
CSC Ops Staffing & Customer Contact Tech RFP 
Attachments 

North Carolina Turnpike Authority (NCTA)  
 Attachments

Attachments 
Attachment A: Policies & Procedures for the Procurement 

Attachment B: Standard Special Provision Title VI 

Attachment C: NCQP Business Policies 

Attachment D: Operational Statistics 

Attachment E: RingCentral Specs 

Attachment F: List of Current SOPs 

Attachment G: NCTA Roadway Projects 

Attachment H: Typical Pass-Through Items 

Attachment I: BOS Telephony APIs 

Attachment J: Workstation Specifications 

Attachment K: List of Current Case Types & Topics 

Attachment L: Sample Scenario Based Test Matrix 

Attachment M: RTM Baseline Sample 

Attachment N: Current Lease Agreements for NCTA Facilities 

Attachment O: Quality Scorecard Examples 



CSC Ops Staffing & Customer Contact Tech RFP                                              Attachments 

North Carolina Turnpike Authority (NCTA)                                                                                                               Attachments 

 

 

Attachments 
Attachment A: Policies & Procedures for the Procurement 

Attachment B: Standard Special Provision Title VI 

Attachment C: NCQP Business Policies 

Attachment D: Operational Statistics 

Attachment E: RingCentral Specs 

Attachment F: List of Current SOPs 

Attachment G: NCTA Roadway Projects 

Attachment H: Typical Pass-Through Items 

Attachment I: BOS Telephony APIs 

Attachment J: Workstation Specifications 

Attachment K: List of Current Case Types & Topics 

Attachment L: Sample Scenario Based Test Matrix 

Attachment M: RTM Baseline Sample 

Attachment N: Current Lease Agreements for NCTA Facilities 

 



CSC Ops Staffing & Customer Contact Tech RFP          Attachment A – Policies & Procedures for the Procurement 

 North Carolina Turnpike Authority (NCTA)                                                                                              Attachment A 
 

  
 

 
 
 
 
 

Attachment A 
Policies and Procedures for the 

Procurement of Commodities and Services  



CSC Ops Staffing & Customer Contact Tech RFP          Attachment A – Policies & Procedures for the Procurement 

 North Carolina Turnpike Authority (NCTA)                                                                        Attachment A, Page 1 of 
20 
 

 
NORTH CAROLINA TURNPIKE AUTHORITY  

POLICIES AND PROCEDURES FOR THE PROCUREMENT 
OF 

COMMODITIES AND SERVICES 
 
 
RESPONSIBILITY 
The North Carolina Turnpike Authority (hereinafter referred to as the “NCTA” or 
“Authority”) is responsible for administering the agency program for procuring 
commodities, goods, information technology and services. These policies and 
procedures shall apply to the acquisition of all equipment, materials, supplies, 
printing, and services, through outright purchase, rental, lease, lease-purchase, 
or installment purchase 
 
The Executive Director is hereby authorized to develop administrative controls 
and operation manuals to implement the authority and responsibilities for 
implementing the policies and procedures promulgated herein.   
 
POLICY STATEMENT AND SCOPE 
It is the Authority’s policy to administer its procurement program in a manner 
that ensures and encourages free and open competition and based upon sound 
procurement procedures and management.  Unless an exception is approved by 
NCTA Board of Directors to meet special needs or emergency circumstances, 
NCTA procurements shall comply with the policies and procedures as prescribed 
herein. 
 
It is the Authority’s policy to encourage and promote the use of historically 
underutilized businesses, including but not limited to small contractors, minority 
contractors, physically handicapped contractors and women contractors in the 
procurement of general commodities and services, information technology and 
consultant services.  In promoting the use of historically underutilized 
businesses, the Authority will be guided by statutory provisions set forth in 
Article 3 of Chapter 143 of the North Carolina General Statutes and guidance set 
forth by the Department of Transportation and DOA.  When federal aid funds are 
utilized on turnpike projects, the Authority will adhere to the Disadvantaged 
Business Enterprise (“DBE”) requirements as those may be applicable to the 
Authority’s procurement program. 
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PROCUREMENT PROCEDURES 
 
I. PROCUREMENT PROCEDURES FOR GENERAL                  

COMMODITIES AND SERVICES  
a) Small Purchases: 

A small purchase is defined as the purchase of commodities (equipment, 
materials and supplies), services or printing, not covered by a State or 
Authority term contract, involving an expenditure of funds of five 
thousand dollars ($5,000) or less. The Executive Director, or his designee, 
shall set forth, in writing, purchasing procedures for making small 
purchases.   The Executive Director shall keep an account of all such 
expenditures and make such reports to the Board as may be requested. 
 

b) Purchases Between Five Thousand Dollars and Ten Thousand Dollars:  
For purchases involving an expenditure of funds over five thousand dollars 
($5,000) but less than ten thousand dollars ($10,000), such expenditures 
shall be approved in the Annual Plan of Work, in the Authority budget or 
by the Board.  The NCTA shall solicit three written quotes.  If the NCTA is 
unable to obtain three written quotes, written justification will be provided 
to the Executive Director or his or her designee for approval prior to 
purchase.  The Executive Director shall keep an account of all such 
expenditures and make such reports to the Board of as may be requested. 
 
 

c) Purchases Over Ten Thousand Dollars:  
For purchases involving an expenditure of funds over ten thousand dollars 
($10,000), such expenditures shall be authorized in the Annual Plan of 
Work, in the Authority budget or by the Board.  The NCTA shall adhere to 
the following procedures:  
i) Competition shall be solicited; 
ii) Solicitation documents requesting or inviting offers shall be issued; 

and 
iii) Mailing lists may be used also for the purpose of soliciting competition.  
 
Competitive Bidding Procedure for Purchases Over Ten Thousand Dollars:  
(1) Where the total requirements for commodities, services or printing 

jobs involve an expenditure of funds in excess of $10,000, a 
competitive bidding procedure shall be utilized as follows:  

(a) Sealed offers for commodities and printing shall be solicited 
via advertisement, and  

(b) After opening and evaluating the offers received, the 
Authority shall award contracts.  

(2) For service contracts, the NCTA shall prepare a task description of the 
services requested and the desired results. Task descriptions shall 
contain all of the following:  
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(a) The date(s) of service (The contract shall not be for more than three 
years including extensions and renewals, without the prior approval 
of the Authority Board);  

(b) Detailed specifications or type and level of work required;  
(c) What the NCTA shall furnish;  
(d) What the Contractor shall furnish;  
(e) The method, schedule, and procedures for billing and payments; 

and  
(f) Other subject matters bearing on the conduct of the work.  
 

(3)  Evaluation: 
(a) In determining the award of contracts, bona fide offers shall be 

considered and evaluated as provided by this Policy. The evaluation 
criteria to be used in determining the award of contract shall be 
identified in the procurement document.  

(b) An unexecuted offer or an offer without a delivery time shall be 
rejected. 

(c) During the period of evaluation and prior to award, only the 
information provided in the tabulation is public record. Possession 
of offers, including any accompanying information submitted with 
the offers, shall be limited to persons in the NCTA who are 
responsible for handling the offers and accompanying information, 
and to others determined necessary by the NCTA, for the purpose of 
evaluation and award of contract. Offeror participation in the 
evaluation process shall not be permitted. Any communication with 
an offeror that may be necessary for purpose of clarification of its 
offer shall be conducted by persons in the NCTA who are 
responsible for handling the offers and accompanying information. 
After award of the contract or when the need for the item or service 
is canceled, the complete file shall be available to any interested 
party with the exception of trade secrets. 

 
 
II. PROCUREMENT PROCEDURES FOR INFORMATION 

TECHNOLOGY AND IT SERVICES 
Information technology (IT) purchases shall be in accordance generally with 
“Best Value" information technology procurements (G.S. 143-135.9) as 
follows:   

 
“Best Value procurement means the selection of a contractor based on a 
determination of which proposal offers the best trade-off between price 
and performance where quality is considered an integral performance 
factor.  The award decision will be based on multiple factors, including: 
total costs of ownership; cost of acquiring, operating, maintaining and 
supporting a product or service over its projected lifetime; the evaluated 
technical merit of the vendor’s proposal; the vendor’s past performance; 
and the evaluated probability of performing the requirements stated in the 
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solicitation on time, with high quality, and in a manner that accomplishes 
the stated business objectives and maintains industry standards 
compliance.” 

 
Unless an exception is approved by NCTA Board of Directors for special needs 
or emergency circumstances, information technology procurements by the 
NCTA shall comply with the following delegations and procedures: 
 
a) Purchases of Less than $5,000.00:  

A small purchase is defined as the purchase of IT goods and services, 
where the expenditure of funds is five thousand dollars ($5,000) or 
less.  The Executive Director, or his designee, shall set forth in writing 
purchasing procedures for making small purchases consistent with the 
documentation required pursuant to the Authority’s administrative 
policies.   The Executive Director shall keep an account of all such 
expenditures and make such reports to the Board as may be requested. 
 

b) Purchases of More than $5,000.00:  
For purchases involving an expenditure of funds over five thousand dollars 
($5,000), such expenditures shall be approved in the Annual Plan of 
Work, in the Authority budget or by the Board. The Executive Director 
shall keep an account of all such expenditures and make such reports to 
the Board as may be requested. The Executive Director will utilize the 
following methodologies to encourage competition: 
i) The Executive Director or his or her designee will issue a solicitation 

document requesting or inviting offers; 
ii) The solicitation document will include terms and conditions for the 

procurement of the goods and services; and 
iii) The NCTA may request a distribution list, if available from State 

Information Technology Services (ITS), and use the ITS list in 
additional to any distribution list developed and maintained by the 
NCTA for the purpose of soliciting competition. 

 
c) Types of solicitations: 

The following types of solicitation methods may be used: 
(1) One-step Request for Proposals (RFP) – The Technical and Price 

Proposal is submitted in a single document. 
(1) If the lowest priced technically acceptable method of source 

selection is used, only clarifications are allowed.  
(2) If the trade off or ranking method of source selection is used, 

communications may be established to clarify competitive 
ranges or to negotiation final price. 

 
(2) Two-step RFP – The Technical Proposal (step one) and the Price 

Proposal (step two) are submitted in separate documents.   
(1) If the lowest priced technically acceptable method is used, 

technical responses (step one) are evaluated for acceptability 



Digital Transformation & Modernization RFP                      Appendix B – Policies & Procedures for the Procurement 
 

 North Carolina Turnpike Authority (NCTA)                                                                          Appendix B, Page 5 of 20 
 

only. Only clarifications with offerors are allowed.  Price offers 
are opened (step two) for only those offerors who submitted 
technically acceptable responses.  Selection is made by low price 
analysis. 

(2) If the ranking method of source selection is used, Technical 
Proposals (step one) are submitted, after which clarifications, 
communications to establish a competitive range, and 
negotiations with offerors may be allowed as specified in the 
solicitation document.  Price Proposals (step two) will be 
requested only from offerors placed in the competitive range 
after the technical evaluation and discussion phase is 
concluded.  Subsequent negotiations may be conducted with 
offerors after receipt of Price Proposals. Final price adjustments 
or best and final offers may be allowed. 

 
 

d) Authorized Procurement Methods for Competitive Source Selection for IT 
and IT Services: 
i) “Best Value” Source Selection method: 

(1) The appropriate best value bidding method will be determined by 
the Executive Director, or his or her designee. 

(2) A conference or site visit may be scheduled, as deemed necessary 
and specified in the solicitation document. 

(3) A public bid opening will be conducted following receipt of 
offers.  For solicitations that allow for negotiation after receipt of 
offers, only the names of responding bidders will be revealed.  Price 
information will be made public after evaluation and award. 

(4) The NCTA will establish a technical evaluation committee to 
evaluate the offers in accordance with the evaluation factors 
specified in the solicitation document.  For solicitations that include 
a best value ranking process, scoring and ranking may be 
determined by using any consistent rating methodology, including 
adjectival, numerical, or ordinal rankings.  Relative strengths, 
deficiencies, weaknesses, and risks supporting the evaluation will 
be documented in the contract file.  Evaluation factors may include 
but are not limited  
(a) to quality factors;  
(b) delivery and implementation schedule;  
(c) maximum facilitation of data exchange and systems integration;  
(d) warranties, guarantees, and return policies;  
(e) vendor financial stability;  
(f) consistency of the proposed solution with the states strategic 

program direction;  
(g) effectiveness of business solution and approach;  
(h) industry and program experience; prior record of vendor 

performance;  
(i) vendor expertise with similar projects; 
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(j) proven development methodologies and tools; and  
(k) innovative use of technologies. 

(5) Clarifications, communications to establish a competitive range, or 
negotiations may be conducted with offerors after receipt of offers 
in accordance with instructions and procedures set forth in the 
solicitation document and as appropriate to the method of source 
selection chosen.  In those cases where negotiation is permitted by 
procedures set forth in the solicitation document, offerors may be 
allowed to submit best and final offers subsequent to negotiated 
changes in the initial offer or previous offer. 

(6) The technical evaluation committee will determine a final ranking 
of all offers under consideration using only the criteria set forth in 
the solicitation document.  The offerors will be ranked from most 
advantageous to least advantageous to the NCTA.  

(7) Award will be made to the responsive and responsible offeror whose 
offer is determined in writing to be the most advantageous to the 
NCTA, using the evaluation factors set forth in the solicitation.  If 
the lowest price technically acceptable method is used, award will 
be made to the responding and responsible offeror with the lowest 
price.  

 
ii) A “Trade-off method” of source selection may be utilized when it is in 

the best interest of the NCTA to consider award to other than the 
lowest priced offer or other than the highest technically qualified 
offer.  For a solicitation using a trade off source selection method, the 
following will apply: 
(1) All evaluation factors that will affect the contract award decision 

and their relative importance will be clearly stated in the 
solicitation. 

(2) Price will be considered as an evaluation factor in the selection 
process.  The solicitation will state the importance or numerical 
weight of all evaluation factors including price. 

(3) Offers will be ranked using the evaluation factors and their relative 
importance or weight as defined in the solicitation document. The 
relative overall ranking of any offer may be adjusted up or down 
when considered with, or traded-off against, other non-price 
factors.  For example, an offer with the lowest price when compared 
to other offers would normally receive the best ranking in the price 
evaluation category.  However, if other non-price evaluation factors 
received low rankings, the overall ranking of the offer would be 
reduced.  

(4) Clarifications are permitted. If specified in the solicitation, 
communications and negotiations may be permitted after receipt of 
offer.  

 
iii) The “Lowest Price Technically Acceptable” source selection method 

may be used when best value is expected to result from selection of the 
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technically acceptable offer with the lowest evaluated price.  When 
using the lowest price technically acceptable method, the following will 
apply: 
(1) The evaluation factors that establish the requirements of 

acceptability will be set forth in the solicitation.  Solicitations will 
specify that award will be made on the basis of the lowest evaluated 
price of those proposals that meet or exceed the acceptability 
requirements for non-price factors. 

(2) Trade offs between price and non-price factors will not be 
permitted. 

(3) Proposals will be evaluated for acceptability but will not be ranked 
using the non-price factors. 

(4) Only clarifications will be permitted.  
 

iv) Other competitive best value source selection methodologies may be 
used if they are determined to be advantageous to the NCTA and are 
approved for use by the Executive Director or his or her designee. 

 
 
III. PROCUREMENT PROCEDURES FOR CONSULTANT SERVICES  
Consultant services shall mean work or task(s) performed by State employees or 
independent contractors possessing specialized knowledge, experience, expertise 
and professional qualifications to investigate assigned problems or projects and 
to provide counsel, review, analysis or advice in formulating or implementing 
improvements in programs or services.  

 
a) Contracting Procedures for Consultants: 

The NCTA shall acquire consultant services only when the contract is in 
the best interests of the Authority and the State. In acquiring such 
services, competition shall be sought whenever practicable.   
 

b) Consultant Contract with other Agencies: 
Consultant services shall be obtained from other agencies when such 
services substantially would meet the reasonable specifications of the 
project.  

 
c) Request for Authority to Contract with Consultants: 

Before receiving authorization to seek consultant services, an agency shall 
submit to the written justification for its request for consultant services to 
the Office of the Governor of North Carolina in compliance with Article 3C 
of GS 143. This written justification shall at a minimum explain what 
services the agency desires to secure, why the work to be performed by the 
consultant cannot be reasonably accomplished by employees of the 
requesting agency, how the work to be performed relates to the proper 
functions of the agency, what benefits the agency expects to receive from 
the consultant's services, what the agency estimates to be the cost of the 
services sought, and what potential sources of consultant services if any 
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the agency has identified. If the NCTA is requesting authority to contract 
for consulting services outside of State government, it shall also detail 
what potential sources of those services exist within State government and 
explain why the desired services were not available from those sources. 
The written justification shall be accompanied by a letter of endorsement 
for the proposed contract(s) from the Executive Director or his designee.  
 
The NCTA may be required by the Governor or designee, to:  
i) canvass additional sources within state government;  
ii) solicit proposals from private contractors;   
iii) execute a negotiated contract(s) without competitive proposals if the 

Governor determines that performance or price competition is not 
available or that the requirement is for an authorized cooperative 
project with another governmental unit(s) or a public or private 
nonprofit organization(s) or that the contract price is too small to 
justify soliciting competitive proposals; or  

iv) abandon the project for being outside the scope of the agency's 
responsibilities or for having insufficient benefit to the NCTA or State 
relative to the potential expenditure of funds.  

 
d) Competitive Proposals: 

If the NCTA receives approval from the Office of the Governor to solicit 
proposals for consultant services, the NCTA shall:  
i) Prepare a request for proposals in accordance with these policies and 

disseminate among prospective service providers;  
ii) Circulate the request for proposals to such sources of consultant 

services;  
iii) Publicly open all proposals received at a date and time set in the 

request for proposals; however, in a two-step evaluation process, only 
the technical proposal shall be opened on the opening date. The cost 
proposal is opened only if the technical proposal is determined by the 
State to be acceptable;  

iv) Review all proposals received on the basis of evaluation criteria 
significantly related to the function to be performed and equally 
applied to all proposals received;  

v) Prepare a file memorandum citing criteria for selection and contract 
award. 

 
e) Negotiated Consultant Contracts: 

If the NCTA enters into a negotiated contract(s) for consultant services 
without soliciting competitive proposals, the NCTA shall submit the 
proposed contract(s) to the Office of the Governor for review and approval 
prior to execution. Upon completion of this review the requesting agency 
shall be notified in writing by the Governor or his designee that an 
approved contract(s) may be executed.  
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f) Consultant Contract Modification: 
Any modification to an approved contract(s) shall be subject to the same 
approval requirements as the original contract(s). The Governor or his 
designee may at his option, during the process of reviewing requests for 
contract modifications, waive any of the provisions of this Policy.  
 

g) Format: 
All contracts for consultant services shall be in writing and shall be 
executed by the Executive Director.    

 
h) Relationship of Consultant to State: 

No contract for consultant services shall create an employer-employee 
relationship between the State of North Carolina and the consultant.  
 

ELECTRONIC, TELEGRAPH, FACSIMILE, AND TELEPHONE OFFERS 
Electronic, telegraph, facsimile, and telephone offers shall not be accepted in 
response to solicitations that are required to be sealed.  

RECALL OF OFFERS 
Offers may be recalled prior to opening upon signed request from an authorized 
agent of the company.  
 
PUBLIC OPENING 
Advertised procurements shall be publicly opened at the time, date, and place 
identified in the procurement document. At the time of opening, the names of the 
companies, the manufacturer(s) and catalog number(s) of the item(s) they have 
offered and the prices, deliveries and payment terms they have submitted shall be 
tabulated and this tabulation shall become public record, except as provided in 
this Policy.  
 
Under a two step process, the cost/price offer(s) shall not become public record 
until the technical offer(s) are evaluated (first step) and then only those offerors 
determined to have acceptable technical offers shall have their cost/price offers 
opened (second step). The cost/price offers from offerors whose technical offers 
were deemed unacceptable shall remain unopened. The remaining cost/price 
offers shall be publicly opened, and the offeror(s) with the acceptable technical 
offer(s) notified of the time and place for the opening. At least two agency 
working days notice shall be given prior to the opening. In addition, there shall be 
at least two agency employees present at the opening.  
 
LATE OFFERS, MODIFICATIONS, OR WITHDRAWALS 
No late offer, late modification, or late withdrawal shall be considered unless 
received before contract award, and the offer, modification, or withdrawal would 
have been timely but for the action or inaction of NCTA personnel directly 
serving the procurement process. The offeror shall have his offer delivered on 
time, regardless of the mode of delivery used, including the U.S. Postal Service or 
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any other delivery services available.  
 
ERROR/CLARIFICATION 
When an offer appears to contain an obvious error or otherwise where an error is 
suspected, the circumstances may be investigated and then may be considered 
and acted upon. Any action taken shall not prejudice the rights of the public or 
other offering companies. Where offers are submitted substantially in accordance 
with the procurement document but are not entirely clear as to intent or to some 
particular fact or where there are other ambiguities, clarification may be sought 
and accepted provided that, in doing so, no change is permitted in prices.  
 
EXTENSION OF ACCEPTANCE TIME 
When in the public interest, companies may be requested to extend the time 
offered for the acceptance of offers.  
 
NOTIFICATION OF AWARD 
The Authority shall post a notice of the resulting contract award via the NCTA 
website or through the State Division of Purchasing and Contract when utilizing 
said services. 
 
LACK OF COMPETITION 
The purpose of soliciting offers is both to seek and to obtain competition; the 
responsibility is dual. Where only a single offer or a single acceptable offer is 
received or, otherwise, where reasonable and available competition is not 
obtained, the reason shall be ascertained and made a matter of record.  
 
TABULATIONS AND ABSTRACTS 
Telephone, electronic, and written requests for detailed or written tabulations 
and abstracts of offers shall not be honored.  
 
SOLICITATION DOCUMENTS 
A solicitation document is defined as a written Request for Quotes, Request for 
Proposals (RFP) or an Invitation for Bids (IFB). The NCTA shall use the IFB or 
RFP document, whichever is applicable, when soliciting competition on contracts 
valued over ten thousand dollars ($10,000). The IFB and RFP solicitation 
documents shall require bidders or offerors to certify that each bid or offer is 
submitted competitively and without collusion.  
 
DIVISION OF REQUIREMENTS 
The NCTA shall not divide requirements in order to keep the expenditure under 
its $5,000 small purchase limit and thereby avoid following the appropriate 
contracting requirement. In the case of similar and related items and groups of 
items, the dollar limits apply to the total cost rather than the cost of any single 
item.  
 
 
 



Digital Transformation & Modernization RFP                      Appendix B – Policies & Procedures for the Procurement 
 

 North Carolina Turnpike Authority (NCTA)                                                                          Appendix B, Page 11 of 20 
 

ADVERTISEMENT REQUIREMENTS 
Solicitation documents shall be advertised at least once and at least 10 days prior 
to the date designated for opening. This Policy does not prevent solicitation of 
offers by additional direct mailings or additional advertisement. 
  
The solicitation documents shall include such relevant information as 
specifications and requirements; terms and conditions; a short description of the 
commodity, service or printing requirement; and the opening date, time and 
place. If the solicitation requires potential offerors to attend a mandatory 
conference or mandatory site visit, this information shall also be furnished with 
the advertisement, to include date, time, location, contact person and the contact 
person's phone number.  
 
Within three agency working days from the award of a contract, the NCTA shall 
post an award notice directly to the NCTA website on the internet. The award 
notice shall be posted for at least 30 consecutive calendar days. This award notice 
shall identify the contract and award information.  
 
MANDATORY CONFERENCES/SITE VISITS 
(1) When a solicitation requires potential offerors to attend a mandatory 

conference or mandatory site visit, the date, time, location, and other 
pertinent details of the conference or site visit shall be given in the solicitation 
document, and in the advertisement.  

(2) If only one potential offeror attends the mandatory conference or mandatory 
site visit, the conference or site visit may continue to be conducted, but the 
solicitation shall be canceled immediately following the conference or site 
visit. If this occurs, the NCTA shall investigate why only one potential offeror 
was in attendance and ascertain if there is any competition available. If it is 
determined that competition is available, the NCTA shall again attempt to 
obtain competition by following this Policy. If it is determined that there is no 
competition available, then the procurement may be handled as a waiver as 
permitted by this Policy.  

(3) Any and all questions by a potential offeror regarding a solicitation document 
shall be addressed to the persons in the NCTA who are responsible for 
handling the offers and accompanying information. Any and all revisions to 
the solicitation document shall be made only by written addendum. Verbal 
communications from whatever source are of no effect.  
 

REJECTION OF OFFERS 
In soliciting offers, any and all offers received may be rejected in whole or in part. 
Basis for rejection shall include, but not be limited to, the offer being deemed 
unsatisfactory as to quantity, quality, delivery, price or service offered; the offer 
not complying with conditions of the procurement document or with the intent of 
the proposed contract; lack of competitiveness by reason of collusion or 
otherwise or knowledge that reasonably available competition was not received; 
error(s) in specifications or indication that revision(s) would be to the state's 
advantage; cancellation of or changes in the intended project or other 
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determination that the proposed requirement is no longer needed; limitation or 
lack of available funds; circumstances which prevent determination of the lowest 
responsible or most advantageous offer; any determination that rejection would 
be to the best interest of the NCTA or the State.   Action in rejecting offers in 
whole or in part shall be made a matter of record.  
 
NEGOTIATION 
If the NCTA does not receive a satisfactory offer in response to a solicitation and 
all offers are rejected, negotiations may be conducted with all known sources of 
supply that may be capable of satisfying the requirement; if it is determined that 
soliciting offers again would serve no purpose. Negotiations shall be conducted in 
writing. If the negotiations are conducted with only one source or if only one 
source responds to the negotiations, the reason for lack of competition shall be 
documented in writing for public record. Negotiations may also be conducted 
under conditions that merit a waiver of competition, or in other situations that 
are advantageous as determined by the Authority Board.  
 
