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Partnering since 2013 



Transformation of the Space 

Before Construction Now 





DEMOGRAPHICS 

• Currently, there are 361 employees 
• Positions include: customer service, mailroom, finance, 

administration, special projects, supervision, 
management 

• Approximately 40% of the CSRs are disabled and/or 
Veterans 



Media Coverage 

“I have a tendency to calm my voice 
down, talk to them regular, maybe 
throw a little joke in there, just to 
alleviate the situation.” 

Okreglak, 26, spent 2 1/2 
years looking for work 
before finally getting hired 
at the Illinois Tollway’s new 
customer service call 
center… 



Tollway Awards—2014 and 2015 



CUSTOMER SERVICE CALLS 
2014  

• Calls – 2,656,384 
• Monthly average – 221,365 
• Daily average – 7,378 

2015 (6% higher than 2014) 
• Calls – 2,814,363 
• Monthly average – 234,530 
• Daily average – 7,817 
2015 to 2016 is a 22% increase from the first 2 months last 
year to the first 2 months of this year. 

 

 



Metric Target 2014 2015 

Service Level 80% 77% 80% 

% Abandoned 5% 1.97% 1.82% 

Talk Time 6-7 minutes 6:48 6:67 

TOLLWAY KEY PERFORMANCE INDICATORS 



Thank you! 
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