North Carolina Turnpike Authority

Board of Directors - Operations Committee Meeting

Providing drivers more choices for their commute

January 21, 2021




Opening Comments

JJ Eden
Executive Director
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November Statistics

« Triangle Expressway
« Transactions - 3.96 million
« Revenue - $2.95 million

« Monroe Expressway
« Transactions - 2.91 million
« Revenue - $1.63 million

« Transponders
« Over 11,400 distributed
« Over 915,000 distributed program-to-date as of November 30, 2020




Complete 540 L
Construction Update

Dennis Jernigan, P.E. 5
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R-2721A

s BRANCH | FLATIRON @Eannett Fleming

Plans for Construction

$S183.5M

Cost of Contract

214 Design Submittals

98%

Parcels with
Access

R-2721B

mRERANcH | FLATIRON =)

Plans for Construction

$160.0M

Cost of Contract

207 Design Submittals

99%

Parcels with
Access

R-2828

LANE ‘///f Foutie |\ Y I )

Plans for Construction

$S403.2M

Cost of Contract

465 Design Submittals

96%

Parcels with
Access
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Community Outreach
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Complete 540 Outreach

Virtual Meetings

Resident Communications




|-485 Express Lanes Update

Andy Lelewski, P.E.

Director of Program Development
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Division 10 Construction Update

= Eleven structures and two
box culverts are under
construction.

= Three box culverts have
been completed.

= Qver 31 miles of portable
concrete barrier have been
installed.

=  Approximately 29,000 LF of
pipe has been constructed.




Division 10 Construction Update

= Qver 12 miles of median
widening are under
construction.

= 20,600 LF of median barrier
wall is complete.

=  Soil stabilization, ABC
placement, and asphalt
paving is ongoing.

= Qver 7,500 LF of conduit
has been installed for
ITS/AET facilities.




Division 10 Construction Update

=  Westinghouse Road
interchange Direct
Connector constructionis
ongoing.




Division 10 Construction Update

= Johnston Road interchange
Direct Connector
construction is ongoing.




Division 10 Construction Update
Toll-Related Construction Progress

= Toll Rate Message Signs (17) Complete: O
= Static Toll Sign Groups (78) Complete: O
= Power Services (47) Complete: 0
= |TS/AET Conduit (25.3 mi) Complete: 1.4
= AET Toll Gantry (9) Complete: 0

= |TS Devices (217) Complete: O

Under Construction: O

Under Construction: O

Under Construction: O

Under Construction: O

Under Construction: O

Under Construction: O




NCTA Construction-Related Activities

Recent NCTA Accomplishments

= Signing and Pavement Marking Plans
have been completed

~ GANTRY

/" ORIENTATION VARIES

f r BUFFER WIDTH VARIES (2" to 4')
. " |
Upcoming NCTA Work | |
= Continue review of signing &

pavement marking design submittals — '
—) o -
= Monitoring of toll-related work along mmm) o) NUMBER OF LANES VARIES
the corridor —_— o ro ey
oL . AT 0| ifSEE INSET A
= Coordinate with roadside toll T o GummealE | T T8 = :
. . 1 |_['|:| | ;.ll
technology project AET EQUIPMENT;__:__,# : 8
PAD A R

Schedule
= Fall 2022 - Commencement of tolling




Customer Service Center &
Toll Technology Update

Manish Chourey
Chief Technology Officer
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Customer Service Update

« CSC Operations continues in Code Yellow
Employees and Embedded Consultants continue to work remotely
CSR’s are spaced out to meet social distancing (6+ feet)

CSC is keeping current with incoming workload (Service requests, Customer Calls
and fulfillment)

Pilot extended customer service call times before and after reqular shift times
Exploring Work From Home CSR support options

- Effective October 26, Resumed invoice escalation and plate registration
stops business policies

« Turnpike continues to monitor state guidelines to lift suspension on
pursuing new debt 3 party collections

« Image Review activities has transitioned to Roadside contracts, CSR’s
trained to take up other activities