PURCHASE OF USED ITEMS 
The Policy stated herein regarding seeking competition shall be followed 
wherever feasible, when it appears that the acquisition of used commodities is in 
the public interest.  
 
Solicitation documents on used items may or may not include a request for prices 
on like new products, but in either case acquisition may be made on the basis of 
that which is considered most advantageous for the intended purpose.  
 
REMOVAL OF CERTAIN ITEMS FROM GENERAL CONSTRUCTION 
The NCTA shall review the items being included in a construction/renovation 
project and remove any items that it considers are non-related to the actual 
construction/renovation of the building. Items that are considered commodities 
or just furnishings, and that would complete the project for use by the Authority, 
shall be handled in accordance with this Policy. Items that are usually removed 
for construction/renovation projects include carpet, office panel systems, food 
service equipment, and furniture. If the NCTA determines that one of these 
items, or any item that is normally handled as a commodity purchase, is best 
suited for inclusion in the construction/renovation project, the Authority’s 
justification shall be documented in writing for public record.  
 
INSPECTION AND TESTING 
In general, it is the responsibility of the NCTA to inspect all materials, supplies, 
and equipment upon delivery to insure compliance with the contract 
requirements and specifications.  The NCTA is responsible to insure that items 
and services purchased comply with applicable codes, statutes, local ordinances, 
policies or safety requirements.  
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SAMPLES 
When samples are required in response to a solicitation document issued, the 
NCTA shall test, or have tested, those samples.  
 
SPECIFICATIONS 
When it is determined to be advantageous, the NCTA may authorize revisions to 
a contract specification, including any cost adjustment associated with any such 
revision, as part of contract administration, regardless of initial contract award.  
 
REPORT OF DISCREPANCY 
Where the goods, supplies, materials equipment, services or printing delivered 
fails to meet the specifications or contract requirements, the discrepancy shall be 
resolved by the Executive Director or his or her designee.  
 
ENFORCEMENT OF GUARANTEES AND WARRANTIES 
The NCTA shall enforce the contractual guarantee or warranty applying to the 
goods, supplies, materials, and equipment purchased.   If the NCTA has difficulty 
in obtaining satisfactory performance including service as provided for in a 
guarantee or warranty, the vendor will be notified promptly.  The NCTA shall 
notify the vendor promptly when latent or other defects are discovered.  
 
TERM CONTRACTS 
(1) Term contracts, known also as indefinite quantity or requirements contracts, 

are used generally to establish suppliers and prices of a given commodity, 
group of commodities, printing, or services for a period of time without 
guaranteed quantities being specified.   

(2) A term contract is a binding agreement between purchaser and seller to buy 
and sell certain commodities, printing, or services at certain prices and under 
stipulated terms and conditions. It is neither an "approved list" nor a list of 
approved or ceiling prices.  

(3) A term contract shall be based upon competition.  
(4) The NCTA may issue solicitation documents for an agency specific term 

contracts for use by the Authority if the commodity, printing, or service is not 
covered by a statewide term contract.  

 
DETERMINING FACTORS FOR ISSUING TERM CONTRACTS 
In determining whether a product should be on an agency specific term contract, 
the NCTA shall consider such factors as volume, nature of the product, 
repetitiveness of use, relative stability of prices, and transportation costs.  
 
SPECIAL ITEMS 
In situations where a general type of item is covered by a statewide term contract 
but a special type item is needed for a particular application, the NCTA may 
proceed with the purchase of the special type item under this Policy. The need for 
the special type item in lieu of the general type item shall be justified by the 
NCTA in writing and documented in the agency file for public record.  
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EXTENSION OF CONTRACT TERMINATION DATES 
When in the public interest, contractors may be requested to extend the 
scheduled termination dates of contracts.  
 
PARTIAL AND MULTIPLE AWARDS 
Partial, progressive or multiple awards may be made by reason of insufficient 
funds, legislative mandates, where it is advantageous to award separately by 
items or where more than one supplier is needed to provide the contemplated 
requirements as to quantity, quality, delivery, service(s) or geographical areas.  
 
Notwithstanding the necessity for awards to more than one supplier in the case of 
some indefinite quantity contracts, such awards shall be limited to the number of 
suppliers deemed necessary to reasonably satisfy the intended requirements. 
Extreme care shall be exercised to protect the character and principles of 
competition. Quantities shall not be divided among companies on definite 
quantity requirements unless and except as provided in the procurement 
document.  
 
WAIVER OF COMPETITION 
Under conditions listed in this Policy, and otherwise if deemed to be in the public 
interest by the Authority Board, upon recommendation of the Executive Director, 
competition may be waived. Conditions permitting waiver include cases where: 
 performance or price competition is not available;  
 a needed product or service is available from only one source of supply;  
 emergency action is indicated;  
 competition has been solicited but no satisfactory offers received;  
 standardization or compatibility is the overriding consideration;  
 a donation predicates the source of supply;  
 personal or particular professional services are required;  
 a product or service is needed for the blind or severely disabled and there 

are overriding considerations for its use;  
 additional products or services are needed to complete an ongoing job or 

task; 
 products are bought for "over the counter" resale;  
 a particular product or service is desired for educational, training, 

experimental, developmental or research work;  
 equipment is already installed, connected and in service, and it is 

determined advantageous to purchase it;  
 items are subject to rapid price fluctuation or immediate acceptance;  
 there is evidence of resale price maintenance or other control of prices, 

lawful or unlawful, or collusion on the part of companies which thwarts 
normal competitive procedures;  

 the amount of the purchase is too small to justify soliciting competition or 
where a purchase is being made and a satisfactory price is available from a 
previous contract;  
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 the requirement is for an authorized cooperative project with another 
governmental unit(s) or a charitable non-profit organization(s); and  

 a used item(s) is available on short notice and subject to prior sale.  
 

Although competition may be waived, competition is required wherever 
practicable. Where waiver is contemplated, the NCTA may negotiate with a 
potential vendor(s) in an effort to acquire the quality of commodity, service or 
printing needed at the best possible price, delivery, terms and conditions. Under 
an emergency or pressing need situation, a solicitation document requesting or 
inviting an offer(s) shall be issued, unless circumstances prohibit their use.  
 
CONFIDENTIALITY 
All information and documentation relative to the development of a contractual 
document (Request for Quotes, Request for Proposals, Waiver of Competition, 
Negotiation, etc.) for a proposed procurement or contract shall be deemed 
confidential in nature, except as deemed necessary by the purchaser to develop a 
complete contractual document. Such material shall remain confidential until the 
award of contract.  

This includes all information and documentation relative to the development of a 
specification until the adoption of that specification or an award of contract if 
developed for a specific procurement or contract, whichever is later.  

During the period of evaluating offers and prior to award, only the information 
provided in the tabulation is public record. Possession of offers, including any 
accompanying information submitted with the offers, shall be limited to persons 
in the NCTA who are responsible for handling the offers and accompanying 
information, and to others determined necessary by the Executive Director, for 
the purpose of evaluation and award of contract. Offeror participation in the 
evaluation process shall not be permitted. Any communication with an offeror 
that may be necessary for purpose of clarification of its offer shall be conducted 
by the Executive Director or his or her designee. After award of the contract, or 
when the need for the item or service is canceled, the complete file shall be 
available to any interested party with the exception of trade secrets, subject to the 
following:  

To promote maximum competition and to protect the public competitive 
procedure from being used to obtain information which would normally not be 
available otherwise, the NCTA may maintain the confidentiality of certain types 
of information. Such information includes trade secrets, as determined by North 
Carolina law, and like information as the Executive Director or his or her 
designee may determine to insure the integrity of the public purchasing process. 
Trade secrets which the offeror does not wish disclosed shall be identified as 
follows: Each page shall be identified in boldface at the top and bottom as 
"CONFIDENTIAL". Cost information shall not be deemed confidential.  
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PAYMENT PLANS 
Purchase contracts may provide for payment over a period of time. Such 
instances, however, shall be fully justified, kept to a minimum and carry written 
prior approval of the Executive Director. The intended plan of payment shall be 
included in the procurement document.  
 
FUNDS FROM DIFFERENT SOURCES 
All public funds irrespective of source, whether special, federal, local, gifts, 
bequests, receipts, fees, or State appropriated, used for the purchase, rental, 
lease, installment purchase and lease/purchase of commodities, printing and 
services shall be handled in accordance with applicable General Statute.  
 
CONDITIONAL GRANTS ETC IN PUBLIC PURCHASING 
Where a grant, donation or special discount is predicated upon making a 
purchase from the grantor, the proposed transaction shall be explained in writing 
and shall have prior approval of the Executive Director. Prior to approval, the 
Executive Director shall consider the conditions placed on the grant, donation, or 
special discount, and how they will affect the Authority and the State, the cost of 
agreeing to such conditions, and the market place conditions. When a donation 
from private sources is predicated upon making the purchase or lease from a 
specific source, the purchase or lease may be made without prior approval of the 
Executive Director.  
 
CHANGE IN CORPORATE STRUCTURE 
In cases where contractors are involved in corporate consolidations, acquisitions 
or mergers, the NCTA may negotiate agreements for the transfer of contractual 
obligations and the continuance of contracts within the framework of the new 
corporate structures but with the understanding that the contracts are not 
instruments for sale and shall not be assigned.  
 
PURCHASES FOR ACROSS THE COUNTER RESALE 
Purchases of items for "across the counter" resale shall be in accordance with 
policies adopted by the Authority Board.  
 
PURCHASING FROM OR THROUGH AGENCY EMPLOYEES 
Every reasonable effort shall be made to avoid making purchases from or through 
employees of any agency. Prior written approval from the Executive Director is 
required in any instance which may develop of doing business with such 
personnel. In deciding whether to grant approval, the Executive Director shall 
consider the type item or service needed, the prevailing market conditions, 
whether competition is available, the cost involved, and the effects of doing 
business with the employee.  
 
USE OF PURCHASING POWER FOR PRIVATE GAIN 
The purchasing power of the state or the NCTA shall not be used for private 
advantage or gain. Purchases under contracts made by the State or the NCTA 
shall not be allowed for personal use out of private funds nor shall NCTA place 
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orders for articles for ownership by employees or other individuals.  
 
ANTITRUST VIOLATIONS 
In instances of identical offers or where there are otherwise indications of 
collusion, awards may be made in a manner intended to discourage or prevent its 
continuance as deemed to represent the NCTA’s best interest. Instances of 
suspected antitrust violation shall be reported to appropriate law enforcement 
authorities.  
 
COOPERATIVE PURCHASING 
The NCTA is authorized to utilize cooperative purchasing with another 
governmental agency or charitable non-profit organization.  Where the NCTA is a 
participant in an authorized cooperative project with another governmental 
agency or with a charitable non-profit organization, goods and services necessary 
to the project shall be acquired according to this Policy; provided, however, that 
the interest of the NCTA and the State would not be better served by one of the 
following acquisition methods:  

(1) by making acquisition on behalf of such governmental activity or 
charitable non-profit organization; or  

(2) by authorizing acquisition on the State's behalf under the provisions of 
another State or another governmental entity, provided due consideration 
is given to the differences in purchasing rules, regulations and procedures 
of the contracting entity.  
 

PROTEST PROCEDURES 
To insure fairness to all offerors and to promote open competition, the NCTA 
shall actively follow-up and be consistent in responding to an offeror's protest 
over contract awards.  
 
When an offeror desires to protest a contract awarded by the NCTA, the NCTA 
and the offeror shall comply with the following:  

(1) The offeror shall submit a written request for a protest meeting to the 
Executive Director which shall be received within 30 consecutive calendar 
days from the date of the contract award. The offeror's letter shall contain 
specific reasons and any supporting documentation for why it has a 
concern with the award. If the letter does not contain this information or if 
the Executive Director determines that a meeting would serve no purpose, 
the Executive Director may, within 10 consecutive calendar days from the 
date of receipt of the letter, respond in writing to the offeror and refuse the 
protest meeting request.  

(2) If the protest meeting is granted, the Executive Director shall attempt to 
schedule the meeting within 30 consecutive calendar days after receipt of 
the letter, or as soon as possible thereafter. Within 10 consecutive calendar 
days from the date of the protest meeting, the Executive Director shall 
respond to the offeror in writing with the Executive Director's decision.  

(3) The Executive Director may appoint a designee to act on the Executive 
Director's behalf under this Policy.  
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DEFAULT PROCEEDINGS; DEBARMENT 
The NCTA may find a contractor in default of a contract for failing to perform in 
accordance with the contract requirements, terms and conditions. If a contractor 
is found in default of contract, the NCTA may take action, immediately if 
necessary, to purchase the needed commodities, printing or services on the open 
market and charge any additional cost for the commodities, printing or services 
and expense for doing so to the defaulting contractor.  
 
FAITHFUL PERFORMANCE 
A bond, or other suitable means of insuring faithful performance, may be 
required of the contractor at the contractor’s expense.  Liquidated damages, in 
the form of a monetary penalty for late delivery, may be provided for in the 
contract, as a means of ensuring faithful performance from the contractor.  
 
RECIPROCAL PREFERENCE 
Each solicitation document used to obtain contracts for equipment, materials, 
supplies, and services that exceed twenty-five thousand dollars ($25,000) in 
value shall include space for a bidder to give their principal place of business 
address if it is different than the address given in the execution section of the 
solicitation document. This shall not prevent the NCTA from investigating this 
information and concluding that the principal place of business is different.    
 
PROCUREMENT CARDS 
The NCTA may utilize procurement cards (organizational charge cards). 
Procurement cards are for official use only and shall be used in accordance with 
the policies and procedures of the Office of State Treasurer and other applicable, 
established state policies and procedures. As the State's electronic procurement 
system is implemented, it shall be used to the fullest extent possible, including 
issuance of purchase orders. Procurement cards may be used as a payment 
mechanism within e-procurement if permitted by fiscal policies of the NCTA.  
 
PRESSING NEEDS AND EMERGENCIES 
The NCTA may make purchases of commodities or services in the open market in 
cases of emergency or pressing need. For this purpose, a pressing need is one 
arising from unforeseen causes including, but not limited to, delay by 
contractors, delay in transportation, breakdown in machinery, or unanticipated 
volume of work.  An emergency is defined as a situation which endangers lives, 
property or the continuation of a vital program and which can be rectified only by 
immediate, on-the-spot purchases or rental of commodities or services.  
 
The NCTA may negotiate with a potential vendor(s) in an effort to acquire the 
quality of commodity, service or printing needed at the best possible price, 
delivery, terms and conditions.  A solicitation document requesting or inviting an 
offer(s) shall be issued, unless circumstances prohibit their use.   
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A pressing need or emergency purchase in excess of $10,000 shall be approved 
by the Executive Director, the Chief Financial Officer and the Chair of the Board.  
Pressing need or emergency purchase in excess of $25,000 shall be reported to 
the Authority Board. 
 
INVENTORIES AND STORES 
The North Carolina Department of Administration, Division of Purchase & 
Contract has responsibility for general supervision of storerooms and stores 
operated by state government, for supervision of inventories of tangible personal 
property belonging to state government and for reports by them of stocks on 
hand.  
 
In the event the NCTA is required to maintain centralized warehouse facilities, 
the Authority Board shall have inventory control procedures in place which 
insure at a minimum, written inventory count of contents, written records of 
receipts and issues, economical ordering and efficient level of inventories, safe 
storage of hazardous materials, and security.  
 
RECORD MAINTENANCE 
Except where State law provides to the contrary, after the award of a contract, the 
purchasing records of the NCTA are public documents, and these documents 
shall be maintained for a period of five years after the expiration date of the 
contract.  
 
Each contract file shall be identified individually so it can be readily located and 
referenced. All purchase transactions shall be documented. As applicable, each 
file shall include:  

(1) Original offers if in writing, or written documentation of verbal offers 
received;  

(2) Reasons for award or cancellation;  
(3) Worksheets/evaluations;  
(4) Mailing list, if used;  
(5) Written justification for waiver or emergency purchase:  
(6) Tabulation of offers received;  
(7) Copy of purchase order(s);  
(8) Related correspondence;  
(9) Reason(s) for receiving only one offer in response to a solicitation;  
(10) Negotiated contracts; and  
(11) Reasons for not accepting technical proposals. 
 

After award of contract all material in the file, except confidential information, 
shall be open to interested persons during normal office hours, and may be hand 
copied or copies shall be furnished in accordance with the Public Records Act.  
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HISTORICALLY UNDERUTILIZED BUSINESS, MINORITY 
BUSINESS, SMALL BUSINESS AND DISADVANTAGED BUSINESS  
As applicable to expenditures made pursuant to these policies and procedures, 
the NCTA will comply fully with the North Carolina Department of 
Transportation’s (“NCDOT”) Disadvantaged Business Enterprise (“DBE”) 
Program, unless the NCTA establishes a separate program as approved by the 
United States Department of Transportation.  The NCTA will comply with the 
DBE goals and good faith effort requirements established in conjunction with 
NCDOT.  The NCTA will keep account of its utilization of historically 
underutilized businesses, small businesses and disadvantaged businesses and 
incorporate such utilization in reports to NCDOT or such other State or federal 
agencies as required. 
 
RECYCLED PAPER 
The NCTA will comply with the State’s goals to purchase recycled content paper 
and paper products as established in G.S. 143-58.3. 
 
ADOPTION 
The Policies and Procedures for the Procurement of Commodities and Services is 
adopted on this 17th day of September 2008. 
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STANDARD SPECIAL PROVISION 

AWARD OF CONTRACT 
(6-28-77)(Rev 2/16/2016)                                                                                                                                                                                          Z-6  

“The North Carolina Department of Transportation, in accordance with the provisions of Title VI 
of the Civil Rights Act of 1964 (78 Stat. 252) and the Regulations of the Department of 
Transportation (49 C.F.R., Part 21), issued pursuant to such act, hereby notifies all bidders that it 
will affirmatively insure that the contract entered into pursuant to this advertisement will be 
awarded to the lowest responsible bidder without discrimination on the ground of race, color, or 
national origin”. 

TITLE VI AND NONDISCRIMINATION 

I. Title VI Assurance  
During the performance of this contract, the contractor, for itself, its assignees and successors in 
interest (hereinafter referred to as the “contractor”) agrees as follows: 

(1) Compliance with Regulations: The contractor shall comply with the Regulation relative to 
nondiscrimination in Federally-assisted programs of the Department of Transportation 
(hereinafter, "DOT") Title 49, Code of Federal Regulations, Part 21, as they may be amended 
from time to time, (hereinafter referred to as the Regulations), which are herein incorporated by 
reference and made a part of this contract. 
(2) Nondiscrimination: The Contractor, with regard to the work performed by it during the 
contract, shall not discriminate on the grounds of race, color, or national origin in the selection 
and retention of subcontractors, including procurements of materials and leases of equipment. 
The contractor shall not participate either directly or indirectly in the discrimination prohibited 
by section 21.5 of the Regulations, including employment practices when the contract covers a 
program set forth in Appendix B of the Regulations. 
(3) Solicitations for Subcontractors, Including Procurements of Materials and 
Equipment: In all solicitations either by competitive bidding or negotiation made by the 
contractor for work to be performed under a subcontract, including procurements of materials or 
leases of equipment, each potential subcontractor or supplier shall be notified by the contractor 
of the contractor's obligations under this contract and the Regulations relative to 
nondiscrimination on the grounds of race, color, or national origin. 
(4) Information and Reports: The contractor shall provide all information and reports 
required by the Regulations or directives issued pursuant thereto, and shall permit access to 
its books, records, accounts, other sources of information, and its facilities as may be 
determined by the North Carolina Department of Transportation (NCDOT) or the Federal 
Highway Administration (FHWA) to be pertinent to ascertain compliance with such 
Regulations, orders and instructions. Where any information required of a contractor is in the 
exclusive possession of another who fails or refuses to furnish this information the contractor 
shall so certify to the NCDOT, or the FHWA as appropriate, and shall set forth what efforts it 
has made to obtain the information. 
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(5) Sanctions for Noncompliance: In the event of the contractor's noncompliance with the 
nondiscrimination provisions of this contract, the NCDOT shall impose such contract sanctions 
as it or the FHWA may determine to be appropriate, including, but not limited to: 

(a) Withholding of payments to the contractor under the contract until the 
contractor complies, and/or 
(b) Cancellation, termination or suspension of the contract, in whole or in part. 

(6) Incorporation of Provisions: The contractor shall include the provisions of paragraphs 
(1) through (6) in every subcontract, including procurements of materials and leases of 
equipment, unless exempt by the Regulations, or directives issued pursuant thereto. 
The contractor shall take such action with respect to any subcontractor procurement as the 
NCDOT or the FHWA may direct as a means of enforcing such provisions including sanctions 
for noncompliance: provided, however, that, in the event a contractor becomes involved in, or is 
threatened with, litigation with a subcontractor or supplier as a result of such direction, the 
contractor may request the NCDOT to enter into such litigation to protect the interests of the 
NCDOT, and, in addition, the contractor may request the United States to enter into such 
litigation to protect the interests of the United States. 
 

II. Title VI Nondiscrimination Program 
Title VI of the 1964 Civil Rights Act, 42 U.S.C. 2000d, provides that: “No person in the United 
States shall, on the grounds of race, color, or national origin, be excluded from participation in, 
be denied the benefits of, or be subjected to  discrimination under any program or activity 
receiving Federal financial assistance.” The broader application of nondiscrimination law 
is found in other statutes, executive orders, and regulations (see Section III, Pertinent 
Nondiscrimination Authorities), which provide additional protections based on age, sex, 
disability and religion. In addition, the 1987 Civil Rights Restoration Act extends 
nondiscrimination coverage to all programs and activities of federal-aid recipients and 
contractors, including those that are not federally-funded. 

Nondiscrimination Assurance 
The North Carolina Department of Transportation (NCDOT) hereby gives assurance that no 
person shall on the ground of race, color, national origin, sex, age, and disability, be excluded 
from participation in, be denied the benefits of, or be otherwise subjected to discrimination under 
any program or activity conducted by the recipient, as provided by Title VI of the Civil Rights 
Act of 1964, the Civil Rights Restoration Act of 1987, and any other related Civil Rights 
authorities, whether those programs and activities are federally funded or not. 

Obligation 
During the performance of this contract, the Contractor and its subcontractors are responsible for 
complying with NCDOT’s Title VI Program. The Contractor must ensure that NCDOT’s Notice 
of Nondiscrimination is posted in conspicuous locations accessible to all employees and 
subcontractors on the jobsite, along with the Contractor’s own Equal Employment Opportunity 
(EEO) Policy Statement. The Contractor shall physically incorporate this “TITLE VI AND 
NONDISCRIMINATION” language, in its entirety, into all its subcontracts on federally- 
assisted and state-funded NCDOT-owned projects, and ensure its inclusion by subcontractors 
into all subsequent lower tier subcontracts. The Contractor and its subcontractors shall also 
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physically incorporate the FHWA-1273, in its entirety, into all subcontracts and subsequent 
lower tier subcontracts on Federal-aid highway construction contracts only. The Contractor is 
also responsible for making its subcontractors aware of NCDOT’s Discrimination Complaints 
Process, as follows: 
 
FILING OF COMPLAINTS 
1. Applicability – These complaint procedures apply to the beneficiaries of the NCDOT’s 

programs, activities, and services, including, but not limited to, members of the public, 
contractors, subcontractors, consultants,  and other sub-recipients  of federal  and state 
funds. 

2. Eligibility – Any person or class of persons who believes he/she has been subjected to 
discrimination or retaliation prohibited by any of the Civil Rights authorities, based upon 
race, color, sex, age, national origin, or disability, may file a written complaint with 
NCDOT's Civil Rights office. The law prohibits intimidation or retaliation of any sort. 
The complaint may be filed by the affected individual or a representative, and must be in 
writing. 

3. Time Limits and Filing Options – A complaint must be filed no later than 180 calendar 
days after the following: 
 The date of the alleged act of discrimination; or 
 The date when the person(s) became aware of the alleged discrimination; or 
 Where there has been a continuing course of conduct, the date on which that conduct was 

discontinued or the latest instance of the conduct. 
        Title VI and other discrimination complaints may be submitted to the following entities: 

 North Carolina Department of Transportation, Office of Equal Opportunity & 
Workforce Services (EOWS), External Civil Rights Section, 1511 Mail Service Center, 
Raleigh, NC 27699-1511; 919-508-1808 or toll free 800-522-0453 

 US Department of Transportation, Departmental Office of Civil Rights, External Civil 
Rights Programs Division, 1200 New Jersey Avenue, SE, Washington, DC 20590; 202-
366-4070 

Federal Highway Administration, North Carolina Division Office, 310 New Bern 
Avenue, Suite 410, Raleigh, NC 27601, 919-747-7010 
Federal Highway Administration, Office of Civil Rights, 1200 New Jersey 
Avenue, SE, 8th Floor, E81-314, Washington, DC 20590, 202-366-0693 / 366- 0752 
Federal Transit Administration, Office of Civil Rights, ATTN: Title VI Program 
Coordinator, East Bldg. 5th Floor – TCR, 1200 New Jersey Avenue, SE, Washington, 
DC 20590 
Federal Aviation Administration, Office of Civil Rights, 800 Independence Avenue, 
SW, Washington, DC 20591, 202-267-3258 

 US Department of Justice, Special Litigation Section, Civil Rights Division, 950 
Pennsylvania Avenue, NW, Washington, DC 20530, 202-514-6255 or toll free 877-218-
5228 
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4. Format for Complaints – Complaints must be in writing and signed by the 
complainant(s) or a representative and include the complainant’s name, address, and 
telephone number. Complaints received by fax or e-mail will be acknowledged and 
processed. Allegations received by telephone will be reduced to writing and provided to 
the complainant for confirmation or revision before processing. Complaints will be 
accepted in other languages including Braille. 

5. Discrimination Complaint Form – Contact NCDOT EOWS at the phone number above 
to receive a full copy of the Discrimination Complaint Form and procedures. 

