
 

Performance-Based Contracting Peer Exchange Proceeding Report  
On June 18th - 19th, 2018 the National Operations Center of Excellence hosted the Performance-based 
Contracting peer exchange in Detroit, Michigan. In this peer exchange, the State DOTs discussed and 
shared the successes and challenges of executing a performance-based contract with a focus on Traffic 
Operations Centers and Freeway Service Patrols. 

This document provides a summary of the peer exchange conversation and content in the following 
sections:  

• Lessons Learned and Best Practices 
• State DOT Experience  

o Michigan DOT 
o Texas DOT 
o Florida DOT 
o Iowa DOT 
o Virginia DOT 

• Appendices (Appendix A: Meeting Agenda & Attendance, Appendix B: Performance-based 
contract language sample from Florida DOT district 4, Appendix C:Relevant Sources and Links, 
and Appendix D:Michigan DOT Transportation Operations Centers) 

Representatives from the following agencies participated in this peer exchange: 
• Texas DOT/Serco 
• Virginia DOT/HW Lochner 
• Michigan DOT/AECOM 
• Florida DOT 
• Florida Turnpike Enterprise 
• Maryland State Highway Administration  
• Iowa DOT  
• Gannett Fleming 

Attendees, representing six regions and a total of fifteen agencies, each presented on specific 
experiences and best practices for executing a performance-based contract (See Appendix A – Meeting 
Agenda & Attendance List). Several documents, reports, and presentations were shared as part of this 
peer exchange that can be found on NOCoE’s Peer Exchange Webpage. 

Lessons Learned and Best Practices 
As agencies move toward improving their Transportation Systems Management and Operations (TSMO) 
program, there are many best practices they can use in their decision-making processes. Performance 
Based Contracting (PBC) is one of the tools that agencies use to improve safety, mobility, and economy 
and increase the reliability of the roads. An effective Traffic Operations Center and Freeway Service 
Patrol program plays an important role in preventing secondary crashes and saving first responder’s 



 
lives. This section of the report summarizes lessons learned, best practices employed, and those 
priorities that agencies should consider based on the peer exchange participating agency experiences. 

• Setting Goals:  
o It is important to define goals very clearly. We could set the goal to be “Improve congestion” 

which is very general or we could specify it by setting the goal to be “improve congestion by 
x percent”. For example, the current secondary crash rate in Arizona is 18% and the agency’s 
goal is to reduce it to 7%. Also, as agencies plan and implement their Integrated Corridor 
Management plans, it is important to identify and use PBC goals earlier in the process.  

o It is not just about setting the goals but also planning on how to fill the gap between the 
current conditions and the desired goal. 

o Performance Based Contracting can greatly influence and drive behavior in achieving the 
desired outcome for the agency: 
 Scenario #1: Provide 10 SSP Vehicles Operating Between 6am-10pm 

• Contractor ensures 10 drivers are on the roadway within operating hours 
 Scenario #2: Clear 90% of All Incidents Within 30 Mins 

• Hunting for Incidents: Scanning videos, technology, etc 
• Staging of SSP vehicles 
• Data Analytics (“HOT Spots”) 
• Agency relationships and operating agreements 
• Post incident analysis and continuous improvement 
• Individual Performance Measures 

o A good example of driving behavior is Georgia DOT where their Performance Based 
Contracting is set in a way that if their contractor performed over 95% they are awarded up 
to 105%. This incentive derived contractor’s behavior, making it buy equipment to reach 
that level. 

• Setting Reasonable Performance Measures: 
o It is important to only require deliverables that add value: If we have 98 performance 

measures the contractor loses focus on priorities causing a negative effect on the service 
quality. The state agency may also need to spend a lot of time enforcing the long list of 
performance measures, whereas those resources could be used for innovations and 
advancement of the program. A rule of thumb is that having more than 10 performance 
measures can be challenging to implement for both the contractor and state agency. 

o The number and amount of penalties must be reasonable. If it is set too low, it is easier and 
more cost-effective for the contractor to pay the fine than deliver the required 
performance.  

o Looking at the incident timeline, one of the major objectives is to reduce this clearance time 
and the secondary crashes by early detection. It may take significant time for some agencies 
to detect the incident since they have too many/too few cameras which causes an issue 
with scanning roads. 



 
• Logistics of Performance-Based Contract Set Up:  

o If the document submission deadline requirements are the same time as starting the 
operations, it negatively affects the operations. Agencies could provide a gap or an 
extension for document submission to allow the most productive use of contractor’s time at 
the beginning of the operations contract.  

o The Funding source needs to be considered in traffic operations. Some states receive federal 
support (e.g. Maryland) and others use state and local funds.  

o Generally, two contractor types exist in PBC: 1- Professional engineers (e.g. MI and FL) 2- 
Vendors (e.g. TX and VA) 

o Another PBC consideration is figuring out who will develop Request for Proposals. This item 
highly depends on the experience and availability of DOT Staff. Many time this step is done 
with help from external consultants (e.g. IA). 

o The composition of the procurement team is another important consideration. The team 
usually includes: SMEs, legal (AG-Chief council), and contract experts. 

o If the call for vendors is sent out earlier in the process (before establishing a procurement 
document), it allows contractors to prepare themselves for a high quality delivery of the 
product. This can be done through the letter of interest/market availability outreach efforts. 

o Florida is a good example of an agency where procurement timing/schedule is advertised 
ahead of time, allowing contractors to utilize proper personnel and resources for the RFP.  

