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ExpressToll Accounts Opened
2021 2022
Q1 Retail 600 Q1 Retail 663

Q2 Retail 670 Q2 Retail 588

Q3 Retail 873 Q3 Retail 661

Q4 Retail 864 Q4 Retail 579

Total 3,007 2,491

Q1 CSR 7,916 Q1 CSR 10,479

Q2 CSR 8,313 Q2 CSR 11,349

Q3 CSR 12,349 Q3 CSR 12,827

Q4 CSR 11,972 Q4 CSR 13,323

Total 40,550 47,978

Q1 Web 13,521 Q1 Web 23,433

Q2 Web 18,561 Q2 Web 22,809

Q3 Web 26,931 Q3 Web 23,860

Q4 Web 27,280 Q4 Web 25,790

Total 86,293 99,892

2021 Total 129,850 2022 Total 150,361

Total Retail 2,491 Decrease of 17.16% from 2021

Total CSR 47,978 Increase of 18.32% from 2021

Total Web 99,892 Increase of 15.76% from 2021

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Retail (1.7%) 235 185 243 208 195 185 228 219 214 199 212 168
CSR (31.9%) 3,360 3,095 4,024 3,687 3,696 3,966 3,902 4,661 4,264 4,685 4,469 4,169
Web (66.4%) 8,807 7,184 7,442 7,393 7,597 7,819 8,833 10,211 8,816 9,213 8,839 7,738

Accounts Opened 2022

Retail (1.7%)
CSR (31.9%)
Web (66.4%)

Total Accounts 
150,361: Increase 

of 15.8% from 2021
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Contact Center – Call Volume

 CSAT remains consistent at 98.9% for Q4 and 2022 (increase of 0.10% from 2021)

 NPS down at 79.99% for Q4 and 79.73% for 2022 (increase of 0.44% from 2021)

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
2021 60,092 57,584 74,782 67,870 55,040 71,117 73,259 78,393 77,152 77,505 71,671 77,379
2022 84,243 68,977 76,404 68,602 68,169 72,459 70,043 82,873 70,257 71,237 73,421 66,172
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Total 2021: 841,844
Total 2022: 872,857

Increase from 2021: 3.68%

Q4 2021 vs Q4 2022
 Q4 2021 Calls: 228,804 
 Q4 2022 Calls: 226,555 (0.98%)

2022
 Q3 Calls: 223,173
 Q4 Calls: 210,830 (-5.53%)
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Contact Center – Email Volume

2021
 Q3 Emails: 24,211
 Q4 Emails: 24,069 (-0.59%)

2022
 Q3 Emails: 22,433
 Q4 Emails: 20,947 (-6.62%)

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
2020 6,761 6,212 6,173 7,058 6,679 6,813 7,624 7,185 6,558 7,105 5,763 6,265
2021 6,843 6,524 7,013 7,232 6,684 7,195 8,550 7,856 7,716 8,166 7,984 7,919
2022 8,501 7,355 8,421 9,128 6,917 7,127 7,063 8,256 7,114 7,165 7,052 6,730
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Total 2021: 89,682
Total 2022: 90,829

Increase from 2021: 1.28%

2021 vs 2022
 Q4 2021 Emails: 24,069
 Q4 2022 Emails: 20,947 (-12.97%)
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Contact Center – Call Drivers

 Account Updates and Registration Hold have decreased from Q3
 Transfer to Secure IVR, Payment, Billing Questions/Dispute Dispositions and Misread Plate have 

increased from Q3

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Account Updates 31.90% 32.37% 35.77% 38.28% 38.37% 38.96% 37.76% 37.14% 37.14% 35.68% 35.30% 32.41%
Transfer to Secure IVR 26.52% 29.50% 28.90% 26.33% 26.11% 27.49% 29.21% 28.12% 26.89% 27.31% 27.81% 30.34%
Billing Questions or Dispute Dispositions 13.68% 13.57% 11.06% 10.52% 9.72% 9.50% 9.21% 9.81% 10.70% 10.98% 10.56% 11.22%
Payment 14.05% 12.27% 11.96% 11.86% 12.71% 12.31% 12.56% 13.36% 14.08% 15.74% 15.77% 15.91%
Registration Hold or Pay Plan 8.16% 7.70% 8.17% 8.33% 9.11% 8.23% 8.25% 8.23% 7.73% 7.29% 6.99% 6.57%
Misread Plate 4.71% 3.67% 3.30% 3.35% 3.17% 2.57% 2.21% 2.29% 2.42% 1.99% 2.60% 2.77%
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Advanced Account Advisors – Call Volume

2021
 Q3 Calls: 17,665 
 Q4 Calls: 19,738 (+11.73%)

2022
 Q3 Calls: 21,506
 Q4 Calls: 19,746 (-8.18%)

2021 vs 2022
 Q4 2021 Calls: 19,738
 Q4 2022 Calls: 19,746 (+0.04%)
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Total 2021: 79,264
Total 2022: 80,836

