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Prof. Development & Logistics
S
0 Professional Development certificate: email

Submit Questions via the Q&A Pod
Files can be downloaded from the Files Pod

The Webinar will last one hour

O O 0O O

Slides and recorded audio will be on the website within a day.
www.ibtta.org/webinars
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(FLORIDA'S |
| TURNPIKE

« System of Toll Roads « Serves = 2 Million Customers a Day

+ Largest Toll System in Florida ¥ 26 Counties " 78% of Population
- User-Financed - Part of the FDOT



FDO‘QI‘B Turnpike System

Per\sacolaﬁ
GARCON  MID-BAY
POINT BRIDGE/
BRIDGE SPENCE
PARKWAY

483 miles Turnpike Facilities
+ 127 miles Other FDOT-Owned Facilities

+ 18 miles Other FDOT-Operated Facilities

= 628 miles

FLORIDA'S
TURNPIKE

Tallahassee Jacksonville

FIRST COAST EXPRESSWAY
(TO BLANDING BLVD.)

WEKIVA PARKWAY
SEMINOLE EXPRESSWAY
SUNCOAST 2 (TO SR 44) —1’ BEACHLINE WEST
EXPRESSWAY
BEACHLINE EAST
EXPRESSWAY

SUNCOAST PARKWAY
WESTERN BELTWAY, PART C

VETERANS EXPRESSWAY

Lakeland
SOUTHERN CONNECTOR
|1-4 CONNECTOR EXTENSION

PINELLAS BAYWAY SYSTEM

TURNPIKE
St. Petersburg MAINLINE
SUNSHINE SKYWAY BRIDGE
Fort Pierce

POLK PARKWAY

West Palm Beach
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@ Express Lanes in Florida

In Operation: 30 Miles

Under Construction: 108 Miles

@ Additional Miles In Planning/Design

FLORIDA'S

TURNPIKE



» SharePoint Site

e Outreach Materials

« Consistent Message

FLORIDA'S

TURNPIKE
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FDOﬁ Statewide Outreach Approach

FLORIDA'S
TURNPIKE
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FDO‘?I‘@ Florida Express Lanes Website
b

‘E@FWRFOJ\ EXPRESS LANES HOME ABOUT FAQS PROJECTS- RESOURCES SUNPASS CONTACT

Launched May 2017 WELCOME TO FLORIDA EXPRESS LANES
P u bl IC FaCi ng S ite Less Stress When You Drive Express

Leam More

Outreach Directs Public to Site

Includes Links to Project Sites

What Are Express Lanes?

» Continually Updating

FLORIDA'S

TURNPIKE
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http://www.floridaexpresslanes.com/

FDOT!) Statewide SharePoint Site
b

Office 365 | SharePoint

Lastname, Fi

SHARE

* Website Template

* Branding & Style Guide Nz

* Logos/Color Codes _ |
« Email Inquiries Tracker i g m-

Branding & Style

e 7
Guidelines (EiSoies Text here?

FLORIDA'S
TURNPIKE
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F'Ql‘ﬁ Statewide Outreach Materials

WEST CENTRAL FLORIDA "=
=©) EXPRESS LANES e,

Regional Fact Sheets & FAQs

- Express Lanes Maps ipﬁfsosé?gzs
* PowerPoint Presentation | I

* Promotional Videos N

« Info Graphics Postcard

rers

Offe
Pr
ravel Time

[ )

F_E,Q?C) FloridaExpressLanes.com S"N PASSﬂ

FLORIDA'S
TURNPIKE




FDOT\} Info Graphic Postcard e

= Express Lane Segment

* Express Lane Entrance

Mobile Service Center Events | = Boress tnei

Wilsky Boulevard L [l First Accessible Ramp Before

. . T Express Lane Entrance
 Florida Express Lanes Website e [ B Firshccncabie oot
Express Lane Exit
* Leave Behinds ——

. . ’ . From\'\"_.HiIIsboroughAvenueto
Visitor’s Information Centers s s

) If traveling northbound, the first
accessible exit is Gunn Highway.

Florida Welcome Centers
 AAA Branches

From Gunn Highway to SR 40

P If traveling southbound, the first

* Rental Car Agencies A sccesble oatls SR 6D

W Hillsborough Avenue m
Traptionsl You will need
Airpert an active, “FANY
properly 4
anted PREPAID TOLL PROGRAN
SunPass to use Florida's Express Lanes.
Memorial Highway Purchase one today!