• Enforcing Performance Measures: 
o Agencies need to plan ahead for the staff resources that are needed to verify achieving 

objectives. 
o Defining a consistent methodology for defining timing in Incident Management can be 

controversial. Questions to consider: Does the TMC start the clock when they become aware 
of the incident or does the clock start when the road rangers detect the incident? If the 
second case is true, the detection, verification, and response are done at the same time. 
After defining the measured metrics, it is important to sit down with the contractor making 
sure they understand what is asked of them. The same issue exists with defining the 
secondary accidents (is it based on the distance, queue, etc.?). 

• Types of Performance Measures: 
o Service Level Agreements (SLA) 

 Contractor Fully Responsible for Outcome 
 Typically Associated with Penalties or Incentives 

o Key Performance Indicators (KPI) 
 Contractor Partially Responsible for Outcome:  
 Used to Measure Effectiveness without Penalties 

o Data Points 
 Measurement Worth Study and Evaluation 
 Could Become a KPI or SLA 



 
 We may not know the time of the crash but we'll know the time a call was made. 

We can make assumptions e.g. usually within two minutes after the crash the units 
respond to the incident. We can think about what data points are helpful. 

• Lessons Learned from non-ITS Markets/Industries 
o It is important to have a customer service focus in TSMO and Traffic Incident Management. 
o  Having a focus on Return on Investment and benefit-cost comparison helps in improving 

the programs. 
o The safety records of the contractors play an important role in choosing them for tasks in 

the aviation industry. Similar things could be done in ITS PBC. 
o In aviation, contingency operations/resiliency/redundancy play an important role in 

managing the system. The current set up of transportation (ITS) is based on availability, 
whereas the utility industry remains mission critical using resiliency management strategies. 

• Other Highlights and Lessons Learned 
o Be open and transparent about risks and ambiguities 
o Only require deliverables that add value 
o Change Management/Control – Program-wide vs. service area 
o Carefully consider scoring criteria – great and bad proposals shouldn’t end up 1 point apart! 
o Gauge industry interest and ability to participate 
o Consider lot size in light of consistency, level of competition and administrative burden 
o Consider agile delivery for ATMS deployments 

 
Barriers to Implementing Practices:  
The peer exchange attendees brainstormed to identify potential barriers to implementing performance 
based contracting. The table below displays barriers by relevant capability maturity model.  
 
Capability Maturity Model elements and related barriers to implementing performance based contracting 

Business 
Process 

• Clear business case (Return on Investment) 
• Thinking/working through the mechanics to make it work right 
• Procurement boilerplate that doesn't fit the service need 

(knowledge doesn't stay within the organization) 

Technology • Interoperability of system management (ATMS, CAD, etc.) 

Performance 
Measures 

• Items discussed in other section of the report 

Culture • Always done it this way (agency & service provider/industry) 
• Learning organization/willingness to do different 



 
Organization • Ability to make enhancement to technology/software 

• Champion needed to change 
• IT skill sets can't be acquired and paid in government (not 

competitive for qualifications) 

Collaboration • Keeping it out of ITS (changing that dynamic) (Texas is a good 
example of this collaboration) 

• Requires buy in from multiple agencies 
• Politics/industry 

State Departments of Transportation Experience 
Michigan DOT 
For effective performance, Michigan DOT uses performance based contracting for the following services: 

• Contracts for TOC Operations 

o STOC: AECOM 

o SEMTOC & BWB: AECOM  

o WMTOC: Atkins 

• Freeway Courtesy Patrol for Emergency Road Response 

Transportation Operations Centers: To monitor traffic and manage traffic incident responses, MDOT 
and Michigan State Police staff are co-located at the Transportation Operations Centers (TOCs) at Metro 
Detroit, West Michigan, and Mid-Michigan freeways. Using the traffic monitoring sensors, distress calls 
and video feeds from closed-circuit TV cameras, and coordinating with law enforcement agencies and 
other transportation officials are necessary to the effective management of TOCs. The state of Michigan 
has the following transportation operations centers (see figure below for locations on the map): 

• Statewide Transportation Operations Center (STOC) 

• Southeast Michigan Transportation Operations Center (SEMTOC) 

• West Michigan Transportation Operations Center (WMTOC)  

https://www.michigan.gov/mdot/0,4616,7-151-9615_44489_70181---,00.html
https://www.michigan.gov/mdot/0,4616,7-151-9615_44489_44992---,00.html
https://www.michigan.gov/mdot/0,4616,7-151-9615_44489_44549---,00.html


 

 

Map of Michigan Transportation Operations Centers 

Freeway Courtesy Patrol: Established in 1994, MDOT’s Freeway Courtesy Patrol (FCP) assists stranded 
and distressed drivers in certain Michigan freeways. Services are funded by MDOT through a grant from 
the Federal Highway Administration with the Michigan State Police and SEMCOG as additional sponsors. 
Currently, the Courtesy van fleet includes 24 vans and employs 24 drivers. In Metro Detroit, service is 
provided 24 hours a day, seven days a week, with reduced service on weekend and midnight shifts. In 
Brighton and Ann Arbor, service is provided Monday through Friday from 6 a.m. to noon and from 2-8 
p.m., with reduced service on Saturday and Sunday. The STOC courtesy patrol covers the University 
Region and SEMTOC courtesy patrol covers the Metro Region (See figure below). Assistance by FCP 
drivers includes: 

• Servicing disabled vehicles by providing fuel, oil, and other system fluids 
• Clearing stranded vehicles and debris from driving lanes 
• Changing or inflating tires 
• Making minor mechanical repairs 
• Securing the area around your vehicle 
• Transporting motorists to a safe location 
• Providing cell phone assistance 
• Transporting stranded motorists 
• Providing directions 

 



 

 

Michigan Freeway Courtesy Patrol Coverage 

No direct calling number is available for MDOT FCP assistance, however, MDOT staff members 
continually monitor traffic cameras on freeways and will dispatch FCP drivers to incidents from the 
Traffic Operation Centers. Additionally, FCP drivers identify the motorists needing help while making 
regular patrols in their designated areas. See Appendix D to learn more about Michigan’s Transportation 
Operations Centers. 