6. Complaint Basis – Allegations must be based on issues involving race, color, national 
origin, sex, age, or disability. The term “basis” refers to the complainant’s membership 
in a protected group category. Contact this office to receive a Discrimination Complaint 
Form. 

 
Protected 
Categories 

Definition Examples Applicable Statutes and 
Regulations 

FHWA FTA 
Race An individual belonging to 

one of the accepted racial 
groups; or the perception, 
based usually on physical 
characteristics that a person is 
a member of a racial group 

Black/African 
American, 
Hispanic/Latino, 
Asian, American 
Indian/Alaska Native, 
Native 
Hawaiian/Pacific 
Islander, White 

Title VI of 
the Civil 
Rights Act 
of 1964; 
49 CFR Part 
21; 
23 CFR 200 

Title VI of 
the Civil 
Rights Act of 
1964; 
49 CFR 
Part 21; 
Circular 
4702.1B 

Color Color of skin, including shade 
of skin within a racial group 

Black, White, brown, 
yellow, etc. 

National 
Origin 

Place of birth. Citizenship is 
not a factor. Discrimination 
based on language or a 
person’s accent is also 
covered. 

Mexican, Cuban, 
Japanese, Vietnamese, 
Chinese 

Sex Gender Women and Men 1973 
Federal-Aid 
Highway 
Act 

Title IX of the 
Education 
Amendments 
of 1972 

Age Persons of any age 21 year old person Age Discrimination Act of 
1975 

Disability Physical or mental 
impairment, permanent or 
temporary, or perceived. 

Blind, alcoholic, 
para- amputee, 
epileptic, diabetic, 
arthritic 

Section 504 of the 
Rehabilitation Act of 
1973; Americans with 
Disabilities Act of 1990 
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III. Pertinent Nondiscrimination Authorities  
During the performance of this contract, the contractor, for itself, its assignees, and successors 
in interest agrees to comply with the following non-discrimination statutes and authorities, 
including, but not limited to: 
• Title VI of the Civil Rights Act of 1964 (42 U.S.C. § 2000d et seq., 78 stat. 252), (prohibits 

discrimination on the basis of race, color, national origin); and 49 CFR Part 21. 
• The Uniform Relocation Assistance and Real Property Acquisition Policies Act of 1970, (42 

U.S.C. § 4601), (prohibits unfair treatment of persons displaced or whose property has been 
acquired because of Federal or Federal-aid programs and projects); 

• Federal-Aid Highway Act of 1973, (23 U.S.C. § 324 et seq.), (prohibits discrimination on 
the basis of sex); 

• Section 504 of the Rehabilitation Act of 1973, (29 U.S.C. § 794 et seq.), as amended, 
(prohibits discrimination on the basis of disability); and 49 CFR Part 27; 

• The Age Discrimination Act of 1975, as amended, (42 U.S.C. § 6101 et seq.), (prohibits 
discrimination on the basis of age); 

• Airport and Airway Improvement Act of 1982, (49 USC § 471, Section 47123), as amended, 
(prohibits discrimination based on race, creed, color, national origin, or sex); 

• The Civil Rights Restoration Act of 1987, (PL 100-209), (Broadened the scope, coverage 
and applicability of Title VI of the Civil Rights Act of 1964, The Age Discrimination Act of 
1975 and Section 504 of the Rehabilitation Act of 1973, by expanding the definition of the 
terms “programs or activities” to include all of the programs or activities of the Federal-aid 
recipients, sub-recipients and contractors, whether such programs or activities are Federally 
funded or not); 

• Titles II and III of the Americans with Disabilities Act, which prohibit discrimination on the 
basis of disability in the operation of public entities, public and private transportation 
systems, places of public accommodation, and certain testing entities (42 U.S.C. §§ 12131 
– 12189) as implemented by Department of Transportation regulations at 49 C.F.R. parts 37 
and 38; 

• The Federal Aviation Administration’s Non-discrimination statute (49 U.S.C. § 47123) 
(prohibits discrimination on the basis of race, color, national origin, and sex); 

• Executive Order 12898, Federal Actions to Address Environmental Justice in Minority 
Populations and Low-Income Populations, which ensures discrimination against minority 
populations by discouraging programs, policies, and activities with disproportionately 
high and adverse human health or environmental effects on minority and low-income 
populations; 

• Executive Order 13166, Improving Access to Services for Persons with Limited English 
Proficiency, and resulting agency guidance, national origin discrimination includes 
discrimination because of limited English proficiency (LEP). To ensure compliance with 
Title VI, you must take reasonable steps to ensure that LEP persons have meaningful access 
to your programs (70 Fed. Reg. at 74087 to 74100); 

• Title IX of the Education Amendments of 1972, as amended, which prohibits you from 
discriminating because of sex in education programs or activities (20 U.S.C. 1681 et seq). 
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• Title VII of the Civil Rights Act of 1964 (42 U.S.C. § 2000e et seq., Pub. L. 88-352), 
(prohibits employment discrimination on the basis of race, color, religion, sex, or national 
origin); 

• 49 CFR Part 26, regulation to ensure nondiscrimination in the award and administration 
of DOT-assisted contracts in the Department's highway, transit, and airport financial 
assistance programs, as regards the use of Disadvantaged Business Enterprises (DBEs); 

• Form FHWA-1273, “Required Contract Provisions,” a collection of contract provisions and 
proposal notices that are generally applicable to all Federal-aid construction projects and 
must be made a part of, and physically incorporated into, all federally-assisted contracts, as 
well as appropriate subcontracts and purchase orders, particularly Sections II 
(Nondiscrimination) and III (Nonsegregated Facilities). 
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Attachment C 
NC Quick Pass Business Policies 

(The following file is ‘paper clipped’ to this Attachments file for ease of reference: NCQP Business 
Policies v6.5) 
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Attachment D 
Operational Statistics 

(The Excel file is ‘paper clipped’ to this Attachments file for ease of reference) 
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Attachment E: RingCentral Specs 
This document outlines the per-seat licensing costs and component specifications under 
the current contract between RingCentral and the existing operations contractor for NCTA’s 
NC Quick Pass and NC Ferry Customer Service Center Operations project.  
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Attachment F: List of Current SOPs  
This document provides a comprehensive list of all Standard Operating Procedures (SOPs) as they exist 
today under the existing operations contractor’s contract scope and requirements. Refer to Section 2: 
Development Status Categories in this Attachment for definitions of the four development status categories. 

1. Summary of SOP Sections 

SOP # Section Title Section Description Development Status 

1 

SOP and Ancillary 
Document 

Management 
Process 

The purpose of this SOP is to establish clear 
and efficient procedures for the creation, 
modification, review, and maintenance of 
the SOPs, videos, and ancillary 
documentation. This will ensure that staff 
are using and implementing the most 
current versions of these documents. 

Complete 

2 RingCentral 
The purpose of this SOP is to provide the 
procedures for utilizing the telephony 
system.  

Not Started 

3 Account Actions 

This SOP provides a step-by-step outline of 
the Account Actions functions within the 
back-office system, which includes the 
following:  

• Tool bar, dashboard, search screens 

• Account summary (account profile) 

• Add case 

• Add notes 

• Add wrap-up code 

• Statement generation and fee 

• Close account 

• Flag account 

• Pay now 

• Pay from account 

• Resend signup email 

• Reset password 

• Send PIN 

• Retrieve username 

Development Needed 
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SOP # Section Title Section Description Development Status 

• Upload document 

• Convert account: Bill by Mail to NC 
Quick Pass personal or business account 

• Bankruptcy 

• Refund account 

• Miscellaneous debit/credit  

4 
Pay Now and Pay 

from Account 

This SOP provides a step-by-step outline of 
Pay Now and Pay from Account functions 
within the back-office system, which 
includes the following: 

• Pay Now: Credit card one-time 
replenishment 

• Pay Now: ACH (bank account) one-time 
replenishment 

• Pay Now: Check one-time 
replenishment 

• Pay Now: Cash one-time replenishment 

• Pay from account 

• Payment confirmation to customer 

• Pay Now: Suspended account 

• Pay Now: Low balance account 

• Pay Now: Bill by Mail (BBM) 

Complete 

5 
Account 

Management 

This SOP provides a step-by-step outline of 
the Account Management functions within 
the back-office system, which includes the 
following:  

• Looking up accounts 

• Cases tab 

• Contact tab 

• Vehicles and transponders tab 

• Billing 

• Transactions 

• Invoice (post-paid accounts) 

Complete 
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SOP # Section Title Section Description Development Status 

• Correspondence 

• Account History 

• HOV Declaration 

• Flags, alerts, warnings, and status boxes 

6 

Creating New 
Account / 

Converting BBM 
Account 

This SOP provides a step-by-step outline of 
the Creating New Account and Converting 
BBM Account functions within the back-
office system, which includes the following: 

• Applications and terms & conditions 

• Creating new account or converting 
BBM account in the back-office system 

• Account type tab: selecting account 
type  

• Contact tab: adding contact information 

• Vehicles tab: adding vehicles and 
transponders 

• Billing tab: adding billing information 

• Confirm tab: confirming account 
information 

• Payment tab: adding payment 
information 

• Summary tab 

Complete 

7 

WIC Shift 
Management & 

Daily Operations 
Procedures 

This SOP provides a step-by-step outline of 
the WIC Shift Management and Daily 
Operations Procedures processes within 
the back-office system, which includes the 
following: 

• WIC and production forms 

• Start of shift and end of shift from CSR 
landing page 

• Deposits 

• WIC forms (examples) 

Development Needed 

8 
License Plate 

Agency 
This SOP outlines the Account 
Management functions in the back-office 

In Progress 
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SOP # Section Title Section Description Development Status 

system that a License Plate Agency (LPA) 
can process.  

9 Case Management 

This SOP outlines the Case Management 
functions in the back-office system, which 
includes the following:  

• Case type and topics 

• Case management module 

• Queue tab 

• Search tab 

• Export reports to Excel 

• Cases submitted by customers 

• Most common cases submitted by CSRs 

• Escalations  

In Progress 

10 
Case Management 

Disputes 

This SOP outlines how to comminate the 
dispute process to customers who wish to 
dispute a toll transaction through the 
submission of a Dispute Form. The purpose 
of this SOP is to ensure an accurate and 
uniform method of communication to 
customers.   

In Progress 

11 
Document 

Management 

This purpose of this SOP is to provide a 
step-by-step guide on how to attach 
documents that have been scanned to the 
back-office system to a specific customer 
account.  

Complete 

12 
Transponder Retail 

and Inventory 

The purpose of this SOP is to describe 
inventory management functions in the 
back-office system.  

Development Needed 

13 
Incoming and 
Outgoing Mail 

This SOP provides guidelines on how to 
process:  

• Incoming and outgoing mail  

• Incoming emails  

• Incoming faxes  

Complete 



CSC Ops Staffing & Customer Contact Tech RFP                                             Attachment F: List of Current SOPs 

North Carolina Turnpike Authority (NCTA)                                                                                          Attachment F, Page 5 of 7 
 

 

SOP # Section Title Section Description Development Status 

• Filing, retention, and destruction of 
documentation  

14 Mail House 

The purpose of this SOP is to provide brief 
overview of the NC Quick Pass mail house 
vendors―Content Critical and CSG and 
their role and responsibilities. Procedures 
for using their specific applications to 
process Bill By Mail Invoices and NCQP mail 
to customers are provided in the sections to 
follow.  

Complete 

14 Image Audit Review 

The purpose of this SOP is to present the 
Image Review Audit system and the 
process for auditing images for accuracy to 
ensure accurate billing.  

In Progress 

16 Outreach Events 

The purpose of this SOP is to provide 
information and procedures for attending 
and assisting with NC Quick Pass outreach 
events.  

Complete 

17 Finance 

The purpose of this SOP is to outline the 
activities performed by the operational 
Finance team, including banking functions 
such as chargebacks, payment returns, and 
lockbox processing, as well as 
interoperability settlement tasks. 

Development Needed 

18 
Interoperability 
Processing and 
Reconciliation 

The purpose of this SOP is to describe how 
operations will coordinate with the toll 
revenue group to process monthly 
interoperable settlements.  

Development Needed 

19 
PCI and 

Confidentiality 

This SOP establishes procedures to protect 
and keep project and customer information 
confidential. All customer information shall 
be handled and maintained in compliance 
with:  

Development Needed 
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SOP # Section Title Section Description Development Status 

• Current Payment Card Industry (PCI) 
Data Security Standard Requirements 
and Security Assessment Procedures.  

• Contractor Security Excellence Training  

• Contractor CS:1 Confidential 
Information  

• North Carolina Statewide Information 
Security Manual   

Any theft, fraud, or illegal use of credit card 
information by a Contractor’s employee in 
the NC Quick Pass program will lead to 
actions up to and including termination and 
prosecution of the law.  

20 

ServiceNow: BOS, 
Roadside, and Ring 

Central 
Performance Issues 

This SOP establishes procedures 
for submitting a new incident to the 
ServiceNow platform.  
 
Once an incident is created, an incident 
record (i.e., also known as a ‘ticket’) will be 
managed from initiation through successful 
resolution. Agents will report an issue to a 
supervisor or team lead who will attempt to 
troubleshoot and resolve the issue. If the 
issue cannot be resolved, a designated 
representative will follow the steps outlined 
in this SOP to submit a ticket to 
ServiceNow.  
 
Designated representatives must complete 
ServiceNow training, which will be 
coordinated by NCTA.  

Development Needed 

21 
Safety, Security, 
and Emergency 
Management  

This SOP establishes procedures for the 
safety and security of NCTA staff, 
Contractor staff, and visitors who work or 
visit NC Quick Pass facilities (Facilities) that 
include:  

Development Needed 
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SOP # Section Title Section Description Development Status 

• Morrisville CSC (includes WIC and
Production)

• Charlotte WIC

• Monroe WIC

• Rocky Mount Call Center

• Winston Salem Call Center 

In this document, whenever “Facilities” is 
used, it is inclusive of all NC Quick Pass 
building locations named in the bullet list 
above.  

2. Development Status Categories

This Section outlines the definition of each development status category.

2.1 Not Started 

The SOP has been identified as required, but development has not yet begun. No draft content has been 

created. 

2.2 In Progress

The SOP is currently being developed. Content is being drafted, reviewed, or revised, but the document is 

not yet complete or approved.

2.3 Development Needed 

The SOP, as of today, is complete, however, NCTA expects the Contractor to bring a solution that will 

require updates to the SOP. 

2.4 Complete

The SOP has been fully developed, reviewed, and approved. It meets all applicable requirements and is 

ready for implementation and use. 
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Attachment G: NCTA Roadway Projects 
This document details the current version of the North Carolina Turnpike Authority roadway projects 
that are open to traffic, under construction, under development and under construction.  
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Attachment H: Typical Pass-Through Items 
Proposers should anticipate that pass-through costs for the NC Quick Pass operations will typically range 
from $50,000 per month to $120,000 per month, depending on certain annual renewal costs and other one-
time expenses. Based on historical and current operations, NCTA estimates that reimbursable pass-through 
operating expenses are less than $1 million annually. The Contractor is responsible for purchasing these 
services and materials and will seek reimbursement from NCTA as a pass-through cost with no mark-up. 

This Attachment provides pass-through costs seen during typical normal Operations and Maintenance 
(O&M). It is not intended to be all-inclusive and may not contain certain ‘one-time’ or annual purchases. All 
costs must be pre-approved by NCTA in order for the Contractor to be reimbursed by NCTA.  

Additionally, the Contractor may contract with third-party vendors to manage all NCTA facilities. These 
third-party costs associated with lease payments, repairs and maintenance, and other facility-related costs 
will be included in this Contract. 

This Attachment outlines the following three pass-through cost categories: 1) Contracts that Require 
Contractor to Assume 2) Contractor Option to Assume Current Vendor or Select New Vendor (at the 
Contractor’s discretion) and 3) Contractor to Select New Vendor. Contractor’s discretion indicates that the 
Contractor can decide to continue contractual services with the current vendor or select their own vendor. 
The Contractor must receive Approval from NCTA for any new vendor selected.   

1. Contracts that Require Contractor to Assume:  

• Iron Mountain  

• Storage items - cardboard boxes, labeling device supplies 

• Document retention  

2. Contractor Option to Assume Current Vendor or Select New Vendor 

• Lands End  

• Uniform/shirts for customer-facing Agents, Team Leads, and Supervisors 

• Sir Speedy  

• Mailing envelopes and pouches 

• Amazon  

• Office supplies and consumables used for NC Quick Pass operations 

• Ricoh  

• Copier, fax, and printer supplies (paper, ink, toner) 

• Copier leases and maintenance/repair contracts 

• Shred-it  

• Shredding services 

• Brinks  
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• Money transfer services (armored car, etc.) 

• Any other costs incurred to meet Contract Requirements

3. Contractor to Select New Vendor

• Telephone headsets and supplies (e.g.: adapter cables, ear cushions)

• Reimbursable Contractor staff travel between NCTA facilities

• Contractor-provided systems and equipment maintenance and repair, not included in the normal
monthly recurring ongoing operations invoice

• Recurring internet, networking, and communication costs

• Other supplies and materials as requested by authorized NCTA staff

• Miscellaneous postage and shipping costs related to the NC Quick Pass operations

• Office equipment purchases and maintenance (printers, fax machines, small-use shredders, recycling 
bins, desk / cube supplies, bulletin / white boards, etc...) for office items used for NC Quick Pass
operations

• Repairs and replacement of iPad equipment

• Pre-Approved Contractor travel related to NC Quick Pass events

• Contractor staff lodging for special circumstances/weather

• HVAC - preventative maintenance and repair 

• Generator - preventative maintenance and repair

• Any other costs incurred to meet Contract Requirements



CSC Ops Staffing & Customer Contact Tech RFP                                                                Attachment I – BOS Telephony APIs 

 

North Carolina Turnpike Authority (NCTA)                                                                                                               Attachment I 

 
 
 
 
 

Attachment I 
BOS Telephony APIs 

(The following file is ‘paper clipped’ to this Attachments file for ease of reference: 
BOS Telephony APIs) 
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Attachment J: Workstation Specifications  
This document outlines the laptop and monitor specifications for the workstations at the NCQP CSC facility 
locations: Rocky Mount, NC, and Winston-Salem, NC. 

1. Laptop Specifications 

1.1 Brand and Model - Dell Latitude 3520 

• Processor: 

• 11th Gn Intel i5-1135G7 2.40GHz  

• Installed RAM: 

• 16.0GB 

• Storage: 

• 238GB SSD NVMe BC711 NVMe SK Hynix 256GB 

• System Type: 

• 64-bit 

1.2 Brand and Model - Dell Latitude 5540 

• Processor: 

• 13th Gn Intel i5-1335U 1.30GHz  

• Installed RAM: 

• 16.0GB 

• Storage: 

• 238GB SSD NVMe BC711 NVMe SK Hynix 256GB 

• System Type: 

• 64-bit 

2. Monitor Specifications  

2.1 Brand and Model - Dell P2422h 

• Size: 

• 24 inches 
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Attachment K: List of Current Case Types & Topics 
This document provides a comprehensive list of the current Case types and topics used in NCTA’s Back-Office System (BOS). These Case types and 
topics facilitate the submission of customer inquiries through three primary channels: the BOS User Interface (UI), the customer website, and the 
mobile application. The check mark symbol is used to identify which of the three channels the Case type and topic are available in.  

Case Type Case Topic Channel Type: BOS UI Channel Type: Web Channel Type: Mobile App 

Account Closure Moving    

Account Closure Deceased    

Account Closure Business    

Account Closure Business Closing/Sold    

Account Closure Changing Jobs    

Account Closure No Longer Driving    

Account Closure Non-Rev    

Account Closure Not Using NC Quick Pass    

Account Closure Private    

Account Dispute Account Fee    

Account Dispute Toll Dispute    

Account Dispute Misapplied Payment    

Account Dispute Image Request    
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Case Type Case Topic Channel Type: BOS UI Channel Type: Web Channel Type: Mobile App 

Account Dispute Statement Fee    

Acct Information Update Account Update    

Account Management Payment Inquiry    

Account Management Vehicle Update    

Account Management Address Issue    

Account Management Statement Questions    

Account Management Transponder Not Received    

Account Management Transponder Replacement    

Account Management Transponder Other    

Account Management Other    

Account Management Statement Request    

Bankruptcy Bankruptcy    

Bankruptcy Dismissal Received    

Collections Unidentified Payment    

Dispute Transfer Responsibility    

Dispute Misapplied Payment    
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Case Type Case Topic Channel Type: BOS UI Channel Type: Web Channel Type: Mobile App 

Dispute Image Request    

Dispute Incorrect Plate    

Finance NSF Check    

Finance Chargeback Inquiry    

Finance ACH Inquiry    

Finance MoneyGram    

General Agency    

General Complaint    

General Application    

General Other    

Incorrect I-77 Charge HOV Dispute    

Inquiry Collections    

Inquiry DMV Hold    

Inquiry DMV Release    

Inquiry Review Account    

Inquiry Invoice Reprint    
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Case Type Case Topic Channel Type: BOS UI Channel Type: Web Channel Type: Mobile App 

Lockbox Lockbox Correspondence    

Lockbox Unidentified Payment    

Payment Questions Payment Inquiry    

Refund Request Monthly Evaluation    

Refund Request Overpayment    

Refund Request Inactive Account    

Retailer *No Case Topic*    

Submit a complaint Complaint    

Web/App Issues Functionality Issues    

Web/Mobile App Navigation Help    

Web/Mobile App HOV    

Web/Mobile App Other    

Web/Mobile App Mobile Login Issues     

Web/Mobile App Mobile Web Login Issues    

Incorrect HOV Charge *No Case Topic*    

Incorrect Toll Charge *No Case Topic*    



CSC Ops Staffing & Customer Contact Tech RFP                                                                                                                         Attachment K: List of Current Case Types & Topics 

North Carolina Turnpike Authority (NCTA)                                                                                                  Attachment K, Page 5 of 5 
 

 

Case Type Case Topic Channel Type: BOS UI Channel Type: Web Channel Type: Mobile App 

Out of State Dispute *No Case Topic*    

Account Fee Dispute *No Case Topic*    

Transponders *No Case Topic*    

DMV Hold Questions *No Case Topic*    

Account Review Request *No Case Topic*    

Login Assistance *No Case Topic*    
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Attachment L  
Sample Scenario Based Test Matrix 

(The Excel file is ‘paper clipped’ to this Attachments file for ease of reference) 
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Attachment M: RTM Baseline Sample 
As outlined in RFP Part III, Section 3.5.1 Requirements Traceability Matrix (RTM), NCTA will provide an RTM baseline to the Contractor which will list 
both functional and non-functional Requirements from this RFP. Below is a sample of the RTM baseline document that NCTA will provide to the 
Contractor. The RTM baseline document will be provided in Microsoft Excel format. 
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Attachment N  
Current Lease Agreements for NCTA Facilities 

( The following files are ‘paper clipped’ to this Attachments file for ease of reference: 1) 
NCTA Headquarters Lease 2) Monroe WIC Lease 3) Rocky Mount CSC Lease 4) Winston Salem CSC 
Lease ) 
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Attachment O 
Quality Scorecard Examples 

(The following files are ‘paper clipped’ to this Attachments file for ease of reference: 1) Call 
Center Scorecard 2) WIC Scorecard 3) Case Scorecard)  
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Attachment O: Quality Scorecard Examples 
Samples of the scorecards for Call Center, Walk-In Center (WIC) and Case Management 
interactions are provided as Attachment O – each of the 3 scorecards have been ‘paper 
clipped’ to this Attachments file.  
 
Note: The attributes currently monitored are to be negotiated and finalized with the successful 
Proposer and NCTA. 
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5.0 March 1, 2019 
Complete revision and rewrite of the NC Quick Pass CSC Business 


Policies document.  


5.1 September 2019 Updates to version 5.0  


6.0 April 2020 
Updates for BOS 2 preparation, I-77 deployment, and CSC 


efficiencies. 
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Version Date Modification 


6.1 August 2020 


Added Policy 4.1.2, identifying that customers can open an account 


without assigning a vehicle to that account. Approved by Policy 


Committee on 5/12/20. 


Revised Policy 8.3.3, identifying that a customer can increase or 


decrease the replenish amount by calling the Customer Service 


Center. Approved by Policy Committee on 5/12/20. 


Added Policy 8.5.5, identifying that the first Bill by Mail invoice to be 


sent to an account converted from a negative balance NC Quick 


Pass Transponder account shall be sent to the NC Quick Pass 


Transponder account address. Approved by Policy Committee on 


5/12/20. 


Added Policy 8.5.6, identifying that the first Bill by Mail invoice to be 


sent to an account converted from a negative balance NC Quick 


Pass Transponder account shall show the previous balance amount 


as the negative balance from the converted account. 


Revised Policy 13.1.1, removing a duplicate sentence. 


Revised Policy 14.1.1, clarifying what account activity is as it relates 


to inactive accounts. 


Deleted Policy 14.1.4, 14.1.5, 14.1.6, these policies were related to 


account inactive fees, which are being removed. Approved by 


Policy Committee on 5/6/20. 
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Version Date Modification 


6.2 April 2021 


Policy 8.5, Negative Account Balance. 


Revised Policy 8.5.1, 8.5.2, and 8.5.8, Transponder accounts will 


now be put in “invalid status” when a balance reaches $0.00.  


Previously the threshold was negative ten dollars (-$10.00). 


Policy 21.2, Non-NC Quick Pass Account Owners Interoperability 


with Turnpike Projects. 


Revised Policy 21.2, small text edits.  


Policy 21.3, Disputes and Refunds for NC Quick Pass Account 


Owners and Out-of-State Transactions. 


Revised Policy 21.3, small text edits.  


Policy 21.4, Disputes and Refunds for Out-of-State Agency Account 


Owners and Turnpike Project Transactions. 


Added Policy 21.4.2, small text edits and added a policy that 


disputes from out-of-state agency account holders must be received 


by NC Quick Pass 180 days from the transaction date to be 


considered. 


