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Number of Inbound Calls
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CONTACT CENTER - VOLUME

m2020 w2021

Total Q2 2020: 175,308
Total Q2 2021: 194,027
Increase over 2020: 10.7%
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= CSAT very strong for Q2 at 98.9%
= NPS remains strong at 80.34%
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EMAILS MONTHLY
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= Email continues to trend higher overall
= We received 21,111 emails in Q2
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WRAP-UP DATA

Apr-21 May-21 HmJun-21

2
<
©
~ o
< % N
™~ [o0]
o =
< [*)]
(90
R
X o R R ¥ R
& 5 25 g 38 S
4 S 3 3 X 3 5 N OR e 2
M~ — (o)} =) or)
X N SIS © & o
> R g T 3 R o® R
o v - S X 9 5 9 9
. © o © o o o
ACCOUNT UPDATES TRANSFER TO BILLING PAYMENT REGISTRATION MISREAD PLATE ONLINE PORTAL C-470 INQUIRIES
SECURE IVR QUESTIONS OR HOLD
DISPUTE

DISPOSITIONS

= Call trends remain mostly consistent
= Added Transfer to Secure IVR in April
= Misread Plate continues to be slightly higher than 2020
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= 20,826 calls in Q2
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TOTAL TRANSPONDERS FILLED

m 2019 m2020 m2021
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42,312
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38,139
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= 123,891 transponders filled in Q2

= Transponder fulfillment continues to be lower than years past, but
coming back from 2020

= Walk-up Customer Service Center opened in June

31,460
29,683
36,727
37,781
24,410
26,854

51,882

32,083

JUNE

46,756
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m2020 w2021
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Total Q2 2020: 8,916,923
Total Q2 2021: 11,855,159
1,000,000 | : | Increase over 2020: 33%
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Number of Assists

2020 w2021
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Total Q2 2020: 2,368

Total Q2 2021: 3,931 e
Increase over 2020: 66%
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* Note: A customer assist includes contacts for Flat Tires, Fuel, Fluid, Phone, Mechanical, Jumps, Directions, Other, Tows, No Assist, and Accidents

= Significant increase in Mystery Driver Surveys from May (69) to June (286)
= RArefresher training at TIM track initiated
= Hired FT TMC Operator

= Resumed use of iPads for customer surveys
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YEAR-TO-DATE
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E470

YTD Marketing and Communications

t
Analytics - 2021 YTD Budget YTD Revenue Promo Accounts

$195,380.00 $242,285.00 6,000

Net Income / New
Account

Mktg. Spend/New Promo

Net Income ROI
Account

Revenue / New Account

$32.56 $40.38 §7.82 $46,905.00 24%

= Marketing Spend / New Promo Account = YTD Budget / Promo Accounts

= Revenue / New Account = YTD Revenue / Promo Accounts

= Net Income / New Account = (Revenue / New Account) — (Mktg. Spend /
New Promo Account)

= Net Income = YTD Revenue — YTD Budget

= ROI = Net Income / YTD Budget
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E470
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ExpressToll Accounts Opened By Type

0
Jan-21 Feb-21 Mar-21 Apr-21 May-21 Jun-21
i Retail (3%) 201 164 235 180 199 291
M CSR (36%) 2,440 2,435 3,041 2,814 2,300 3,199
M Web (61%) 4,150 4,093 5,278 5,655 5,701 7,205




P
A% MARKETING & COMMUNICATIONS

15000
14000
13000
12000
11000
10000
9000
8000
7000
6000
5000
4000
3000
2000
1000

Monthly New Accounts and Revenue Generated

$9,477.48
8,469 s 8,566 $8,41?§.§1%5
7,85 f
$7,395.80 =5
6,727 6,586
$5,09
893 808 994 1015 995
January February March April May
I Promo New Accounts I Total New Accounts Promo New Account Revenue

= The number of promo new accounts opened was trending with overall new
accounts opened throughout Q2

$13,348.80

10,587

1273

June
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Monthly New Account Generation in Top Four Promotional
Categories
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CSR Promo 36

77
73
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Email Marketing

Paid Advertising 353
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MARKETING & COMMUNICATIONS

CSR Promo: A promo code used by Customer
Service Representatives to open accounts
while helping customers.

LPT Inserts: An ExpressToll advertisement
included in statements sent to License Plate
Toll customers.

