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Managed Lanes, AET & Technology Summit 
April 22-24, 2018 | Charlotte, NC | Sheraton Charlotte/Le Méridien 

Session Descriptions for the Call for Presentations 

This Summit is focused on practical issues facing toll operations today. Bring your experiences and 
frustrations, challenges and solutions, good experiences and bad, conflicts and resolutions to share with 
others. Propose solutions, present research, describe a case study, engage in debate.  Respond to the 
questions posed below or introduce new ones.  Put your best ideas on the table and send a presentation 
idea for consideration by the planning group today! 

IMPORTANT NOTE:  You’ll notice that there are more sessions described below than usual.  The planning 
group wants to hear from you before making final determinations on which sessions to hold.  

GENERAL SESSIONS 

Session #1:  User Perspectives   
Toll agencies and highway concessionaires serve hundreds of thousands of customers every day 
including the users of light vehicles, heavy commercial vehicles, buses, motorcycles, etc.  Everyone 
wants a safe road and reliable travel time, but what other expectations do customers have? During this 
session, the representatives of some of the major road user organizations such as the American 
Automobile Association (AAA), the Fédération Internationale de l'Automobile (FIA), and the 
International Road Transport Union (IRU) will present their perspective on the most important 
expectations of road users. 

NO PRESENTATIONS ACCEPTED FOR THIS SESSION 

Session #2: Customer Relations  
In this session, we explore what toll operators are doing to make it easier for customers to do business 
with them. Forward thinking operators don’t just use mail and email anymore. Enhanced websites, 
mobile apps, interactive voice response, SMS and other technologies allow toll operators to provide 
greater self-service options as well as communicate in real-time with their customers.  Making customer 
service center processes and policies simpler can also help resolve customer issues more quickly. We 
invite you to share successful stories of “making it easy” for your customers, both frequent and 
infrequent users. What feedback have you received, through empirical research and social media, to 
show that your efforts are effective? 
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Session #3: Trust & Accountability  
In the face of rising cynicism in society about the trustworthiness of individuals, corporations, and 
governments, it’s more important than ever to build and maintain trust with your customers.  Our 
customers are not only the people who drive on our roads. They include vendors, consultants, partner 
agencies, elected officials, investors, and anyone with a stake in your success.  In this session, we invite 
you to tell the story of how your organization confronted a real or perceived trust gap. What did you do 
to regain or enhance your organization’s perception in the eyes of your key stakeholders?    

Session #4:  Transportation Mobility 
Surface transportation has changed more in the last five years than it has in the last five decades.  
Companies like Uber and Lyft are changing our notions of car ownership and what transit looks like. The 
possibility of widespread deployment of autonomous and connected vehicles is becoming more real.  
Priced managed lanes are gaining popularity in urban areas.  And more policy makers are seriously 
considering road user charging to replace the gas tax as a primary source of road funding.  This session 
will explore the convergence of these and other rapidly evolving trends that are changing the face of 
mobility. 

Session #5:  Lessons Learned – Member Agencies Tell Their Stories 
In this special virtual world tour, 3-5 toll agencies will show how they operate, collaborate, and affect 
their communities. Presentations will be less than 15 minutes long and will focus on how agencies use 
technology, manage congestion, and maintain a sustainable transportation network. A small team of 
agency staff will be in separate rooms and attendees will move from room to room every 15 minutes to, 
listen and ask questions as a group and one-on-one.  This is a fun and interactive way to learn.  Let us 
know if your agency is interested in being part of this!  

Session #6: Educating Key Stakeholders 
We know that tolling is one of the most powerful and effective tools to build and maintain road 
infrastructure.  But it’s not the only tool.  Communities that can benefit most from tolling or managed 
lanes are not always the ones that are most receptive.  In this session, we explore how to build an 
effective marketing and communications campaign to enhance the likelihood that a community will 
accept tolling or managed lanes.  This session will include toll operators, transportation departments, 
and other officials who have developed clear and convincing communication campaigns around tolling. 

Session #7:  The Next Big Idea 
What do Waze, Airbnb, and Uber have in common?  They are powerful and nearly ubiquitous services 
stemming from the clever application of technology to address real world needs.  There are many more 
such services on the horizon, especially as our world becomes more mobile and congested.  In this 
session, we want to explore the next big ideas.  Bring us your ideas and experiences. We want to learn 
about solutions to important transportation problems from around the globe! 
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TECHNOLOGY TRACK 

Session #1: Lane Solutions and Roadway Sensors 
The session covers the latest innovations and enhancements to roadway systems. What is the future of 
mobile phone tolling and license plate recognition? What about vehicle classification and car occupancy 
detection?  What are the prospects for truck-only tolling following the example in Rhode Island?  Also, 
how can we simplify the maintenance and operation of existing and future toll lane systems?  Bring us 
your great ideas to enhance lane solutions and roadway sensors. 