L
-.\
FLORIDA'S |
TURNPIKE
‘\ SR60
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'@ FLORIDA EXPRESS LANES
Less Stress When You Drive Express




FDOT!) Geo-Targeting Tourists
b

* Local Area Hotels
* Rental Cars Agencies in and Around Local Airports
» Local Theme Parks, if Applicable

FLORIDA'S
TURNPIKE




FDOT!) Outreach Through Newsletters

: SUNZPASSAGES
SUNZPASS customers i Z0YE3

Keeping Your Account Current .,
. Arti C | e i n S u n P aSSag eS E[‘)r&:azr’;;zﬁﬁg Ehu:l;:izgfﬁtg{ne‘r, I trUSteHaihyo{.J read th:s I55ue of Syp Passages you

Helpfyl Links (Click to read more)

. Update Your SunPass Account Top
« Email Blast

H All-Electronic Tofling DRAWING FoR $50p 1y TOLL CREDITSH
. rect M al I O.I: I nfo G rap h IC Construction Update 2016 Customer Satisfaction Survey
» Targeted Di

Traffic Updates The 2016 Customer Satisfaction Survey is now available, cijey, here to take 3 short
SUWEV

to provide feedback on Your Turnpike ang SunPass EXperience, As 3 thank

P t Card SunPass.com You for taking the time to respend, you will be entered intg 3 drawing for 3 chance

to win $500 in toll credits, [cjic) to read more)
FluridasTurnpike.com

TGP
Toll Rate Calculator

Meet Paul waj
Contact u - . .
onfact Us the Man Responsible for Your Safe priye on the Turnpike

FLORIDA'S
TURNPIKE



http://www.floridasturnpike.com/sunpassages/

FDO?I‘B Community Outreach

 Chamber of Commerce

Colleges & Universities

Large Business Organizations
HOAs
Rotary Clubs

Elected Officials
= MPO Agendas

peace. love. community.

FLORIDA'S
TURNPIKE




FDO‘?I‘B Media Outreach
b

 Brief Local Traffic Reporters

* Ads on Local Traffic Radio

* Education Insert in Local Newspaper
« Social Media

Submit Op-ed

Billboards

Distribute Press Releases / Distribute Project Video

Hold News Conference / Media Availability

FLORIDA'S
TURNPIKE
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FDO‘ﬁ Billboard Outreach
b

P\

== @ XPRESS LANE QUESTIONS ?
7 FloridaExpressLanes.com




Iﬁ Express Lanes BEFORE Survey - Tampa

Over 3,500 SunPass Customers
Participated
80%
70%
60%
50%
40%
30%
20%
Il Il o N
0%
Opinion of Express Believe Express Will Use Express Support Express
Lanes on the Lanes will Improve Lanes if Toll is Lanes to Reduce
Veterans Travel on the Reasonable / Save  Congestion in the
Veterans Time Tampa Area
FLORIDA'S .
TURNPIKE mIn Favor  Neutral mDisagree
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SUMMARY

- Statewide Approach for Florida Express Lanes
» Express Lanes Outreach Strategies - Hitting all the Bases
» Consistent Messaging

FDOTU o @us %



THANK YOU!

Shannon Estep | Public Outreach Program Manager

Express Lanes Planning | Florida’s Turnpike Enterprise

O: 407-264-3698 | Shannon.estep@dot.state.fl.us

FDOTU o @us %
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Turning Express
Lanes into a Positive
for Georgia
Commuters:

Agency Coordination
and Public Outreach

Joint IBTTA - TRB
Communications Webinar

November 14, 2017

A

gfsmnsm L
press anes PEACH PASS

Get in. Get going.




Georgia DOT, IBTTA and TRB -
Ongoing Partnership

IBTTA

TRANSPORTATION
RESEARCH BOARD
TOLLING. MOVING SMARTER. OF THE NATIONAL ACADEMIES

» Georgia was the site of IBTTA's
85t Annual Meeting and
Exhibition held September 10-12,
2017

» GDOT and SRTA staffed an
information booth at the
conference

» Department participates on
various TRB Committees

» Conducting active research on
more than 50 projects

25



Georgia Department of Transportation

Georgia’s Express Lanes Network
4 o o IEEENEEN

(75) > 1-85 Express Lanes
> |-75 South Metro Express Lanes

—(E

» Northwest Corridor Express Lanes — Summer 2018
» 1-85 Express Lanes Extension — Fall 2018