Michigan DOT’s lessons learned/Considerations for Performance-based contracts: 

₋ Don’t forget the intent! 
• We’re all on the same team. 



 
• To provide the highest quality integrated transportation services for economic benefit 

and improved quality of life 
₋ Performance measurement/auditing should not place an undue burden on the client or 

contractor  
• Consider staff time dedicated to audits vs. other operational duties 

₋ Conduct a partnering session at  the beginning of the contract to provide a clear understanding 
of expectations 

• Start off on the right foot 
• Avoids adversarial relationships  

₋ Contractor to establish a mechanism to share net rewards with operations staff 
• Operators invested in outcomes of their actions 
• Improving operations, getting rewarded 

₋ Post real-time performance measures on control room video wall 
• Visual representation to client and contractor of current performance status 
• Serves as a training and motivation tool 

₋ Balance incentives and  disincentives to make it a win-win  situation for both the client and 
 contractor 

• Consider establishing Key Performance Indicators (KPI’s) 
• Not to measure contractor 
• Share with stakeholders to confirm roadway performance and help identify new 

operational strategies 
₋ Avoid unreasonable penalties where high risk contingencies are  priced as part of contractors’ 

bids 
• Increases the overall cost of the contract 
• Erodes operational intent  

₋ Ensure that the performance measures are well defined and measurable to avoid ambiguity 
• Focus on measures within the TOC’s control 

₋ Data streams and analysis to support performance measures should be automated to the extent 
 feasible 

• Reduces analysis time spent by DOT / Consultant 
• Consistent  
• Repeatable 
• Un-biased 

₋ Caps should be established on incentives and disincentives to limit risk/reward for both parties 
• Excessive I/D could deter focus from the mission and cripple operations 

₋ Conduct a partnering session at  the beginning of the contract to provide a clear understanding 
of expectations 

• Start off on the right foot 



 
• Avoids adversarial relationships  

Taxes DOT 
Overview 

• Operations Contract 

o 1 Year Contract Providing TMC Operations 

• 3 one year renewals possible 

o Performance Based 

o Supports AIM HIGH Program 

o Executed August 3, 2017 

• TMC Operation Staffing 

o Staffing 24/7/365 

o Co-Located at Combined Transportation and Emergency Communications Center 
(CTECC) 

o TxDOT Operation Staff  

o  Consultant Operations 

• Operations Manager and Training Manager 

• Shift Supervisors and TMC Operators 

Requirements 

• Provide 24/7/365 Operations  

o 100% of the Staffing Identified and submitted to CTECC Background Checks within 60 
Days 

• Log Incident Information utilizing TxDOT Lonestar Software 

• Monitor Traffic, Detect and Manage Incidents 

• Dispatch HERO Operators to Incidents 

• Disseminate Travel Information  

• Operate and Monitor All ITS Devices 

• Perform Training and After Action Reviews 

• Provide Operator Training  



 
• Provide Deliverables to TxDOT 

o Staffing Plan, Standard Operating Procedures 

o Quality Control Quality Assurance Plan,  

o Monthly, Quarterly, and Annual Reports 

Performance Measures 

 Selection Process of Service Level Agreements (SLA) and Key Performance Indicators (KPI) 

o TxDOT Request for Proposal (RFP) Defined the Mandatory Performance Metrics 

– Deliverables, Training, and Start-up requirements 

o TxDOT Requested Vendors in the Response to Propose Their Own SLA and KPI metrics 

o Negotiations of the SLAs and KPIs Prior to Final Selection 

o Final Pricing Negotiations 

o Final Selection of the Vendor 

o Tracking of Performance Metrics 

– Monthly, Quarterly, and Annually 

– Expectation Performance Payments 

– Penalties 

 Service Level Agreements 

o Adhere to Ramp Up, Deliverables, and Staffing Plan Schedules. 

– Have 95% of Staff trained within 120 Days 

– Take Over Operations Independently within 100 Days 

o % of Incidents with all Timestamps Documented with Lonestar Software and Reliability 
of Incident Clearance Time. 

o Adherence to Standard Operating Procedures and Average Time to Verify and Dispatch 
HERO Operators. 

o Average Time to Verify Incident and Dispatch HERO Operator 

 Key Performance Indicators 

o Total Number of Incidents reported within Lonestar 

o Staff Retention Rate 



 
o Recommended Lonestar Improvements 

o Capture Rate and Sources of Incident Detection 

o Time to post DMS Messages and Number of Phone Call or Vendor Inquiries 

o Hot-spot Analysis (Crashes)  

o HERO Response Time and On-Scene Time 

o Tow Truck Response Time and On-scene Time 

Lessons Learned 

 Data Availability   

o Conduct Data Gap Analysis 

 What Gets Measured Gets Managed.   

o Measure What Matters.   

