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Quarterly Operations Dashboard Report
First Quarter
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CONTACT CENTER - VOLUME

 CSAT remains consistent at 98.8%
 NPS up at 78.00% 
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Total Q1 2021: 192,458
Total Q1 2022: 229,624

Increase from 2021: 19.31%



CALL CENTER - EMAILS

 Email continues to trend higher overall
 Received 24,277 emails in Q1
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CALL CENTER – CALL DRIVERS
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 Call trends remain mostly consistent
 Misread Plate has come down and Registration Hold has gone up
 Transfer to Secure IVR continues to go up



ADVANCED ACCOUNT ADVISORS

 20,349 calls in Q1
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ADVANCED ACCOUNT ADVISORS

 132,495 transponders filled in Q1
 Transponder fulfillment has increased since 2020 and 2021
 1,233 walk-up customers in Q1
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IMAGE PROCESSING
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Total Q1 2021: 12,306,763
Total Q1 2022: 17,879,211
Increase over 2021: 45.3%



DMV LOOKUPS
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PRINTED MAILINGS
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PRINT & POSTAGE COST
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MARKETING & COMMUNICATIONS
ExpressToll Accounts Opened By Type
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Jan-22 Feb-22 Mar-22
Retail (3%) 235 185 243
CSR (36%) 3,360 3,095 4,024
Web (61%) 8,807 7,184 7,442



MARKETING & COMMUNICATIONS

 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

YTD Marketing and Communications 
Analytics – 2022 YTD Budget YTD Revenue Promo Accounts

$133,271.62 $101,450.56 3,289

Mktg. Spend/New Promo
Account Revenue / New Account Net Income / New 

Account Net Income ROI

$40.52 $30.85 ($9.67) ($31,821.06) -24%



MARKETING & COMMUNICATIONS
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MARKETING & COMMUNICATIONS

145

157

461

262

140

226

322

188

86

271

507

128

0 100 200 300 400 500 600

Paid Advertising

Email Marketing

LPT Inserts

CSR Promo

Monthly New Account Generation in Top Four Promotional 
Categories

January February March

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 planned by our advertising agency, 
CIG.



MARKETING & COMMUNICATIONS

 Q1 Advertising Outlets:
• Facebook & Instagram
• Website display ads
• Google Ad Words



EMAIL MARKETING - OVERVIEW

 Action Rate: Percentage of customers in the category who corrected their account.
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EMAIL MARKETING - OVERVIEW
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EMAIL MARKETING – NEGATIVE BALANCE
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SOCIAL MEDIA

Platform Facebook Twitter Instagram LinkedIn Road Updates Total/Average

Followers 20,088 3,103 817 1,203 1,498 26,709

Engagements 211 384 42 422 378 1,437

Engagement 
Rate

1.05% 12.38% 5.14% 35.08% 25.23% 15.78%

Reach 178,413 21,600 9,388 2,597 15,200 227,198

Q1 Social Media Snapshot

Platform Facebook Twitter Total/Average

Followers 4,447 355 4,802

Engagements 68 9 77

Engagement 
Rate

1.53% 2.54% 2.04%

Reach 2,354 894 3,248



SOCIAL MEDIA
Q1 Top Social Media Posts



MEDIA RELATIONS
Proactive Media
 March 9 – CBS4 story about Roadside Assistance 

helping E-470 customers during inclement weather
 35,440 viewers

 March 24 – Traffic Advisory for Sign Replacement Work
• Picked up by Aurora Sentinel, Denver Gazette, and 

9News (23,570 viewers)

Reactive Media (not all inquiries resulted in a story)
 Denver Post
 AAA World
 Fox 31
 CO Community Media/Centennial Citizen Newspaper
 Denver7

Spike in Coverage
 Plane Crash on E-470
 Sign Replacement 

Work & Associated 
Closures



CONTACT INFORMATION

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

• Tricia Morales | E-470 Customer Service Manager
• 303-242-1717
• tmorale@e-470.com

• Beau Memory |  E-470 Executive Director
• bmemory@e-470.com

E-470.com |        ExpressToll.com

mailto:jcarson@e-470.com
mailto:bemberl@e-470.com
mailto:tstewart@e-470.com
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