Session #2: Back Office Systems  
Describe what a tolling CIO needs to know to deploy a new back office. How do you support nationwide 
interoperability? How do you migrate data to the cloud? How do you satisfy customers who want easier 
access to their accounts using new applications and devices? How do you manage back-office security?  
This is a technical session to help CIOs be more effective.   

Session #3: The Future  
This session focuses on how new policies and technologies will affect the tolling landscape. The planning 
horizon for this discussion is activities that will have a major impact on tolling in the 4 years and beyond 
time frame. Among the topic areas could include Smart Cities, Connected Vehicles, Automated Vehicles. 
Other areas of interest are the rise of ride hailing services, car-sharing services, cooperation with transit 
systems, and the new user paradigm----will car ownership decline? Also, what is the prospective view on 
gas tax revenue and what does the rise of Road Use Charging mean to tolling systems. How can transit 
systems, road use charging systems and transit systems be used to jointly manage demand and mitigate 
traffic congestion. Will One Account solutions (tolling combined with transit) or Mobility-as-a-Service 
(MaaS) emerge as viable models? 

Session #4: Outside the Box---Something Completely Different   
This session will focus on the rise of technology outside the tolling industry. The world is changing. 
Amazon has expanded from just an online book seller to a major online retailer to a brick-and-mortar 
company (Whole Foods). The emergence of the various wallets--Apple, Google, Samsung—may affect 
our business. Describe future directions from non-tolling markets--wireless network operators, wireless 
handset manufacturers, transit systems, and state highway operators (SPaT Challenge, for instance). 
Does tolling adopt Infrastructure-as-a-service (IAAS), Platform-as-a-service (PAAS), or Software-as-
service (SAAS) models? How do changing demographics---growth of millennials as a key buying group--
affect the tolling landscape. The key question is what are we missing as an industry? 
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BUSINESS & OPERATIONS TRACK 

Session #1: Enterprise Technology 
We have focused a lot of attention on toll collection technology as AET becomes more popular and 
revenue collection is now in bits and bytes instead of coins.  At the same time, all tolling operations have 
become more dependent on technology.  Project management, accounting, human resources, 
maintenance, procurement, incident response all rely on software and hardware now.  When a desktop 
computer or data storage device malfunctions, entire departments are affected, and business can come 
to an abrupt halt.  How do we ensure that these systems work in concert with one another? Are there 
new solutions available? What is the role of the IT department in all of this? 

Session #2: Benchmarking  
Have you found the sweet spot between “transparency and nakedness”? What happens when investors 
and governing bodies try to compare one agency to another? Because business rules and practices vary 
across agencies, it’s often difficult to make clear comparisons.  In addition, public agencies are often 
held to a different standard of openness than private operators.  How do we address the tension 
between transparency and confidentiality, especially in times of change? 

Session #3: Security  
Risk management, disaster recovery, cyber security, privacy, asset protection.  Operations throughout 
the organization must address these issues, but often they land on the back burner because immediate 
challenges take precedence over future planning.  Who is responsible for making sure these security 
plans are in place, personnel are trained, and best practices are updated?  How do you convince 
management and governing boards that we must allocate time and resources to these efforts? What are 
the latest tools to address these issues?  And what can we learn from other industries?   

Session #4: Collections  
Toll collection is a complex process that involves multiple areas of the organization.  More than ever, it 
requires strong cooperation among finance, operations, IT, customer service, communications, and 
other functions.  When the organization works well across departmental borders, toll collection can be 
smooth.  When a silo mentality takes over, toll collection can be difficult.  We are looking for success 
stories as well as “If we could do it over again” stories.  What systems and processes have you put in 
place to avoid internal problems (silos) and external problems (bad press) in toll collection? 
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INNOVATION “TECH” TALKS 

The “Transportation Industry” is a term that encompasses so many different yet interconnected aspects 
of mobility. The Innovation “TECH” Talks is a forum to highlight new ideas in this broad space in which 
we all work and live.  Tech Talk sessions are modeled on the famous TED Talk series, in which dynamic 
speakers communicate a story about a solution, innovation, service or idea that addresses an industry 
challenge, introduces a new idea or innovation, or presents an old idea in a new light. We are calling on 
thought leaders, innovators, and out-of-the-box thinkers to engage attendees with a dynamic talk. 
Please note this is not a product/service sales platform and we will not consider those types of 
abstracts.  

Format: This session is very different from the traditional IBTTA platform – there is no lectern, tables, 
chairs and we encourage little to no PowerPoint slide support.  The goal is for speakers to engage their 
audience from a small, intimate stage where they can interact and tell the story of their topic. Each tech 
talk should be approximately 15-minutes long.   

Ideas and Food for Thought: 

• Will Express Lanes be the toll systems of the future?

• What are the disruptive/evolving innovations to watch out for?

• Can your technology help or change the way the transportation industry conducts business?  How?

• Do you have an idea that could change the way we approach our daily technology challenges?

• Are smart cities and autonomous vehicles the link to a new transportation paradigm?

• Define the future of our industry – what is the toll and transportation industry in 5 years, 10 years?