UPCOMING MAJOR MOBILITY PROJECTS
Atlanta

» SR 400 Express Lanes

% » 1-285 East Express Lanes
» 1-285 Top End Express Lanes
» 1-285 West Express Lanes
@

a

75
\ §



Georgia Express Lanes — -85
Open and Operating
-85 Express Lanes &
» Opened to traffic in 2011

,,,,,
aaaaa

» Lane usage resulted in
record high toll price in
summer 2016

) ] it 140 el gxpnsss T
 Toll rate increased in 2016 Carter Bive ? '
3 > 2 Lo /2 MILE g '|/z II.F =

to improve efficiency = |

* Success of the lanes led to
extension project currently
underway

Georgia Department of Transportation



y ] Georgia Department of Transportation

-85 Express Lanes —
Overcoming Obstacles

1-85 HOT Lanes to Change More Than Access Rules
New entry points on 1-85 South leave six-mile gap between
Lawrenceville-Suwanee Road and Beaver Ruin road without

an entry. — Duluth Patch

The Hot Mess of the 185 ‘HO'T” Lanes - Creative Loafing

28



I-75 South Metro Express Lanes

e High Stakes on I-75 South Metro
Project

» Set the stage for regional Express
Lanes program in Metro Atlanta

* 12 miles of Reversible Express Lanes
South of Atlanta

» First reversible lanes in Georgia
e Express Lanes Benefits
* Reliable trip times
» Toll-free for transit riders and vanpools

CLAYTON

(A XN
A, Stockbridge
LEGEND:
1Reversible Lane \ HENRY
2 Reversible Lanes \
| 1
Bridge \
== Sounds Wall .\

. Access Point

Map is not to scale

McDonough

29



Partner Collaboration

(O R T "'_-_ S v ;_' "-,__-_-'»__ ,_,ﬂ_rm A S = R e .'---‘ f .- ey
P -‘.----.7—." e _,_:.;.,-;rw t;«-“_n. é; f‘% gy T ""V"' o

+ Georgia DOT and the State Road and ToIIway Authorlty 4
' (SRTA) objectives were: &

‘;;  Create positive awareness of Express Lanes options
>

-+ * Communicate value to state, regional and local partners
~ and the traveling public

b

= « Overcome lingering negative perceptions from the state’s
- prewous HOT lane project

.
\
/
!
|
X
U



Partner Collaboration

» Georgia DOT and the State

Road & Tollway Authority Developing Gathering
created a Special Event and Synergies " Input '
Marketing Plan using creative for Success

consultants

e The plan included pre-event
and post-event marketing and
public awareness activities

Building Collaborating

e The event team worked Awareness with
collaboratively, dividing roles Partners

and responsibilities

31



Project Coordination is Key

« SRTA and GDOT co-lead the project

* Roles and responsibilities clearly defined at project start
« GDOT manages construction
 SRTA manages toll operations and customer service

« Communications pivotal for project success
* Monthly Taskforce Meetings
« Communications and Outreach
 Incident Management
» Transit
 Tolling and Operations

» Executive leadership coordination

32



y ] Georgia Department of Transportation
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First Responder — Incident Response

R

34

Georgia Department of Transportation



Engaging the Media

Governor cuts ribbon on new I-75
reversible toll lanes - WSB-TV Online

Deal: First 14 days free on Henry County's new |-
75 lanes - South Metro Neighbor




Georgia Department of Transportation

Social Media Action Plan

. . . g Georgia DOT& m

 Developed proactive social media it AR, -~
Calendars for Georg|a DOT #SouthMetro #GAExpressLanes w/o Peach
Pass tolls! VFlnd yourote at xressga.com.

* Flooded the Georgia DOT social feeds with
Georgia Express Lanes posts in the weeks
leading up to the opening and the weeks

following e

» Developed videos featuring community - =S
residents’ thoughts and testimonials related N e
to the Express Lanes’ opening w1 g

» Featured informational posts on using the
lanes and understanding signage and LU GET 0 e s
pricing

» Focused messages on additional benefits °

of the lanes, such as savings for transit

riders 36



Ribbon Cutting Event — January 272mOl7

* Ribbon Cutting took place on the
northbound I-75 Jonesboro Road
access bridge

» Attendees included officials from
federal, state and local government
and civic entities

» Keynote address given by Governor
Nathan Deal — announced that
motorists could use the lanes for free
for a limited time

» 175 citizens in attendance
» 10+ media outlets present




Georgia Department of Transportation

Ribbon Cutting Event — January 27, 2017

Pre-event
networking

38



y ] Georgia Department of Transportation

Multlmodal Benefits

Georgia DOT and SRTA sent a
multi-modal transportation message
statewide.