Policy 209.1, General Collections Policies.  


Revised Policy 209.1.1, General Collections Policies, debt sent to a 


collection agency must have escalated to a fourth invoice and must 


have aged for at least 90 days from date of the original invoice.  


Previously, the only criteria were the four invoices. 


Revised Policy 209.1.1, General Collections Policies, and Policy 


209.1.2, Collection Agency, overall section rewrite for clarification 


and restructuring. 
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Version Date Modification 


6.3 November 2023 


Revised Policy 2.1 and 100.1.9 number of registered vehicles to ten 


(10) or less. 


Revised Policy 208.1.7 registration hold to five (5) business days 


and removed reference to payment of $250 or more. 


Revised Policies 3.6.1 and 300.3.4, removed Email as customer 


communication channel and added NCQP website to 300.3.4. 


Revised Policies 7.6.1, 104.6.1 and 204.7.1, removed Fax as 


payment channel. 


Added ACH as a Payment and Replenishment option, Policies: 


5.1.5 


7.1.1 


7.6.1 


8.1.5 


102.1.3 


104.1.1 


104.6.1 


105.1.5 


105.1.5.1 


204.2.1 


204.7.1 


208.1.5 


208.1.7 


Added Declined ACH Fee, Declined ACH Payment and Rejected 


ACH Payment, Policies: 


7.5.4 


8.1.5.6 


11.1.2 


104.5.4 


105.1.5.6 


109.1.2 


204.6.4 


206.1.2 


208.1.8 


Only one type of Registered Video Account  


Deleted Policies 100.2, 100.3, 101.2, 101.3, 103.2 


Incorporated 100.2.1 and 100.2.2 into Policy 100.1, and 101.2.1 


and 101.2.2 into Policy 101.1 


Added Nixie escalation to collections, Policies 19.2.4, 116.2.4, and 


214.2.4 


Policies 5.1.5, 19,2.6, 102.1.3, 111.1.3, 201.1.3, 214.2.6, small text 


edits 
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6.4 October 2024 


Revised Policy 6 and Policy 103. Lowered the opening account 


balance amount for prepaid accounts from $30.00 to $10.00 for the 


first two (2) vehicles and from $15.00 to $10.00 for each additional 


vehicle  


Revised Policies 8.2, 105.2.2, 105.2.3, 105.4,3,1. Lowered 


replenishment amount for prepaid accounts from $20.00 to $10.00 


Revised Policies 8.4.2, 8.4.3.1, 8.4.3.2, 8.4.5. Lowered threshold 


amount minimum for prepaid accounts from $10.00 to $5.00 


Revised Policies 8.3, 8.4.2, 105.3.1, 105.3.2, 105.3.3 and 105.4.2. 


Changed account replenishment evaluation from quarterly to 


monthly 


Customer Service Center Overview, Section III. Added CSC 


locations in Rocky Mount and Winston Salem 


Updated N.C. 147 to N.C. 885 in Section II, NCTA Overview 


Deleted Motorcycle Plan, Policies 2.1.5, 3.2.2, 4.2.2 and 20.1.12.2 


Deleted Policy 2.2.2. Requirement for (2) contact names registered 


on Business Accounts 


Revised Policy 2.2.1. Increased number of vehicles that customer 


want to register on Business Accounts from (5) to (10) vehicles 


Policy 3.2 and 3.3. Revised Tables 1 and 2 Transponder Options. 


Revised price for NC Quick Pass E-ZPass Transponder from 


$7.40 to $6.69.  Added disclaimer, Transponders available for 


purchase at select partners include a convenience fee that may 


vary by location 


Revised Policies 3.82, 3.83 and 3.84. Increased transponder return 


timeframe from ten (10) to fifteen (15) business days 


Added Policy 3.8.2, Only unopened unused transponders can be 


returned to the partner location where the transponder was 


purchased 


Renamed Government, Transit and First Responder ‘Plans’ to 


Accounts 


Renamed Registered Video Account to NC Only Account  


Renamed Bill by Mail invoices to Toll Invoices 


Renamed ‘Transponder’ Account to NC Quick Pass Account 
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Version Date Modification 


Policies 7.6, 104.6, 204.7. Added License Plate Agencies as a 


payment channel where customers are permitted to make payments  


Policy 205.4.1.1. Added if in-state customers with delinquent 


balances of less than $500.00 cannot be placed on NCDMV 


registration hold, the debt will be sent directly to collections 


Clarified Bankruptcy Dismissals v. Discharges, Policies 18.1.6, 


18.1.7, 18.1.8, 15.1.6, 15.1.7, 15.1.18, 211.1.6, 211.1.7, 211.1.8 
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6.5 May 2025 


NCTA Overview, Section II. Customer Service Centers: Deleted 


Morrisville location 


Policy 3.2 and 3.3. Revised Tables 1 and 2 Transponder Options. 


Lowered price for NC Quick Pass E-ZPass Flex, Interior Hard 


Case from $16.49 to $14.50 


 


Deleted Policy 3.8.2, Only unopened unused transponders can be 


returned to the partner location where the transponder was 


purchased 


 


Deleted HOV Accounts, Policies 2.6, 3.4, 4.8, 5.1.5, 6.6, 11.4.4, 


19.1.14 


 


Revised Policies 5.1.5 and 102.1.4 to delete the use of ACH as a 


payment method to open a new account. ACH is a valid method for 


invoice payments and for existing customers to replenish their 


account. 


 


Revised Policy 6.6.1.1 to the opening account balance amount is 


$10 for the first two (2) vehicles and $10 for each additional vehicle. 


(removed ‘transponder’) 


 


Revised Policies 7.5.3, 11.1.2, 104.5.3, 109.1.2, 204.6.3 and 


206.1.2 to change Returned Check Fee to Returned Payment Fee.  


 


Revised Policies 7.5.3.1, 11.1.2, 109.1.2 and 206.1.2 to add credit 


card chargeback to Returned Payment Fee 


 


Deleted Declined ACH Fee, Policies 7.5.4, 11.1.2, 104.5.4, 109.1.2, 


204.6.4 and 206.1.2. 


 


Revised Policy 11.4.4 to add NC Only Accounts are not subject to 


I-Toll fees 


 


Added Policy 209.2 on NCDMV Registration Hold to Policy 209 


Collection Process 


 


Revised Policy 209.3, Collection Agency 


 


Deleted Policies 13 and 111, Uncollectible NC Quick Pass Accounts 


and Policy 210, Uncollectible Invoice 


 


Added Policy 600 on NCTA’s Anti-Money Laundering Program 


 


Revised Policies 2.3.22 and 2.4.23 to ‘…must be approved by a NC 


Quick Pass representative’  


 


Revised Policies 3.2.1, 3.3.1, 3.4.1, 3.5.1, 3.6.1 to remove NC 


Quick Pass (external) transponder as a transponder option 
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Version Date Modification 


Revised Policy 101.1.4 to indicate customers can open an NC Only 


account utilizing the following channels: 


• Online via the NC Quick Pass website 


• In person at an NC Quick Pass CSC 


• Over the phone with an NC Quick Pass CSR 


• Mail  


• Fax 
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I. Introduction 


This document contains the business policies by which the North Carolina Turnpike Authority 


(NCTA) operates its NC Quick Pass® toll collection program. 


This document is supplemented by the following four (4) Appendices: 


• Appendix A contains definitions, acronyms and abbreviations used within this 


document.  


• Appendix B contains a description of all accounts and transponders supported by NC 


Quick Pass. 


• Appendix C contains the North Carolina toll legislation upon which these policies are 


based. 


• Appendix D contains the Business Policy Modification Form. 


II. North Carolina Turnpike Authority Overview 


NCTA, a business unit of the North Carolina Department of Transportation (NCDOT), was 


formed in 2002 by the North Carolina General Assembly. The mission of NCTA is to supplement 


the traditional non-toll transportation system by accelerating the delivery of roadway projects 


using alternative financing options and facilitating the development, delivery and operation of toll 


roads. NCTA is authorized to study, plan, develop, and undertake preliminary design work on 


Turnpike Projects.  


NCTA’s state-wide toll collection program consists of the following: 


• Toll Systems: NCTA toll systems are comprehensive, All-Electronic Toll (AET) systems 


that allow motorists to drive through toll zones and pay their tolls without having to stop.  


When customers travel toll facilities operated by NCTA (referred to herein as “Turnpike 


Projects”), tolls are collected from customer accounts by reading a transponder 


mounted in the vehicle and/or by identifying the license plate number attached to the 


vehicle and sending the vehicle’s registered owner a bill in the mail (or email). 


• Customer Service Centers: The NCTA currently operates three (2) Customer Service 


Centers, one each in Monroe and Charlotte. The main purpose of the Customer Service 


Center (CSC) is to provide a storefront in the vicinity of NCTA toll roads, where 


customers can sign up for an NC Quick Pass account, pay invoices, or perform other 


NC Quick Pass business in person. 


The activities outlined below take place at the NC Quick Pass Customer Service 


Centers: 


a) Customer account creation and closure, management and maintenance 


b) NC Quick Pass Transponder inventory management, assignment, distribution 


and maintenance 


c) Account conversion management 


d) Data exchange interface management  
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e) Customer account statement creation  


f) Payment processing, financial reconciliation and revenue tracking  


g) Interoperability support  


h) Customer service, and self-service channels management and support (e.g., 


Interactive Voice Recognition (IVR), website email, text message and mobile 


device applications) 


i) Call center operations support 


j) Walk-in center customer service (e.g., dispute resolution, account payments and 


replenishments) 


• Toll Roads: With the exception of toll roads operated by a private developer in 


conjunction with the NCDOT, NCTA is responsible for the operation of all Turnpike 


Projects throughout North Carolina. 


➢ Triangle Expressway 


NCTA’s first toll road, the Triangle Expressway, is an 18.8-mile toll road that 


extends the partially complete "outer loop" around the greater Raleigh area from 


I-40 to the N.C. 55 Bypass. The Triangle Expressway is an AET toll road with 11 


interchanges and 16 toll zones (4 mainline toll zones and 12 ramp toll zones). 


The Triangle Expressway currently has two sections: Toll N.C. 885 and Toll N.C. 


540. 


▪ Toll N.C. 885: 3.4 miles long between I-40 and Toll N.C. 540. 


▪ Toll N.C. 540: 15.4 miles long between N.C. 54 in western Cary 


and the N.C. 55 Bypass near Holly Springs.  


➢ Monroe Expressway 


The Monroe Expressway is a 20-mile-long toll road located southeast of 


Charlotte and is an alternative route to the U.S. 74 corridor, extending from 


Stallings to Marshville in Union County. 


The Monroe Expressway, which opened to traffic in November 2018, is an AET 


toll road with 7 mainline toll zones. 


➢ I-77 Express Lanes 


The I-77 Express Lanes are 26-miles of tolled Express Lanes on I-77 that, once 


complete, will provide more reliable travel times into downtown Charlotte, NC 


from the Brookshire Freeway (Exit 11) in Mecklenburg County to N.C. 150 (Exit 


36) in Iredell County. 


The I-77 Express Lanes are dynamically priced, so toll rates will vary based on 


traffic congestion. High-Occupancy Vehicles (HOV) that have an active HOV 


declaration will travel for free, but single-occupancy vehicles that choose to use 


the Express Lanes will be required to pay the posted toll rate.  


Because the I-77 Express Lanes were developed under a public-private 


partnership, a concessionaire operates the roadside toll collection system, and 
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NCTA is responsible for the management of the transponder program and back- 


office processing of the I-77 Express Lanes transactions.  


• Toll Interoperability: NC Quick Pass is interoperable with toll programs in Florida 


(SunPass®, E-Pass and LeeWay), Georgia (Peach Pass®) and the Northeastern U.S. 


(E-ZPass®), collectively referred to as the “Interoperable Agencies.”  


• Toll-Free Passage: Toll-free passage is allowed per North Carolina general statues 


and project-specific operating agreements regarding first responders and HOV travel. 


III. Customer Service Center Overview 


The NC Quick Pass CSC is made up of the following two distinct entities:  


1) The Back Office System (BOS) is developed, provided, and managed by a third-party 


systems vendor. The BOS is responsible for managing all the North Carolina toll collection 


system functionality and serves as an Electronic Toll Collection (ETC) clearing house for all 


toll transactions produced in the State. The BOS provides functionality for: 


a) Processing of all lane transactions (ETC, image-based and interoperable (IOP)) 


b) Account management 


c) Customer service and customer interaction (website, IVR, email, text message, etc.) 


d) Financial transactions and account replenishment 


e) Financial and lane transaction reconciliations 


f) Image audit review 


g) Revenue management 


h) Reporting 


2) The CSC Operations Staff is provided by a separate, third-party operations vendor that 


specializes in customer service support. CSC Operations Staff serve the CSC locations in 


Rocky Mount, NC, Winston Salem, NC, Monroe, NC and Charlotte, NC. The CSC 


Operations Staff provide full-scale back-office service support for NCTA’s tolling program, 


including but not limited to: 


a) Operations staffing and staff management 


b) Call center operations support 


c) Walk-in center staffing and operations including payment processing 


d) Account management support 


e) Image audit review 


f) Financial management and reconciliation services 


The CSC operator complies with Payment Card Industry Data Security Standards (PCI 


DSS) as a Level 1 Merchant. 
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IV. Customer Service Center Business Policies 


NC Quick Pass will comply with and support the following business policies.  


Policy 1: NC Quick Pass Account Types 


NC Quick Pass supports the following types of accounts: 


 NC Quick Pass Accounts 


Policy 1.1.1: NC Quick Pass Accounts utilize transponders to pay tolls. 


Policy 1.1.2: Customers must purchase or obtain a separate NC Quick Pass Transponder for 


each vehicle they add to their account. 


Policy 1.1.3: The number of vehicles assigned to an NC Quick Pass Account cannot exceed the 


number of transponders assigned to the account. 


Policy 1.1.4: NC Quick Pass Accounts are for individuals, businesses and government agencies 


that have provided NC Quick Pass with license plate information and a prepaid 


deposit.  


Policy 1.1.5: Vehicles associated with an NC Quick Pass Account in good financial standing, 


with a properly mounted, valid transponder will receive the lowest toll rate on all 


Turnpike Projects. 


Policy 1.1.6: NC Quick Pass Accounts can be prepaid or postpaid. 


 NC Only Account 


Policy 1.2.1: An NC Only Account utilizes vehicle license plate images to pay tolls.  


Policy 1.2.2: An NC Only Account is for individuals, businesses and government agencies that 


have provided NC Quick Pass with license plate information and a prepaid deposit.  


Policy 1.2.3: An NC Only Account is prepaid. 


 Toll Invoice by Mail  


Policy 1.3.1: The Toll invoice by Mail Program utilizes vehicle license plate images to invoice 


customers for their toll usage.   


Policy 1.3.2: Toll Invoice by Mail are for individuals who do not have a transponder, and who 


have not provided NC Quick Pass with contact information and a prepaid deposit 


prior to travel on a Turnpike Project.  


Policy 1.3.3: Toll Invoice by Mail is postpaid. 


Policy 2: NC Quick Pass Accounts 


Refer to this section for policies associated with NC Quick Pass Accounts.   


When signing up for an NC Quick Pass Account, customers must choose one of the following 


account types: Personal, Business or NC Only.  
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 Personal Accounts  


Policy 2.1.1: Personal Accounts are for customers that want to register ten (10) or less vehicles 


on their account. 


Policy 2.1.2: In addition to the account owner, Personal Accounts allow for an additional contact 


person to have access to the account, but an additional contact can only be added 


with the approval of the account owner.  


Policy 2.1.3: NC Quick Pass may terminate a Personal Account at any time due to non-


compliance or misuse of the account. 


Policy 2.1.4: Personal Accounts are prepaid. 


Policy 2.1.5: Personal Accounts support the following transponder types: 


• NC Quick Pass Sticker (interior and exterior) 


• NC Quick Pass E-ZPass (interior and exterior) 


• NC Quick Pass E-ZPass Flex 


 Business Accounts 


Policy 2.2.1: Business Accounts are for customers that want to register more than ten (10) 


vehicles on their account.  


Policy 2.2.2: NC Quick Pass may terminate a Business Account at any time due to non-


compliance or misuse of the account. 


Policy 2.2.3: Business Accounts are prepaid. 


Policy 2.2.4: Business Accounts support the following transponder types: 


• NC Quick Pass Sticker (interior and exterior) 


• NC Quick Pass E-ZPass (interior and exterior) 


• NC Quick Pass E-ZPass Flex 


 Government Accounts 


Policy 2.3.1: Government Accounts are postpaid. 


Policy 2.3.2: Government Accounts support the following transponder types: 


• NC Quick Pass Sticker (interior and exterior) 
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Policy 2.3.2.1: The Government Account’s postpaid billing only applies to travel on all 


North Carolina toll facilities. 


Policy 2.3.2.2: A Government Account must be approved by a NC Quick Pass 


Representative prior to being established.  


Policy 2.3.2.3: NC Quick Pass will automatically invoice agencies with a Government 


Account on a monthly basis.  


Policy 2.3.2.4: Government agencies with this account type will have thirty (30) days to 


pay their invoice. 


Policy 2.3.2.5: Unpaid invoices from governmental agencies do not follow NC Quick 


Pass’s Toll by Mail escalation process, and they will be escalated 


operationally through NC Quick Pass, if necessary, to collect the tolls 


due.   


 Transit Accounts 


Policy 2.4.1: Transit Accounts are postpaid. 


Policy 2.4.2: Transit Accounts support the following transponder types: 


• NC Quick Pass Transit Sticker  


• NC Quick Pass Sticker (interior and exterior) 


Policy 2.4.2.1: A Transit Account allows transit agencies to post-pay for toll road use. 


Policy 2.4.2.2: The Transit Account’s postpaid billing only applies to travel on all North 


Carolina toll facilities. 


Policy 2.4.2.3: A Transit Account must be approved by a NC Quick Pass 


Representative prior to being established.  


Policy 2.4.2.4: NC Quick Pass will automatically invoice agencies with a Transit 


Account on a monthly basis.  


Policy 2.4.2.5: Transit agencies will have thirty (30) days to pay their invoice. 


Policy 2.4.2.6: Unpaid invoices from transit agencies do not follow NC Quick Pass’ Toll 


by Mail escalation process, and they will be escalated operationally 


through NC Quick Pass, if necessary, to collect the tolls due.   


Policy 2.4.2.7: A vehicle associated with a Transit Account equipped with a valid 


transponder is only eligible for toll-free passage on the I-77 Express 


Lanes.  


Policy 2.4.2.8: Aside from the I-77 Express Lanes, vehicles assigned to a Transit 


Account will not receive toll-free passage on North Carolina toll facilities, 


but will receive the lowest rate 


 First Responder Accounts 


Policy 2.5.1: First Responder Accounts are exempt from tolls. 


Policy 2.5.2: First Responder Accounts support the following transponder types:  
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• NC Quick Pass First Responder Sticker 


• NC Quick Pass Sticker (interior and exterior) 


Policy 2.5.2.1: Any organization that wants to open a First Responder Account, and 


obtain NC Quick Pass First Responder Transponders for their vehicles 


to utilize North Carolina toll roads toll-free when responding to 


emergency situations will be required to: 


• Submit a First Responder application for review and approval by NC 


Quick Pass.  


• Provide proof that the organization’s jurisdiction (e.g., police/fire 


station, hospital, etc.) is located within ten (10) miles of a Turnpike 


Project. 


Note: If the organization is not within ten (10) miles of a Turnpike 


Project, NC Quick Pass may reject the organization’s application, 


and require that the organization submit an Affidavit of Non-Liability 


for any toll transactions incurred on a Turnpike Project while 


responding to an emergency. 


Policy 2.5.2.2: All vehicles listed under the First Responder Account must be an eligible 


law enforcement, emergency fire rescue, or emergency medical 


services vehicle, as specified by North Carolina General Statutes §136-


89.211(2) and must be officially registered to the first responder’s 


organization applying for the First Responder Account. 


Policy 2.5.2.3: NC Quick Pass may request vehicle registration information for any 


vehicle assigned to a First Responder Account from the organization 


applying for the First Responder Account. 


Policy 2.5.2.4: Any vehicle not officially registered to the first responder’s organization 


will not be entitled to a First Responder Transponder, and NC Quick 


Pass may charge the organization for any tolls incurred by these 


unauthorized vehicles. 


Policy 2.5.2.5: First Responder Accounts must be approved by a NC Quick Pass 


Representative prior to being established. 


Policy 2.5.2.6: A vehicle associated with a First Responder Account equipped with a 


valid transponder is eligible for toll-free passage on all North Carolina 


toll roads. 


Policy 2.5.2.7: The First Responder Account does not allow for travel on interoperable 


toll roads either paid or toll-free. 


Policy 2.5.2.8: Unauthorized use of a First Responder Transponder may subject the 


account to suspension or permanent closure by NC Quick Pass.   
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Policy 3: NC Quick Pass Transponders 


 NC Quick Pass Transponder Basics 


Policy 3.1.1: NC Quick Pass offers customers six (6) different transponder options. Refer to the 


tables below for more information on the transponder options.  


Note: Interior Transponders are installed inside of a vehicle (e.g., on the 


windshield), and Exterior Transponders are installed on the outside of a vehicle 


(e.g., bumper or headlamp). 


Policy 3.1.2: A transponder cannot be active on more than one (1) NC Quick Pass Account at 


one time. 


 Personal Account Transponder Options 


Policy 3.2.1: A Personal Account has the following transponder options: 


 


Transponder 
Name 


Description Transponder Picture Sales Price 


NC Quick Pass Interior Sticker 


 


$0.00 (Free) 


NC Quick Pass E-
ZPass 


Interior Hard 
Case 


 


$6.69 + tax 


NC Quick Pass E-
ZPass Flex 


Interior Hard 
Case – HOV 
Declarable 


(Switchable) 


 


$14.50 + tax 


NC Quick Pass E-
ZPass (exterior) 


Exterior Hard 
Case 


 


$13.49 + tax 


* Transponders available for purchase at select partners include a convenience fee that may vary by location.  


Table 1: Personal Account Transponder Options 
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 Business Account Transponder Options 


Policy 3.3.1: A Business Account has the following transponder options: 


 


Transponder 
Name 


Description Transponder Picture Sales Price 


NC Quick Pass Interior Sticker 


 


$0.00 (Free) 


NC Quick Pass E-
ZPass 


Interior Hard 
Case 


 


$6.69 + tax 


NC Quick Pass E-
ZPass Flex 


Interior Hard 
Case – HOV 
Declarable 


(Switchable) 


 


$14.50 + tax 


NC Quick Pass E-
ZPass (exterior) 


Exterior Hard 
Case 


 


$13.49 + tax 


* Transponders available for purchase at select partners include a convenience fee that may vary by location.  


Table 2: Business Account Transponder Options 


 Government Account Transponder Options 


Policy 3.4.1: A Government Account has the following transponder options: 


Government Account 


Transponder 
Name 


Description Transponder Picture Sales Price 


NC Quick Pass Interior Sticker 


 


$0.00 (Free) 


Table 3: Government Account Transponder Options 
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 Transit Account Transponder Options 


Policy 3.5.1: A Transit Account has the following transponder options: 


Transit Account 


Transponder 
Name 


Description Transponder Picture Sales Price 


NC Quick Pass Interior Sticker 


 


$0.00 (Free) 


NC Quick Pass 
Transit 


Interior Sticker 


 


$0.00 (Free) 


Table 4: Transit Account Transponder Options 


 First Responder Transponder Options 


Policy 3.6.1: A First Responder Account has the following transponder options: 


First Responder Account 


Transponder 
Name 


Description Transponder Picture Sales Price 


NC Quick Pass Interior Sticker 


 


$0.00 (Free) 


NC Quick Pass 
First Responder 


Interior Sticker 


 


$0.00 (Free) 


Table 5: First Responder Account Transponder Options 
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 Transponder Cost 


Policy 3.7.1: NC Quick Pass customers are required to purchase transponders at a cost 


established by NC Quick Pass plus the applicable state and county sales tax.   


Policy 3.7.2: Government agencies may be required to purchase transponders at a cost 


established by NC Quick Pass.  Sales taxes will be waived for governmental 


agencies upon presentation of a sales tax exemption certificate.  This certificate 


should be included with the application. 


Policy 3.7.3: NC Quick Pass, at its discretion, may issue certain transponders at no cost to the 


customer. 


Policy 3.7.4: NC Quick Pass reserves the right to waive or discount the transponder purchase 


cost for promotional or other operational purposes.   


Policy 3.7.5: Individual transponder purchases are not eligible for bulk discounts, and the 


purchase of multiple transponders does not qualify a customer for a discount.   


Policy 3.7.6: Upon the completion of a sale, the transponder becomes the property of the 


customer. 


 Lost or Stolen Transponders 


Policy 3.8.1: NC Quick Pass customers may report a transponder lost or stolen via the following 


NC Quick Pass customer communication channels: 


• NC Quick Pass website 


• Mail 


• Fax 


• NC Quick Pass CSC (calling or visiting a walk-in center) 


Policy 3.8.2: Once a transponder is reported lost or stolen, NC Quick Pass will immediately 


deactivate the transponder.   


Policy 3.8.3: Should a customer locate a transponder they had previously reported as lost or 


stolen, they can contact an NC Quick Pass CSC and have the transponder re-


activated. 


Policy 3.8.4: Customers are responsible for all toll transactions that occurred prior to their 


notification to NC Quick Pass of a lost or stolen transponder.   


Policy 3.8.5: Customers may be required to purchase a replacement transponder for a lost or 


stolen transponder. The replacement cost will be the cost of the transponder plus 


the applicable state and county sales tax at the time of replacement. If a 


transponder was provided to a customer at no cost, NC Quick Pass may, at its 


discretion, require the customer to pay a replacement cost plus applicable state 


and county sales tax for the same transponder type that was lost or stolen.  


 Transponder Warranty 


Policy 3.9.1: NC Quick Pass Sticker Transponders do not carry any warranty period.  


