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COMMUNICATION & CHANGE MANAGEMENT SUMMIT 
SEATTLE, WASHINGTON | JULY 28 – 30, 2019 

CALL FOR PRESENTATIONS – SESSION DESCRIPTIONS  

 

COMMUNICATION TRACK 

SESSION 1 – CONNECTING WITH ELECTED OFFICIALS 
Elected officials can be your greatest champion or not. A healthy partnership between agencies and 

elected officials at all levels of government is essential to fulfill transportation and infrastructure needs 

and maintain public trust. Agencies and elected officials are increasingly exposed to diverse and 

conflicting constituencies, messages, and politics, making it all the more important to build and maintain 

relationships. Whether as part of an advocacy program in your state capital or the halls of Congress, or 

as part of your community outreach plan – what are best practices and pitfalls of engaging with elected 

officials? Whether you work at the local, state or federal level, this panel will help you find success 

navigating policy for the benefit of a shared constituency. Whether you work at the local, state or 

federal level, we want to hear about your successes in navigating policy for the benefit of a shared 

constituency.   

 

SESSION 2 – STANDBY, 3-2-1 ROLL VIDEO 

In a world where communicating can make or break a message, more and more agencies are using video 

and social media to relay their message. In this breakout session, this panel will look at ways video 

segments are now the new norm on promoting anything from a toll increase to billion-dollar initiatives. 

How can videos be used in conjunction with social media to attract not only the media, but other 

stakeholders including our customers? What are the best practices? In-house production vs. agency 

production? Learn how video can enhance your organization. Please send us your ideas about what has 

worked best for you and why. 

 

SESSION 3 – COMMUNICATION THERAPY 
We’ve all got challenges. Many of those challenges have common themes and at least one of your 

colleagues has probably “been there, done that” and can offer a new idea, or just a shoulder to cry on. 

This session will not have a panel of speakers, but instead will have a facilitator to help communications 

professionals talk through solutions to their most pressing challenges. Proposals for this breakout 

session should identify dynamic facilitators and methods to get attendees talking and problem-solving. If 

you’re interested in facilitating a “therapy session” and have the skills to encourage your peers to share 

their pain, so we can all learn, we’d love to hear from you.  
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CHANGE MANAGEMENT TRACK 
The Change Management Track will explore aspects of one of the most relevant issues facing the toll 

industry today: Change.  The industry is facing changes in technology, procurement procedures, 

government regulations, public opinion, workforce, and so much more. The sessions in the Change 

Management Track will share case studies, innovations and lessons learned to help us better prepare 

and implement in the future. 

 

SESSION 1 -  TRAINING IN TRANSITION—UNDERSTANDING THE PEOPLE-SIDE OF 

ORGANIZATIONAL CHANGE  
The most commonly cited influencer to determining the success or failure of change initiatives is people.  

An agency must go beyond assessing project management components or technical tasks; it must first 

focus on creating a strategy for delivering transition management training to its employees.  

The inclusion of all areas and levels within the organization from the beginning can greatly impact the 

success of the staff’s understanding, acceptance and performance during organizational changes. There 

is a tipping point when opponents become proponents and it’s often when critical communication and 

training are provided.   

These presentations should discuss the “road map” and lessons learned for transition training and 

implementation at every level throughout an organization. 

 

SESSION 2 - TECHNOLOGY IN TRANSITION—THE IMPACTS OF CHANGING TECHNOLOGY ON 

AN ORGANIZATION 
Whether implementing a new Back Office System, automating manual systems or supplementing 

existing technologies, changes in technology can have a significant impact on an organization.  New 

technologies experience growing pains. Customers are weary of adopting different systems. Employees 

need to be trained. The extra work that is required to implement new technology, while still conducting 

everyday business, can be daunting for an organization.  

Tolling technology is always evolving and will continue to do so as we enter a new age of transportation. 

The success of such evolution relies heavily on the management and communication of the transition. 

These presentations should discuss innovations, best practices and lessons learned from recent 

technology transitions. 

 

SESSION 3 - CONTRACT MANAGEMENT—CONTRACTING FOR SUCCESS 

Agencies and vendors recognize the need to refine contracting strategies, pricing structures, terms and 

conditions, and performance requirements to ensure mutual satisfaction and program success.  Gone 

are the days of fixed price, all-in-contracts that place the risk on the vendors.  Agencies are 

implementing more innovative procurement methods and pricing options with more streamlined 

performance requirements. The result of this transition is better success for agencies, vendors and 

ultimately the customer. 

 

These presentations should discuss contract management, pricing, and performance monitoring 

strategies that are breaking the industry mold. 
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ROUNDTABLES TRACK 
At the Summit in Seattle, there will be two 90-minute sessions on more than a dozen topics using a 

roundtable format. This approach has proven popular in previous conferences. Every 30-minutes, 

meeting attendees will be able to select a new topic/table in which to learn and engage. Each topic will 

be repeated six times over the three-hour period so that each meeting attendee will be able to select as 

many as six topics of their choosing. Each roundtable/topic will have a maximum of two leaders to make 

a three to five-minute presentation who will then serve as a moderator(s) to lead and generate the 

discussion. Keeping this in mind, please send in your ideas and suggestions for leaders for the topics 

listed below: 

ROUNDTABLE 1 – PARTNERING TO COORDINATE AND DELIVER UNIFIED MESSAGES 
Get the most of your partner agencies. There is often a need for multiple transportation agencies to 
come together to deliver effective communications to stakeholders and the general public. Whether it’s 
with large or small organizations, a major or ancillary project, it’s critical to start with a clear 
understanding of objectives, expectations, capabilities, scope, and budget. Get perspectives on how to 
coordinate, collaborate, and avoid pitfalls when planning for project openings, major events, and day-to-
day operations. 
 

