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ExpressToll Accounts Opened

Accounts Opened 2023

Q1 2022: 34,575
Q1 2023: 40,382
Increase from 2022: 16.8%
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Jan Feb Mar

B Retail (1.1%) 158 144 169
CSR (36%) 5,028 4,571 4,924
B Web (62.9%) 9,070 7,594 8,724

$1,313,908.81 Increase from 2022:

$1,461,416.41 $147,507.60 or 11.23%




Number of Inbound Calls

Contact Center — Call Volume
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= CSAT remains consistent at 98.8% for Q1
= NPS down at 78.87% (decrease of 1.4% from 2022)

Q1 2022: 229,624
Q1 2023: 244,376
Increase from 2022: 6.42%
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Contact Center — Email Volume
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Q1 2022: 24,277
Q1 2023: 23,634
Decrease from 2022: 2.65%

Jan Feb Mar
m 2022 8,501 7,355 8,421
m 2023 7,912 6,962 8,760




Contact Center — Call Drivers
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Jan Feb Mar
B Account Updates 37.13% 36.19% 33.91%
M Transfer to Secure IVR 14.27% 15.10% 12.01%
H Billing Questions or Dispute Dispositions 18.39% 18.32% 19.53%
Payment 17.54% 16.40% 17.18%
M Registration Hold or Pay Plan 7.18% 7.55% 9.80%
B Misread Plate 4.02% 4.41% 4.86%
B Account Updates B Transfer to Secure IVR H Billing Questions or Dispute Dispositions Payment M Registration Hold or Pay Plan B Misread Plate

= Account Updates and Transfer to Secure IVR have decreased from Q4 2022
= Registration Hold, Payment, Billing Questions/Dispute Dispositions and Misread Plate have increased from Q4 2022



Advanced Account Advisors — Call Volume
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Q1 2022: 20,349
Q1 2023: 28,414
Increase from 2022: 39.63%
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Advanced Account Advisors — Transponders Filled
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Q1 2022: 132,495
Q1 2023: 139,698
Increase from 2022: 5.44%

JAN FEB MAR

= 1,288 walk-ups in Q1 (increase of 4.46% from Q1 2022)



Image Processing

Number of Images Processed
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m CCl
WSP

Jan-22
1,227,219
2,058,741
2,426,410

Feb-22
1,180,519
1,953,822
2,234,624

Mar-22
1,334,970
3,163,143
2,839,763

Q1 2022: 18,419,211
Q1 2023: 18,306,042
Decrease from 2022: 0.61%

1,269,707

Jan-23
1,731,923
3,008,749
1,269,707

1,167,569

Feb-23
1,677,594
2,847,543
1,167,569

Mar-23
1,763,187
3,466,267
1,373,513



DMV Lookups

Total Lookups B Total Cost

500,000

450,000 Total Lookups Q1 470,901

Total Cost Q1 $405,919
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Total Lookups 162,030 153,521 155,350
B Total Cost 139,013 132,273 134,633

10 *Represents paid lookups from Penn Credit, LES/Duncan Solutions, Nebraska and Wyoming
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Printed Mailings
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2,507
113,414
2,431
52,419

LPT
JAN
11,821
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2,093
107,267
2,346
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7,273
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Print & Postage Cost

Total Postage Q1 $1,253,996

PRINT & POSTAGE COST Total Print Q1 5267,504
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Questions?
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