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SESSION DESCRIPTIONS FOR CALL FOR PRESENTATIONS 
Trust & Accountability 

IBTTA Annual Meeting – Baltimore, Maryland 
October 14-16, 2018 

 
Attention IBTTA Members! Please review the session descriptions below. Then choose the 
corresponding session(s) on the submission form to submit your presentation idea(s). The deadline 
for submissions is MONDAY, MARCH 26, 2018. Bring your expertise, innovative projects and 
experiences – the planning group wants to hear from you! 

 
 

GENERAL SESSIONS 
 
GENERAL SESSION: TOLL EXCELLENCE AWARDS – PROJECTS REVEALED 
This session will give the winners of the toll excellence awards the opportunity to review their award-
winning projects. This will be a short, fun and informative look at the projects that the industry deemed 
the best of the best for 2018. The President’s Award ceremony will take place at the Closing Banquet on 
Tuesday evening. 
 
(FOR INFORMATION ONLY: PRESENTATIONS NOT ACCEPTED FOR THIS SESSION) 
 

 
 
GENERAL SESSION: THE POWER OF COLLABORATION WITH AND WITHIN DOTs 
This session, moderated by Maryland Department of Transportation Secretary and Maryland 
Transportation Authority Chairman, Pete Rahn, will provide clear insight into how MDOT, the umbrella 
agency for six transportation agencies, is tearing down the silos to create a unified OneMDOT culture. 
Hear real life examples from Maryland’s top transportation officials on how these new powerful 
relationships are helping them charge forward. For Maryland, this has been uncharted territory. For you, 
this is a not-to-be-missed session. 
 
(FOR INFORMATION ONLY: PRESENTATIONS NOT ACCEPTED FOR THIS SESSION) 
 

 
 
GENERAL SESSION: OUR CUSTOMERS AND OPPONENTS? WHY SHOULD THEY TRUST US? 
The financial contribution and responsibility of toll agencies is frequently misunderstood by many of our 
customers, including the large national organizations that represent them. It is understandable that they 
may not trust or support toll agencies as a solution to infrastructure funding. But agencies may not 
understand them, either. Without a common understanding, it is difficult to define middle ground and 
trust. We all agree that our highway infrastructure needs an infusion of funding. We may not agree with 
the sources or methods. This session will bring together a diverse panel of viewpoints representing the 
trucking industry, users’ groups, the media, US DOT and the toll industry. Panelists will present the 
viewpoint of their constituents and engage in a debate of possible solutions for infrastructure funding 
and trust. 
 
(FOR INFORMATION ONLY: PRESENTATIONS NOT ACCEPTED FOR THIS SESSION) 
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TRUST & ACCOUNTABILITY SESSIONS 
 
ENSURING ACCOUNTABILITY THROUGH EFFECTIVE PERFORMANCE MANAGEMENT IN A 
TRANSPORTATION ORGANIZATION 
Continuous performance improvement is a goal of every transportation organization. Your customers, 
investors, staff, elected officials and governing boards expect nothing less. While you can’t outsource 
accountability for performance, your consultants and vendors do play a vital role in your success, and 
their performance is a reflection on you. This session explores the practical and proven application of 
performance management using real life case studies. Some questions to consider: How should an 
executive director's performance be assessed? Should you strive to be recognized as the best 
transportation organization in the world? How do you respond when your agency misses its targets? 
What are the attributes of an agency that is trusted and accountable for its performance? Submit a 
presentation that describes the challenges and best practices for managing performance in your 
organization. 
 

 
 
COMMUNICATING WITH KEY STAKEHOLDERS SO THAT NOTHING IS LOST IN TRANSLATION 
Communication seems like a basic concept, but it’s amazing how often we get it wrong. Communicating 
the concept of user-financed transportation in the face of conflicting opinions can lead to muddled 
messaging. Submit real world examples of successful communications campaigns – on concepts such as 
infrastructure degradation, funding shortfalls, the idea of no free roads – that respond effectively to the 
information needs of key stakeholders such as vendors, business partners, board members, elected 
officials, the media and customers. 
 