 Performance Based Contract will Drive Change 

o Identifying Problem Areas 

o Assisting with Policy Change 

o Driving Software and Reporting Enhancements 

o Continuous process improvement 

 Funding 

o Supports Decision Makers in Providing Additional Funding 

Next Steps 

 Ongoing evaluation of the Program  

 Systematic observation of the Operations; analysis of anonymous feedback to identify areas for 
improvement 

 Continuous process improvement – if performance problems or gaps are observed, plans are 
modified to provide more emphasis and clarity on best practices and relevant SOPs 

 Evolving by Metrics 

Florida DOT 
One of the Florida DOT’s statewide performance goals is the Open Roads Policy Agreement. This 
agreement was established by the Florida Department of Transportation (FDOT) and Florida Highway 
Patrol (FHP). This agreement establishes the following goals: 



 
• Keeping the roadway(s) open and identifies the responsibilities of each agency 

• Initial temporary traffic control to be deployed within 30 minutes of notification during normal 
hours of operation, and deployed within 60 minutes, when the incident occurs outside normal 
hours of operation 

• All incidents to be cleared from the roadway within 90 minutes of the arrival of the first 
responding officer. 

 

FDOT’s RTMC Information Wall 

One of the other FDOT’s operations procedures is the Rapid Incident Scene Clearance program 
developed by the Florida Department of Transportation and partnered by the Florida Highway Patrol. 
This program addresses incidents that either exceeds the capabilities of vendors from the rotational 
wrecker vendors managed by FHP or that require specialized equipment, training or disposal of 
hazardous materials. This program aligns with Florida’s Open Roads Policy Agreement. 

District 4 Performance Based Contracts include: 

• ITS Maintenance 

• ITS Construction 

• Regional Traffic Management Centers (RTMC) 

• Severe Incident Response Vehicle (SIRV) Services 

• Road Rangers: The Road Ranger’s program was created by Florida Department of Transportation 
(FDOT) Central Office in coordination with District Traffic Incident Management Program 
Managers. The program identifies requirements for service patrol vehicles, standardized 
equipment lists, and personnel. Additionally, it establishes data collection requirements for the 



 
contractor to enforce before, during and after a shift worked by each operator. The Road 
Ranger’s program reinforces the statewide goal by including the Open Roads Policy Agreement. 

Performance-based contract language sample from Florida DOT, district 4 for each of the categories 
above are shared in Appendix B.  

 

FDOT’s performance measures on RTMC information wall (Average Annual Incident Clearance Time and Live Traffic Incident 
Counts and Road Ranger Assists) 

Iowa DOT 
All the roads under Iowa DOT jurisdiction are supported from the traffic management center in Ankeny, 
IA. The TMC detects the incidents on the system and verifies them. There are three major sources of 
information for the TMC: 

1. TMC is in contact with law enforcement communications centers around the state to get 
the latest information 

2. INRIX data (probe data) on the interstate system (indicates if the speeds have slowed 
down) 

3. Waze reports (to get verified by the Iowa DOT TMC operator) 

Additionally, Iowa DOT uses the following platform to communicate traveler’s information: 

• In case of emergencies, Dynamic Message Signs are updated with the appropriate message. 
•  511ia.org platform: On the website, it can be seen where snow plows are located, the location 

of all IA DOT cameras, construction projects, etc. (both web-based and smartphone app). Iowa 
DOT keeps the video recording of all cameras for 3 business days, accessible through a request 
form online. The Image below demonstrates Iowa’s 511 website, separating the traveler 
information to the travelers and truckers. 



 

 

Iowa DOT 511 webpage divides the traveler information to two parts: 1-general travelers 2-truckers 

Iowa DOT Traffic Incident Management program staff include: 

o Highway Helper Program Patrols: The Patrols are stationed at three locations: Des Moines metro 
area, Cedar Rapids- Iowa City area, and council bluffs area. There are two trucks that patrol the 
interstate system in the determined areas Monday-Friday (6 am – 7 pm). The highway helper 
hours can be extended for the special events.  

o Highway maintenance staff/supervisor 
o Motor vehicle enforcement officers for assistance on scene 

The Traffic management center posts Monday safety messages on dynamic signs in support of Iowa’s 
toward zero fatalities initiative. Also, the Traffic management center’s Video wall displays the 
operational portal dashboard. The portal allows TMC to detect and verify any slow down on the 
construction project by an automated process using an algorithm and several data sources to update the 
Dynamic Message Signs accordingly. The operators also enter inputs of incidents and work zones into 
the system as they become aware of it.  

The video wall also indicates all the active incidents by incident type (stalled vehicle or earlier crash) in 
addition to active workzone count by workzone type (construction, maintenance, or utility) for each of 
Iowa’s 6 districts. The video wall also shows the road condition by indicating the percentage of the road 
with seasonal, partially covered, completely covered, travel not advised, or impassable conditions.  



 
Virginia DOT 
VDOT has recently entered into a new Safety Service Patrol and Traffic Operations Center Services 
Contract (Awarded January 2018). The contract has a 5-year initial term with two, 2-year optional 
renewal periods. The initial term value of the contract is $172 million dollars. The purpose of this change 
in the contracting method was to bring a consistent approach and measures to VDOT’s operations 
program. The VDOT’s Re-procurement process was quite unique and innovative and included the 
following steps: 

• Re-procurement strategy shared at an industry forum in Jan 2016 
• One-on-one meetings conducted with 16 firms, received candid feedback 
• Request for Information (RFI) issued to refine the scope of RFP 
• Four proposals received, contract awarded to AECOM 

The new contract, which replaced our existing contract, included staffing for both TOC and SSP staff, 
new SSP fleet (156 new vehicles) and training for TOC/SSP staff. 

VDOT statewide 511 service is available through phone, web, and mobile app. VDOT has 5 Traffic 
Operations Centers working 24/7/365 (3 co-located with Virginia State Police(VSP)). Virginia’s safety 
service patrol covers 47 routes spread through 818 miles of interstate. VDOT’s traffic incident 
management includes towing and recovery programs using more than 30 incident management teams. 