Increase from 2021: 1.98%
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Advanced Account Advisors – Transponders Filled

2021
 Q3: 150,340
 Q4: 141,747 (-5.72%)

2022 
 Q3: 151,406
 Q4: 137,618 (-12.57%)

2022 Walk-Ups
 1,499 walk-up customers in Q3
 1,207 walk-up customers in Q4
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2020 2021 2022

Total 2021: 514,902
Total 2022: 558,911

Increase from 2021: 8.55%

2021 vs 2022
 Q4 2021: 141,747
 Q4 2022: 137,618 (-2.91%)
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Image Processing

2021 vs 2022
 Q4 2021: 20,261,508
 Q4 2022: 19,402,741 (-4.23%)
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Total 2021: 61,910,027
Total 2022: 73,883,383

Increase from 2021: 19.34%

2022 
 Q3: 19,483,717
 Q4: 19,402,741 (-0.36%)

2021 
 Q3: 17,486,597
 Q4: 20,261,508 (+15.87%)
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DMV Lookups

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

 JAN  FEB  MAR  APRIL  MAY  JUNE  JULY  AUG  SEPT  OCT  NOV  DEC
 Total Lookups 172,223 147,552 165,604 139,991 150,959 190,889 241,987 253,778 234,442 226,476 180,632 144,077
 Total Cost 131,645 125,622 144,009 114,756 124,271 159,327 204,745 211,943 199,736 196,029 159,600 126,362
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Total Lookups 2,248,610

Total Cost $1,898,046
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Printed Mailings
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 JAN  FEB  MAR  APR  MAY  JUN  JUL  AUG  SEPT OCT NOV DEC

 REG HOLD 10,934 6,120 5,820 14,745 13,399 16,906 12,161 8,036 13,579 14,907 16,518 14,823

 HOFO 223,234 205,740 281,764 257,219 281,667 257,703 275,536 279,175 254,005 296,699 268,189 256,852

 COLLECTION 165,725 153,303 186,221 141,582 123,079 136,419 119,141 129,453 117,796 137,215 154,532 158,034

 LPT PRINT 391,571 282,681 360,176 330,713 381,822 364,743 423,783 444,416 426,598 496,113 399,155 402,528

 CTOL 2,522 1,680 1,905 2,052 2,129 2,200 2,377 2,662 2,406 2,537 2,757 2,394

 STATEMENTS 100,539 92,940 133,290 101,055 105,325 104,367 111,687 110,044 108,723 115,466 110,523 117,560

 INVOICES 2,307 2,015 2,488 2,417 2,533 2,451 2,557 2,597 2,506 2,591 2,478 2,526

 LETTERS 39,775 41,988 62,486 63,233 59,848 63,287 57,294 57,002 54,871 55,035 51,191 57,693
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Print & Postage Cost
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Marketing & Communications

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

$295,747.55 $1,841,464.18 17,434

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

Account Net Income ROI

$16.96 $105.62 $88.66 $1,545,716.63 523%

 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

1,166 992 1,147 1,028 1,230 1,405 1,435 1,741 1,637 1,835 2,057 2,235

12,314
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14,965
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Marketing & Communications
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Paid Advertising

Email Marketing

LPT Inserts

CSR Promo

Monthly New Account Generation in Top Four 
Promotional Categories

January February March April May June

July August September October November December

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.
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Marketing & Communications
 Q4 Advertising Outlets:

 Website display
 Google Ad Words
 Waze
 Pre-roll online video
 Streaming audio
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Email Marketing - Overview

69.8%
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Q4 Transactional Email Campaign Success

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

 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

$134,086 $126,043 $118,708 $99,255 $283,382 $275,193 $134,285.00 $150,195.00 $165,002 $123,031.00 $283,569.00 $298,622.00
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Social Media

Platform Facebook Twitter Instagram LinkedIn Road Updates Total/Average

Followers 20,146 3,110 904 1,451 1,535 27,146

Reach 36,057 26,810 6,338 11,790 12,006 93,001

Engagements 922 511 284 1,102 158 2,887

Engagement 
Rate 1.53% 5.47% 10.65% 23.69% 3.42% 8.95%

Platform Facebook Twitter Total/Average

Followers 4,494 408 4,902

Reach 5,487 2,259 7,746

Engagements 110 75 185

Engagement Rate 0.81% 6.12% 3.47%



21

Social Media

Q4 Top Social Media Posts
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Media Relations
Proactive Media
 Work Zone Safety 

 Joint news release with Colorado State Patrol
 Covered by Denver Gazette, Overdrive Online, Fleet 

Industry News, CBS4 and Denver7

 Toll Rate Freeze
 Covered by CBS4 and 9News

Reactive Media (not all resulted in a news story)
 Denver 7
 CBS4 (two inquires)
 Denver Post
 CSR News



Questions?
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