Call Center Statistics

> Call volumes remain at 60-
70% compared to Pre Covid-
19 volumes

> IVR serves on average 50%
of calls

> Top reasons for customer
calls are,

BBM payments
BBM inquiry (balance, vehicle)
NC QP account updates

NC QP account
replenishments

Remove DMV Registration
Stop

DMV Registration Stop inquiry

140,000

120,000

100,000

., 80,000

£
Z 60,000

40,000

20,000

0

Mar Mar

Ju Aug  Sep Oct Nov Ju Aug  Sep Oct  Nov

mmm Sum of Total Calls Presented to CSRs mmm Sum of Total Calls Presented to IVR —o—Average of % of Calls Served by IVR

60.00%
50.00%
40.00%

3
30.00% 3
20.00%
10.00%

0.00%




Walk-In Center Customer Visits

> Walk-in Centers at Charlotte

and Monroe are serving o0
customers since August 10 - 3000
Total of 6,281 customer visits 2500
as of December 31st, 2020 -
= Charlotte - 2,187 visits 100
= Monroe - 4,094 visits . I I I

Dec-19 Jan-20 Feb-20 Mar-20 Apr-20 May-20 Jun-20 Jul-20 Aug-20 Sep-20 QOct-20 Nov-20 Dec-20

> T O p re aSO n S fo r C u Sto m e r Dec-19 Jan-20 Feb-20 Mar-20 Apr-20 May-20 Jun-20 Jul-20 Aug-20 Sep-20 Oct-20 Nov-20 Dec-20

. . M Charlotte Walk-In. 1,251 1,262 1,013 510 - - - - 297 545 451 394 497
V I S I tS, W Monroe Walk-In 1,936 2,079 1,907 1,046 - - - - 655 899 975 750 808

= BBM payments

Number of Customers
=)
(=]
82

Calendar Month

W Monroe Walk-In  mCharlotte Walk-In

= BBM inquiry (balance, vehicle)
= NC QP account updates

= NC QP account
replenishments




NCTA Quick Pass Web Site Metrics

NC QuickPass

Date Range Selection | default 30 days Jan 1, 2020 - Jan 31, 2020
= = = New Visitor 401,193
Interactive Web Data Timeline + Scroll + Hover + Sort + Click Rows to Filter R @
Returning Visitor 138,672
Pageviews Unique Pageviews Users New Users Sessions

Bounce Rate
539,865 478,583 202,667 1F5,138 240,314 28.21T%
January' % 1 10.8% 1 12.6% 1+ 12.8%

2020

s 12.5% t 3.4%

Traffic by Hour | NC QuickPass + Hower over bars to view more data + Click bars to filter Awg. Time on Page

00:01:10
40K vz
30K
20K
10K

12 AM 1 A 2 AM 3 AN 4 AN 5 AM & AN T AM 8 AM @AM

10 AM 11 AM 12 FM 1 PM 2 FPM 3 PM 4 FM 5 PM 8 PM 7 PM a8 PmM o PM 10 PM 11 PM

NC QuickPass

Date Range Selection | de days Dec 1, 2020 - Dec 31, 2020
= - = Mew Visitor 285507
Interactive Web Data Timeline + Soroll + Hover + Sort + Click Rows fo Filter by L S @
Pageviews Unique Pageviews Users Mew Users Sessions Bounce Rate
358,466 326,295 140,507 127,020 161,172 17.22%
8 -0.3% B -0.6% b -3.4% 1 -2.1% ¥ -1.5% " -8.7%

Decem ber- Traffic by Hour | NC QuickPass + Hower over bars to view more data + Click bars to filker "ddrﬁa"?ﬁ
2020 20K

§-0e%
25,124 2

20K

10K

124K 1AM 2 AM 3 AM 4 AM 5 AM & AM T AM B AM 9AM 1DAM 11 AM 12PM

1 PM 2 PM 3 PM 4 PM 5 PM 8 PM 7 PM 3 PM aPM 1DPM 11 PM




Extended Vehicles on I-77

vV V V V V VY V V

Pilot Program between NCDOT and |-77 Mobility Partners

Removes restriction for vehicles longer than 20 feet

Limits the vehicle types to those with two axles or two axles with a one-axle trailer
Vehicles with length greater than 22 feet will be subject to a toll rate multiplier
Multiplier for extended vehicles could vary by section and by time of day