Co-locating VDOT and VSP in the same space will greatly enhance the critical flow of information and 
facilitate collaboration among agencies during an emergency or crisis. Supervisors from each agency will 
be able to share information instantaneously and directly, especially in relation to traffic incident 
management, which will greatly benefit the traveling public throughout the region. The table below 
shows VDOT’s operations program contract estimated costs, contract term, and the number of contract 
staff: 

Contract Cost Estimate Term Contract Staff 
TOC/SSP $175 M 5 years 

(up to 9 years) 
317 

ITS Maintenance $37 M 3 years 
(up to 5 years) 

51 

ATMS $25.8 M 4 years 
(up to 10 years) 

0 

Platform As a Service $6 M 3 years 
(up to 5 years) 

0 

Operations On-Call Services $9.5 M 3 years 
(up to 5 years) 

0 

 

The order of magnitude of work for VDOT operations is 10,000 incidents and 1,700 work zones per 
month at TOCs and 147,000 SSP incident responses per year.  



 
VDOT’s new contracting strategy was focused on an outcome-based approach to performance 
measurement. All measurements should drive service areas toward improvements in VDOT’s primary 
operations performance metrics: 

• Reduce vehicle hours of delay 
• Reduce roadway clearance time 

Additionally, the contractor was incentivized to meet one or more desired Service Area Outcomes (SAO): 
VDOT TOC program Service Area Outcomes (Incentives) 

• Accurate and timely information 
• Quality staff retention 

VDOT SSP program Service Area Outcomes (Incentives) 
• Partner coordination 
• Customer satisfaction 
• TIM participation 

Key Performance Indicators (KPI) used by regions to identify issues, trends, and possible improvement 
strategies: 

VDOT TOC program key performance indicators: 
• Incidents by level/type 
• # of incidents detected by TOC 
• Incident duration by type 
• Notifications/escalations 

VDOT SSP program key performance indicators: 
• # miles driven 
• # incidents by event type 
• # of assists  
• Type/location of assists 

Contractor required to meet Contractor Service Obligations (CSO) or face disincentives: 
VDOT TOC program Contractor Service Obligations (Disincentives) 

• Adherence to staffing requirements 
• Adherence to training requirements 
• Schedule/deliverable adherence 
• Implementation of improvement plans 

VDOT SSP program Contractor Service Obligations (Disincentives): 
• Adherence to staffing requirements 
• Adherence to training requirements 
• Route hours delivered vs. planned 
• Adherence to vehicle maintenance schedule 

  



 
APPENDICES 

Appendix A – Meeting Agenda & Attendance List 

Performance-Based Contracting Peer Exchange 
Traffic Operations Centers and Freeway Service Patrols 

June 18th – 19th, 2018 

DoubleTree Hilton – Fort Shelby (525 W Lafayette Blvd, Detroit, MI 48226) 

Day 1 

8:00 am – 9:00 am Breakfast, sponsored by   

9:00 am – 9:20 am Welcome and Introduction 

• NOCOE Managing Director (Patrick Son) 
• Michigan DOT (Tony Kratofil) 
• Agenda Review  

9:20 am – 10:20 am ITS Performance Measure Contract #1 

• Michigan DOT (Sarah Gill, Jason Bodell) 
• AECOM (Paul Arends), Emergency Road Response (Mike Lewis) 
• Open Discussion 

10:20 am – 10:50 am ITS Performance Measure Contract #2 

• Virginia DOT (Ken Earnest) 
10:50 am – 11:05 am BREAK 

11:05 am – 11:35 am ITS Performance Measure Contract #2 

• Serco/TXDOT (Joseph Snyder) 
• Open Discussion 

11:35 am – 12:30pm ITS Performance Measure Contract #3  

• Florida DOT (Shawn Kinney, Dong Chen) 
• Florida Turnpike Commission (Michael Washburn) 
• Open Discussion 

12:30pm – 1:30 pm LUNCH 

1:30 pm – 2:30 pm Roundtable Discussion - What are the Outcomes we are trying to achieve?  

   Moderator: Pat McGowan 

• Common Goals and Objectives for State DOT’s (Delay, Reliability, 
Incidents, and Safety) 

• Service Level Agreements (SLAs), Key Performance Indicators (KPIs) or 
Data Points (DPs) 



 
• Driving project behavior based on the right performance measures 
• Methods to drive contractor behavior other than performance 

measures 
2:30 pm – 3:30 pm  Panel Discussion - Finding the right solution that achieves the desired outcomes 

   Moderator: Dean Gustafson 

• Matching resources to outcomes 
• Benchmark performance-based contracts from outside ITS industry 
• Procurement and Contract Administration approaches that bring fair 

market competition 
3:30 pm – 3:45 pm BREAK 

3:45 pm – 5:30 pm Concurrent Workgroup Meeting to develop national best practice 

• Workgroup A: Measures that drive transportation system and 
contractor performance (Moderator: Pat McGowan) 

• Workgroup B: Structure Contract requirements to develop, implement 
and evolve performance management program during contract life 
(Moderator: Dean Gustafson) 

• Workgroup C: Automation of performance measures and the 
incorporation of future technology (Moderator: Tony Kratofil) 

5:30 pm – 6:30 pm MDOT-hosted reception, sponsored by  
   Location: The Apparatus Room (250 W Larned St, Detroit, MI 48226) 
Day 2 

