MDTA |

Maryland
Transportation
Authority

Larry Hogan
Governor

Boyd K. Rutherford
Lt. Governor

Pete K. Rahn
Chairman

Katherine Bays Armstrong
Peter J. Basso

William H. Cox, Jr.
William C. Ensor, I

W. Lee Gaines, Jr.
William K. Hellmann

John Von Paris

Kevin C. Reigrut
Executive Director

2310 Broening Highway
Baltimore MD 21224
410-537-1000
410-537-1003 (fax)

711 (MD Relay)
1-866-713-1596

e-mail: mdta@
mdta.maryland.gov

www mdta.maryland.gov

February 23, 2017

The Honorable Thomas M. Middleton
Chairman

Senate Finance Committee

3 East Miller Senate Building
Annapolis, MD 21401

Chairman Middleton and Members of the Committee:

I am to writing to follow up to our discussion regarding the Maryland
Transportation Authority’s (MDTA) customer service efforts. specifically
related to video tolling. As you know, I began my tenure as the Executive
Director of the MDTA on January 1. 2017, Focusing on continuously
improving our customer service relationships has and will continue to be one
of my top priorities. Since January, I have gained insight about how we can
enhance our customer service efforts and initiatives already underway to do
S0.

Immediately after being appointed, I met with staff to evaluate our processes
and determine what changes could be made at the agency to better serve our
customers.  While noting that many of the necessary process changes and
customer service concerns can and will be addressed by the third-generation
(3G) electronic toll collection system procurement currently underway. it was
clear to me that more needed to be done in the interim. To drive these needed
changes. MDTA is focused on improving customer experiences and outcomes
by resolving matters in favor of our customers whenever possible using the
authorities granted to us by the legislature. Specifically, there are three key
areas where we will focus.

Lapses in customer credit card information: This oceurs when a customer
has not kept their credit card information current, such as not providing an
updated expiration date. Out-of-date credit card information prevents MDTA
from billing the credit card account, causing an E-ZPass account to go into a
negative balance after repeated use. A video toll is then incurred and, if the
video toll is not paid within 45 days, a civil penalty is assessed. In this
circumstance, when MDTA is made aware of such an unintentional lapse, we
will assist the customer by updating their account information and waiving
associated civil penalties.

MDTA mailings and notifications: When a video toll is incurred, MDTA
obtains the registered owner’s mailing address from the Motor Vehicle
Administration (MVA) or an out-of-state motor vehicle agency. Although
Maryland law requires drivers licensed in the State to provide an updated
address to MVA within 30 days of an address change, some drivers may fail to
to do so. As a result, MDTA mailings may be sent to the incorrect address.
which does not offer the opportunity to contest the toll or pay in a timely
manner. Upon notification that MDTA notices were mailed to the wrong
address for whatever reason, MDTA will update the customer’s address and
waive civil penalties associated with not receiving the notice of toll due.
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the program, the customer service center contractor will meet with the MDTA at least annually
to identify elemehts of the system or the contractor’s operations that could be improved to the
benefit of MDTA and its customers. This includes activities such as improving the customer
experience and eghancing the efficiency and safety of toll systems and toll collection operations.
Since this is an open active procurement, | am unable to share more specific information, except
to emphasize that the MDTA is eager to have both contracts awarded in late 2017 in to order to
take full advantage of the enhanced flexibility and accountability that the new contracts will
provide.

In closing, as the Executive Director of MDTA, 1 offer you my personal assurance that providing
MDTA customers with quality customer service is and will continue to be a priority and focus
for me, our Acting Director of EZ-Pass Operations, and our staff. To drive this outcome, we
are currently conjvening a workgroup to identify challenges and opportunities for enhanced
customer service, |both in advance of the new contract and well into the future. Should you have
any questions regarding the MDTAs customer service plans, please feel free to contact me at
410-537-1001.

Sincerely,

L

Kevin C. Reigrut
Executive Director

Cc: Senator Rogen Manno, District 19




Maryland Transportation Authority
Suggested Board Agenda Timeline: Video Toll Enforcement

Meeting #1: February 23,2017

At the February Board meeting, Executive Director Kevin Reigrut advised the Board of significant
legislative interest regarding the video toll and citation process and suggested a review of the process.

Meeting #2: March 30, 2017

During the March Board meeting, staff would seek approval of a resolution directing the study of video
toll enforcement related issues, specifically focused on the current $50 civil penalty as established in
COMAR. Information regarding current operations, customer service, national trends, changes in future
operations resulting from the 3" Generation Electronic Tolling systems, goals, and enforcement options
would be presented in order to educate and facilitate discussion for the Board.

1. Resolution

Meeting #3: April 27, 2017

During the April Board meeting, staff would present an informational item to the Board establishing a
framework of understanding of the video toll process history, current operations, successes, and
challenges.

2. Background
a. Statute
i, 2013 Session
2015 Session
3. Current process
a. Notjcing Process
b. Trip|Construction
c. Bundling
d. MVA Look Up
4. Current experiences
a. Positive
b. Negative
5. Revenue Implications
a. Reduced Civil Citation Revenue
b. Reduced Cost of Uncollected Toll Enforcement
c. Cost/Per Transaction
6. Customer Service
a. Actual examples
b. Challenges with execution
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