Toll rate multiplier will be published online

No changes to NC Quick Pass customers

Toll System enhancements to complete this month with testing scheduled in early
part of February




Roadside System Updates

Triangle Expressway Retrofit Updates
v 10 out of 22 Toll zones Retrofit is complete
v Images from all 22 Toll zones are transitioned to Roadside vendor systems

> Remaining Toll zones transition activities under way to complete by summer
2021

> ITS Field Device Installation
v All fixed mount CCTV have been replaced
v" Mobile display units installed at Highway building and CSC
> CCTV lowering device compatibility issues are under review

Monroe Expressway Updates
> Approved Final system acceptance
Implemented Toll Rate changes on Jan-1st-2021




GoToll Mobile App Pilot Launch

Benefits to our customers Benefits to NC Quick Pass Program

» Pay for tolls: without pre- « More customers/fewerinvoices
loading an account reduces out of state and casual

« Simpleand easy: download, customers
register and drive * Workswith NC QP BOS systems:

* Easily track toll expenses: quick integration effort with existing
with transparency of toll processes/systems

information and costs _
« As-a-service: GoToll manages all

technology, systems and customer
operations related to mobile
payments, at no direct cost to
NCTA

« Get a real-time experience:
with GPS-enabled trips and
real-time toll prices and travel
conditions

Source: https://www.GoToll.com



PaybyCar (DrivenbyE-ZPass) App Pilot Launch

I" ssa00 Sprint LTE 9:34 AM f esen0c Sprind LTE 934 AN TES, . -.

Cremges paybjcar owss f| <o pavbCar o | Benefits for customers

Jan 13, 3009 10:30 am
Stove: Alltcwn Westborough

Mot n Wosoerovgh -l paybycar il « Pay for non-toll payments as they go: without

Buy gas with PayByCar

L ——— pre-loading NC Quick Pass account

reply N to cancel

« Simpleand easy: download, register and drive

Pump 3 is activated, card

St Yo e et ' « Easily track your non-toll expenses: with
i transparency of information and costs

Thank you -- PayByCar
refueling complete, Card

2 e i ssscuismnnniil « Get a real-time experience: with GPS-enabled

and real-time non-toll expense payments

Source: PayByCar | Easy, Fast, Secure In-vehicle Payments (mypaybycar.com)



https://www.mypaybycar.com/

Transponder Fulfillment as a Service: Update

-
“

Transponder — % .
Fulfillment A

amazon amazon
webservices”

Key Benefits

° Enhanpe customer
experience

« Reduce Shipping time

« Reduce need to expand for
fulfillment work

Anything-as-a-Servwvice

Project Updates

« Two Phase roll out
Phase 1 using existing BOS1 system
Phase 2 using retail activations and expedited
shipping.

« First phase scheduled to go live in Q1 2021

- Leverage Statewide service agreement on NCDIT

AWD contract and fulfillment company provided
by AWS




Transaction Statistics — Triangle Expressway

Transaction Count (RTCS

250,000
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Mon | Tue Wed | Thu @ Fri | Sat | Sun Mon Tue Wed Thu

11/2311/2411/2511/26/11/27/11/2811/2911/30 12/1 12/2 12/3
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Triangle Expressway Total Transactions W/ Ratio Compared to 2019-20 as Baseline
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Transaction Statistics — Monroe Expressway

YearoverYear
transaction count
decreased by 5-10%
AN
Monroe Expressway Total Transactions W/ Ratio Compared to 2019-20 as Baseline
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Contact Us

ncdot.gov/turnpike

YW @NCTurnpike

ncquickpass.com

@NC_QuickPass

Providing drivers more choices for their commute



Thank you!
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