Breakfast on your own 

8:30 am – 9:15 am Report from Day 1 and Review Agenda for Day 2 

9:15 am – 9:45 am Concurrent Workgroup Meeting 

9:45 AM – 10:15 am BREAK 

10:15 am – 11:15 am  Workgroup Report outs 

• Workgroup A 
• Workgroup B 
• Workgroup C 

 

11:15 am – Noon  NEXT STEPS and CLOSING SESSION 

Working Group Assignments 

Group A - Measures that drive transportation system and contractor performance 

• Facilitator: Pat McGowan 
• NOCoE Staff Recorder: Niloo Parvinashtiani 



 
• Participants 

o Joe Snyder 
o Ken Earnest 
o Sarah Gill 
o Nathan Ross 
o Michael Washburn 
o Donna Matulac 

Group B - Structure Contract requirements to develop, implement and evolve performance 
management program during contract life 

• Facilitator: Dean Gustafson 
• NOCoE Staff Recorder: Patrick Son 
• Participants 

o David Graham 
o John Gray 
o Barbara Swan 
o Shawn Kinney 
o Joey Sagal 

Group C - Automation of performance measures and incorporation of future technology 

• Facilitator: Tony Kratofil 
• NOCoE Staff Recorder: Steve Lavrenz 
• Participants 

o Bob Murphy 
o Jason Bodell 
o Paul Arends 
o Dong Chen 
o Bonnie Castillo 

  



 
Agency Name 

Serco Patrick McGowan 

Serco Barbara Roberts                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                       

Serco/TxDOT Joseph Snyder 

Gannett-Fleming David Graham 

AECOM (Florida) Bob Murphy 

VDOT Ken Earnest 

HW Lochner Dean Gustafson 

MDOT Tony Kratofil 

MDOT Jason Bodell 

MDOT Sarah Gill 

AECOM/MDOT Barbara Swan 

MDOT - consultant Paul Arends 

Agency Name 

AECOM - consultant Nathan Ross 

MDOT FCP - consultant Mike Lucas 

FDOT Shawn Kinney 

FDOT Dong Chen 

FL Turnpike Enterprise Michael Washburn 

Maryland SHA Joey Sagal 

 

Iowa DOT Donna Matulac 

Iowa DOT Bonnie Castillo 

NOCoE Niloo Parvinashtiani 

NOCoE Patrick Son 

NOCoE Steve Lavrenz 

 

  



 
Appendix B- Performance-based contract language sample from Florida 
DOT, District 4 
Performance-based language sample from Florida DOT, district 4 for ITS Maintenance:  

The infractions that shall result in the assessment of Financial Consequences for Non-Performance shall 
include: 

Not providing the Preventative Maintenance Plan Schedule when required - $500.00 per 
occurrence, per day. 

Not providing the Preventative Maintenance Plan Log when required - $250.00 per occurrence, 
per day 

Not conducting Preventative Maintenance on time and quantity required by CONTRACT, 
$250.00 per occurrence, per day. 

Not meeting the Diagnostic services response times - $250.00 per occurrence, per hour 

Not meeting the Repair services response times - $250.00 per occurrence, per hour 

Not fulfilling warranty requirements - $500.00 per occurrence, per device Not meeting the On-
Call response times - $250.00 per occurrence, per hour 

Not performing an authorized task within the specific time - $100.00 per occurrence, per day 

Not providing the proper level of staffing required - $250.00 per occurrence, per day  

Not meeting required inventory levels - $250.00 per occurrence, per day Not submitting the 
progress report on time - $250.00 per occurrence, per day 

Not providing the 60-feet bucket truck within 24 hours of DEPARTMENT'S request - $500.00 per 
occurrence, per day. 

Not keeping generators fueled - $100.00 per site, per day. 

The list above is not inclusive of all Non-Performance that causes payment reductions. For any Non-
Performance infractions not listed above, the DEPARTMENT will notify the vendor and add the 
infraction(s) at its discretion and assign a payment reduction between the amounts of $50.00 and 
$500.00 depending on the severity of the infraction, as agreed upon between the DEPARTMENT and the 
VENDOR, for the future infractions. 

Performance-based language sample from Florida DOT, district 4 for ITS Construction: 

Intelligent Transportation System Component failures and disruption of normal operation include but 
are not limited to the following: 



 
• Telecommunications:  Entails the failure or partial failure or cutting of any telecommunications 

(i.e. Fiber Optic Cable, Composite Cable or Data lines. 

• CCTV Camera System:  Entails the loss of video or pan, tilt, zoom from a specific camera. 

• Vehicle Detection System: Entails the loss of correct data flow from the field device to the 
Department’s software system. 

• Dynamic Message Signs: Entails the failure or partial failure for any DMS including arterial DMS. 

• Power System: Entails the failure or partial failure of power to all systems including but not 
limited to cameras, vehicle detection systems, or DMS.  

Also, the table shows the allowable time and damage recovery/user cost. 

 

Regional Traffic Management Centers (RTMC) 
Financial consequences shall be assessed against the month’s invoice in which the failure occurred. 

• Failure to fill one of the following seven positions within 90 days of vacancy will result in a 
reduction of payment of $500 per position per day until the vacancy is filled and the 
replacement begins work: RTMC Project Manager, RTMC Office Manager, RTMC IT Director, 
RTMC IT Network Manager, RTMC IT Security Manager, RTMC IT Systems Manager, RTMC IT 
Desktop Manager 



 
• Instances of sleeping on duty shall result in a reduction in payment of $500.00 per person per 

occurrence per day. An Operator caught sleeping on more than two occasions will be 
terminated. 

