I m p r o v e m e n t

Open Road To l l ing revo lut ion izes  

sa fety  over  main  l ine  To l l  P lazas

S a f e t y
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The Tol lway has  been leading the way by  

making decades- long investments  in  

improved roadway and to l l  

paying exper ience ,  inc luding one of  the f i rst  

systems to  introduce open road to l l ing . This  

set  up the Tol lway to  be uniquely  posi t ioned 

to  respond to  the pandemic in  a  customer-

f i rst  approach.

E n h a n c e d  C u s t o m e r  S e r v i c e

GOALS
FOR IMPROVED
USER EXPERIENCE



REFORM &
RELIEF

Between June 2020 and June 2022 ,  

$20  and $50 v io lat ion  f ines  assessed 

pr ior  to  March 2020 were  reduced to  

$3  to  a l ign  with  new invoic ing model

A m n e s t y

Expanded benef i ts  to  inc lude fee  

d ismissa l  for  income-el ig ib le  customers  

and reduced start -up cost

I - P A S S  A s s i s t

T iered approach to invoic ing 

customers  over  120-day  per iod ,  wi th  

lower  fees  instead of  potent ia l  $20  

f ines

I n v o i c i n g

New plate-based onl ine  payment  

opt ion  to  ensure  customers  have easy  

way  to  pay  grace per iod to l l s

P a y  B y  P l a t e
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The Tol lway maintains  a  14-day grace per iod –

longest  in  the industry  – that  a l lows 

customers to  pay unpaid to l ls  wi th no 

addit ional  f ines  or  fees .



OPTIONS
FOR CUSTOMERS
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 More than 5 .3  mi l l ion I -PASS accounts

 Pay By Plate  onl ine payment  opt ion 

adopted by  over  3 .2  mi l l ion customers

 Launched smartphone app for  I -PASS 

and Pay  By  Plate  – in  use by  560,000 

customers

 I -PASS Ass ist  for  income-el ig ible  

customers includes more than 14 ,600 

act ive  accounts

90%
Of all transactions are automated



May qual i fy  for  I -PASS Ass is t  and have 

fees waived

I - P A S S  A s s i s t

Have the opportunity  to  contest  the  

v io lat ions

D u e  p r o c e s s

May qual i fy  for  s ix -month grace 

per iod and Last Chance Discount  o f  

up to  50  percent  reduct ion in  fees

L a s t  C h a n c e  D i s c o u n t

Wil l  rece ive  addit iona l  30  days  not ice  

that  to l l v io lat ion  f ines  may be 

imposed (a f ter  in i t ia l  120 day  invo ice  

per iod)

N o t i c e  o f  V i o l a t i o n
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VIOLATION
PROGRAM

Pr ior  to  receiv ing a not ice with v io lat ion 

f ines , customers wi l l  have opt ions .
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TOLL PAYMENT
TIMELINE
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THANK YOU
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