Funding/Ops Innovations:
The Tale of Two Toll Roads

Tamara Rollison
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Challenge I 495 is one of the most congested roads in the
U.S., can’t build out of congestion,
travelers want a rellable trlp, affluent reglon




495/95
Express Lanes

Express Lanes stretch more
than 40 miles

vehicles with 3 or
more people drive free,
solo drivers pay a
variable toll
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Challenge: Midtown Tunnel was the most heavily traveled
two-lane road east of the Mississippi, area surrounded by
water, tunnel located in financially distressed area
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Under the Elizabeth River, the New Midtown Tunnel
opened in 2016, electronic tolling started
during construction in 2014




Goal: move more people with fewer
cars, high E-ZPass use
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Classic marketing model

Construction
communications led
by state: Build
support, prepare for

construction impacts Express Lanes

through intensive Familia rity comml.mications led
by private sector:

Awareness

media, '
grassroots outreach d Toutt bhenef’:tS,
. . . educate how to use
and some paid Consideration facility TS Ra
marketing -

Trial people to get
transponders

though extensive
outreach and
aggressive paid
marketing

\vDOT



Construction communications pushed
key benefit message

New construction — and new travel
options — are coming to [-495




Construction
based
communications

Themes:
Choices Ahead
Know before you go

Transit Map |

Tramsit
Schedules

Travel Options } o

e

New cpnstruction - qnd new travel
options — are coming to 1-495

d 3 major o a.l:i"g

mVIRGINIA
IVIEGA irginia of Rail and Public Transportation

24/ PROJECTS

w 195 HOV/HOT Lanes

I-495 HOT LANES
CONSTRUCTION

o - ™



Tysons Express

Commuter assistance
program provided bus

| AA ; / . . .
Tl BN |, ___,q services during construction
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From HOT lanes to the one,

EXpresslanes
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495ExpressLanes.com

Express Lanes ,,.a 95 Lanes'-z"

communications { NOWOPEN :!

vf‘ 95ExpressLanes.com
Focus: ﬂ

Educate and convert

e | I &

The 95
Express Lanes
give you more
time for what's

jmportant
toyou.

G

ExpressLanes
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How do you
use lanes,
travel and

pay

USING THE EXPRESS LANES
ExpresslLanes

ROADWAY INFO

How Do You Travel?

| Drive Myself | Ride in a Carpool

=0’

| Take the Bus | Ride in a Vanpool

| Operate a Bus

| Drive a Taxi

Looking to explore more travel options?

YOUR TRAVEL OPTIONS

-
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— Enforcement Official
Trd e,
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ExpresslLanes

USING THE EXPRESS LANES ROADWAY INFO

Using the Lanes

The 495 Express Lanes include two lanes on both the inner and outer loop of
the Capital Beltway in Northern Virginia. The Lanes span approximately 14
miles on the Beltway and are also located in the center of the highway. They
are separated from the regular lanes by white posts which drivers should never
attempt to pass through.

LEARN HOW TO ACCESS THE LANES »

ABOUT

MISSED A TOLL? GOT ALETTER?

| Drive a Hybrid/

al-lave Clean Fuel Plates

| Ride a Motorcycle | Drive a Truck/

- al:nmmen:ial Vehicle

DY

| am a Law | Am from OQut of Town

'YOUR TRAVEL OPTIONS ABOUT

conTacTs - | sioN nvrecisTER -)

MISSED A TOLL? GOT ALETTER?

L
Mount it @

E-ZPass 101

Learn how to properly use your E-ZPass.

WATCH NOW
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| @ EXPRESS LANES

| drive with ease to work meetings,
doctor's appointments, and picking up
my son from school without getting
stuck in traffic.

- Yvette M.
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e 59% of area drivers have used
Express Lanes

e 75% customer satisfaction

* Average daily trips on 495 Express
Lanes increased by 71% from March
2013 to March 2016

* Average daily trips on 95 Express
Lanes increased by a third from
March 2015 to March 2016

e More than 795,000 E-ZPass
- transponders*

Source: Transurban

*VDOT
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Challenges:

Toll collection started BEFORE construction,
had two months to get 75,000 E-Zpass
transponders out in service, negative
media coverage

Marketing plan was basic:
Get your E-Zpass NOW
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Reaching our primary audience

6:00 a.m.
9:30 p.m. Tunnel Traveler Wakes 6:30 a.m.
: U
Spends Time P Reads Local News &

ewspaper

Online
8:30 p.m. onine Radio &
Watches TV TV Spots 7:00 a.m
TV Spots Radio Commutes To
Work
Spots
5:45 p.m. g
Goes Back Roadside Roadside
Banners &
Through Tunnel Banners & /
- Electronic | . 7:30 a.m.
ectronic Stops for

Signs Online :
Banners Signs Coffee and Gas

5:30 p.m.
Commutes 5:00 p.m.

Back Home Checks Online Before
Leaving Work
\WDOoT

8:00 a.m.
Goes Through Tunnel




Downtown and Midtown Tunnels:

Tolling starts Feb.1

3 easy ways to
get your E-ZPass now.

www.EZPassVA.com Customer Service Centers Call 1-877-762-7824
NORFCLK: 1701 Church Street
PORTSNOUTH: Victary Crossings Shapping Contor
A010 Victory Boulevard

Getting a new E-ZFass is now easier than ever. Go online. Visit &

EM' Service Center, or other convenient locations. Or call us tol- free

to get yours today. Hurry, you'll want an E-ZPass on the Downtown
and Midtown Tunnels when all-electronic tolling starts February 1.

Starting Feb.1: No toll booths. No cash. No stopping. \\/DDT

Downtown and Midtown Tunnels

Downtown and Midtown Tunnels:

Tolling starts Feb.1

Your E-ZPass is
just a click away.

-4

Go to EZPassVA.com to get your E-ZPass now!

E’m' Getting a new E-ZPass is now easier than ever, Just go online to order yours today!
But hurry, you'll want an E-ZPass on the Downtown and Midtown Tunnels when all-

electronic toliing starts on February 1.

Starting Feb.1: No toll booths. No cash. No stopping. \\/DDT

Tolling starts Feb. 1
Get your =S98 now!
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Notice Campaign

Focus:
Countdown is on to get
your E-Zpass

ervmmpmwrn £.7PASS INFORMATION



80K+
transponders
issued in 60 days

e Over four months, E-ZPass
transponders in the market
increased by 213%

* 76% of tunnel users pay by using
their E-ZPass

* Toll relief program for financially
distressed tunnel users to begin,
first of its kind in the nation

E-ZPass education campaign
under way
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Lessons learned

The foundation - the right team, the right roles
Marketing 101 - awareness leads to conversion
Clear goals - fewer the better

Strategic - broad and targeted, research-based
Strong brand - consistent and straightforward
Notice campaigns — simple works

Date-driven E-ZPass campaignh — countdown

Ongoing education — measure and adjust
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