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A\ CONTACT CENTER - VOLUME A
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Number of Inbound Calls

m2021 w=2022

90,000

80,000

70,000

60,000

50,000

40,000

Total Q1 2021: 192,458 e
Total Q1 2022: 229,624
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= CSAT remains consistent at 98.8%
= NPS up at 78.00%
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EMAILS MONTHLY
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= Email continues to trend higher overall
= Received 24,277 emails in Q1
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WRAP-UP DATA
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ACCOUNT UPDATES TRANSFER TO SECURE BILLING QUESTIONS PAYMENT REGISTRATION HOLD MISREAD PLATE ONLINE PORTAL

IVR OR DISPUTE
DISPOSITIONS

= Call trends remain mostly consistent
= Misread Plate has come down and Registration Hold has gone up
= Transfer to Secure IVR continues to go up
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E470 ADVANCED ACCOUNT ADVISORS

AAA CALL VOLUME
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= 20,349 calls in Q1

7,852
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TOTAL TRANSPONDERS FILLED
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= 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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Number of Images Processed

m2021 m=m2022
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Total Q1 2021: 12,306,763
_ Total Q1 2022: 17,879,211
Increase over 2021: 45.3%
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*Represents paid lookups from Penn Credit, LES/Duncan Solutions, Nebraska and Wyoming
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PRINTED MAILINGS
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A PRINT & POSTAGE COST
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Accounts
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MARKETING & COMMUNICATIONS

ExpressToll Accounts Opened By Type

Jan-22

Feb-22

Mar-22

M Retail (3%)

235

185

243

M CSR (36%)
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3,095

4,024

M Web (61%)

8,807

7,184

7,442




A MARKETING & COMMUNICATIONS
E470

YTD Marketing and Communications

t
Analytics - 2022 YTD Budget YTD Revenue Promo Accounts

$133,271.62 $101,450.56 3,289

Net Income / New
Account

Mktg. Spend/New Promo

Net Income ROI
Account

Revenue / New Account

$40.52 $30.85 ($9.67) ($31,821.06) -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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MARKETING & COMMUNICATIONS

Monthly New Accounts and Revenue Generated

$14,693.86

12,314

11,597

11
211,34 $10,333.25

1166 992 1147

January February March

I Promo New Accounts I Total New Accounts == Promo New Account Revenue
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Monthly New Account Generation in Top Four Promotional
Categories

CSR Promo

262

507
LPT Inserts

461

271
Email Marketing

Paid Advertising

o
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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,
ClIG.
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START SAVING

MORE AND WIN ¥

= Q1 Advertising Outlets:
FAST LANE “. . Facebook & Instagram

TO SAVINGS 9 . Website display ads

> . Google Ad Words

PAY LESS,

WlTH EXPRESSTOLL

GO AHEAD,
TAKE THE

>EAS Y WAYY
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E470 EMAIL MARKETING - OVERVIEW

Q1 Transactional Email Campaign Success

75.4%
Transponder Status
49.8%
43.6%
Update Credit Card
52.3%
Negative Balance
45.6%
0.0% 10.0% 20.0% 30.0% 40.0% 50.0% 60.0% 70.0% 80.0%

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.



EMAIL MARKETING - OVERVIEW

Q1 New and Closed Account Email Success

E470

65.3%

12,000

10,000

8,000

50.4%

6,000

4,000

2,000

1,594

Welcome to ExpressToll Remedy Deactivated Account

mm Avg. # Emails Sent/Month - Avg. Monthly Open Rate
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’% EMAIL MARKETING — NEGATIVE BALANCE

Q1 Negative Balance Campaign Action

$140,000 27.5%
27.2%

27.0%
$135,000

26.5%
$130,000

26.0%
$125,000 25.5%

25.0%
$120,000

24.5%
$115,000

24.0%

-$134,086 -$126,043 -$118,708

$110,000 23.5%

January February March

EEN Payment Amt./Month ~ ===Payment Rate
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Q1 Social Media Snapshot

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

‘ . Engagements 211 384 42 422 378 1,437
E 470 Engagement 1.05% 12.38% 5.14% 35.08% 25.23% 15.78%
Rate
®

Reach 178,413 21,600 9,388 2,597 15,200 227,198
Followers 4,447 355 4,802
Engagements 68 9 77
Expressioll
® Engagement 1.53% 2.54% 2.04%
Rate

Reach 2,354 894 3,248
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SOCIAL MEDIA

Q1 Top Social Media Posts

t E-470 Public Highway Authority

We appreciate the many businesses, big and small, who utilize E-470 to drive
economic development along the corridor. We know time is money and
understand how important it is to have a safe, reliable, and guick route for
transporting your company's equipment, materials, products and, most
importantly, team members, That's why we worked with the Colorado Motor
Carriers Association to develop a program offering discounted toll rates
exclusively to ExpressToll custorners with 3+ axle vehicles on E-470.

All 3+ axle vehicles with a valid ExpressToll account and sticker tag receive a 5%
rate reduction on all E-470 tolls regardiess of time or location, and an additional
time of day discount of 20% from 9 am. to 12 p.m.

If you're not an ExpressToll customer, your company is missing out on the savings!
Check out our website for program details: https://inkd.in/gUnPbyfF

E-470 3+ Axle Pilot Program | E-470

E470
E470 @EATO
We greatly value our partnership with Colorado State
Patrol. Thank you to the Troopers who help make sure
E-470 is safe for all travelers. We appreciate you,
@CSP_E470! #LawEnforcementAppreciationDay
#LEAD2022

B :
Thank You, CSP!

| B

@ E-470 Public Highway Authority
Pul 1 3
What a beautiful sight & toll ra

9:00 AM - Jan 8, 2022 - Hootsuite Inc. with the new, LOWER rates for 2

We look forward to doing this again in 2

Il View Tweet analytics N
approval.

7 Retweets 27 Likes

4,991

People reached

w"H® 75

Engagements

are now updated

2024, with board

Boost post

Q‘% e470pha

b _" . . ; =

Many Thanks to Our

GUSHUNGER

Participents and Sponsars

THINS

: e |
| TODAY WE PACKAGED

15,000

MEALS

USHUNGER = #HungerHero

Qv . N

@5 = Liked by terbear18 and 9 others

e470pha E-470 was well represented at
#IBTTATechSummit2022!

View insights

Mike Hancock, Tolling Operations Manager, saton a
procurement panel, and Taylor Webb, Data Analytics
Engineer, gave a presentation during the Smart Data
breakout session. Our team also supported the service
project for US Hunger by helping pack 15,000 meals for
families in need. #E470Proud @ibtta

March 22

/




E470 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

ONews (23,570 viewers)
| Getting Help on the Roads

W22\ ZYVNE E- 470 Roadside Assistance: 303-537-3400

Now 6° |TopAy 20°L3| Fri 34°Ed| sat 55°BA| sun 59° H

Reactive Media (not all inquiries resulted in a story)
= Denver Post

Spike in Coverage

= AAA World

= Fox 31 = Plane Crash on E-470
= CO Community Media/Centennial Citizen Newspaper = Sign Replacement

= Denver/ Work & Associated

Closures
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 Jessica Carson | E-470 Operations Director
e 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

i ExpressTol]

Public Highway Authority
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