Policy 3.9.2: New NC Quick Pass Transponders with a hard, plastic case carry a two-year 
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warranty from the date of customer purchase (i.e., warranty period). If this type of 


transponder malfunctions within the two-year warranty period, it may be returned to 


NC Quick Pass.  


Policy 3.9.3: Damaged transponders are not covered under the warranty period.  


Policy 3.9.4: NC Quick Pass is not responsible for transponder malfunction related to damage 


caused by a customer. Damage is defined as: The rendering of the transponder 


defective or inoperable due to tampering, improper use, defacement, or accidental 


destruction by a customer. For example, removing a Sticker Transponder after it 


has been affixed to a windshield or headlamp is considered customer-related 


damage. 


Policy 3.9.5: NC Quick Pass Customers will be responsible for replacement costs related to 


damaged transponders, including the cost of the new, replacement transponder 


plus the applicable state and county sales tax. 


Policy 3.9.6: Hard Case Transponder Malfunction 


Policy 3.9.6.1: If the transponder malfunctions during the two-year warranty period, and 


the damage is not the result of customer-caused damage, NC Quick 


Pass will issue a replacement transponder at no charge.  


Policy 3.9.6.2: If the transponder malfunctions beyond the two-year warranty period, 


the customer will be responsible for purchasing a replacement 


transponder, including the cost of the new replacement transponder 


plus the applicable state and county sales tax.  


 Transponder Return and Exchange 


Policy 3.10.1: Any purchased transponder may be returned to an NC Quick Pass CSC in person 


or via mail within fifteen (15) business days of the date of purchase for a full refund.  


Policy 3.10.2: For a transponder delivered via US mail, a customer has fifteen (15) business 


days from the postmark of the transponder kit they received in the mail to return 


the transponder.  


Policy 3.10.3: If a customer returns a transponder via mail, the postmark date on the return 


package must be within fifteen (15) business days from either: 


Policy 3.10.3.1: The date of purchase if the transponder was purchased in person at an 


NC Quick Pass CSC. 


Policy 3.10.3.2: The postmark date on the transponder kit the customer received in the 


mail if the transponder was purchased online or by phone. 


Policy 3.10.4:  NC Quick Pass reserves the right to approve returns or exchanges beyond the 


fifteen (15) day period. 


Policy 3.10.5: All customers must provide proof of purchase (e.g., transponder purchase receipt) 


when returning a transponder. Customers returning a transponder via mail must 


include proof of purchase, as well as a written return request that includes the 


customer’s NC Quick Pass Account number.   
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Policy 3.10.6: Returned transponders must be in the same condition (e.g., undamaged) as when 


they were purchased.  For example, Interior Sticker Transponders that have been 


affixed to a customer’s windshield will be damaged upon removal, and will not 


qualify for an exchange, replacement or a refund (if purchased).  


Policy 3.10.7: Any refunds related to transponder return will be issued as a credit to a 


customer’s NC Quick Pass Account.  If a customer’s NC Quick Pass Account is 


closed when a transponder is returned, NC Quick Pass will send the customer a 


refund check by mail.  


Policy 3.10.8: Any credit to a customer will be issued by NC Quick Pass. Any additional 


payment required of the customer, resulting from a transponder exchange, will be 


due at the time of the exchange.   


Policy 4: Account Establishment and Opening 


 General Account Establishment Policies 


Policy 4.1.1: When establishing a new NC Quick Pass Account, the customer will be required to: 


Policy 4.1.1.1: Pay all unpaid tolls, fees and penalties (including any balances with a 


collection agency) associated with a toll invoice 


Policy 4.1.1.2: Select an account type 


Policy 4.1.1.3: Pay the appropriate prepaid toll balance (if required) 


Policy 4.1.1.4: Purchase a transponder(s) (if necessary) 


Policy 4.1.1.5: Provide all required information at account opening 


Policy 4.1.1.6: Agree to the NC Quick Pass terms and conditions 


Policy 4.1.2: A customer is required to assign at least one vehicle when opening an account. 


Policy 4.1.3: A customer is restricted from establishing an NC Quick Pass account if a license 


plate, or identical address, is associated with an outstanding invoice balance. 


 Personal Account  


Policy 4.2.1: Customers can open an NC Quick Pass Personal Account utilizing the 


following channels: 


• Online via the NC Quick Pass website 


• In person at an NC Quick Pass CSC 


• Over the phone with an NC Quick Pass Customer Service 


Representative (CSR) 


• Mail 


• Fax 
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 Business Account  


Policy 4.3.1: Customers can open an NC Quick Pass Business Account utilizing the 


following channels: 


• Online via the NC Quick Pass website 


• In person at an NC Quick Pass CSC 


• Over the phone with an NC Quick Pass CSR 


• Mail  


• Fax 


 Government Account 


Policy 4.4.1: NC Quick Pass Government Accounts must be approved by an NC 


Quick Pass Representative prior to being established. 


Policy 4.4.1.1: Customers can open an NC Quick Pass Government Account utilizing 


the following channels: 


• In person at an NC Quick Pass CSC 


• Over the phone with an NC Quick Pass CSR authorized to 


administer these account types 


 Transit Account 


Policy 4.5.1: NC Quick Pass Transit Accounts must be approved by an NC Quick 


Pass Representative prior to being established. 


Policy 4.5.1.1: Customers can open an NC Quick Pass Transit Account utilizing the 


following channels: 


• In person at an NC Quick Pass CSC 


• Over the phone with an NC Quick Pass CSR authorized to 


administer these account types 


 First Responder Account 


Policy 4.6.1: NC Quick Pass First Responder Accounts must be approved by an NC 


Quick Pass Representative prior to being established. 


Policy 4.6.1.1: Customers can open an NC Quick Pass First Responder Account 


utilizing the following channels: 


• In person at an NC Quick Pass CSC 


• Over the phone with an NC Quick Pass CSR authorized to 


administer these account types 
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 NC Only Account  


Policy 4.7.1: Customers can open an NC Quick Pass NC Only Account utilizing the 


following channels: 


• Online via the NC Quick Pass website 


• In person at an NC Quick Pass CSC 


• Over the phone with an NC Quick Pass CSR 


• Mail  


• Fax 


Policy 5: Account Application and Agreement 


 NC Quick Pass Application and Agreement 


Policy 5.1.1: When establishing an account via the NC Quick Pass website, a customer must 


complete the online application and agree to the NC Quick Pass Terms and 


Conditions. 


Policy 5.1.2: When establishing an account through the mail or via fax, a customer must fill out 


an NC Quick Pass Application and agree to the NC Quick Pass Terms and 


Conditions. 


Policy 5.1.3: When establishing an account by phone or in person at an NC Quick Pass CSC, a 


CSR will complete the application process for a customer to open an account, and 


the customer must provide verbal acceptance to the NC Quick Pass Terms and 


Conditions. 


Policy 5.1.4: As stated on transponder packaging, a customer’s use of an NC Quick Pass 


Transponder also constitutes acceptance of the NC Quick Pass Terms and 


Conditions. 


Policy 5.1.5: To open an NC Quick Pass Account, a customer must provide the following 


information: 


• Account owner’s legal name 


o Secondary contact name (optional) 


• Account owner’s mailing address 


• Account owner’s contact information (e.g., phone number, email address) 


• Username* (only applies to online account opening) 


• Password* 


• Security question answer* 


• PIN* 


• Statement and customer correspondence delivery method 


• License plate number, state and plate type for each vehicle registered on the 


account 


Note: Each license plate number must be registered to the Account Holder or 


to an additional contact on the account. 
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• Vehicle information (e.g., year, make, model, number of axles) for each vehicle 


registered on the account 


• Payment method (e.g., cash, check, money order, credit/debit card) 


Note: Does not apply to postpaid Transit, Government or First Responder 


accounts. 


• Replenishment method (e.g., automatic or manual replenishment)  


Note: Does not apply to postpaid Transit, Government or First Responder 


accounts. 


• Agreement to/Acknowledgement of the NC Quick Pass Terms and Conditions 


Policy 5.1.6: A customer’s signature will be required to accept and process an application. The 


signature can be either physical, electronic or recorded verbally. 


Policy 5.1.7: NC Quick Pass will not process enrollment with incomplete information.  


Policy 6: Account Opening Account Balance (Prepaid Tolls) 


 Personal Accounts 


Policy 6.1.1.1: The opening account balance amount is $10.00 total for the first two (2) 


transponders added to the account, and $10.00 for each additional transponder. 


 Business Accounts 


Policy 6.2.1.1: The opening account balance is $10.00 for each transponder added to 


the account. 


 Government Accounts 


Policy 6.3.1.1: Government Accounts are postpaid, and do not require an opening 


account balance. 


 Transit Accounts 


Policy 6.4.1.1: Transit Accounts are postpaid, and do not require an opening account 


balance. 


 First Responder Accounts 


Policy 6.5.1.1: First Responder Accounts do not require an opening account balance. 


 NC Only Accounts 


Policy 6.6.1.1: The opening account balance amount is $10.00 total for the first two (2) 


vehicles added to the account, and $10.00 for each additional vehicle. 
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Policy 7: Payment Methods and Channels for NC Quick Pass 


Accounts 


The following section applies to all NC Quick Pass Accounts. 


 NC Quick Pass Payment Types 


Policy 7.1.1: NC Quick Pass accepts the following payment types for NC Quick Pass Accounts: 


• Credit card 


• Debit card  


• Money order 


• Cashier’s check 


• Personal check 


• Cash 


• ACH (Automated Clearing House)* 


* ACH is a valid payment type for invoice payments and for existing customers to replenish their account. 


 Credit and Debit Card 


Policy 7.2.1: The following credit and debit card types are accepted: 


• Visa 


• Master Card 


• American Express 


• Discover 


Policy 7.2.2: When using a credit or debit card as a payment method, customers will be required 


to provide a valid credit card number, expiration date and three or four-digit 


security code. 


Policy 7.2.3: The same credit / debit card can be used for multiple accounts. 


Policy 7.2.4: Credit Card Expiration Updates 


Policy 7.2.4.1: It is the customer’s responsibility to keep the payment method 


associated with their account up to date and valid. 


Policy 7.2.4.2: When updated credit card expiration information is available, NC Quick 


Pass will automatically update credit card expiration dates on a monthly 


basis for all cards due to expire the subsequent month. 


Policy 7.2.4.3: When updated credit card expiration information is not available, NC 


Quick Pass will notify customers that their credit card is set to expire 


and will request updated information or a new credit card. 


Policy 7.2.4.4: If a customer does not provide updated credit card expiration 


information, transactions will continue to post to the account until all 


funds on the account are depleted, and a negative balance is reached.  
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 Money Order 


Policy 7.3.1: Money orders must be made out to NC Quick Pass. 


 Cashier’s Check 


Policy 7.4.1: Cashier’s checks must be made out to NC Quick Pass. 


 Personal Check 


Policy 7.5.1: Personal checks must be made out to the NC Quick Pass. 


Policy 7.5.2: Personal checks must include the following: 


• Mailing address 


• Telephone number 


• Driver license number 


Policy 7.5.3: Returned Payment Fee 


Policy 7.5.3.1: A Returned Payment Fee refers to the following types of payments: 


Credit/Debit Cards, Money Orders, Cashier’s Checks and Personal 


Checks. A Returned Payment Fee  of $25.00 will be charged when a 


payment has been refused by a customer’s bank, or when the customer 


has placed a stop payment on a check or submitted a credit card 


charge-back request.   


Policy 7.5.3.2: A Returned Payment Fee will be applied to a customer’s account 


balance and may result in a negative account balance.  


Policy 7.5.3.3: The NC Quick Pass system will notify the customer of the Returned 


Payment Fee for non-payment.   


Policy 7.5.3.4: After two (2) Returned Payment Fees within one year, the NC Quick 


Pass system will flag the account, and will not accept check payments 


for the account. Furthermore, after two (2) charge back requests, the 


NC Quick Pass system will not accept credit/debit card payments within 


one year. 
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 Payment Channels 


Policy 7.6.1: Customers are permitted to make payments via the various channels shown in the 


table below.   


Channel 
Credit / 


Debit Card 


Money 


Order 


Cashier’s 


Check 


Personal 


Check 
Cash ACH 


NC Quick Pass 


Website 
✓     ✓ 


CSC Phone, 


Interactive Voice 


Response 


✓     ✓ 


CSC Phone, 


Customer Service 


Rep. 


✓     ✓ 


CSC Walk-In 


Center 
✓ ✓ ✓ ✓ ✓ ✓ 


License Plate 


Agencies 
✓ ✓ ✓ ✓ ✓ ✓ 


Mail ✓ ✓ ✓ ✓  ✓ 


Table 6: Payment Types by Payment Channels 


Policy 8: Account Replenishment and Balance Requirements 


The following section applies to all prepaid NC Quick Pass Accounts that require replenishment 


(Personal Account, Business Account). 


 Account Replenishment Options 


Policy 8.1.1: NC Quick Pass Accounts can be replenished either automatically or manually. 


Policy 8.1.2: Upon account opening, the customer is required to choose between automatic and 


manual replenishment.   


Policy 8.1.3: A customer may change between automatic and manual replenishment at their 


convenience. 


Policy 8.1.4: Customers are responsible for monitoring and replenishing their NC Quick Pass 


Accounts to prevent them from going negative and being subject to additional fees 


and penalties. 


Policy 8.1.5: Automatic Account Replenishment 


Policy 8.1.5.1: A credit or debit card or ACH payment is required to auto-replenish an 


account. 


Policy 8.1.5.2: Customers may provide a secondary credit or debit card number on 


their account to be used in the event their preferred card expires or is 


denied. Customers may also provide secondary ACH payment details 


(i.e., routing number and bank account number). 
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Policy 8.1.5.3: A customer’s signature is required to accept and process automatic 


replenishment as a method of payment. The signature can be either 


physical, electronic or recorded verbally. 


Policy 8.1.5.4: NC Quick Pass will automatically replenish an NC Quick Pass Account 


setup for automatic replenishment utilizing the credit or debit card or 


ACH payment on the account when the account balance reaches the 


Replenishment Threshold Amount and notify the customer that the 


account has been replenished. 


Policy 8.1.5.5: If automatic replenishment fails due to an expired credit or debit card, or 


the card on the account was denied on two consecutive days/attempts, 


the NC Quick Pass system will notify the customer. The account will 


then convert to manual replenishment status. 


Policy 8.1.5.6: If automatic replenishment fails due to ACH payment rejection with no 


previous success of payment, then convert the account to manual 


replenishment status. The NC Quick Pass system will notify the 


customer. 


If the ACH payment is rejected with previous successful payment, make 


two consecutive days/attempts before converting the account to manual 


replenishment status. 


Policy 8.1.5.7: It is the customer’s responsibility to keep the payment method 


associated with their account up to date and valid. 


Policy 8.1.6: Manual Account Replenishment 


Policy 8.1.6.1: It is the customer’s responsibility to monitor and replenish the account 


balance before the account goes negative. 


Policy 8.1.6.2: When an account balance reaches the replenishment threshold amount, 


the NC Quick Pass system will automatically send the customer a Low 


Balance Notification to inform them that their account balance is low, 


and a payment is due to avoid additional fees and/or penalties. 


Policy 8.1.6.3: A customer may make periodic manual payments as necessary. 


 Replenishment Amount 


Policy 8.2.1: The initial replenishment amount is determined by the account type, the number of 


transponders on the account, and/or the opening account balance.  


Policy 8.2.2: Personal Accounts 


Policy 8.2.2.1: The initial replenishment amount is $10.00 total for the first two (2) 


transponders added to the account, and $10.00 for each additional 


transponder. 
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Policy 8.2.3: Business Accounts 


Policy 8.2.3.1: The initial replenishment amount is $10.00 for each transponder added 


to the account. 


Policy 8.2.4: NC Only Accounts 


Policy 8.2.4.1: The initial replenishment amount is $10.00 total for the first two (2) 


vehicles added to the account, and $10.00 for each additional vehicles. 


 Replenishment Amount Adjustments 


Policy 8.3.1: The toll usage on the account will be evaluated monthly from the date of the 


account opening, and the replenishment amount will be adjusted based on the 


customer’s usage monthly thereafter. 


Policy 8.3.2: After the first evaluation, the toll usage on the account will be evaluated every 


month to identify the average toll usage during that period, and the replenishment 


amount will be adjusted accordingly. 


Policy 8.3.3: A customer can request a higher or lower replenishment amount by contacting an 


NC Quick Pass CSC by phone. NC Quick Pass will lower the replenishment 


amount once as a customer courtesy. NC Quick Pass will continue to evaluate and 


adjust (if necessary) the replenishment amount on the account every month.  


Policy 8.3.4: When an account is set up to automatically replenish, NC Quick Pass will 


automatically replenish the account utilizing the credit or debit card on the account 


once the account threshold is reached. 


Policy 8.3.5: The NC Quick Pass system will notify the customer when increasing or decreasing 


a replenishment amount. 


 Replenishment Threshold Amount 


Policy 8.4.1: The initial replenishment threshold amount is determined by the account type and 


the replenishment amount.  


Policy 8.4.2: The minimum replenishment threshold amount for any automatically replenished 


prepaid transponder-based account is 25% of the opening balance and/or 


replenishment amount (depending on a customer’s monthly evaluation of toll usage 


and replenishment amount adjustment, if any), or $5.00, whichever is greater. 


Policy 8.4.3: Initial Automatic Replenishment Threshold Amount 


Policy 8.4.3.1: Personal Account: The initial automatic replenishment threshold for a 


Personal Account is 25% of the replenishment amount, or $5.00, 


whichever is greater.    


Policy 8.4.3.2: Business Account: The initial automatic replenishment threshold for a 


Business Account is 25% of the replenishment amount, or $5.00, 


whichever is greater.  
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Policy 8.4.3.3: NC Only Account: The initial automatic replenishment threshold for an 


NC Only Account is 25% of the replenishment amount, or $5.00, 


whichever is greater. 


Policy 8.4.4: Initial Manual Replenishment Threshold Amount 


Policy 8.4.4.1: Personal Account: The initial manual replenishment threshold for a 


Personal Account is 50% of the replenishment amount. 


Policy 8.4.4.2: Business Account: The initial manual replenishment threshold for a 


Business Account is 50% of the replenishment amount. 


Policy 8.4.4.3: NC Only Account: The initial manual replenishment threshold for an NC 


Only Account is 50% of the replenishment amount. 


Policy 8.4.5: Should a customer change their replenishment method from automatic 


replenishment to manual replenishment, their replenishment threshold amount will 


change from 25% of the replenishment amount, or $5.00, whichever is greater to 


50% of the replenishment amount. 


 Negative Account Balance 


Policy 8.5.1: When the account balance on a prepaid NC Quick Pass Account is below zero 


dollars ($0.00) the NC Quick Pass Account Owner must replenish the account 


immediately.  


Policy 8.5.2: If the account balance is not replenished to a level above the Replenishment 


Threshold, the transponder(s) assigned to the account are placed in an “invalid” 


status, and the account is suspended.   


Policy 8.5.3: Suspended NC Quick Pass Accounts will be billed at the higher rate. 


Policy 8.5.4: The first invoice will include any new toll activity, and/or unpaid tolls or fees that 


were billed after the account went below zero dollars ($0.00). 


Policy 8.5.5: The first invoice will be sent to the NC Quick Pass Account address.   


Policy 8.5.6: The first invoice will include the previous balance shown as the current negative 


balance from the NC Quick Pass Account.   


Policy 8.5.7: All invoices generated will follow the escalation procedures as described in this 


policy document.  


Policy 8.5.8: When the account balance on a postpaid NC Quick Pass Account is below zero 


dollars ($0.00), the transponder(s) will not be automatically placed in an “invalid” 


status, and the account will not be automatically suspended. However, NC Quick 


Pass will address any issues related to negative account balances with the owner 


of the account. 


Policy 8.5.9: To reinstate a prepaid NC Quick Pass Account and transponder(s) to a valid 


status, the NC Quick Pass Account balance must be replenished to a level above 


the Replenishment Threshold, and any transactions, fees and/or penalties must be 


paid in full. 
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 Account Statement Options 


Policy 8.6.1: Customers are offered the following account statement delivery options: 


Policy 8.6.1.1: Monthly Electronic Statements – Statements can be delivered via 


email at no cost.   


Policy 8.6.1.2: Quarterly Mailed Statements – Statements, for Personal and Business 


Accounts only, can be delivered via US Mail. A $5.00 fee per statement 


is charged to the customer’s account for this service.   


Policy 8.6.1.3: Special Run Statements – Special Run Statements are paper copies of 


statements generated manually pursuant to a customer request.  


Customers can request Special Run Statements by contacting an NC 


Quick Pass CSC.  A $5.00 fee per requested statement is charged to 


the customer’s account for this service.  


Policy 9: NC Quick Pass Account Customer Communications 


 Customer Correspondence Filing 


Policy 9.1.1: Customer correspondence received at an NC Quick Pass CSC will be filed, 


indexed and retained based on North Carolina’s Document Retention Schedule. 


Policy 10: NC Quick Pass Account Maintenance 


  Account Maintenance 


Policy 10.1.1:  Customers are responsible for keeping their NC Quick Pass Account information 


up to date (i.e., notifying NC Quick Pass of any changes to their account 


information) via the website, phone or by visiting an NC Quick Pass CSC.   


Policy 10.1.1.1: NC Quick Pass provides secure account access through the NC Quick 


Pass website. 


Policy 10.1.1.2: NC Quick Pass supports customer account maintenance functions via 


the following methods: 


• Walk-In (in person at an NC Quick Pass Customer Service Center) 


• Phone (by calling an NC Quick Pass Customer Service Center) 


• NC Quick Pass Website 
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Policy 11: NC Quick Pass Account Fees and Penalties 


  NC Quick Pass Account Fees and Penalties 


Refer to the table below for more information on fees and penalties. 


Policy 11.1.1:  Fees can only be waived by authorized NC Quick Pass personnel. 


Policy 11.1.2:  The registered owner of a vehicle is responsible for paying any toll(s), applicable 


fee(s) and/or penalty(ies). 


Fee Fee Amount Reason for Fee 


Inactive Account Fee $1.00/Month 


Charged per month after twenty-four (24) 


consecutive months of no-account activity 


(i.e., no toll transactions posting to an 


account) 


Statement Fee - 


Quarterly 
$5.00/Statement 


Request for paper statements to be 


generated and mailed quarterly 


Statement Fee - Special 


Run 
$5.00/Request 


One-time request for a paper statement to be 


generated and mailed to the customer 


Returned Payment Fee  $25.00/per Payment 
Insufficient funds, stop payment, credit card 


chargeback, and closed bank account, etc. 


Invoice Processing Fee 


$6.00 


(maximum of $48.00 for a 


twelve (12) month period 


for a registered owner) 


Invoices unpaid after thirty (30) days from 


invoice date 


Civil Penalty 


$25.00  


(maximum of $25.00 for a 


six (6) month period for a 


registered owner) 


Invoices unpaid after sixty (60) days from 


invoice date 


I-Toll Fee $5.00/Month 


Minimum of ten (10) I-Toll transactions in a 


month, and 15% of those transactions are I-


Tolls  


Table 7: NC Quick Pass Account Fees and Penalties 
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NC Quick Pass Account Image Toll (I-Toll) Posting 


  I-Toll Process 


Policy 11.2.1:  If a transponder is not read as a vehicle passes through a toll point, the vehicle 


license plate is identified. Once the license plate number has been identified, the 


system attempts to post transactions associated with the license plate to an 


existing NC Quick Pass Account that is in a) good financial standing and b) in an 


“Open” or “Closed Pending” status. This process of posting transactions through 


license plate matching is known as I-Tolling, or image tolling. This process can 


occur if a transponder cannot be read in the lane, or if a transponder is 


malfunctioning, improperly installed or missing altogether.   


Policy 11.2.2:  This process applies to NC Quick Pass Accounts and away agency accounts that 


are interoperable with NC Quick Pass. 


  I-Toll Toll Rates 


Policy 11.3.1:  Transactions posted to NC Quick Pass Accounts through the I-Toll process are 


posted at the discounted NC Quick Pass toll rate. 


  I-Toll Fees 


Policy 11.4.1: If an NC Quick Pass Account has a minimum of ten (10) transactions in a month 


and 15% of those transactions are I-Tolls, the account will be charged a $5.00 I-


Toll Fee. The customer will be notified by NC Quick Pass requesting that they 


visit a CSC to determine if the customer’s transponder is working and properly 


mounted on their vehicle. 


Policy 11.4.2:  For all NC Quick Pass Accounts, the I-Toll assessment and monthly look back 


occurs on the 15th of each month. The account must be at least sixty (60) days 


old at the time of the lookback.  


Policy 11.4.3:  The I-Toll fee may be waived if the transponder is found to be defective and the 


transponder is under warranty, and/or the toll zone malfunctioned.   


Policy 11.4.4:  Government, Transit and First Responder Accounts, and NC Only Accounts are 


not subject to I-Toll fees. Should one of these account types experience a large 


number of I-Tolls posted to the account, NC Quick Pass will contact the account 


holder to understand the underlying cause (e.g., determine if the transponders 


registered to the account are defective).    
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Policy 12: Inactive NC Quick Pass Accounts 


  Inactive NC Quick Pass Accounts 


Policy 12.1.1:  Prepaid NC Quick Pass Accounts with no financial transaction activity for twenty-


four (24) consecutive months are considered inactive.  Financial transaction 


activity is defined as customer initiative payments, adjustments, credits, or toll 


transactions.  


Policy 12.1.2:  An account deemed inactive will remain in an inactive status until a toll is posted 


to the account. 


Policy 12.1.3:  NC Quick Pass will notify customers whose accounts are deemed to be inactive 


and will be processed in accordance with North Carolina Escheatment Laws. 


