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In the Beginning  

• Origins: Texas Turnpike Authority – 1953  
 

• Destination: Fort Worth        Dallas 
 

• Next Chapter: Dallas North Tollway – 1968  
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●  M o b i l i t y .  S a f e t y .  C u s t o m e r s .  E c o n o m y .  R e s p o n s i b l e  S t e w a r d  ●  

Latest Edition  
• 1997:  NTTA established; non-budgeted 

state agency 

• 2007-2014:  More than $4 billion 
investment in new/existing toll projects 

• 2014:  950 lane miles 

• 2014:  Nearly 6 million customers 

• To Date:  $3.4 billion to regional non-
tolled/tolled transportation projects   
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Typical double photo use 

Who We Are – Governance  

Michael Nowels Gary Kloepper 

Mojy Haddad Kenneth Barr George “Tex” 
Quesada 

Matrice Ellis-Kirk 

Jane Willard Bill Moore 

Bill Elliott 

4 

http://nttaintranet1/communications/NTTA%20Photo%20Library/Head%20Shots/Board%20of%20Directors/Bill%20Elliott_LO%20RES.JPG


●  M o b i l i t y .  S a f e t y .  C u s t o m e r s .  E c o n o m y .  R e s p o n s i b l e  S t e w a r d  ●  

By the Numbers 
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Customer Service Matters 
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Regional Plan – Mobility 2035 
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NTTA Projects:  1997-2014 

1997 

2014 
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NTTA Facility with TEXPress Lanes 
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●  M o b i l i t y .  S a f e t y .  C u s t o m e r s .  E c o n o m y .  R e s p o n s i b l e  S t e w a r d  ●  

 

 NTTA provides billing and related services 
 

 Payment for TEXpress Lanes is the same 
seamless experience for TollTag and 
ZipCash customers 
 

 TollTag customers always receive the 
lowest rates  
 

 NTTA is the customer’s single point of 
contact for all toll road services 
throughout North Texas 

Additional information can be found at  www.TEXpress lanes.com 

NTTA: Region’s   T oll Road Provider 

10 



●  M o b i l i t y .  S a f e t y .  C u s t o m e r s .  E c o n o m y .  R e s p o n s i b l e  S t e w a r d  ●  

Provides billing 
and related 

services  
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NTTA: Region’s Toll Road Provider 
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One 
convenient 

point of 
contact 
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NTTA: Region’s Toll Road Provider 
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Additional information can be found at www.TEXpresslanes.com 

Seamless 
TEXpress 

Lanes 
payment 

Seamless 
TEXpress 

lanes 
payment 
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NTTA: Region’s Toll Road Provider 
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Your Toll Dollars at Work 
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$5 billion in tolled projects 

$3.4 billion in non-tolled projects 

Nearly $1 billion allocated to Five-Year Capital Plan 

Expanded safety programs 

Enhanced customer service/toll enforcement 



●  M o b i l i t y .  S a f e t y .  C u s t o m e r s .  E c o n o m y .  R e s p o n s i b l e  S t e w a r d  ●  

Customer Experience Enhancements 
 Provide wait times during ‘hold’ 
 Provide option to leave call back number 
 Additional 40 CSC agents 
 Reservation system to meet with customer 

service representative 
 Implement flex capacity call center staffing 

model 
 TollTag options (SMU and TCU) 
 
 

 
Customer Service 

 Increase number of skip traces 
 Capture phone number and email for 

ZipCash customers to improve 
communications 

 Hire Director of Collections and TER 
 Integrate with Oklahoma DMV 
o Collections data analysis pilot 
o ZipCash/TollTag user outreach 

Process Improvements 

 Consolidated monthly statement 
 Outbound messaging courtesy contacts 
 Send second notice of non-payment 

invoices to business registered agent (pilot) 
 

 Toll enforcement remedies 
 Multiple collection agencies 
Under evaluation 
o Procurement for collection agencies 
o Interstate and national interoperability 
o Expand cash payment locations  
o PayPal 
o Retail sales 
o Direct carrier billing 
o TollTag loyalty program 

 Collections  ZipCash Billing  
 Indicates completed projects  
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Customer Experience Enhancements 
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2013 Legislative Recap 

17 



●  M o b i l i t y .  S a f e t y .  C u s t o m e r s .  E c o n o m y .  R e s p o n s i b l e  S t e w a r d  ●  

2013 Legislative Recap – Habitual Violators 

 SB 1792 – Toll Enforcement Legislation 
 

o Implemented vehicle registration block with seven 
counties  
 9,868 registration blocks through September 
 17,000 estimated by December 

o Implemented vehicle ban  
 Approximately 20,000 bans through September 
 

 Approximately $14 million collected as a result 
of toll collection efforts including Grace Period 
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2013 Legislative Recap – Habitual Violators 
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 Approximately 71,000 current habitual violators 
 New habitual violators numbers leveling off 
 Approx. 1,600 habitual violators settle with NTTA 

every month 
 Trend: habitual violators with citations for ban 

violation are not driving 
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2015 Legislative Priorities 
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2015 NTTA Legislative Program: About the Customer 

 Adjust ZipCash payment periods to allow for true monthly 
billing 

 Create paperless, electronic-only billing notification option 
for ZipCash customers 

 Establish regional toll enforcement approach to include 
tolling services agreements 

 Justice of the Peace request regarding toll collection 

 Protect customer and trip data from public disclosure 
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2015 NTTA Legislative Program: Partnerships 

 Add NTTA emergency vehicles to “Move Over and Slow 
Down” law 

 Align annual report due date with availability of audited 
financials 

 Johnson County – and all contiguous counties – solution 
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Outreach 

NTTA Team 

Board 
Members 

Staff & 
Consultants 

Legislators 

DFW 
Delegation 

Gov., Lt. Gov., 
Speaker 

Committee 
leadership, 

membership, 
and other 

key 
legislators 

Member 
Counties 

Counties 

Justices of 
the Peace, 

Tax Assessor 
Collectors 

Regional 
Leadership 

Transportation 
Advocacy 

Groups 

Business 
Groups 

Customers 
Public & 
Media 

Publicly-
accessible 

Board 
meetings 

 Customer  
Outreach 

Partner 
Agencies 

TxDOT, RTC, 
DMV, Tolling 
Authorities 

Other 
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Partner Agencies Update 
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Q&A 



●  M o b i l i t y .  S a f e t y .  C u s t o m e r s .  E c o n o m y .  R e s p o n s i b l e  S t e w a r d  ●  

NTTA is Your Resource 

 
 
 
 

Carrie Rogers   Pete Havel 
Director, Government Affairs  Director, Legislative Affairs 

(214) 243-5202   (214) 224-2287 
crogers@ntta.org   phavel@ntta.org  
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●  M o b i l i t y .  S a f e t y .  C u s t o m e r s .  E c o n o m y .  R e s p o n s i b l e  S t e w a r d  ●  

Thank You! 



       Provide a safe and reliable toll road system      Increase value 
and mobility options for customers       Operate the Authority in a 
businesslike manner      Protect our bondholders      Partner to 
meet our region’s growing need for transportation infrastructure  

  
  

  

  

Our Mission  

North Texas Tollway Authority 
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