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2022 Annual Customer Experience Survey Overview

The following is an overview report of the results from our year-end 2022 Annual Customer
Experience Survey. The survey distributed to our customers via email, social media and the website,
and was available from October through December 2022. The survey questions address level of
satisfaction and preferences on payment methods, road conditions, communication channels and
more. We received 35,045 survey responses that will be used to make the E-470 and ExpressToll
customer experience even better. Thank you for your feedback!

Survey conducted by:

PROPONISI
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Please choose your account type.

License Plate Toll
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How satisfied are you with License Plate Toll Services? Asked only to License Plate Toll
customers.
Average score: 4.59
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What is your preferred method of paying your tolls? Asked only to License Plate Toll customers.

Registered online with credit card on file

Pay online

Pay by phone

Pay by check

Paying cash at the ExpressToll Service Center

o
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Why do you prefer the payment method indicated in the previous question? Asked only to
License Plate Toll customers.

| do not want to put a credit card on file

| do not want to pre-pay my tolls

| prefer to speak with a customer service representative
when making a payment

| am not aware of the ExpressToll option

o
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Is there another payment method that you would prefer that is not listed above? Asked only to
License Plate Toll customers.

I'm happy with current payment methods

Paying cash at a local convenience store (e.g., 7-11)
Venmo

PayPal

CashApp

Google Pay

Apple Pay

One-time payment from my bank account

0 500 1,000 1,500 2,000 2,500 3,000 3,500

As a License Plate Toll customer, why have you not converted to ExpressToll? Asked only to
License Plate Toll customers.

| do not want to pay for a Switchable HOV
transponder (sticker tag transponders are always free)

| already have a toll account in another state -

| do not want to put a credit card on file. -
| do not want to pre-pay my tolls. _

| do not use the managed lanes or toll roads enough
to sign up for ExpressToll.

| am not aware of the benefits of ExpressToll (e.g.,

paying a lower toll rate, ExpressToll Rewards, etc.). _
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How satisfied are you with ExpressToll Services? Asked only to ExpressToll customers.
Average score: 4.66

3 Stars .
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0 5,000 10,000 15,000 20,000 25,000 30,000

If you had the option to choose a different type of account, which one would you select?
Asked only to ExpressToll customers.

No Account- Receive bill in mail for toll usage

No Account - Purchase a pre-paid transponder for one
time use

Online Account/App - No pre-payment required. Pay
tolls in real time

Online Account/App - No pre-payment required
(AutoPay when tolls are due monthly)

Pre-Paid Account, receive the highest discount, auto
replenishment

0 4,000 8,000 12,000 16,000 20,000
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Would you prefer a different prepaid replenishment amount than the $35 required? Asked only
to ExpressToll customers.

mYes ® No

What amount would you prefer? Asked only to ExpressToll customers.

$30

E—
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How many times a week do you use E-470? (Using E-470 to and from work counts as two
times.)

5 times or more

3-4 times

1-2 times

Never
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Please check the section that you have traveled the most in the last 12 months.

CDOT Express Lanes

Northwest Parkway

Between [-25 at Northwest Parkway and |-70

Between [-25 at Northwest Parkway and DIA

Between Smoky Hill Road and DIA

Between Smoky Hill Road and I-70

Between Parker Road and DIA

Between Parker Road and I-70

Between 1-25 at C-470 and DIA

Between [-25 at C-470 and 1-70

Between [-25 at C-470 and Smoky Hill Road

Between 1-25 at C-470 and Parker Road

o
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Where do you typically get information regarding E-4707?

ExpressToll.com

E-470.com

Local news media

Word of mouth

Contacting the ExpressToll Service Center

E-470 Newsletter

Social media

Advertisements

License Plate Toll statement

o
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How do you prefer to stay informed about E-470?

E-470 Newsletter
Social media

Email

Text Message

Phone calls

Mailed correspondence
Website
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How satisfied are you with ExpressToll contests/promotions? Average score: 3.64

2 Stars _
1 Star _
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How satisfied are you with how to pay your tolls? Average score: 4.22
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How satisfied are you with the ExpressToll.com website? Average score: 3.98

5 Stars
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3 Stars

2 Stars

1 Star
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How satisfied are you with the E-470.com website? Average score: 3.92

2 Stars -
1 Star -
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When communicating with ExpressToll, what is your first step?

| have never needed to contact ExpressToll
Use social media (Facebook, Twitter)

Send an email to customerservice@expresstoll.com

Call the ExpressToll Service Center

0 2,000 4,000 6,000 8,000 10,00012,00014,00016,00018,000

If you have recently called into our ExpressToll Service Center, what was the reason?

Have not contacted the ExpressToll Service Center
Rental vehicle

Online account help

Open an account

New transponder

Update information on ExpressToll account

Toll payment
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If you have visited the website, for what reason(s) did you visit ExpressToll.com? (You may
select more than 1.)

To access ExpressToll Rewards

To update the credit card on my ExpressToll account

To add or change a vehicle on my ExpressToll account

To add a rental car to my ExpressToll account

To check and/or calculate toll rates

To make changes to my License Plate Toll account

To find information on contests/promotions

To obtain information on tolling

| have never visited the website

o
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When making a payment or updating your account on ExpressToll.com, how satisfied are you
with the ability to complete your task?
Average score: 4.17

5 Stars

4 Stars

3 Stars

2 Stars

1 Star

0 2,000 4,000 6,000 8,000 10,000 12,000 14,000 16,000 18,000

2022 Annual Customer Experience Survey




Did you know E-470 offers free roadside assistance 24 hours a day, seven days a week? If not,
how would you prefer that information be communicated to you?