Paid Advertising: Accounts opened via paid
efforts with radio, print and digital marketing
partners including Audacy, Fruition, iHeart
Media, Colorado Public Radio, Denver
International Airport and ColoradoBiz
Magazine.
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- Q2 Advertising Outlets:
DEN Airport Signage
« Entercom Radio

 ColoradoBiz
 Colorado Public Radio

d
E47o ad [Fx ressTon

PROVIDING
COLORADOANS
A SAFE AND
RELIABLE
___JOURNEY,

ExpressToII com
1

T ~ Ve A ExpressToll account
= today to start saving.

LOWER TOLLS S EXPRESSTOLL.COM




N EMAIL MARKETING - OVERVIEW

E470

Q2 Transactional Email Campaign Success

Transponder Status

39.2%

39.1%
Update Credit Card

39.6%

Negative Balance

45.7%

0.0% 10.0% 20.0% 30.0% 40.0% 50.0%

B Avg. Monthly Action Rate B Avg. Monthly Click Rate B Avg. Monthly Open Rate

= Action Rate: Percentage of customers in the category who corrected their account.

60.0%

66.4%

70.0%
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EMAIL MARKETING - OVERVIEW

Q2 New and Closed Account Email Success

56.6%

Welcome to ExpressToll

mm Avg. # Emails Sent/Month

47.2%

1,185

Remedy Deactivated Account

= Avg. Monthly Open Rate
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’% EMAIL MARKETING — NEGATIVE BALANCE

Q2 Negative Balance Campaign Action

$300,000 45.0%
[0)
0,
39.1% 40.0%
$250,000
35.0%
, .U
$200,000 30.0%
26.8%
[0)
27.3% 25.0%
$150,000
20.0%
$100,000 15.0%
10.0%
$50,000
5.0%
$141,132 $101,780 $96,922 $124,053.00 $245,590.29 $208,901.07
S_ EE—— I 0.0%
January February March April May June

EEN Payment Amt./Month ~ ===Payment Rate
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Active Social Media Channels:

= E-470 Facebook — 20,061 followers

= E-470 Twitter — 3,006 followers

= E-470 Instagram — 779 followers

= E-470 Road Updates Twitter — 1,329 followers
= ExpressToll Facebook — 4,440 followers

Engagement: The number of comments, likes, Impressions: The number of times our
shares and clicks on our content. content is displayed.
Engagement Impressions
600 542
500 454 ExpressToll Facebook [ 9,094
400 E-470 Road Updates Twitter [ N 54,253
300 531 E-470 Instagram [ 6,661
200 E-470 Twitter [N 42,100
104
63
100 . = E-470 Facebook N 5,47
E-470 E-470 Twitter E-470 E-470 Road ExpressToll . 20,000 40,000 60,000 80,000
Facebook Instagram Updates Facebook

m Impressions
Twitter
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Press Releases

= June 29 — 30" Anniversary & Toll Giveaway
« Picked up by Denver7, Fox31, CBS4
and Aurora TV
* Total of 194,515 viewers

ENED IN 1991

L =

 NEWAT8:00 y
HAPPY 30TH BIRTHDAY, E-470!
AURORA

@ 125 NB C-470 TO SPEER BOULEVARD DRIVE TIMES

4l mph



A\ VEDIA RELATIONS

E470

Media Coverage
151 media mentions across
broadcast, social and print

Spike in Coverage on

= ROADIS

= 30™ Anniversary Toll Credit
Giveaway

= Economic development along E-
470

Notable Mentions
= Upcoming sponsorships
= Future construction/road widening

Top Sources

9News _
Colorado Politics _
mile High CRe ||
Aurora Sentinel _

0 2 4 6 8

B Number of mentions

10
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$115,776

DMV LOOKUPS
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*Represents paid lookups from Penn Credit, LES/Duncan Solutions, Nebraska and Wyoming

1,078,482

$712,407

TOTAL YTD
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CSC LPT

csc
FEB
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111,453
238,533
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5,475
172,941
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LPT
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2,504

48,917
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20 CONTACT INFORMATION

 Jessica Carson | E-470 Operations Director
e 303-877-7334
* jcarson@e-470.com

* Bruce Emberley | E-470 Operations Manager
e 303-815-9367
* bemberl@e-470.com

e Tim Stewart | E-470 Executive Director
e 303-537-3745
* tstewart@e-470.com

E-470.com | ExpressToll.com

Expressioll ]

E470

Public Highway Authority
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