Policy 13: Closing an NC Quick Pass Account  


  Account Closure Request 


Policy 13.1.1:  In order to close an NC Quick Pass Account, NC Quick Pass customers must 


request an account be closed via one of the following communication channels: 


• NC Quick Pass website 


• Fax 


• Sending a letter to an NC Quick Pass CSC 


• Walk-In (in person at an NC Quick Pass Customer Service Center) 


• Phone (by calling an NC Quick Pass Customer Service Center) 


Policy 13.1.2:  Any account closure request submitted to NC Quick Pass in writing must be sent 


from the account holder, contain the account number and clearly state an 


intention to close an account.   


  Closed Pending Status 


Policy 13.2.1:  When an NC Quick Pass Account is closed, any transponder(s), if applicable, 


assigned to the account will be deactivated within two (2) business days.   


Policy 13.2.2:  To ensure all transactions are processed through the account before it is closed, 


NC Quick Pass Accounts will remain open and be placed in a “Closed Pending” 


status for a period of thirty (30) calendar days before the account is closed, and 


any refund, if necessary, is issued to the account owner.  


  Account Closure Process (Positive Balance) 


Policy 13.3.1:  After an NC Quick Pass Account has been in “Closed Pending” status for thirty 


(30) calendar days and there is a positive prepaid tolls balance on the account, 


NC Quick Pass will refund the remaining balance.   


Policy 13.3.2: Once NC Quick Pass issues the refund, the account will be automatically closed. 


Policy 13.3.3:  Before an account can be closed, the account must have a ($0.00) balance, and 


the plates/vehicles and/or transponders assigned to the account removed. 
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  Account Closure Process (Negative Balance) 


Policy 13.4.1:  NC Quick Pass Accounts with a negative balance after the account has been in 


“Closed Pending” status for thirty (30) calendar days will not automatically be 


closed.   


Policy 13.4.2:  If an NC Quick Pass Account with a negative balance in “Closed Pending” status 


has a credit or debit card assigned to the account, NC Quick Pass will attempt to 


charge the negative balance to the card on file.   


Policy 13.4.3:  If NC Quick Pass is unable to charge the card assigned to the account, the 


account will remain in “Closed Pending” status.   


Policy 13.4.4:  NC Quick Pass Accounts in “Closed Pending” status that do not have a credit or 


debit card assigned to the account with which to charge the negative balance will 


remain in “Closed Pending” status.   


Policy 13.4.5:  For any NC Quick Pass Account in “Closed Pending” status that carries a 


negative balance, NC Quick Pass will contact the customer to collect the 


additional fees/tolls necessary to bring the balance to zero dollars ($0.00). 


Policy 13.4.6:  Once an NC Quick Pass Account in “Closed Pending” status goes negative, the 


NC Quick Pass Account Owner will have forty-five (45) days to provide payment 


to bring the account to a zero-dollar ($0.00) balance. 


Policy 13.4.7: If an NC Quick Pass Account in “Closed Pending” with a negative account 


balance is not brought to a zero-dollar ($0.00) balance within forty-five (45) days, 


the transponder(s) assigned to the account are placed in an “invalid” status, and 


the account is suspended.  


Policy 13.4.8: Suspended NC Quick Pass Accounts will be billed at the higher rate.  


Policy 13.4.9: The first invoice will include any new toll activity, and/or unpaid tolls or fees that 


were billed after the account went below zero dollars ($0.00).   


Policy 13.4.10: All invoices generated will follow the escalation procedures as described in this 


policy document.  


Policy 13.4.11: Once an NC Quick Pass Account in “Closed Pending” status that carried a 


negative balance is brought to a zero-dollar ($0.00) balance, the account will 


then be closed. 


Policy 13.4.12: Before an account can be closed, the account must have a zero-dollar ($0.00) 


balance, and the plates/vehicles and/or transponders assigned to the account 


removed. 


  







NC Quick Pass Business Policies v6.5 


NC Quick Pass Business Policies v6.5      Page 44 of 88 


NC Quick Pass Account Refunds 


 Refunds 


Policy 13.5.1: NC Quick Pass Transponder Accounts – Automatic Replenishment Refund 


Policy 13.5.1.1: If an NC Quick Pass Account is set up for automatic replenishment, a 


refund will be issued to the primary credit or debit card on the account 


within three (3) to five (5) business days as long as 1) the card is valid, 


and 2) it has been successfully used as a method of payment on the 


account previously.   


Policy 13.5.1.2: Should a refund to the primary credit or debit card on the account fail, 


NC Quick Pass will attempt to issue the refund to a secondary card 


assigned to the account, if available, as long as 1) the secondary card is 


valid, and 2) it has been successfully used as a method of payment on 


the account previously.  


Policy 13.5.1.3: Should a refund to the primary and/or secondary credit or debit card on 


the account fail or there is no secondary card on the account, the 


NCDOT Fiscal Unit will issue a refund check within ten (10) business 


days.  


Policy 13.5.2: NC Quick Pass Accounts – Manual Replenishment Refund 


Policy 13.5.2.1: If an NC Quick Pass Account is set up for manual replenishment, the 


NCDOT Fiscal Unit will issue a refund check within ten (10) business 


days.  


Policy 14: NC Quick Pass Account Reinstatement 


  NC Quick Pass Account Reinstatement 


Policy 14.1.1:  An NC Quick Pass Account that was suspended due to a negative balance may 


be reinstated upon payment of all unpaid tolls, processing fees, civil penalties, 


other applicable fees and the prepaid toll amount. 


Policy 14.1.2:  A customer will be unable to open a new account if there are outstanding 


balances owed on another NC Quick Pass Account or NC Only Account with the 


same license plate(s) and/or identical address(es).   


Policy 14.1.3:  Closed accounts cannot be reinstated. A new account must be created. 


Policy 15: NC Quick Pass Account Bankruptcy 


  Bankruptcy 


Policy 15.1.1:  When NC Quick Pass receives notification regarding a customer bankruptcy, NC 


Quick Pass will verify that the notification is an official Bankruptcy Court order 


and document the proper information in the customer’s account. 
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Policy 15.1.2:  NC Quick Pass reserves the right to file proof of claim with the Bankruptcy Court.   


Policy 15.1.3:  NC Quick Pass reserves the right to determine which claims to pursue. All 


documentation is retained within the account. 


Policy 15.1.4:  While awaiting the outcome of a bankruptcy proceeding, NC Quick Pass cannot 


make any attempt to collect on debt owed prior to the date of the bankruptcy 


filing, nor can NC Quick Pass send customers to NCDMV Hold or Collections for 


any tolls incurred prior to the date the Bankruptcy Petition was filed. 


Policy 15.1.5:  Tolls and fees incurred prior to the date of the Petition filing must remain on the 


account until the bankruptcy case is resolved. 


Policy 15.1.6:  If the Bankruptcy Court notifies NC Quick Pass in writing of a Discharge of a 


customer’s pending bankruptcy proceeding, the transactions during the period 


covered by the Bankruptcy Petition are waived. 


Policy 15.1.7:  Any new tolls that occur after the Bankruptcy Petition was filed are the 


responsibility of the customer. 


Policy 15.1.8:  A Bankruptcy Dismissal reinstates the customer’s responsibility for paying all 


tolls, fees, and penalties that were not pursued while the bankruptcy proceeding 


was taking place. 


Policy 16: NC Quick Pass Account - Returned US Mail and Email 


 Forwarding Address Available 


Policy 16.1.1:  NC Quick Pass will update the account with the updated address upon 


notification from the Post Office of a mail forwarding or new address. 


Policy 16.1.2:  NC Quick Pass will manually forward any returned correspondence with a new 


address to the updated address. 


 Forwarding Address Not Available (Nixies) 


Policy 16.2.1:  NC Quick Pass, upon receiving a returned correspondence without a forwarding 


address, will update the account with a flag stating it has a bad address. 


Policy 16.2.2:  Any future mailings will be suppressed until a new address is obtained, and the 


bad address flag is removed. 


Policy 16.2.3:  If a customer has provided an email on the account, a notice will be sent via 


email informing the account owner the mailing address associated with the 


account is no longer valid, and a new address must be provided to avoid any 


possible fees or penalties. 


Policy 16.2.4: The NC Quick Pass system will escalate delinquent balances on accounts with 


undeliverable mail (nixies) to collections. 


Policy 16.2.5: Once a customer has provided a new address, all correspondence will continue 


from the date the address was updated, and the bad address flag removed.   


Policy 16.2.6: NC Quick Pass will not assess fees retroactively. 
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 Undeliverable Email 


Policy 16.3.1:  Should an email address associated with an account that has specified email as 


the preferred method of communication become invalid, the NC Quick Pass 


system will flag the account as having a bad email address, and the 


correspondence delivery method will be changed to mail until the account owner 


provides a new email address. 


Policy 16.3.2: NC Quick Pass will notify the account owner by mail that they must update their 


electronic address to avoid any possible fees or penalties.   


Policy 16.3.3:  Once the account owner provides an updated email address, the bad email 


address flag will be removed, and the correspondence delivery method will be 


changed to email.   


Policy 17: NC Quick Pass Account Interoperability 


 NC Quick Pass Account Interoperability Toll Program 


Policy 17.1.1:  NC Quick Pass has an interoperable agreement with the E-ZPass Group (EZG), 


allowing certain NC Quick Pass customers to use their NC Quick Pass 


Transponder to pay for tolls when traveling on toll roads outside North Carolina 


that accept E-ZPass.  


Policy 17.1.2:  NC Quick Pass has an interoperable agreement with the Florida Turnpike 


Enterprise, allowing NC Quick Pass customers to use their NC Quick Pass 


Transponder to pay for tolls when traveling on toll roads outside North Carolina 


that accept SunPass.   


Policy 17.1.3:  Through the NC Quick Pass interoperable agreement with Florida Turnpike 


Enterprise, NC Quick Pass is interoperable with Georgia’s State Road and 


Tollway Authority (SRTA), allowing certain NC Quick Pass customers to use their 


NC Quick Pass Transponder to pay for tolls when traveling on toll roads outside 


North Carolina that accept Peach Pass.   


Policy 17.1.4:  Depending on the account owner’s NC Quick Pass Account type, and 


transponder type, NC Quick Pass customers can use their NC Quick Pass 


Transponders to pay for toll usage when traveling on toll roads that accept the 


following electronic toll collection programs: 


• E-ZPass 


• Toll programs in Florida (SunPass®, E-Pass and LeeWay) Peach Pass  


Policy 17.1.5:  NC Quick Pass Customers will be subject to the rules, policies and regulations of 


the Interoperable Authorities when using their toll road. 


Policy 17.1.6:  In order to use an NC Quick Pass Transponder on toll roads outside of North 


Carolina (i.e., interoperable roads), a customer’s account balance must either be 


above the Replenishment Threshold, or their account must be on automatic 


replenishment, and the customer must sign up with an account that allows for 


interoperable travel. 


Policy 17.1.7:  Account owners with NC Quick Pass Accounts that are eligible for interoperability 
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are automatically enrolled in the NC Quick Pass interoperability program.  


Policy 17.1.8:  By establishing an NC Quick Pass Account and agreeing to the Terms and 


Conditions, account owners agree to share their transponder and license plate 


numbers with states participating in the NC Quick Pass interoperability program. 


Policy 17.1.9:  Due to toll transponder technology varying from state to state, interoperability in 


some cases will be achieved via license plate data. By sharing transponder and 


license plate numbers for NC Quick Pass customers with interoperable partner 


agencies, NC Quick Pass customers can be identified by license plate. 


Therefore, to prevent unnecessary fines and fees from agencies in other states, 


customers must keep their license plate information (e.g., license plate number 


on their account, registration renewal, registered address) up to date. 


Policy 17.1.10:   No NC Quick Pass customer’s name or address will be provided to any agency 


or company with whom NC Quick Pass has established interoperability 


agreements. Requests for this data will follow the disclosure limitations in 18 


U.S.C. 2721 (Federal Drivers Privacy Protection Act) and will only be provided 


to agencies and companies in which NC Quick Pass has reciprocal 


agreements. 


Policy 17.1.11:   NC Quick Pass customer information will not be made available to other 


agencies or companies for any reason other than to support payment of toll 


transactions or comply with a valid order of a court of jurisdiction. 


Policy 17.1.12: Personal Account Interoperability Options 


Policy 17.1.12.1: For Personal Account holders, refer to the table below for the 


interoperability capabilities, by transponder type: 


 


Transponder 
Name 


Description Transponder Picture 
Interoperable with 


toll roads that 
accept: 


NC Quick Pass Interior Sticker 


 


• E-ZPass 


• SunPass 


• Peach Pass  


NC Quick Pass E-
ZPass 


Interior Hard 
Case 


 


• E-ZPass 


• SunPass 


• Peach Pass  


NC Quick Pass E-
ZPass Flex 


Interior Hard 
Case – HOV 
Declarable 


(Switchable) 


 


• E-ZPass 


• SunPass 


• Peach Pass  
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Transponder 
Name 


Description Transponder Picture 
Interoperable with 


toll roads that 
accept: 


NC Quick Pass 
(exterior) 


Exterior 
Headlamp 


Sticker  


• SunPass 


• Peach Pass  


NC Quick Pass E-
ZPass (exterior) 


Exterior Hard 
Case 


 


• E-ZPass 


• SunPass 


• Peach Pass  


Table 8: Personal Account Transponder Options Interoperability  
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Policy 17.1.13: Business Account Interoperability Options 


Policy 17.1.13.1: For Business Account holders, refer to the table below for the 


interoperability capabilities by transponder type: 


 


Transponder 
Name 


Description Transponder Picture 
Interoperable with 


toll roads that 
accept: 


NC Quick Pass Interior Sticker 


 


• E-ZPass 


• SunPass 


• Peach Pass  


NC Quick Pass E-
ZPass 


Interior Hard 
Case 


 


• E-ZPas 


• SunPass 


• Peach Pass  


NC Quick Pass E-
ZPass Flex 


Interior Hard 
Case – HOV 
Declarable 


(Switchable) 


 


• E-ZPass 


• SunPass 


• Peach Pass 


NC Quick Pass 
(exterior) 


Exterior 
Headlamp 


Sticker  


• SunPass 


• Peach Pass  


NC Quick Pass E-
ZPass (exterior) 


Exterior Hard 
Case 


 


• E-ZPass 


• SunPass 


• Peach Pass  


Table 9: Business Account Transponder Options Interoperability  
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Policy 17.1.13.2: Transponders associated with a Government Account are not 


interoperable with any other agency due to the postpaid nature of this 


type of account. 


Policy 17.1.13.3: Transponders associated with a Transit Account are not interoperable 


with any other agency due to the postpaid nature of this type of 


account.  


Policy 17.1.13.4: Transponders associated with a First Responders Account are not 


interoperable with any other agency. 


 Non-NC Quick Pass Account Owners Interoperability with Turnpike 


Projects 


Policy 17.2.1:  NC Quick Pass enables customers with E-ZPass, SunPass, and Peach Pass 


Accounts to pay for travel on Turnpike Projects. 


Policy 17.2.2:  Customers with E-ZPass, SunPass, and Peach Pass Accounts will be charged 


the current NC Quick Pass toll rate to pay for travel on Turnpike Projects. 


 Disputes and Refunds for NC Quick Pass Account Owners and Out-


of-State Transactions 


Policy 17.3.1:  NC Quick Pass Account holders that want to dispute a toll or request a refund for 


tolls charged to their account by an out-of-state agency, must notify NC Quick 


Pass with proper justification for the dispute. 


Policy 17.3.2:  NC Quick Pass may seek verification from the out-of-state agency regarding 


disputed toll(s). 


Policy 17.3.2.1: If the toll(s) is verified, the customer will remain responsible for the tolls.   


Policy 17.3.2.2: If the toll(s) is waived by the out-of-state agency, NC Quick Pass will 


reverse the toll charge, and credit the customer’s account. 


 Disputes and Refunds for Out-of-State Agency Account Owners and 


Turnpike Project Transactions 


Policy 17.4.1:  Out-of-state agency account owners are required to dispute North Carolina toll 


charges through their home agency’s customer service center. 


Policy 17.4.2: Disputes must be received by NC Quick Pass within one hundred eighty (180) 


days of the transaction date to be considered. 
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Policy 100: NC Only Account 


Refer to this section for policies associated with an NC Only Account.  


   General Policies for NC Only Account  


The following policies apply to all NC Only Accounts. 


Policy 100.1.1:   An NC Only Account does not require customers to use an NC Quick Pass 


Transponder to pay for tolls. 


Policy 100.1.2:   An NC Only Account is prepaid, so customers must prepay for tolls to use the 


account. 


Policy 100.1.3:   If a license plate is already associated with an active NC Quick Pass Account, 


Interoperable Account, or delinquent toll invoice, the license plate cannot be 


added to a new or existing NC Only Account.  


Policy 100.1.4:   Before a license plate can be added to a new or existing NC Only Account, any 


delinquent invoice balances associated with the license plate must be paid. 


Policy 100.1.5:   It is the customer’s responsibility to keep information on an NC Only Account 


up to date, including license plate and vehicle information. Should a customer 


change their license plate without properly updating their account, they may 


receive a toll invoice and be subject to additional fees and/or penalties. 


Policy 100.1.6:   An NC Only Account is a valid form of payment on Turnpike Projects in North 


Carolina only and cannot be used to pay for tolls in other states. 


Policy 100.1.7:   An authorized NC Quick Pass Representative must approve a new NC Only 


Account. 


Policy 100.1.8:   NC Quick Pass may terminate an account at any time due to non-compliance 


or misuse of the account. 


Policy 100.1.9:   An NC Only Account can have unlimited vehicles assigned to it.  


Policy 100.1.10:  In addition to the account owner, an NC Only Account allows for an additional 


contact person to have access to the account, but an additional contact can 


only be added with the approval of the account owner.  


Policy 101: NC Only Account Establishment and Opening 


   General Account Establishment Policies 


Policy 101.1.1:   When establishing a new NC Only Account, the customer will be required to: 
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Policy 101.1.1.1: Pay all unpaid tolls, fees and penalties (including any balances with a 


collection agency) associated with a toll invoice 


Policy 101.1.1.2: Select an account type 


Policy 101.1.1.3: Pay the appropriate prepaid toll balance 


Policy 101.1.1.4: Provide all required information at account opening 


Policy 101.1.1.5: Agree to the NC Only Account Terms and Conditions 


Policy 101.1.2:   A customer with outstanding toll invoices may open an NC Only Account if the 


license plate(s) registered on the new account does not match the license 


plate(s) associated with the unpaid toll invoice(s).   


Policy 101.1.3:   A customer is restricted from establishing an NC Only Account if a license 


plate, or identical address, is associated with an outstanding toll invoice 


balance. 


Policy 101.1.4: Customers can open an NC Only Account utilizing the following channels: 


• Online via the NC Quick Pass website 


• In person at an NC Quick Pass CSC 


• Over the phone with an NC Quick Pass CSR 


• Mail  


• Fax 


Policy 102: NC Only Account Application and Agreement  


   NC Only Account Application and Agreement 


Policy 102.1.1:   When establishing an account via the NC Quick Pass website, a customer 


must complete the online application and agree to the NC Quick Pass Terms 


and Conditions. 


Policy 102.1.2: When establishing an NC Only Account through the mail, or via fax, a customer 


must fill out an application and agree to the NC Quick Pass Terms and 


Conditions. 


Policy 102.1.3:   When establishing an NC Only Account by phone or in person at an NC Quick 


Pass CSC, a CSR will complete the application process for a customer to open 


an account, and the customer must provide verbal acceptance to the NC Quick 


Pass Terms and Conditions.   


Policy 102.1.4:   To open an NC Only Account, a customer must provide the following 


information: 


• Account owner’s legal name 


o Secondary contact name (optional) 


• Account owner’s mailing address 


• Account owner’s contact information (e.g., phone number, email address) 
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• Username* (only applies to online account opening) 


• Password* 


• Security question answer* 


• PIN*  


• Statement and customer correspondence delivery method 


• License plate number, state, and plate type for each vehicle registered on 


the account 


Note: Each license plate number must be registered to the Account Holder 


or to an additional contact on the account. 


• Vehicle information (e.g., year, make, model, number of axles) for each 


vehicle registered on the account 


• Payment method (e.g., cash, check, money order, credit/debit card) 


• Prepaid replenishment method (e.g., automatic or manual replenishment)  


• Agreement to/Acknowledgement of the NC Quick Pass Terms and 


Conditions 


Policy 102.1.5:   A customer’s signature will be required to accept and process an application.  


The signature can be either physical, electronic or recorded verbally. 


Policy 102.1.6:   NC Quick Pass will not process incomplete applications.  


Policy 103: NC Only Account Opening Account Balance 


   NC Only Accounts 


Policy 103.1.1:   The opening account balance amount is $10.00 total for the first two (2) 


vehicles added to the account, and $10.00 for each additional vehicle. 


Policy 104: Payment Methods and Channels for NC Only Account 


The following section applies to all NC Only Accounts. 


   NC Quick Pass Payment Types 


Policy 104.1.1:   NC Quick Pass accepts the following payment types for an NC Only Account: 


• Credit card 


• Debit card  


• Money order 


• Cashier’s check 


• Personal check 


• Cash 


• ACH (Automated Clearing House) )* 


* ACH is a valid payment type for invoice payments and for existing customers to replenish their account. 







NC Quick Pass Business Policies v6.5 


NC Quick Pass Business Policies v6.5      Page 54 of 88 


   Credit and Debit Card 


Policy 104.2.1:   The following credit and debit card types are accepted: 


• Visa 


• Master Card 


• American Express 


• Discover 


Policy 104.2.2:   When using a credit or debit card as a payment method, customers will be 


required to provide a valid credit card number, expiration date and three or 


four-digit security code. 


Policy 104.2.3:   The same credit / debit card can be used for multiple accounts. 


Policy 104.2.4:   Credit Card Expiration Updates 


Policy 104.2.4.1: It is the customer’s responsibility to keep the payment method 


associated with their account up to date and valid. 


Policy 104.2.4.2: When updated credit card expiration information is available, NC Quick 


Pass will automatically update credit card expiration dates on a 


monthly basis for all cards due to expire the subsequent month.   


Policy 104.2.4.3: When updated credit card expiration information is not available, NC 


Quick Pass will notify customers that their credit card is set to expire 


and request updated information or a new credit card. 


Policy 104.2.4.4: If a customer does not provide updated credit card expiration 


information, transactions will continue to post to the account until all 


funds on the account are depleted, and a negative balance is 


reached.  


   Money Order 


Policy 104.3.1:   Money orders must be made out to NC Quick Pass. 


   Cashier’s Check 


Policy 104.4.1:   Cashier’s checks must be made out to NC Quick Pass. 


   Personal Check 


Policy 104.5.1:   Personal checks must be made out to NC Quick Pass. 


Policy 104.5.2:   Personal checks must include the following: 


• Mailing address 


• Telephone number 


• Driver license number 
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Policy 104.5.3:   Returned Payment Fee 


Policy 104.5.3.1: A Returned Payment Fee of $25.00 will be charged when a payment 


has been refused by a customer’s bank, or when the customer has 


placed a stop payment on a check or submitted a credit card charge-


back request.   


Policy 104.5.3.2: A Returned Payment Fee will be applied to a customer’s account 


balance and may result in a negative account balance.  


Policy 104.5.3.3: The NC Quick Pass system will notify the customer of the Returned 


Payment Fee for non-payment.   


Policy 104.5.3.4: After two (2) Returned Payment Fees within one year, the NC Quick 


Pass system will flag the account, and will no longer accept that 


payment method for the account. 


   Payment Channels 


Policy 104.6.1:   Customers are permitted to make payments via the various channels shown in 


the table below.   


Channel 
Credit / 


Debit Card 


Money 


Order 


Cashier’s 


Check 


Personal 


Check 
Cash ACH 


NC Quick Pass 


Website 
✓     ✓ 


CSC Phone, 


Interactive Voice 


Response 


✓     ✓ 


CSC Phone, 


Customer Service 


Rep. 


✓     ✓ 


CSC Walk-in 


Center 
✓ ✓ ✓ ✓ ✓ ✓ 


License Plate 


Agencies 
✓ ✓ ✓ ✓ ✓ ✓ 


Mail ✓ ✓ ✓ ✓  ✓ 


Table 10: Payment Types by Payment Channels 


Policy 105: NC Only Account Replenishment and Balance 


Requirements  


   NC Only Account Replenishment Options 


Policy 105.1.1:   An NC Only Account can be replenished either automatically or manually. 


Policy 105.1.2:   Upon account opening, the customer is required to choose between automatic 


and manual replenishment.   


Policy 105.1.3:   A customer may change between automatic and manual replenishment at their 
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convenience. 


Policy 105.1.4:   Customers are responsible for monitoring and replenishing their NC Only 


Account to prevent them from going negative and being subject to additional 


fees and penalties. 


Policy 105.1.5:   Automatic Account Replenishment  


Policy 105.1.5.1: A credit or debit card or ACH payment is required to auto-replenish an 


account.   


Policy 105.1.5.2: Customers may provide a secondary credit or debit card number on 


their account to be used in the event their preferred card expires or is 


denied.   


Policy 105.1.5.3: A customer’s acceptance is required to process automatic 


replenishment as a method of payment. The acceptance can be either 


physical, electronic or recorded verbally. 


Policy 105.1.5.4: NC Quick Pass will automatically replenish an NC Only Account set up 


for automatic replenishment utilizing the credit or debit card or ACH 


payment on the account when the account balance reaches the 


Replenishment Threshold Amount and notify the customer that the 


account has been replenished. 


Policy 105.1.5.5: If automatic replenishment fails due to an expired credit or debit card, or 


the card on the account was denied on two consecutive 


days/attempts, the NC Quick Pass system will notify the customer. 


The account will then convert to manual replenishment status. 


Policy 105.1.5.6: If automatic replenishment fails due to ACH payment is rejected with no 


previous success of payment, remove the payment method from the 


account. The NC Quick Pass system will notify the customer. The 


account will then convert to manual replenishment status. 