 
 
DOTs, TOLL AUTHORITIES AND CONCESSIONAIRES – HOW DO WE CO-EXIST TO PROVIDE THE 
BEST INFRASTRUCTURE FOR OUR CUSTOMERS? 
In an era of scarce government resources, many will focus on just the revenue generating potential of 
tolling and privatization. But what happens to providing the best service and facility operations 
possible? What about the customer? With a goal of efficiency, trust and accountability, how do we 
“dance” with these partners that may not know the same steps? (and not look like fools!). 
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TECHNOLOGY SESSIONS 
 
NEXT GENERATION MOBILE PAYMENTS AND TOLLING 
It’s commonplace for modern technologies to evolve and push out the old. Imagine using the 
technologies from the past—listening to music on a Sony Walkman, watching a movie on a VHS cassette, 
saving data on a floppy disk, and using a bag phone to communicate. What would life be like if we were 
constrained by technologies from the past? Should radio-frequency identification (RFID) transponders 
fall into the category of technology from the past? Toll collection operations began using RFID 
transponders to identify toll customers in 1980s, more than three decades ago. Since then, smartphone 
and other smart mobile devices have exploded in use and popularity. There are more than 230 million 
smart phones in the United States, 1.1 times the over age 18 population. Yet in the tolling industry, very 
few toll operators use smartphones to collect tolls. Is RFID the long-term solution? What about 
smartphone and other mobile devices? What new and exciting disruptive apps will drive our future? 
 

 
 
WHAT IS THE FUTURE OF GOODS MOVEMENT? 
The emergence of ride hailing companies like Uber and Lyft with their heavy reliance on sophisticated 
planning and navigational algorithms has revolutionized people mobility. The use of robotics, customer 
relationship management software and other tools have transformed Amazon from an online book 
seller into the world’s most powerful online retailer, entertainment distributor and logistics companies. 
How do you see the future of mobility for people and goods and how will this future affect the tolling 
community? 
 

 
 
CAV: THE CURRENT STATE OF PLAY AND WHAT’S NEXT? 
Connected and Autonomous Vehicles are moving from “an interesting idea” to actual deployment of 
fleets in select cities. This emerging global-scale “disruption” will significantly transform mobility for 
both people and goods. New models of vehicle ownership, facility management, information gathering 
and monetization and revenue capture (methods, policies and scope) will accompany this revolution and 
have an impact on the design, operation and maintenance of our toll facilities. Submit your ideas that 
explore this new frontier and dive into its implications for our facilities and how agencies are preparing 
for this transformation. 
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OPERATIONS SESSIONS 
CALL CENTERS/CUSTOMER SERVICE CENTER MODELS 
Customer Service Centers are the critical connection to our customers and the front line to meet 
customer expectations. Great customer service doesn’t happen by accident but by careful planning, 
training, and continuous improvement. Learn how agencies are continuing to improve the customer 
service experience while developing efficiencies using technology, enhanced websites, social media and 
apps. Learn about efforts to consolidate existing customer service centers and find out if bigger is 
better. Tell us your success stories for meeting customer expectations by utilizing in house and 
outsourced functions for call centers, image reviews and violation processing. 

 
 
PROCUREMENT, CONTRACTING AND CREATIVE COMPETITION 
Whether you are a vendor, consultant or purchaser (public or private), you have to endure the 
procurement process. It can be a complex and frustrating process for all parties. Some organizations are 
making incremental improvements to the procurement process while others are redesigning the process 
from the ground up. We are looking for practitioners who can share a recent product, technology or 
service procurement in which all parties were happier in the end because the process was competitive, 
equitable, efficient and cost-effective and the outcome was positive. 

 
 
TOLL ENFORCEMENT — Technology, Big Brother, The Media, Legal Impediments 
Collections have a significant impact on any organization. There are many factors that will affect 
collections: technology, vendor services, fee schedules, local willingness to pursue legal remedies and 
regulations. What can technology do for you and your vendors to help maximize your agency’s 
collections? What methods do vendors use and how does their experience relate to tolling? How does 
the escalation of fees on a delinquent toll tie into the likeliness of payment later? Is there a local 
willingness by the agency and community to pursue collections? Does that willingness change based on 
bad press? What legal remedies or regulations have helped or hurt the ability to collect? Bring your 
ideas and success stories and join this panel. 
 

 
 
SAFETY AND SECURITY BEST PRACTICES 
Safety and security are important topics faced every day in every industry and tolling is no exception. On 
a daily basis, millions of customers are paying a toll to travel on our roads and have an expectation that 
they will be able to do this safely and securely. Media stories tend to focus on the security breaches and 
safety missteps while the great work being done behind the scenes day in and day out goes 
unnoticed. How do you ensure the safety and security of your customers and their personal information, 
your roads and roadway assets, your employees and contractors? How do you go about implementing, 
revising and/or updating a disaster recovery plan in this environment of rapid change? How do you 
partner with first responders and third parties to achieve this? How do you communicate your safety 
and security strategy to your customers, stakeholders and board members? Join this panel to discuss 
best practices in safety and security, both physical and cyber, across our roadways and networks. 
 