« Partnered with other regional
transit agencies and TDM
partners

» Georgia Regional Transportation
Authority (GRTA) debuted a
brand new Xpress bus

* VIPs participated in a tour of the
lanes

39




Georgia Department of Transportation

Success: Georgians Use the Lanes!

870,000 ESEREssianes o
e 12810% 2 7%
& ESS < LESS

NORTHBOUND SOUTHBOUND

SINCE THE LANES OPENED:

iy WEEKDAY CONGESTION* G WEEKDAY CONGESTION*
ﬂ ﬂ ﬂ ¢ IN GENERAL ¢ IN GENERAL
PURPOSE LANES PURPOSE LANES
L= ey

ﬂ ﬁ *DURING AM (6-10) AND PM (3-T)
PEAK PERIOD TIMES

bii

PEACH PASS ACCOUNTS

ad OPENED
2, MORNING COMMUTE EVENING COMMUTE Aversge
%4, < NORTHBOUND SOUTHBOUND . Sﬁﬁ‘
@ «| 3060 | |=aT4,430
per manth L || ACCOUNTS OPENED
13 MPH FASTER 21 MPH FASTER w

THAN GENERAL PURPOSE LANES THAN GENERAL PURPOSE LANES
JANUARY 28, 2017: OCTOBER 2017
EXPRESS LAMES OPEN 40



y ] Georgia Department of Transportation

Measuring Results

The event met and exceeded Georgia DOT and SRTA's
communications goals and objectives for the project.

Specifically, the event generated the following results:

* 6,647,363 impressions in both print, broadcast and
online news outlets from January 25 — January 27,
2017

20+ media interviews conducted with executives from
both Georgia DOT and SRTA

» 30+ stories published online and in print; plus
hundreds of additional broadcast stories on local and
regional stations

I-75 South Metro Ribbon Cutting
Print and Broadcast Media Results

6,647,363 impressions

& -

Over 20
media
interviews

Over 30
stories

41



Northwest Corridor Express Lanes

& On Schedule:
s Opening to traffic

175 Shallowford Road er
Hickory Grove Road Express Lanes m
4 Nearly Complete 8
Big Shanty Road! Big Shanty Road oo c y P :z 85% Com p lete
Barrett Parkway

1575

LEGEND:
Project d
y Roadwa .
i /8Y @i Current Bridge
o Construction )
Slip Ramp- Construction

Northbound Exit on Schedule
@ siip ramp- Terrell Mill Roadt

Southbound Entrance

South of Windy Hill Road

m—i
1-285/Akers Mill Rd 4

Major Construction
Sites

Map is not to scale
42

Georgia Department of Transportation



Georgia Department of Transportation

Northwest Corridor (I-75/1-575) —
Opens Summer 2018

43



Northwest Corridor (I-75/1-575) —
Opens Summer 2018

% Northwest Corridor Express Lanes
I 75 bridge work over Delk Road

44

October 2017

Georgia Department of Transportation



Georgia Department of Transportation

Northwest Corridor (I-75/1-575) —
Opens Summer 2018

B

e

45

North Marietta Parkway Bridge



Georgia Department of Transportation

-85 Extension Express Lanes

© On Schedule:

LEGEND: Hamilton Mill Road Opening to D

G .

Express Lane traffic

Gravel Springs Road - ‘

TITTIL

Auxiliary Lane .

o 10 miles of newly

Northbound Access ’) constructed roadway

Buford Drive

Lawrenceville-Suwannee Road ‘ ' ‘ ' ‘ '

O Southbound Access
Map is not to scale

1 northbound lane Additional auxiliary New lanes built
Old Peachtree Road 1 southbound lane  lanes will provide in addition to
better traffic flow existing

ﬁ Limits of Existing Express Lanes
46



Georgia Department of Transportation

-85 Extension — Opens Fall 2018

a7



—

Georgia Department of Transportation

-85 Extension — Opens Fall 2018

e L

Grading for bridge over 1-985

A

48



Georgia Department of Transportation

-85 Extension — Opens Fall 2018

i 1 49

'tr pvmg/edian barrier footing north of SR 20

Asp hal



Contact Information
Jill Goldberg, Georgia DOT

lgoldberg@dot.ga.gov
@ www.dot.ga.gov/expresslanes

o @GeorgiaDOT
o @GADeptofTrans

l@' @gadeptoftrans

50
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ExprssLanes

Get in. Get going.