If ACH payment is rejected with previous successful payment, make 


two consecutive days/attempts before converting the account to 


manual replenishment status.  


Policy 105.1.5.7: It is the customer’s responsibility to keep the payment method 


associated with their account up to date and valid. 


Policy 105.1.6:   Manual Account Replenishment 


Policy 105.1.6.1: It is the customer’s responsibility to monitor and replenish the account 


before the account goes negative. 


Policy 105.1.6.2: When an account balance reaches the replenishment threshold amount, 


the NC Quick Pass system will automatically send the customer a 


Low Balance Notification to inform them that their account balance is 
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low, and a payment is due to avoid additional fees and/or penalties. 


Policy 105.1.6.3: A customer may make periodic manual payments as necessary. 


   Replenishment Amount 


Policy 105.2.1:   The initial replenishment amount is determined by the account type, the 


number of license plates on the account, and/or the opening account balance.  


Policy 105.2.2:   Personal Accounts 


Policy 105.2.2.1: The initial replenishment amount is $10.00 total for the first two (2) 


license plates added to the account, and $10.00 for each additional 


license plate. 


Policy 105.2.3:   Business Accounts 


Policy 105.2.3.1: The initial replenishment amount is $10.00 for each license plate added 


to the account. 


Policy 105.2.4:   NC Only Accounts 


Policy 105.2.4.1: The initial replenishment amount is $10.00 total for the first two (2) 


license plates added to the account, and $10.00 for each additional 


license plate. 


   Replenishment Amount Adjustments 


Policy 105.3.1:   The toll usage on the account will be evaluated monthly from the date of the 


account opening, and the replenishment amount adjusted based on the 


customer’s usage monthly thereafter. 


Policy 105.3.2:   After the first evaluation, the toll usage on the account will be evaluated every 


month to identify the average monthly toll usage during that period, and the 


replenishment amount will be adjusted accordingly. 


Policy 105.3.3:   A customer can request a lower replenishment amount by contacting an NC 


Quick Pass CSC.  NC Quick Pass will continue to analyze and adjust (if 


necessary) the replenishment amount on the account every month even if a 


customer has requested a lower replenishment amount. 


Policy 105.3.4:   When an account is set up to automatically replenish, NC Quick Pass will 


automatically replenish the account utilizing the credit or debit card on the 


account once the account threshold is reached. 


Policy 105.3.5:   The NC Quick Pass system will notify the customer when increasing or 


decreasing a replenishment amount. 


 Replenishment Threshold Amount 


Policy 105.4.1:   The initial replenishment threshold amount is determined by the account type 


and the replenishment amount.  


Policy 105.4.2:   The minimum replenishment threshold amount for any automatically 
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replenished NC Only Account is 25% of the replenishment amount (depending 


on a customer’s monthly evaluation of toll usage and replenishment amount 


adjustment, if any), or $10.00, whichever is greater. 


Policy 105.4.3:   Initial Automatic Replenishment Threshold Amount 


Policy 105.4.3.1: Personal Account: The initial replenishment threshold amount for a 


Personal Account is 25% of the replenishment amount, or $10.00, 


whichever is greater.    


Policy 105.4.3.2: Business Account: The initial replenishment threshold amount for a 


Business Account is 25% of the replenishment amount.  


Policy 105.4.4:   Initial Manual Replenishment Threshold Amount 


Policy 105.4.4.1: Personal Account: The initial replenishment threshold amount for a 


Personal Account is 50% of the replenishment amount. 


Policy 105.4.4.2: Business Account: The initial replenishment threshold amount for a 


Business Account is 50% of the replenishment amount. 


Policy 105.4.5:   Should a customer change their replenishment method from automatic 


replenishment to manual replenishment, their replenishment threshold amount 


will change from 25% of the replenishment amount, or $10.00, whichever is 


greater to 50% of the replenishment amount. 


   Negative Account Balance 


Policy 105.5.1:   When the account balance on an NC Only Account is below $0.00 but not 


below negative ten dollars (-$10.00), resulting in a negative account balance, 


the NC Only Account Owner will have forty-five (45) days to bring the account 


current by replenishing the account to a level above the Replenishment 


Threshold.   


Policy 105.5.2:   If the account balance is not replenished to a level above the Replenishment 


Threshold within forty-five (45) days or the account balance is below negative 


ten dollars (-$10.00), the account is suspended.   


Policy 105.5.3:   Suspended NC Only Accounts will be billed at the higher rate.  


Policy 105.5.4:   The first invoice will include any new toll activity, and/or unpaid tolls or fees that 


were billed after the account went below $0.00 dollars.   


Policy 105.5.5:   All invoices generated will follow the escalation procedures as described in this 


policy document.  


Policy 105.5.6:   To reinstate an NC Only Account, any invoice balance must be paid, and the 


NC Only Account balance must be replenished to a level above the 


Replenishment Threshold. 
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Policy 106: NC Only Account Statement Options 


   Account Statement Options 


Policy 106.1.1:   Customers are offered the following monthly account statement delivery 


options: 


Policy 106.1.1.1: Online Statements – Statements are available at any time at no charge 


on the NC Quick Pass website. Customers can view statements 


online up to one (1) year from the statement generation date.   


Policy 106.1.1.2: Monthly Electronic Statements – Statements can be delivered via 


email at no cost. 


Policy 106.1.1.3: Quarterly Mailed Statements – Statements can be delivered via US 


Mail. A $5.00 fee per statement is charged to the customer’s account 


for this service. 


Policy 106.1.1.4: Special Run Statements – Special Run Statements are paper copies of 


statements generated manually pursuant to a customer request.  


Customers can request Special Run Statements by contacting an NC 


Quick Pass CSC.  A $5.00 fee per requested statement is charged to 


the customer’s account for this service.  


Policy 107: NC Only Accounts Customer Communications 


   Customer Correspondence Filing 


Policy 107.1.1:   Customer correspondence received at an NC Quick Pass CSC will be filed, 


indexed and retained based on North Carolina’s Document Retention 


Schedule. 


Policy 108: NC Only Account Maintenance 


   Account Maintenance 


Policy 108.1.1:   Customers are responsible for keeping their NC Only Account information up to 


date, (i.e., notifying NC Quick Pass of any changes to their account 


information) via the website, phone or by visiting an NC Quick Pass CSC.   


Policy 108.1.1.1: NC Quick Pass provides secure account access through the NC Quick 


Pass website. 


Policy 108.1.1.2: NC Quick Pass supports customer account maintenance functions via 


the following methods: 


• Walk-In (in person at an NC Quick Pass Customer Service 


Center) 


• Phone (by calling an NC Quick Pass Customer Service Center) 


• NC Quick Pass Website 
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Policy 109: NC Only Account Fees and Penalties 


   NC Only Account Fees and Penalties  


Refer to the table below for more information on fees and penalties. 


Policy 109.1.1:   Fees can only be waived by authorized NC Quick Pass personnel. 


Policy 109.1.2:   The registered owner of a vehicle is responsible for paying any toll(s), 


applicable fee(s) and/or penalty(ies). 


Fee Fee Amount Reason for Fee 


Inactive Account Fee $1.00/Month 


Charged per month after twenty-four (24) 


consecutive months of no-account activity 


(i.e., no toll transactions posting to an 


account) 


Statement Fee - 


Quarterly 
$5.00/Statement 


Request for paper statements to be 


generated and mailed quarterly 


Statement Fee - Special 


Run 
$5.00/Request 


One-time request for a paper statement to be 


generated and mailed to the customer 


Returned Payment Fee $25.00/per Payment 
Insufficient funds, stop payment, credit card 


chargeback, and closed bank account, etc. 


Invoice Processing Fee 


$6.00 


(maximum of $48.00 for a 


twelve (12) month period 


for a registered owner) 


Invoices unpaid after thirty (30) days from 


invoice date 


Civil Penalty 


$25.00  


(maximum of $25.00 for a 


six (6) month period for a 


registered owner) 


Invoices unpaid after sixty (60) days from 


invoice date 


Table 11: NC Only Account Fees and Penalties  


Policy 110: Inactive NC Only Accounts 


   Inactive NC Only Accounts  


Policy 110.1.1:    NC Only Accounts with no account activity (i.e., no toll transactions posting to 


an account) for twenty-four (24) consecutive months are considered inactive.   


Policy 110.1.2:   An account deemed inactive will remain in an inactive status until a toll is 


posted to the account. 


Policy 110.1.3:   NC Quick Pass will notify customers whose accounts are deemed to be 


inactive. 


Policy 110.1.4:   If no toll transactions are posted to the account within thirty (30) days of the 
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date of the notification of the inactive account status, a $1.00 inactive account 


fee will be charged to the account.   


Policy 110.1.5:   Once an account with an inactive status reaches a balance of $1.00 or less, 


NC Quick Pass will notify the customer. If the customer does not take any 


action to fund or close the account within thirty (30) days of the notification of 


the account reaching a balance of $1.00 or less, NC Quick Pass will close the 


account. 


Policy 111: Closing an NC Only Account 


   Account Closure Request 


Policy 111.1.1:   In order to close an NC Only Account, NC Quick Pass customers must request 


an account be closed via one of the following communication channels: 


• NC Quick Pass website 


• Fax 


• Sending a letter to an NC Quick Pass CSC 


• Walk-In (in person at an NC Quick Pass Customer Service Center) 


• Phone (by calling an NC Quick Pass Customer Service Center) 


Policy 111.1.2:   Any account closure request submitted to NC Quick Pass in writing must be 


sent from the account holder, contain the account number, and clearly state an 


intention to close an account.   


   Closed Pending Status 


Policy 111.2.1:   To ensure all transactions are processed through the account before it is 


closed, NC Only Accounts will remain open and placed in a “Closed Pending” 


status for a period of thirty (30) calendar days before the account is closed, and 


any refund, if necessary, is issued to the account owner. 


   Account Closure Process (Positive Balance) 


Policy 111.3.1:   After an NC Only account has been in “Closed Pending” status for thirty (30) 


calendar days and there is a positive prepaid tolls balance on the account, NC 


Quick Pass will refund the remaining balance.   


Policy 111.3.2:   Once NC Quick Pass issues the refund, the account will be automatically 


closed. 


Policy 111.3.3:   Before an account can be closed, the account must have a zero-dollar ($0.00) 


balance, and the plates/vehicles assigned to the account removed. 


   Account Closure Process (Negative Balance) 


Policy 111.4.1:   An NC Only Account with a negative balance after the account has been in 


“Closed Pending” status for thirty (30) calendar days will not automatically be 


closed.   


Policy 111.4.2:   If an NC Only Account with a negative balance in “Closed Pending” status has 
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a credit or debit card assigned to the account, NC Quick Pass will attempt to 


charge the negative balance to the card on file.   


Policy 111.4.3:   If NC Quick Pass is unable to charge the card assigned to the account, the 


account will remain in “Closed Pending” status.   


Policy 111.4.4:   An NC Quick Pass Account in “Closed Pending” status that do not have a 


credit or debit card assigned to the account with which to charge the negative 


balance will remain “Closed Pending” status.   


Policy 111.4.5:   For any NC Only Account in “Closed Pending” status that carries a negative 


balance, NC Quick Pass will contact the customer to collect the additional 


fees/tolls necessary to bring the balance to zero dollars ($0.00). 


Policy 111.4.6:   Once an NC Only Account in “Closed Pending” status goes negative, the NC 


Quick Pass Account Owner will have forty-five (45) days to provide payment to 


bring the account to a zero-dollar ($0.00) balance. 


Policy 111.4.7:   If an NC Only Account in “Closed Pending” with a negative account balance is 


not brought to a zero-dollar ($0.00) balance within forty-five (45) days, the 


account is suspended. 


Policy 111.4.8:   Suspended NC Only Accounts will be billed at the higher rate.  


Policy 111.4.9:   The first invoice will include any new toll activity, and/or unpaid tolls or fees that 


were billed after the account went below zero dollars ($0.00)   


Policy 111.4.10:   All invoices generated will follow the escalation procedures as described in 


this policy document.  


Policy 111.4.11:   Once an NC Only Account in “Closed Pending” status that carried a negative 


balance is brought to a zero-dollar ($0.00) balance, the account will then be 


closed. 


Policy 111.4.12:   Before an account can be closed, the account must have a zero-dollar ($0.00) 


balance, and the plates/vehicles assigned to the account removed. 
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Policy 112: NC Only Account Refunds 


   Refunds  


Policy 112.1.1:   NC Only Accounts – Automatic Replenishment Refund 


Policy 112.1.1.1: If an NC Only Account is set up for automatic replenishment, a refund 


will be issued to the primary credit or debit card on the account within 


three (3) to five (5) business days as long as 1) the card is valid, and 


2) it has been successfully used as a method of payment on the 


account previously.   


Policy 112.1.1.2: Should a refund to the primary credit or debit card on the account fail, 


NC Quick Pass will attempt to issue the refund to a secondary card 


assigned to the account, if available, as long as 1) the secondary card 


is valid, and 2) it has been successfully used as a method of payment 


on the account previously.  


Policy 112.1.1.3: Should a refund to the primary and/or secondary credit or debit card on 


the account fail or there is no secondary card on the account, the 


NCDOT Fiscal Unit will issue a refund check within ten (10) business.  


Policy 112.1.2:   NC Only Accounts – Manual Replenishment Refund 


Policy 112.1.2.1: If an NC Only Account is set up for manual replenishment, the NCDOT 


Fiscal Unit will issue a refund check within ten (10) business days.  


Policy 113: NC Only Account Reinstatement 


   NC Only Account Reinstatement  


Policy 113.1.1:   An account that was suspended due to a negative balance may be reinstated 


upon payment of all unpaid tolls, processing fees, civil penalties, other 


applicable fees and the prepaid toll amount.   


Policy 113.1.2:   A customer will be unable to open a new account if there are outstanding 


balances owed on any other NC Quick Pass Account with the same license 


plate(s) and/or identical address(es).   


Policy 113.1.3:   Closed accounts cannot be reinstated. A new account must be created. 


Policy 114: NC Only Account Bankruptcy 


   Bankruptcy 


Policy 114.1.1:   When NC Quick Pass receives notification regarding a customer bankruptcy, 


NC Quick Pass will verify that the notification is an official Bankruptcy Court 


order and document the proper information in the customer’s account.   
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Policy 114.1.2:   NC Quick Pass reserves the right to file a proof of claim with the Bankruptcy 


Court.   


Policy 114.1.3:   NC Quick Pass reserves the right to determine which claims to pursue.  All 


documentation is retained within the account.     


Policy 114.1.4:   While awaiting the outcome of a bankruptcy proceeding, NC Quick Pass 


cannot make any attempt to collect on debt owed prior to the date of the 


bankruptcy filing, nor can NC Quick Pass send customers to NCDMV Hold or 


Collections for any tolls incurred prior to the date the Bankruptcy Petition was 


filed.   


Policy 114.1.5:   Tolls and fees incurred prior to the date of the Petition filing must remain on the 


account until the bankruptcy case is resolved.   


Policy 114.1.6:   If the Bankruptcy Court notifies NC Quick Pass in writing of a Discharge of a 


customer’s pending bankruptcy proceeding, the transactions during the period 


covered by the Bankruptcy Petition are dismissed.   


Policy 114.1.7:   Any new tolls that occur after the Bankruptcy Petition was filed are the 


responsibility of the customer.     


Policy 114.1.8:   A Dismissal reinstates the customer’s responsibility for paying all tolls, fees, 


and penalties that were not pursued while the bankruptcy proceeding was 


taking place.   


Policy 115: NC Only Account - Returned US Mail and Email 


   Forwarding Address Available 


Policy 115.1.1:   NC Quick Pass will update the account with an updated address upon 


notification from the Post Office of a mail forwarding or new address.   


Policy 115.1.2:   NC Quick Pass will manually forward any returned correspondence with a new 


address to the updated address.   


   Forwarding Address Not Available (Nixies) 


Policy 115.2.1:   NC Quick Pass, upon receiving a returned correspondence without a 


forwarding address, will update the account with a flag stating it has a bad 


address.   


Policy 115.2.2:   Any future mailings will be suppressed until a new address is obtained, and the 


bad address flag is removed.   


Policy 115.2.3:   If a customer has provided an email on the account, a notice will be sent via 


email informing the account owner the mailing address associated with the 


account is no longer valid, and a new address must be provided to avoid any 


possible fees or penalties.   


Policy 115.2.4:   The NC Quick Pass system will escalate delinquent balances on accounts with 


undeliverable mail (nixies) to collections. 


Policy 115.2.5: Once a customer has provided a new address, all correspondence will continue 







NC Quick Pass Business Policies v6.5 


NC Quick Pass Business Policies v6.5      Page 65 of 88 


from the date the address was updated, and the bad address flag removed.   


Policy 115.2.6:   NC Quick Pass will not assess fees retroactively.   


   Undeliverable Email 


Policy 115.3.1:   Should an email address associated with an account that has specified email 


as the preferred method of communication become invalid, the NC Quick Pass 


system will flag the account as having a bad email address, and the 


correspondence delivery method will be changed to mail until the account 


owner provides a new email address. 


Policy 115.3.2:   NC Quick Pass will notify the account owner by mail that they must update their 


email address to avoid any possible fees or penalties.   


Policy 115.3.3:   Once the account owner provides an updated email address, the bad email 


address flag will be removed, and the correspondence delivery method will be 


changed to email.   


Policy 116: NC Only Account Interoperability 


   NC Only Account Interoperability 


Policy 116.1.1:   NC Only Accounts are a valid form of payment on Turnpike Projects only. 


Policy 116.1.2:   If a customer intends to travel on an interoperable road in another state and 


intends to use their account as a payment method, the customer must convert 


to an NC Quick Pass Account. 


Policy 117: NC Only Account Conversion  


   NC Only Account to Transponder Account Conversion 


Policy 117.1.1:   An NC Only Account customer may convert to an NC Quick Pass Account 


online, or by calling or visiting an NC Quick Pass CSC.   


Policy 117.1.2:   When converting to an NC Quick Pass Account, the customer will be required 


to: 


Policy 117.1.2.1: Pay all unpaid tolls, fees and penalties (including any balances with a 


collection agency) associated with a toll invoice 


Policy 117.1.2.2: Select an account type  


Policy 117.1.2.3: Pay the appropriate prepaid toll balance (if required) 


Policy 117.1.2.4: Purchase a transponder(s) (if necessary) 


Policy 117.1.2.5: Provide all required information and/or complete an application 


Policy 117.1.2.6: Agree to the NC Quick Pass terms and conditions 


Policy 117.1.3:   When converting the NC Only Account to an NC Quick Pass Account, all 
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currently listed vehicles/license plates under the NC Only Account will be 


added to the NC Quick Pass Account.   


Policy 117.1.4:   A customer must comply with all NC Quick Pass Terms and Conditions, as well 


as the NC Quick Pass Policies outlined within this document.  


Policy 117.1.5:   Transactions that occurred prior to the conversion date will be posted to the NC 


Quick Pass Account at the higher toll rate.  


Policy 117.1.6:   Transactions that occur subsequent to the account conversion date will be 


posted to the NC Quick Pass Account at the transponder rate. 


Policy 117.1.7:   A customer with outstanding toll invoices may open an NC Quick Pass Account 


if the license plate(s) registered on the new transponder account does not 


match the license plates associated with the unpaid toll invoice(s).   


Policy 117.1.8:   A customer is restricted from converting accounts if a license plate, or identical 


address, is associated with an unpaid toll invoice. 


Policy 200: Toll Invoice by Mail Program 


Refer to this section for policies associated with the NC Quick Pass Toll Invoice by Mail 


Program.  


Toll Invoice by Mail policies are established in accordance with the North Carolina General 


Statutes. These statutes provide that the registered owner of the motor vehicle is responsible for 


payment of tolls unless the owner establishes that the motor vehicle was in the care, custody, 


and control of another person when the vehicle traveled on a Turnpike Project per NC G.S. 136-


89.212. 


NC Quick Pass is authorized to obtain and exchange vehicle owner registration information from 


the NCDMV, other states, other toll operators, and official toll collection organizations.  The 


information obtained is not a public record and is subject to the disclosure limitation in 18 U.S.C. 


§ 2721 Federal Drivers Privacy Protection Act.    


 General Policies for the Toll Invoice by Mail Program 


Policy 200.1.1:   The Toll Invoice by Mail Program is postpaid. 


Policy 200.1.2:   Because a customer does not register for the Toll Invoice by Mail Program, a 


customer’s consent or agreement to any terms and conditions is not required.   


Policy 200.1.3:   NC Quick Pass must mail an invoice to the registered owner of the vehicle at 


the address associated with the motor vehicle registration.   


Policy 200.1.4:   NC Quick Pass must send the first toll invoice to the registered owner of a 


vehicle within ninety (90) days of when the transaction occurred.  


Policy 200.1.5:   NC Quick Pass waives the right to collect a toll if it fails to send the first invoice 


to the registered owner of the vehicle within ninety (90) days of the date the 


transaction occurred.  


Policy 200.1.6:   If a vehicle was in the care, custody, or control of another person at the time 


the toll was incurred, NC Quick Pass must send an invoice to the person who 
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had care, custody, or control of the vehicle within ninety (90) days of receipt of 


a sworn affidavit from the registered owner of the vehicle, as required by G.S. 


136-89.214(a).   


 Toll Invoice by Mail Process 


Policy 200.2.1:   The Toll Invoice by Mail process is initiated when one of the following occurs: 


• A first-time user without an NC Quick Pass Account of any kind is identified 


through license plate image capture, image review, and registered owner 


identification. 


• An NC Quick Pass Transponder or NC Only Account has a negative 


balance, and the account owner has not made a payment to bring the 


account current within forty-five (45) days of the account balance going 


negative. 


• Tolls are accrued after an NC Quick Pass or interoperable account is 


closed. 


Policy 200.2.2:   When a vehicle passes under a tolling point and the roadside toll collection 


system (RTCS) does not detect a valid NC Quick Pass or interoperable 


transponder, multiple images of the vehicle’s front and rear license plates are 


captured.  


Policy 200.2.3:   The license plate images are reviewed to identify the license plate numbers, 


jurisdiction of issuance and license plate type, if applicable.  


Policy 200.2.4:   Once the license plate number has been accurately identified, the NC Quick 


Pass system will attempt to locate the license plate number on an active toll 


invoice or NC Quick Pass Account (e.g., Transponder, or NC Only) in good 


financial standing. 


Policy 200.2.5:   If an existing invoice or account is identified, transactions associated with the 


license plate are posted (i.e., I-Tolled) to the account. 


Policy 200.2.6:   If an existing NC Quick Pass account or toll invoice is not located, the license 


plate data is sent to an in-state and/or out-of-state DMV to identify the owner of 


the vehicle. 


Policy 200.2.7: NC Quick Pass may utilize both national lookup databases, and the NCDMV to 


obtain information about the registered owner of in-state and out-of-state 


vehicles.  


Policy 200.2.8:   Once the owner of the vehicle is identified, the vehicle owner is sent a new toll 


invoice.  


Policy 200.2.9:   Any toll transactions incurred by the owner of the vehicle are then posted to the 


invoice.  


Policy 200.2.10:   The registered owner of the vehicle will continue to be billed for any toll 


transactions processed by NC Quick Pass until a change in vehicle ownership 


occurs, the registered owner submits a sworn affidavit identifying the person 


who had care, custody and control of the vehicle at the time the toll was 
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incurred, or the customer converts to an NC Quick Pass Account (e.g., 


Transponder or NC Only). 


Policy 201: Pre-Invoice Payment Option 


Policy 201.1.1:   A customer that has traveled on a Turnpike Project without an NC Quick Pass 


or NC Only Account has the option to contact an NC Quick Pass CSC, prepay 


for their tolls, and avoid receiving an invoice in the mail. 


Policy 201.1.2:   A customer must contact NC Quick Pass within thirty (30) days after traveling 


on a Turnpike Project and provide the necessary payment to cover any unpaid 


toll(s).   


Policy 201.1.3:   Customers can prepay tolls if: 


1. The transactions have been processed by NC Quick Pass, and the vehicle 


owner has been identified by the NCDMV, 


2. Toll Invoice by Mail has been established for the vehicle owner, and their 


toll transactions have been posted, and 


3. NC Quick Pass has not already mailed an invoice to the customer.  


Policy 201.1.4:   If a customer contacts NC Quick Pass within thirty (30) days after traveling on a 


Turnpike Project and successfully prepays their tolls according to the policies 


above, they will not receive an invoice in the mail. 


Policy 202: Toll Invoice by Mail Policies 


   Toll Invoice by Mail Invoicing 


Policy 202.1.1:   If the owner of a vehicle, or person who had care, custody and control of the 


vehicle does not prepay toll(s) incurred on a Turnpike Project, NC Quick Pass 


will mail a first invoice thirty (30) days from the date the transaction posts. 


Policy 202.1.2:   The first invoice will include any tolls incurred and processed during the first 


thirty (30) day billing period, beginning with the initial transaction. 


Policy 202.1.3:   All subsequent billing periods are set at, and invoices mailed, approximately 


thirty (30) days after the first invoice.   


Policy 202.1.4:   A  toll invoice for each billing period will include (to the extent possible) all 


processed, unpaid tolls incurred by the same registered vehicle owner during 


the billing period.   


Note: This may include tolls due from multiple vehicles/license plates belonging 


to the same registered vehicle owner during the billing period if the information 


provided by the NCDMV, an out-of-state DMV or another recognized source 


matches.   


Policy 202.1.5:   Transactions that occurred during a billing period that do not get included on an 


invoice will be invoiced in the subsequent billing cycle.   
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 Toll Invoice by Mail Invoice Requirements 


Policy 202.2.1:   A toll invoice will include the following items each billing period: 


Policy 202.2.1.1: Name and address of the registered owner of the vehicle that traveled 


on a Turnpike Project, or of the person identified in the registered 


owner’s sworn affidavit as having care, custody and control of the 


vehicle at the time the toll transaction occurred. 


Policy 202.2.1.2: The date and time a transaction occurred. 