• Failure to submit meeting minutes within three business days after each weekly meeting with 
the DEPARTMENT’s Project Manager will result in a reduction in payment of $100 per 
occurrence per day until the meeting minutes have been received. 

• Failure to submit SOG updates by the first day of March and September of each fiscal year will 
result in a reduction in payment of $100 per occurrence per day until the SOG has been 
satisfactorily received. 

• Failure to submit the TSM&O Operations Strategic Business Plan within six months after the 
issuance of the first LOA will result in a reduction in payment of $100 per day until the submittal 
of the strategic business plan has been satisfactorily received. Severe Incident Response Vehicle 
Services (SIRV) 

The infractions that shall result in the assessment of Financial Consequences for Non-Performance shall 
include: 

6.4.1 If at any time a SIRV Vehicle and Operator are unavailable for incident response — unless truck(s) 
are not available due to unforeseen circumstances, mechanical problems, accident outside of the 
control of the VENDOR, etc. — the monthly invoice shall be reduced by $500.00 per occurrence, per 
truck, per hour of service not provided. 

6.4.2 If at any time, the SIRV operator chooses not to respond to a dispatch, unless due to extenuating 
circumstances (road closed, multiple incidents, dangerous or hazardous conditions jeopardizing safety or 
well-being, etc.), and the incident lasts more than 120 minutes – the monthly invoice shall be reduced 
by $500.00 per occurrence. 

6.4.3 Not meeting the On-Call In-Route time unless due to extenuating circumstances – road closed, 
multiple incidents, dangerous or hazardous conditions jeopardizing safety or well-being, etc. – the 
monthly invoice shall be reduced by $250.00 per occurrence, beyond the 20-minute response time. 

Florida’s Road Rangers 
District 4 Palm Beach Road Ranger Sample contract language: 

The infractions that shall activate the invoice payment reductions for Non- Performance shall include, 
but are not limited to: 

• Failure to replace Contractor’s Project Manager within 90 days of date of vacancy shall be 
subject to a fine of $500 per day until a qualified replacement is found. 

• Sleeping on Duty - $500.00 per occurrence/per day. An Operator caught sleeping on more than 
three occasions will be terminated. 

• Provide DEPARTMENT Project Manager with invoicing by the fifth working day of each month - 
$500.00 per occurrence/per day. 



 
• Tampering, removing, disengaging or disabling radio/video components - $500.00 per 

occurrence/ per day and may result in termination of the Operator and/or the Contract. 
• Not providing proof from a licensed medical practitioner that all Operators are drug free in 

accordance with Section 112.0455 - $500 per occurrence. 
• Failure to replace Contractor’s Project Manager within 90 days of date of vacancy shall be 

subject to a fine of $500 per day until a qualified replacement is found. 
• Sleeping on Duty - $500.00 per occurrence/per day. An Operator caught sleeping on more than 

three occasions will be terminated. 
•  Provide DEPARTMENT Project Manager with invoicing by the fifth working day of each month - 

$500.00 per occurrence/per day. 
• Tampering, removing, disengaging or disabling radio/video components - $500.00 per 

occurrence/ per day and may result in termination of the Operator and/or the Contract. 
• Not providing proof from a licensed medical practitioner that all Operators are drug free in 

accordance with Section 112.0455 - $500 per occurrence. 
• If at any time a Service Patrol Vehicle and Operator are unavailable for routine beat patrol or 

dispatch - $100.00 per hour, for each hour service is not provided. 
• Not deploying the backup vehicle within 30 minutes from the breakdown of the regular vehicle - 

$100.00 per occurrence and in combination with Service Patrol Vehicle and Operator are 
unavailable for routine beat patrol ($100.00 per hour until the vehicle is made available.) 

• Service Patrol Vehicles not equipped with vehicle logos - $100.00 per occurrence/ per day. 
• No cellular telephone or inoperative telephone - $100.00 per occurrence/per day. 
• Unauthorized leave of Service Patrol Vehicle from Service Patrol Beat- $100.00 per 

occurrence/per day. 
• Unauthorized Service Patrol Shift Change - $100.00 per occurrence/per day. 
• ** The list above is not inclusive of all Non-Performance payment reductions. For any Non-

Performance payment reductions not listed above, the DEPARTMENT shall assess a payment 
reduction between the amounts of $50.00 and $500.00 per occurrence and/or per day, 
depending on the severity of the infraction. 

The table shows the road ranger penalties: 



 

 



 

 

Appendix C-Relevant Sources and Links 
Michigan Statewide Transportation Operations Center (STOC) - Summary, monthly and annual reports 
https://www.michigan.gov/mdot/0,4616,7-151-9615_44489_70181---,00.html 

Michigan Transportation Operations Center (TOC)  

https://www.michigan.gov/mdot/0,4616,7-151-9615_44489_69903---,00.html 

MDOT STOC April 2018 monthly report 

https://www.michigan.gov/documents/mdot/2018-
04_STOC_Monthly_Peformance_Measures_624123_7.pdf 

Michigan’s Traffic Incident Management Effort: Progress and future vision 

https://transportationops.org/publications/michigans-traffic-incident-management-effort-progress-and-
future-vision  

Florida DOT Severe Incident Response Vehicle 

 http://www.smartsunguide.com/pdf/SIRV.pdf  

https://www.michigan.gov/mdot/0,4616,7-151-9615_44489_70181---,00.html
https://www.michigan.gov/mdot/0,4616,7-151-9615_44489_69903---,00.html
https://www.michigan.gov/documents/mdot/2018-04_STOC_Monthly_Peformance_Measures_624123_7.pdf
https://www.michigan.gov/documents/mdot/2018-04_STOC_Monthly_Peformance_Measures_624123_7.pdf
https://transportationops.org/publications/michigans-traffic-incident-management-effort-progress-and-future-vision
https://transportationops.org/publications/michigans-traffic-incident-management-effort-progress-and-future-vision
http://www.smartsunguide.com/pdf/SIRV.pdf