=[ransurban

The power of communications during managed lanes projects

Pierce Coffee
Transurban




The 495 and 95 Express Lanes =Iransurban
High occupancy toll lanes in Northern Virginia

e Nearly $3 billion delivered via public private

. [\
partnership / /F\\s
.
 Approximately 43 miles of Express Lanes with active NV eI g
. . o ok, o
management and dynamic tolling ' T 7 i )
o A g Y
* 495 Express Lanes added new capacity / H” ¢—;.:2’/’:&,
A< L

* 95 Express Lanes converted HOV system with widening
and extension

95 Express Lanes
* |nnovative, customer-focused solution

* Dynamic toll rates adjust to keep lanes free-flowing

* Mandatory E-ZPass for all users;
all-electronic with no toll booths or options to pay cash

* Enhanced incident response, improved driver
information, Express Assist to aid disabled drivers

95 Express Lanes ﬁl :
Southern Extension /



From the driver’s seat =[ransurban
New type of roadway with new rules

» 495 Express Lanes next to the regular lanes
EXPRESS separated by channelizing posts

* 95 Express Lanes barrier separated
» Tolls based on real-time traffic conditions

e Customer views current toll rate on series of
dynamic message signs

» E-ZPass required
* No toll for transit, HOV-3+

 E-ZPass Flex for toll-free travel

—— EXPRESS

ALL USERS
25

REQUIRED

HOV 3 +
NO TOLL

J




Program built on research
Learning from the customers

=[ransurban

Travelers need to be at the table early in the process

* Who are the likely users?
* How can you reach those potential customers?

* What do travelers know about your project? What do they
not know about your project?

» What rules of the road do they know?
* Monitored constantly and adjusted approach as needed

* Used data with key internal and external stakeholders

» Aresearch-based program led to a more efficient and
effective program

PROFILE OF HEAVY 95 EXPRESS LANES USER

344 _
B 6 Z%
[ THE 5 06T OIS

DEMOGRAPHIC PROFILE

Mal

ALL LIKELY USERS

DRIVING OM 1-95

€

1]
o
1

&k J . 1 bwiter Ej

Unima QRIS

PROFILE OF LIGHT 95 EXPRESS LANESUSER @ ™=

e

DEMOGRAPHIC PROFILE

BRIVING OM 108

azn

12 fi Mo

AT % IO 0 P POTEMT (TS "."

R
PEYCHOGRAPHIC PROFLE TP AT

TOLLING SCENARSOS



Varied engagement and outreach for complex projects =Iransurban
Engagement with community, businesses law enforcement, media and elected officials




Safely reach drivers =Iransurban
On-road tactics effectively and efficiently reach target audience

| | | I

B 95 Express Lanes. -
 HOV-3needs E-ZPass Flex. ey

_," 95ExpresslLanes ®

| NOWOPEN .

Expre ;




New capacity versus a conversion
Applied lessons learned from 495 and tailored approach

=[ransurban

Lessons learned from 495 Express Lanes program

Start communication program closer to opening
Customers will wait until the last minute to get equipped
New entry and exit points confusing — keep it simple

Earned media critical in customer education

Going into the 95 Express Lanes program

Build on travelers’ knowledge from previous opening

Rules of the road to change for existing travelers with a
conversion of an HOV facility to a HOT facility

Longer duration commuter base with special user groups (transit,
HOV, motorcycle, vacation travelers)

Increase on-road communication

Changesare
comingto 9s.
Get ready.

An E-ZPass needsitobe part of your plan:




Communication remains important =Iransurban
Information to help customers manage the network

» Ongoing outreach on operationally focused Express Lanes — | =
topics: <€

WinterTravel Tips ===

* How to use E-ZPass and E-ZPass Flex
« Toll prices and how tolling works

Traffic has increased in the region during this winter season. We want to make sure you have

* Managing the Lanes in inclement weather asafe and reliable trip with the Express Lanes. Drivers traveling the I-95 and I-495 corridors

. .- . during rush hour periods are advised to follow these tips for a smoother trip.
* Tips on avoiding peak travel periods (and tolls)
around holidays and special events

» Social media engagement

Avoid the peak travel time on the Express Lanes to skip
the highest tolls.