ROUNDTABLE 2 - ROI on Marketing Communications – How to Measure It and Why Your 
Organization Should Care  
Measuring the return on investment of your marketing and communications efforts can be complex.  At 
this lively roundtable, participants will be asked to share what they measure, how they determine ROI, 
and what they’ve done to get internal partners interested.  
 

ROUNDTABLE 3 - WHY MOBILE APPS? 
Most tolling organizations either have a mobile app or are planning to have one.  This roundtable will 
“engage” participants on why agencies have apps and what business objectives apps can help 
with.  We’ll also explore how to get downloads and how to keep customers active.  
 

ROUNDTABLE 4 - PHONE, EMAIL, TEXT OR TWEET – HELP THE MEDIA HELP THEMSELVES BY 
COMMUNICATING ON THEIR TERMS  
Join this roundtable discussion with your peers to share ideas and strategies on how to train the media 
to find the information they need on their own. Hear from your counterparts on how the media wants 
to get information and learn best practices for getting your message into the right hands. Find the most 
efficient way for your team to communicate with the press through the right channels. 

 
ROUNDTABLE 5 - WHEN ‘SAVING TIME AND MONEY’ ISN’T ENOUGH FOR THE CUSTOMER, 
HOW DO YOU MARKET YOUR TAG?  
Toll credits, sweepstakes, contests and more – how does your agency incentivize the customer to open 
an account? Join this roundtable discussion to hear new and creative ideas for advertising your tag. 
Share your tips and tricks for how to reach the customers that don’t respond to our normal key 
messages or toll giveaways. What will work on the unreachable? 
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ROUNDTABLE 6 - LOOKING TO THE PAST TO PREPARE FOR THE FUTURE: WHY RESEARCH IS 
IMPORTANT TO COMMUNICATIONS SUCCESS  
Chances are when communicating about tolling you have thought, how have others communicated 
about this issue? Research, when done right, can give communications practitioners useful insight to 
avoid misinformation and controversy. Research can also be used to shape communications plans and 
establish deeper respect and trust from leadership. Presenters will discuss best practices when 
researching and share advice on how you can utilize research to improve communications at your own 
organization. 

ROUNDTABLE 7 - BREAKING NEWS: BECOMING YOUR AGENCY’S STORYTELLER  
Instead of depending on media outlets to share good news, many agencies today are telling their story 
first, creating their own digital content with access to the experts and what is going on behind the 
scenes. Instead of providing statements or posting press releases, some agencies are getting ahead of 
the good news through producing online stories, “newscasts” or articles. Presenters will show how they 
have successfully shared their stories first and earned media coverage along the way. 

 
ROUNDTABLE 8 - FINDING PEOPLE WHERE THEY ARE: INNOVATIVE WAYS TO REACH YOUR 
CUSTOMERS 
It is OUR responsibility to educate the public on all things tolling. The challenge in this effort isn’t what 
to say or how to say it, many times it’s finding the people to say it to. With so many advertising and 
marketing options, how do you decide the best way to reach new and existing customers? Experts from 
across the country answer your questions on how to find people where they are and how they have 
successfully reached millions of drivers. 

 
ROUNDTABLE 9 - TAMING THE “BEAST" – TURNING OPPOSITION INTO TRANSPORTATION 
CHAMPIONS 
We will discuss ways to build informed consent, turn legislators, other elected officials and key 
stakeholders into transportation champions. We will discuss how to develop targeted messaging that is 
relevant to the specific audience you are speaking to, so your message resonates.  

 
ROUNDTABLE 10 - FACTS AND DATA DRIVES MEDIA AND EDUCATES THE PUBLIC 
In today’s fast breaking news and trying to get the attention of news reporters a few facts and data 
points gets you a lot of miles.  See first-hand how a few data points can help deliver your message and 
tell your story. 

 
ROUNDTABLE 11 - FAKE NEWS?  NAVIGATING TRUST IN TODAY’S DIGITAL AGE  
From 24-hour cable news wars to the alleged demise of print journalism, the media landscape has 

undergone major changes in the last three decades. The internet has ushered in a new age that is 

crowded, noisy and often polarizing. A recent Pew Research Center study shows that over two thirds of 

U.S. adults (68%) get their news on social media—even if they don’t trust it. With fake news and 

“misinformation” campaigns continuing to be a problem, why do so many people rely on it as a source 

of information?  This roundtable will feature topics that explore the lure of social media as a news 

source, and how communicators can effectively leverage digital channels to amplify their truth.   
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ROUNDTABLE 12 – BRANDING, YOUR PROMISE TO CUSTOMERS 
Branding is one of the most important aspects of the tolling industry, whether a large or small agency or 
business. What is your brand?  What is your promise to your toll customers? To start, we will take a look 
at the foundation of building a brand – logo, website, packaging and promotional materials, customer 
service messaging and more.  

 

ROUNDTABLE 13 - CREATIVE SPONSORSHIPS & VIDEO MARKETING 

Due to limited marketing budgets, most toll operators are forced to come up with creative ways to 

promote our agencies without breaking the bank. Presenters will discuss partnership opportunities, DIY 

solutions and offer innovative approaches to reaching customers while staying within your budget. You 

may even hear about some ways to leverage your assets in order to generate a little non-toll revenue. 

Do you have an idea for another Roundtable topic?  Please let us know! 

 