 
Equipment carried on SIRV trucks, description, SIRV Patrols, SIRV Team Training 
 http://kms.timnetwork.org/getAttach/37/AA-00280/SIRV.pdf  

Iowa DOT TMC video 

 https://www.youtube.com/watch?v=2GJG3gg0TWQ  

Iowa DOT TMC monthly report 

 https://iowadot.gov/performance/safety  

Florida’s Turnpike 2017 Incident Management Report 

https://transportationops.org/publications/2017-floridas-turnpike-enterprise-incident-management-
report  

Safety Service Patrol Priorities and Best Practices 

https://ops.fhwa.dot.gov/publications/fhwahop16047/fhwahop16047.pdf  

NOCoE VPE TMC Staffing 

https://transportationops.org/ondemand-learning/tmc-staffing-operations  

Appendix D – Michigan DOT Transportation Operations Centers 
Statewide Transportation Operations Center (STOC) 

The Statewide Transportation Operations Center (STOC) focuses on MDOT’s goals of incident 
management, crash reduction, traveler information, and congestion reduction. STOC provides motorists 
with real-time travel information and partners with emergency responders to provide response services 
to traffic crashes, saving lives, time, and money. 

STOC serves motorists in MDOT’s Southwest, University, Bay, North, and Superior Regions, and also 
provides overnight operations for Grand Region. This center, which began formal operations in May 
2011, oversees a traffic monitoring system covering 1,260 freeway miles across both peninsulas of 
Michigan and operates 24 hours a day, 7 days a week, 365 days a year. 

Infrastructure includes: 

o 133 Traffic Surveillance Cameras 

o 58 Dynamic Message Signs 

o 9 Travel Time Signs 

o 5 Truck Parking Availability Signs 

o 111 Vehicle Detectors 

http://kms.timnetwork.org/getAttach/37/AA-00280/SIRV.pdf
https://www.youtube.com/watch?v=2GJG3gg0TWQ
https://iowadot.gov/performance/safety
https://transportationops.org/publications/2017-floridas-turnpike-enterprise-incident-management-report
https://transportationops.org/publications/2017-floridas-turnpike-enterprise-incident-management-report
https://ops.fhwa.dot.gov/publications/fhwahop16047/fhwahop16047.pdf
https://transportationops.org/ondemand-learning/tmc-staffing-operations


 

 

FIGURE 1Michigan region office locations 

 

Southeast Michigan Transportation Operations Center (SEMTOC) 

• The Southeast Michigan Transportation 
Operations Center (SEMTOC) is the hub of ITS 
technology applications at the Michigan 
Department of Transportation. It is a world-
class traffic management center where staff 
oversees a traffic monitoring system 
composed of 400 freeway miles instrumented 
with: 
 
• Over 241 Closed Circuit TV Cameras  
• Over 94 Dynamic Message Signs  
• Over 144 Microwave Vehicle Detection Sensors in conjunction with Probe Traffic Detectors  
 
SEMTOC uses an integrated software system that includes device control, incident management 
functions, ATIS capabilities, and a complex hybrid communications system comprised of: 
 
• OC-48 SONET fiber optic ring backbone  
• 9 microwave communication hubs/node towers  



 
• More than 150 spread spectrum radio links, and coaxial cable  
 
SEMTOC facilitates area-wide management of traffic through shared connections with: 
 
• The Road Commission for Oakland County Traffic Operations Center 
• Local media partners  
 
The MI Drive website is the direct link between SEMTOC and the public. The site is updated in 
real time with:  
 
• Freeway Incidents  
• Construction  
• Camera Feeds  
• Speed Data 
 
The system is being continually expanded to include coverage along all Metro Detroit area 
freeways. ITS devices have expanded on I-94 and I-69 in St. Clair County, providing motorists 
with real-time information regarding conditions at the Blue Water Bridge and surrounding 
freeways. MITS will continue to close the gaps in the coverage area in the upcoming years. 

West Michigan Transportation Operations Center (WMTOC) 

 

The West Michigan Transportation Operations Center (WMTOC) focuses on MDOT’s goals of improving 
safety, mobility, and economics through incident management, crash reduction, and traveler 
information activities. To help meet these goals, WMTOC operators monitor more than 1,800 miles of 
freeways and arterial roadways in the 13 counties of MDOT’s Grand Region. 

WMTOC operators assist the public and local agencies with incident management support, traffic 
monitoring, and dynamic message sign (DMS) activation. The operations team actively coordinates with 
first responders to provide motorists with up-to-date traveler information. 

http://www.michigan.gov/drive


 
Additionally, WMTOC provides critical notifications to stakeholders of high-impact incidents on the 
roadways in real-time. WMTOC operators place calls to local agencies, communicate with first 
responders through phone and 800 MHz radios, and send high-impact e-mails to stakeholders. 

WMTOC utilizes ITS infrastructure to collect and distribute information, including traffic cameras, 
dynamic message signs, vehicle detection stations, environmental sensor stations, and a variety of 
software and analytics. Devices are deployed along the region freeway system and on some arterial 
roadways in Grand Rapids. There is also coordination with the region traffic signal systems operated by 
MDOT and the city of Grand Rapids (Device Coverage Map ) 

 

 

https://www.michigan.gov/documents/mdot/WMTOC_Device_Location_Map_617421_7.pdf
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