Tolls reach their highest on the Express Lanes between 7 to 8 am. and
5 and & p.m. during the peak of rush hour.

By traveling an hour earlier or later, drivers can shave between 33 and

M M TtoBam Stetpm. &0 percent off the peak peried toll price.
* Network and travel communications
» Customer engagement with testimonial Vot Contoct
. Mike McGurk
campaigns and feedback programs Ry

* Regular communications to media list of major Expross Lanes Praparo for Heavy Travelover Labor Day Weekend
Morning weekday reversals to start at 11 a.m. again after Labor Day
on-road changes or programs

Alexandria, Va. - The 95 Express Lanes expect to handle a substantial increase in traffic later this week,
as drivers head out of town to enjoy the tail end of summer. Last year, customers took 228 910 trips on
the 85 Express Lanes leading up to and during Labor Day weekend. Customers saved about 30 minutes
in travel lime on an average Irip. The busiest gelaway travel times on the regular 1-85 lanes and the 85
Express Lanes before Labor Day weekend in 2016 were Wednesday between 4 o 7 p.m. and Thursday
betwean 2 to & p.m.




Leveraging social channels to reach and engage with customers

=[ransurban

¥ Customer engagement

A Lot of my co-workers live in
staffiord.. there is confusion if HOV
3+ starts at 610 or somewhere
along 95. Basically, if 3 of us
carpool starting at 610, is it toll free
if we are on flex 3 mode?

#
‘ Create an Appointment

@@ VAEXpresslanes @VAExpressLanes

6 days ago
@CSRouteOne if you're unsatisfied with
your trip, please contact customer care at 1-
855-495-9777 or
customercare@expresslanes.com (2/2)

W Road updates and timely alerts

2 @ VAExpress Lanes @VAExpresslanes
Jul3

REMINDER: the 95 Express Lanes will point

northbound during the day tomorrow until

about 7pm and will open southbound by

about 9pm

@ @ VA Express Lanes @VAExpressLanes

= ulig

SB 95 Express Lanes blocked near Edsall Rd
due to incident, traffic passes on 1 shoulder.
Entry from regular lanes near Edsall Rd closed

K1 Education and promotion

e
[

VA Express Lanes
™ Publ k

lish

&y 171 - Oclober 23 at 1:23pm - @

A 2-mile extension at the southemn end of the 95 Express Lanes is

scheduled to open on October 31. Learn more:
https:/iwvw expresslanes. com/project-95-southem-improvemen....

95 Express Lanes southern

'exten§ion opening October 31.

A

@ @ VAExpress Lanes

o= Published by

sty Hanley (7] - May 12 - @

The 495 Express Lanes allow you to avoid Tysons traffic. Learn how the
Express Lanes can improve your commute

Tired of

sitting in
Tysons traffic?




Channel for feedback
Learning from both positive and negative feedback

=[ransurban

+ - I G- I 4

@Kkatrinka79: Tyson's to Stafford in under 45 min during rush hour? Thank you
95 express lanes. Thank you. #ezpass

“My nightly commute went from an hour or more to 30 minutes. I'll pay the
money to drive at a steady pace.” - Tabetha F.

@orlandoryo: @VAExpressLanes Why is the 1-95 express lane switching SB
so early in the morning (~10 AM)? You barely see any cars while 1-95 is
packed!

“| use them every day for my commute from Montclair to Springfield. It is not
cheap, but the two hours | can save in time is worth it to me. And my stress
level is much lower, as | don't do sit well in stop and go traffic with a stick shift.”
— Dennis D.

“If you ride a motorcycle or use the lanes with 3 people, these lanes are
fantastic.” — Kendra D.

