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Hundreds of Expressway
Customers Surveyed
97% Satisfied with E-PASS Service

s part of our constant efforts to offer quality service to
Acustomers, the Expressway Authority asked Hill Research

Consultants to conduct a customer satisfaction survey to
determine what drivers think about E-PASS. In June 2004, more than
450 E-PASS account holders were asked questions ranging from
“What expressway do you use the most?” to “What do you like most
about E-PASS?” From the responses, the Expressway Authority
learned that 97% of customers are pleased with the service they
receive from E-PASS. Eighty-five percent of the people polled believe
road conditions on the expressways are safer than other roads used
in the area. And 74% say they get to their destinations faster by
using the expressway system.

The Expressway Authority is always looking for more ways to

increase customer service. If you have a suggestion, please fill out
a comment card located at all customer service center locations, or
e-mail your comments to info@oocea.com. We appreciate your
input and look forward to hearing from you. <

ON-THE-GO!

Quick news about the
Expressway Authority

> |If information about your account has changed, please contact
the E-PASS Service Center and we will be happy to update
your address, tag number, new vehicle information or any other
modifications you may have. By providing the Expressway
Authority with changes to your account, you help ensure the
accuracy of your E-PASS account. <

> As more Express Lanes come online around the expressway
system, please remember to maintain your speed when driving
through one of these newly-modified lanes. Special equipment
has been installed to accurately read your E-PASS transponder at
the posted speed limit. <

Performance Study
Rates E-PASS Accuracy

Expressway System Receives Its
Highest Rating Yet

he Expressway Authority routinely conducts independent
Tperformance audits to determine E-PASS system accuracy.

According to a November 2004 performance audit conducted
by MSX International, a third party, independent systems
consultant, the E-PASS system is operating at a 99.993 percent
accuracy rate, with many lanes processing at 100%. This means for
every 1,000,000 transactions, 999,930 are correct. This is an
exceptional rate of accuracy within the electronic toll collection
industry, both in the United States and around the world.

In 1994, the Expressway
Authority first introduced
E-PASS to its customers.
Since that time, the
Authority has spent
thousands of hours
monitoring and improving
E-PASS with the utmost
priority given to the
system’s accuracy.

With each performance
study administered, E-PASS
accuracy continues to get
even better. In fact, this past year’s results were the highest in
E-PASS history.

Yet, there is always room for improvement and the Expressway
Authority will continue to look for ways to make E-PASS even
better and more accurate for our customers.

E-PASS customers are encouraged to check their statements and
if there is ever a question, contact the E-PASS Service Center at
407-82E-PASS.We are happy to help. <

Independent system-wide
performance study
conducted August 2004.

Expressway system is
99.993% accurate.

Out of one million
transactions, 999,930
are accurate.

To ensure accuracy,
always check your
statements.
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