Advertising

E-470 Newsletter
Flyers/Brochures
E-470 Message Boards
Social Media
Community Outreach

Local News Media

0 2,000 4,000 6,000 8,000 10,000 12,000 14,000 16,000 18,000

If you have been helped by E-470 Roadside Assistance personnel, please rate your
satisfaction with Roadside Assistance’s service. Average score: 4.25
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Which of the following best describes the reason you use E-4707?

Value
Convenient
Safe

Reliable

0 5,000 10,000 15,000 20,000 25,000

Did you know that your ExpressToll account will work on all Colorado HOV and Express
Lanes, such as 1-25, US 36, C-470, and the I-70 Mountain Express Lane?

mYes ® No
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Did you know E-470 is financed by tolls and receives no state or federal funds?

EYes ®No

Did you know that E-470 is locally owned and governed and is comprised of eight local
governments in Colorado?

mYes = No
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Did the most recent advertisement you saw make you think about choosing E-4707?

| have not seen any E-470/ExpressToll advertisements _

0 5,000 10,000 15,000 20,000 25,000 30,000

Please rate your satisfaction with the most recent E-470/ExpressToll advertisement you
saw/heard. Average score: 4.42
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Please select your gender.

m Male
46.15% ® Female

H Prefer not to

disclose
m Other
Please select your highest level of education.
Master's Degree or higher
Bachelor's Degree
Associate Degree
Some College
High School
0 2,000 4,000 6,000 8,000 10,000 12,000 14,000
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Please select your age.

Under 25

25-35

35-45

45-55

Over 55

o

5,000 10,000 15,000 20,000 25,000

How likely is it that you would recommend ExpressToll to a friend or colleague? 0 = very
unlikely and 10 = very likely.
Net Promoter Score: 49.16
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Which of the following best reflects your employer’s work from home policy?

Does not apply to me (e.g., do not work, in school,
retired, etc.)

Don't know/not sure

Does not allow work from home at all

Hybrid schedule

Require work from home permanently

0 2,000 4,000 6,000 8,000 10,00012,00014,00016,000

What is your current employment situation? (select all that apply)

| currently do not work

| am retired

| have two or more jobs

| work or study part time

| work or study full time

0 2,000 4,000 6,000 8,000 10,000 12,000 14,000 16,000 18,000 20,000
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In the next questions, please think about your experience as an E-470 customer and rate the
following statements. First, rate your satisfaction with your experience as a customer. Next, indicate
how important this experience is to you.

Overall, | am satisfied with the value | receive from using/driving E-470.
Average satisfaction score: 4.30
Average importance score: 4.35
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B Satisfaction Importance

The sections of E-470 that | travel are well maintained with smooth pavement.
Average satisfaction score: 4.61
Average importance score: 4.64
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The landscaping/aesthetics/general appearance of E-470 is well maintained.
Average satisfaction score: 4.34
Average importance score: 3.88
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E-470 is clean and free of debris.
Average satisfaction score: 4.57
Average importance score: 4.55
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E-470 road signage is well maintained and easy to read.
Average satisfaction score: 4.56
Average importance score: 4.61
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If | were stranded on E-470, | would feel confident the E-470 Roadside Assistance team (a free
service to assist stranded motorists) would respond quickly.

Average satisfaction score: 4.25

Average importance score: 4.52
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| feel safe when traveling on E-470.
Average satisfaction score: 4.57
Average importance score: 4.69
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The signage and warning signals provided to alert drivers to construction work zone areas are
effective.

Average satisfaction score: 4.48

Average importance score: 4.60
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E-470 cares about their customers.
Average satisfaction score: 4.36
Average importance score: 4.48
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During the snow season, E-470 travel lanes are clear and at bare pavement.
Average satisfaction score: 4.39
Average importance score: 4.70
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The following Gap Analysis interprets data from the questions that ask to rate satisfaction

with your experience as a customer and indicate how important this experience is to you. This
analysis ranks what customers indicate is most important, ranks what customers are most
satisfied with, and compares satisfaction versus importance.

Question

Importance
Rank

Satisfaction
Rank

Importance
Score

Satisfaction
Score

Gap
Score

Gap
Rank

During the snow season, E-

470 travel lanes are clear and

at bare pavement.

4.7

4.39

0.31

If | were stranded on E-470, |
would feed confident that the
E-470 Roadside Assistance

team would respond quickly.

10

4.52

4.25

0.27

The signage and warning
signals provided to alert
drivers to construction work
zone areas are effective.

4.6

4.48

0.12

E-470 cares about their
customers.

4.48

4.36

0.12

| feel safe when traveling on
E-470.

4.69

4.57

0.12

E-470 road signage is well
maintained and easy to read.

4.61

4.56

0.05

Overall, | am satisfied with
the value that | receive from
using/driving

E-470.

4.35

4.3

0.05

The sections of E-470 that |
travel are well maintained
with smooth pavement.

4.64

4.61

0.03

E-470 is clean and free of
debris.

4.55

4.57

-0.02

The landscaping/
aesthetics/general
appearance of E-470 is well
maintained.

10

3.88

4.34

-0.46
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