Customer service support

"

Kathryn Devanny Actions =
View Profile

Pleasze call me. Your website is not
working and i have spent hours frying
to contact you. | am so very frustrated
that | cannot get through on your form
or by phone. 757-371-1014. Kathy
AHHHHHHH Pleass call me

Hi Kathryn, so somy! Someone will call

you thiz afternoon. Let me know if we
can help more!

ent by Kristy Hanley

Thank you so very much Buffi was a
the BEST! &

So glad to hear she helped! 9

Sent by Kristy Hanley



Updated tools to meet customers’ expectations =Iransurban
Expanding digital presence to mobile

* Mobile app launched April 2016 Online promotion to grow downloads

* New tool for customers to:
*  Plan trip on the Express Lanes 3 YouTube ’? N n
* See real-time toll prices and on-road cameras i The Express Lanes monie app now nchdes
i Improved tp pianning with navigation
« Pay for missed tolls on the go Upsto-thesminute: &=t ]
« Updated version released May 2017 with new '”forma‘:;‘;“;" the. (O L
navigation features and simplified payments Expresslanes G | }
[ .
— Express Lanes Mobils App  Install Now
(— ] r— | ol Like ™ Comment # Share
Your Route o

[+ [9] comeres | wraciome + | woson

405 Express Stant (near WD)

Prince William Parkway/Route 204

Select a different route?

Individual License Plate Breakdown

Download the free Express
Licanss Plate 4SAMLE Lanes mobile app today.

-
$4.75 PAY NOW >
OETALS

GOTALETTER? >
ns? Pleas
L |

LR MORE |




Connecting customers with programs =Iransurban
Drive to Donate was Transurban’s first U.S. broad consumer community program

« Program to donate the value of one day’s Express Lanes Drive to Do nate

tolls to local fire and rescue departments

Drive on the Express Lanes on March 21 and we'll donate
the value of your tolls to local fire and rescue departments.

/,\

e The program supported:

e Brand reputation

. . . LEARN MORE -
e Community relationship
» Stakeholder relationship

» Raised nearly $80,000 for local fire and rescue teams

» Leveraged media relationships to get free advertising to
promote the program
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Continued focus on safety during operations

=[ransurban

PHONES DOWN.
TOUCHDOWN.

e Like Page

Virginia State Police @
& s e

VSP is proud to be a partner of this traffic-safety initiative
#PhonesDownTouchdown Click on the link and take the pledge to drive to
save lives! hitp://www_phonesdowntouchdown.com/

| TOOK THE

PHONES DOWN.

= wIop wn mwec wme
Nats’ Zimmerman campaigns against
distracted driving

ey T 1
f y

oNES DOWAN-

ME RUN.




Thanking customers for their loyalty
“One Billion Miles” program

=[ransurban

* Program launched to thank customers for traveling one
billion miles on the Express Lanes network

* Year of free-travel offered as prize to lucky customer

» Marketing tactics included small-scale paid media, social
media, earned media, and customer direct messages

5 f: -JBY —..
v 6440 GENERAL GREEN -

y

THANKS FOR 1 BILLION MILES

m
1000000000
e ————

TAKE THE EXPRESS LANES
TODAY TO SAVE TIME

GO THE BILLIONTH MILE

1000000000


https://www.expresslanes.com/billion_details

Customers on the Express Lanes =Iransurban
Nearly 8 in 10 drivers believe the Express Lanes benefit the region

Customer satisfaction rating* Demographic snapshot
495 Express Lanes [ RN |72%
P 51% to 49% 68%
95 Express Lanes [ | 75% slightly more males | ages 25-35, no children
Frequent customers ~60% have children and ~90% ages 18-
45

Frequent customers see value

495 Express Lanes 95 Express Lanes Top reasons for using the Lanes

7e% I Posiive impression N 77% Appointments 40% B

82% _ See personal benefit _7909/1% Visit friends and fam"y 36%

s0v | isf I -

% Satisfied ° Travel for vacation 38% .
Approximately
Top reasons for frequent customers 50%
More frequent customers anticipate even more Commute to work ~41% chgi:ﬁl;rsé?f?c]jpfps
T —_ 0 H 13

usage with ~80% saying the Lanes are a “good Appointments 38% or sites

option when | need it” when deciding to

Commute from work 38%
choose Lanes

*Research performed by KRC Research May 2017



Looking ahead for customers

=[ransurban

e Southern extension on 95 Express Lanes

» 395 Express Lanes construction and conversion

» Ability to pay for tolls on mobile device

» Customer-centric programs

* Ongoing education on rules of the road and benefits

VA Express Lanes

0
ey y Kristy Hanley

The 92 Express Lanes southern extension is now open southbound.
Learn more: ExpressLanes.com/project-95-southem-improvements
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0 Pierce Coffee
=lransurban  Vice President of Public Affairs and Marketing-North
America, Transurban, IBTTA and TRB Member
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