Policy 202.2.1.3: A description of the toll zone of the Turnpike Project where a toll 


transaction occurred. 


Policy 202.2.1.4: An image of the license plate from one of the transactions. (all images 


related to an invoice will be available to the customer through the NC 


Quick Pass website or upon request from an NC Quick Pass CSC).  


Note: Only invoices that contain toll activity will contain an image of a 


license plate. If there is only financial activity, such as payments and 


fees, there will be a static box on the invoice with the license plate 


number referenced.  


Policy 202.2.1.5: The amount charged for each toll incurred during the invoice period, 


based on the higher toll rate. 


Policy 202.2.1.6: The total amount due for the current invoice period, an explanation of 


how payment may be made, and, if applicable, any delinquent invoices, 


and an explanation of payment options. 


Policy 202.2.1.7: The date by which the invoice must be paid to avoid the imposition of a 


processing fee and/or civil penalty, and the amount of the fee. 


Policy 202.2.1.8: Each invoice includes a failure to pay statement explaining the invoice 


escalation process, and the consequences of non-payment, including 


possible civil penalty(ies), processing fee(s), NCDMV registration holds 


and/or submission to a collection agency until all amounts owed to NC 


Quick Pass are paid in full. 


Policy 202.2.1.9: A clear and concise explanation of how to dispute responsibility for a 


toll. 
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Policy 202.2.1.10: If applicable, a copy of the sworn affidavit submitted by the registered 


owner of a vehicle identifying the person with care, custody and control 


of the motor vehicle when the toll transaction occurred. 


Policy 203: Toll Invoice by Email  


   Toll Invoice by Email Invoice Generation 


Policy 203.1.1:   Toll Invoice by Mail customers have the option of receiving an invoice via 


email.  


Policy 203.1.2:   After receiving an invoice via mail and paying at least one invoice, a customer 


can elect to receive subsequent invoices by email.   


Policy 203.1.3:   To receive future invoices by email, a customer must: 


1. Opt-in to receiving toll invoices via email on the NC Quick Pass website, 


2. Provide a valid email address, and 


3. Agree to the Toll Invoice by Email Terms and Conditions. 


Policy 203.1.4:   Once a customer has registered to receive invoices via email, all subsequent 


invoices will be sent to the email address provided by the customer. 


Policy 203.1.5:   If after sending an invoice by email it is determined that the customer’s email 


address is invalid, the NC Quick Pass system will automatically revert back to 


sending invoices via mail.  


Policy 204:  Payment Methods and Channels for Toll Invoices 


   Toll Invoice Payments 


Policy 204.1.1:   Invoices must be paid in full to prevent invoice escalation fees and penalties.   


Policy 204.1.2:   Partial payments will be applied to the oldest past due invoice balance, whether 


it applies to satisfying unpaid outstanding tolls, unpaid outstanding processing 


fees and/or unpaid outstanding civil penalties. 


Policy 204.1.3:   Overpayments 


Policy 204.1.3.1: NC Quick Pass will accept overpayments made to toll invoices. 


Policy 204.1.3.2: An overpayment made to a toll invoice will be used to pay for future 


transactions incurred by the vehicle owner.   


   Toll Invoice Payment Types 


Policy 204.2.1:   NC Quick Pass accepts the following payment types for toll invoices: 


• Credit card 


• Debit card  


• Money order 


• Cashier’s check 
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• Personal check 


• Cash 


• ACH* 


* ACH is a valid payment type for invoice payments and for existing customers to replenish their account 


   Credit and Debit Card 


Policy 204.3.1:   The following credit and debit card types are accepted: 


• Visa 


• Master Card 


• American Express 


• Discover 


Policy 204.3.2:   When using a credit or debit card as a payment method, customers will be 


required to provide a valid credit card number, expiration date and three or 


four-digit security code. 


   Money Orders 


Policy 204.4.1:   Money orders must be made out to NC Quick Pass. 


   Cashier’s Check 


Policy 204.5.1:   Cashier’s checks must be made out to NC Quick Pass. 


   Personal Check 


Policy 204.6.1:   Personal checks must be made out to NC Quick Pass. 


Policy 204.6.2:   Personal checks must include the following: 


• Mailing address 


• Telephone number 


• Driver license number 


Policy 204.6.3:   Returned Payment Fee 


Policy 204.6.3.1: A Returned Payment Fee of $25.00 will be charged when a payment 


has been refused by a customer’s bank, or when the customer has 


placed a stop payment on a check or submitted a credit card charge-


back request.     


Policy 204.6.3.2: A Returned Payment Fee will be applied to a customer’s subsequent 


invoice balance.  


Policy 204.6.3.3: NC Quick Pass will notify the customer of the Returned Payment Fee for 


non-payment.   


Policy 204.6.3.4: After two (2) Returned Payment Fees within one year, NC Quick Pass 


will no longer accept that payment method for the account. 
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   Payment Channels 


Policy 204.7.1:   Customers are permitted to make payments via the various channels shown in 


the table below.   


Channel 
Credit / 


Debit Card 


Money 


Order 


Cashier’s 


Check 


Personal 


Check 
Cash ACH 


NC Quick Pass 


Website 
✓     ✓ 


CSC Phone, 


Interactive Voice 


Response 


✓     ✓ 


CSC Phone, 


Customer Service 


Rep. 


✓     ✓ 


CSC Walk-in 


Center 
✓ ✓ ✓ ✓ ✓ ✓ 


License Plate 


Agencies 
✓ ✓ ✓ ✓ ✓ ✓ 


Mail ✓ ✓ ✓ ✓  ✓ 


Table 12: Toll Invoice Payment Types by Payment Channels 


Policy 205: Invoice Escalation 


NC Quick Pass will apply the following invoice escalation process. 


   First Invoice 


Policy 205.1.1:   An account without a previous balance when an invoice is generated is 


considered current.   


Policy 205.1.2: A first invoice will generally only contain a customer’s toll activity from the past 


thirty (30) days.  


   Second Invoice (Delinquent Balance from Previous Invoice) 


Policy 205.2.1:   If a Toll Invoice by Mail invoice balance remains unpaid by the due date on the 


invoice, the unpaid balance is considered delinquent and carried forward into 


the subsequent invoice amount. 


Policy 205.2.2:   A second invoice will include: 


Policy 205.2.2.1: Delinquent balance amount (generally delinquent between thirty (30) 


days and fifty-nine (59) days) 


Policy 205.2.2.2: Amount due for current toll activity (prior thirty (30) days), if applicable 


Policy 205.2.2.3: $6.00 Invoice Processing Fee 


   Third Invoice (Delinquent Balance from Previous Invoices) 


Policy 205.3.1:   If a customer does not pay the second invoice by the due date on the invoice, 
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NC Quick Pass will send the customer a third invoice, which will include: 


Policy 205.3.1.1: Delinquent balance amount (generally delinquent between sixty (60) 


days and eighty-nine (89) days) 


Policy 205.3.1.2: Amount due for current toll activity (prior thirty (30) days), if applicable 


Policy 205.3.1.3: $6.00 Invoice Processing Fee (if applicable) 


Policy 205.3.1.4: $25.00 Civil Penalty (if applicable) 


   Fourth Invoice (Delinquent Balance from Previous Invoices) 


Policy 205.4.1:   If a customer does not pay the fourth invoice by the date due, NC Quick Pass 


may enact: 


Policy 205.4.1.1: In-state Toll Invoice by Mail customers with delinquent balances are 


subject to NCDMV registration hold and collections.   


• In-state Toll Invoice by Mail customers with delinquent balances of 


less than $500.00 will be placed on NCDMV registration hold and 


remain on NCDMV registration hold for thirteen (13) months. 


o If the debt associated with an unpaid, delinquent Toll Invoice 


by Mail invoice is not paid after thirteen (13) months, the debt 


will be sent to collections. 


o If In-state Toll Invoice by Mail customers with delinquent 


balances of less than $500.00 cannot by placed on NCDMV 


registration hold, the debt will be sent directly to collections.  


• In-state Toll Invoice by Mail customers with a delinquent balance 


of $500.00 or more are placed on NCDMV registration hold and 


sent to collections. 


Policy 205.4.1.2: Out-of-State, Toll Invoice by Mail customers with delinquent balances 


will be sent to collections.   
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Policy 206: Toll Invoice by Mail Fees and Penalties 


   Toll Invoice by Mail Fees and Penalties 


Refer to the table below for more information on Toll Invoice by Mail fees and penalties. 


Policy 206.1.1:   Fees can only be waived by authorized NC Quick Pass personnel. 


Policy 206.1.2:   The registered owner of a vehicle is responsible for paying any toll(s), 


applicable fee(s) and/or penalty(ies). 


Fee Fee Amount Reason for Fee 


Returned Payment Fee $25.00/per Payment 
Insufficient funds, stop payment, credit card 


chargeback, and closed bank account, etc. 


Invoice Processing Fee 


$6.00 


(maximum of $48.00 for a 


twelve (12) month period 


for a registered owner) 


Invoices unpaid after thirty (30) days from 


invoice date 


Civil Penalty 


$25.00  


(maximum of $25.00 for a 


six (6) month period for a 


registered owner) 


Invoices unpaid after sixty (60) days from 


invoice date 


Table 13: Toll Invoice Fees and Penalties 


   Toll Invoice by Mail Processing Fee 


Policy 206.2.1:   An Invoice Processing Fee is assessed for each invoice not paid by the due 


date, generally thirty (30) days from the invoice date, where the vehicle owner 


did not request an informal review of a toll within the allotted timeframe.  


Policy 206.2.2:   By Statute, the Invoice Processing Fee cannot exceed $48.00 in a twelve (12) 


month period for a single individual.   


Policy 206.2.3:   NC Quick Pass may grant a waiver of one invoice processing fee, per account, 


in a 24-month period.   


Policy 206.2.4:   NC Quick Pass may grant a waiver of a second invoice processing fee, per 


account, in a 24-month period, if the customer at the time of the waiver satisfies 


all requirements of these business policies for conversion to an NC Quick Pass 


Account. 


Policy 206.2.5:   The waiver does not eliminate the customer’s responsibility for the payment of 


tolls, non-waived processing fees, and civil penalties.   


Policy 206.2.6:   Waived processing fees will be documented in the NC Quick Pass system. 
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   Civil Penalty  


Policy 206.3.1:   A Civil Penalty is generally assessed to the third invoice after a customer does 


not pay the second invoice by the date due with a delinquent balance of 


approximately sixty (60) days.   


Policy 206.3.2:   NC Quick Pass can assess a maximum of one Civil Penalty within a six (6) 


month period. 


Policy 206.3.3:   An invoice carrying a Civil Penalty will clearly state the total amount due, and 


the manner in which it may be paid.   


Policy 206.3.4:   The total amount due must be paid to NC Quick Pass within thirty (30) days of 


the invoice date.   


Policy 206.3.5:   Any waivers must be preapproved by NC Quick Pass. 


Policy 206.3.6:   When NC Quick Pass collects a Civil Penalty imposed for unpaid tolls, it will 


credit the clear proceeds to the Civil Penalty and Forfeiture Fund established in 


G.S. 115C-457.1.   


Policy 206.3.7:   The guidelines used by the Office of State Budget and Management to 


determine an agency's actual costs of collecting a Civil Penalty and the clear 


proceeds of the Civil Penalty apply to the determination of the clear proceeds 


of a Civil Penalty imposed. 


Policy 207: Toll Invoice Payment Order of Precedence 


Policy 207.1.1:   The following is the order of precedence for payments to be applied to 


delinquent toll invoice balances: 


1. Previous invoice amounts (toll, fees, penalties) 


2. Current tolls 


3. Current fees 


4. Current civil penalty 


Policy 208: NCDMV Registration Hold and Release 


   Toll Invoice NCDMV Registration Hold and Release 


Policy 208.1.1:   Failure to pay a fourth invoice will result in the suspension of a customer’s 


vehicle registration renewal for vehicles registered in North Carolina.   


Policy 208.1.2:   NC Quick Pass notes NCDMV registration hold eligibility on all invoices.   


Policy 208.1.3:   For a registrant with multiple vehicles registered in North Carolina that are 


associated with a delinquent toll invoice, NC Quick Pass can suspend the 


registration renewal for each vehicle registered in North Carolina. 


Policy 208.1.4:   Vehicle registration will be held from renewal until all unpaid tolls, fees, and 


penalties are paid in full.   


Policy 208.1.5:   Payment can be made with a credit card or ACH payment (by phone), or by 
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cash, check, money order, or credit card payment at an NC Quick Pass CSC 


Walk-In Center.   


Policy 208.1.6:   Once the full payment is verified and approved, the NC Quick Pass system will 


process a registration release to NCDMV. 


Policy 208.1.7:   In the event a check of any amount is returned, or an ACH payment is rejected, 


the NC Quick Pass system will re-establish the NCDMV registration hold.  


Policy 209: Escalated Collection Process 


   General Collections Policies 


Policy 209.1.1:   After a customer neglects to pay tolls, fees, and/or penalties that have 


escalated to a fourth invoice, the debt from invoices that has aged at least 90 


days will be eligible for collections. 


Policy 209.1.2:   Tolls, fees, and penalties are eligible for collections.   


Policy 209.1.3:   Debt that has been assigned to a collection agency must be paid in full to be 


removed from collections. 


   NCDMV Registration Hold 


Policy 209.2.1:   After a Toll Invoice customer neglects to pay tolls, fees, and/or penalties that 


have escalated to a fourth invoice, the debt from invoices that has aged at least 


90 days will be eligible for NCDMV Registration Hold. 


Policy 209.2.2: In-state customers with a delinquent balance of less than $500.00 will be placed 


on NCDMV registration hold and remain on hold for thirteen (13) months. 


Policy 209.2.3:   If the debt associated with an unpaid delinquent invoice is not paid after 


thirteen (13) months, the debt will be sent to collections. 


Policy 209.2.4:   If In-state customers with a delinquent balance of less than $500.00 cannot by 


placed on NCDMV registration hold, the debt will be sent directly to collections. 


Policy 209.2.5:   In-state customers with a delinquent balance of $500.00 or more will be placed 


on NCDMV registration hold and the debt will be sent directly to collections. 


Policy 209.2.6:   Out of state customers are not subject to NCDMV registration hold but will have 


eligible debt advance directly to collections.  


 Collection Agency  


Policy 209.3.1:     In-state customers, with debt that has been assigned to a collection agency, 


can also remain on NCDMV registration hold.  


Policy 209.3.2:   When an in-state customer on NCDMV registration hold has debt that is placed 


in collections, the collection agency and NC Quick Pass will ensure that all past 


due amounts from the customer are paid in full prior to removing the debt from 


collections and removing the NCDMV registration hold. 


Policy 209.3.3:   The collection agency will initiate letters to customers for all debt received from 


NC Quick Pass. 







NC Quick Pass Business Policies v6.5 


NC Quick Pass Business Policies v6.5      Page 77 of 88 


Policy 209.3.4:  Any debt transferred to a collection agency is noted on subsequent invoices 


sent to the customer. Customers can view their toll invoices that have been 


sent to collections on the NC Quick Pass website at ncquickpass.com. 


Policy 209.3.5:   Payments for debt transferred to a collection agency can be accepted by NC 


Quick Pass or the collection agency.  


Policy 210: Toll Invoice by Mail Bankruptcy 


   Toll Invoice by Mail Bankruptcy Policies 


Policy 210.1.1:   When NC Quick Pass receives notification regarding a customer bankruptcy, 


NC Quick Pass will verify that the notification is an official Bankruptcy Court 


order and document the proper information in the customer’s account.   


Policy 210.1.2:   NC Quick Pass reserves the right to file a proof of claim with the Bankruptcy 


Court.   


Policy 210.1.3:   NC Quick Pass reserves the right to determine which claims to pursue.  All 


documentation is retained within the account.     


Policy 210.1.4:   While awaiting the outcome of a bankruptcy proceeding, NC Quick Pass 


cannot make any attempt to collect on debt owed prior to the date of the 


bankruptcy filing, nor can NC Quick Pass send customers to NCDMV Hold or 


Collections for any tolls incurred prior to the date the Bankruptcy Petition was 


filed.   


Policy 210.1.5:   Tolls and fees incurred prior to the date of the Petition filing must remain on the 


account until the bankruptcy case is resolved.   


Policy 210.1.6:   If the Bankruptcy Court notifies NC Quick Pass in writing of a Discharge of a 


customer’s pending bankruptcy proceeding, the transactions during the period 


covered by the Bankruptcy Petition are dismissed.   


Policy 210.1.7:   Any new tolls that occur after the Bankruptcy Petition was filed are the 


responsibility of the customer.     


Policy 210.1.8:   A Dismissal reinstates the customer’s responsibility for paying all tolls, fees, 


and penalties that were not pursued while the bankruptcy proceeding was 


taking place.   


Policy 211: Toll Invoice by Mail Refunds 


   Refunds 


Policy 211.1.1:   When an overpayment is made to a toll invoice, NC Quick Pass will not 


generate a refund unless requested by the customer.   


Policy 211.1.2:   Should a customer request a refund after making an overpayment to a toll 


invoice, the NCDOT Fiscal Unit will issue a refund check within ten (10) days 


after receiving the request.  


Policy 211.1.3:   If a customer requests a refund, but continues to drive on the road, the refund 


amount will be reduced by any newly posted transactions. 



https://www.ncquickpass.com/
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Policy 212: Toll Invoice by Mail Customer Communications 


   Customer Correspondence Filing 


Policy 212.1.1:   Customer correspondence received at an NC Quick Pass CSC will be filed, 


indexed and retained based on North Carolina’s Document Retention 


Schedule. 


Policy 213: Toll Invoice by Mail - Returned US Mail and Email 


   Forwarding Address Available 


Policy 213.1.1:   NC Quick Pass will update a customer’s invoice with the updated address upon 


notification from the Post Office of a mail forwarding or new address.   


Policy 213.1.2:   NC Quick Pass will manually forward any returned correspondence with a new 


address to the updated address.   


   Forwarding Address Not Available (Nixies) 


Policy 213.2.1:   NC Quick Pass, upon receiving a returned invoice without a forwarding 


address, will update the toll invoice with a flag stating it has a bad address.   


Policy 213.2.2:   Any future mailings will be suppressed until a new address is obtained, and the 


bad address flag is removed.   


Policy 213.2.3:   If a customer has provided an email, a notice will be sent via email informing 


the customer the mailing address associated with their toll invoices is no longer 


valid, and a new address must be provided to avoid any possible fees or 


penalties. 


Policy 213.2.4:   The NC Quick Pass system will escalate delinquent balances on accounts with 


undeliverable mail (nixies) to collections. 


Policy 213.2.5:   Once a customer has provided a new address, all correspondence will continue 


from the date the address was updated, and the bad address flag removed.   


Policy 213.2.6:   NC Quick Pass will not assess fees retroactively.   


   Undeliverable Email 


Policy 213.3.1:   Should an email address associated with the Toll Invoice by Email service 


become invalid, the NC Quick Pass system will flag the invoice as having a bad 


email address, and the invoice delivery method will be changed to mail until the 


vehicle owner provides a new email address. 


Policy 213.3.2:   NC Quick Pass will notify the vehicle owner by mail that they must update their 


electronic address to avoid any possible fees or penalties.   


Policy 213.3.3:   Once the vehicle owner provides an updated email address, the bad email 


address flag will be removed, and any future invoices will be delivered via 


email.   
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Policy 214: Toll Invoice by Mail Interoperability 


   Toll Invoice by Mail Interoperability 


Policy 214.1.1:   The NC Quick Pass Toll Invoice by Mail service is only applicable on Turnpike 


Projects. 


Policy 214.1.2:   If a customer intends to travel on an interoperable toll road in another state, the 


customer must convert to an NC Quick Pass Account. 


Policy 215: Toll Invoice by Mail Conversion  


   Toll Invoice by Mail Converted to NC Quick Pass Account  


Policy 215.1.1:   A Toll Invoice by Mail customer may convert to an NC Quick Pass Account 


online, or by calling or visiting an NC Quick Pass CSC.   


Policy 215.1.2:   When converting to an NC Quick Pass Account, the customer will be required 


to: 


Policy 215.1.2.1: Pay all unpaid tolls, fees and penalties (including any balances with a 


collection agency) associated with a toll invoice.   


Policy 215.1.2.2: Select an account type  


Policy 215.1.2.3: Pay the appropriate prepaid toll balance (if required) 


Policy 215.1.2.4: Purchase a transponder(s) (if necessary) 


Policy 215.1.2.5: Provide all required information at account opening 


Policy 215.1.2.6: Agree to the NC Quick Pass terms and conditions 


Policy 215.1.3:   When converting from Toll Invoice by Mail to an NC Quick Pass Account, all 


license plates currently assigned to Toll Invoice by Mail will be added to the NC 


Quick Pass Account. 


Policy 215.1.4:   Tolls posting to Toll Invoice by Mail with a transaction date prior to the 


conversion date will be posted at the higher toll rate.  


Policy 215.1.5:   Tolls that have not been invoiced will be reduced to the NC Quick Pass rate 


when a customer converts to an NC Quick Pass Account.  


Policy 215.1.6:   A customer with outstanding toll invoices may open an NC Quick Pass Account 


if the license plate(s) registered on the new account does not match the license 


plates associated with the unpaid toll invoice(s).   


Policy 215.1.7:   A customer is restricted from converting accounts if a license plate, or identical 


address, is associated with an unpaid toll invoice. 
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   Toll Invoice by Mail Converted to an NC Only Account  


Policy 215.2.1:   After receiving authorization from NC Quick Pass, a Toll Invoice by Mail 


customer may convert to an NC Only Account by calling or visiting an NC Quick 


Pass CSC.   


Policy 215.2.2:   The customer will be required to: 


Policy 215.2.2.1: Pay all unpaid tolls, fees and penalties (including any balances with a 


collection agency) associated with a toll invoice 


Policy 215.2.2.2: Select an account type 


Policy 215.2.2.3: Pay the appropriate prepaid toll balance (if required) 


Policy 215.2.2.4: Provide all required information and/or complete an application 


Policy 215.2.2.5: Agree to the terms and conditions agreement  


Policy 215.2.3:   When converting Toll Invoice by Mail to an NC Only Account, all license plates 


currently assigned to Toll Invoice by Mail will be added to the NC Only Account.   


Policy 215.2.4:   NC Only Accounts must be approved by NC Quick Pass.   


Policy 300: Disputes 


   Customer Disputes General Information 


Policy 300.1.1:   Under North Carolina law, the registered owner of the motor vehicle is 


responsible for payment of tolls incurred unless the registered owner 


establishes that the motor vehicle was in the care, custody, and control of 


another person when it was driven on a Turnpike Project.   


Policy 300.1.2:   Customers are entitled to dispute any toll incurred in North Carolina. 


Policy 300.1.3:   In order to dispute tolls on away agency toll roads, the customer must contact 


the applicable agency directly regarding their dispute process. Contact 


information for each agency can be found on the NC Quick Pass website.  


Policy 300.1.4: If a charge or fee is rescinded, NC Quick Pass will credit the customer’s 


account.   


   Dispute Process Timeline 


Policy 300.2.1:   A request for an informal review of a toll and/or fee(s) or a Sworn Affidavit must 


be submitted within thirty (30) days of the date on the customer statement or 


toll invoice, or the vehicle owner waives the right to dispute the toll or fee. A 


vehicle owner can only dispute a toll and/or fee incurred during the most recent 


billing period (i.e., within the last 30 days), or the date a toll posted to an NC 


Quick Pass Account. 


Policy 300.2.2:   Recipients of a toll invoice containing an incorrect vehicle, license plate or other 


information may dispute responsibility for the toll and associated fees at any 


time in writing, in person or by phone, and they are not subject to the thirty (30) 


day limit. 
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Policy 300.2.3:   If a dispute is filed by mail, the request must be postmarked within thirty (30) 


days of the invoice date, or the date a toll posted to an NC Quick Pass 


Account. 


Policy 300.2.4:   If the request for an Informal Review or a Sword Affidavit is received after the 


thirty (30) day period, the request will be denied, and NC Quick Pass will send 


an Informal Review Determination Reject letter to the customer stating that the 


time to request a review has expired.   


Policy 300.2.5:   A customer who did not receive an invoice must dispute responsibility for the 


toll within thirty (30) days of the invoice date on the subsequent invoice 


received.  Customers that did not receive an invoice due to a change of 


address must provide proof they updated their registered address with the 


NCDMV within the state-mandated sixty (60) days from the change of address.  


   Request for Informal Review  


Policy 300.3.1:   A vehicle owner may dispute responsibility for a toll by requesting an Informal 


Review with NC Quick Pass. 


Policy 300.3.2:   Customers are entitled to dispute any toll transaction(s) incurred in North 


Carolina through the completion and submittal of the Request for Informal 


Review – Toll Dispute form. 


Policy 300.3.3:   The Request for Informal Review – Toll Dispute form can be obtained on the 


NC Quick Pass website, and at the NC Quick Pass CSC. 


Policy 300.3.4:   Customers can submit the Request for Informal Review – Toll Dispute form to 


NC Quick Pass via the following channels: 


• Mail 


• Fax 


• In-person via an NC Quick Pass CSC 


• NC Quick Pass website 


   NC Quick Pass’ Receipt of Informal Review Request 


Policy 300.4.1:   Within five (5) business days of receipt of a Request for an Informal Review, 


NC Quick Pass reviews the dispute, and renders a decision based on the 


information provided by the vehicle owner and internal records pertaining to the 


dispute.  


Policy 300.4.2:   When NC Quick Pass receives a request for Informal Review within the thirty 


(30) day period, collection of the toll and fees, as well as the escalation 


process, is suspended pending a decision by NC Quick Pass.   


   Informal Review Determination 


Policy 300.5.1:   Potential outcomes of an informal review are:   


Policy 300.5.1.1: The vehicle owner is found responsible for the disputed toll(s), and the 


vehicle owner may file with the Office of Administrative Hearings 


(OAH). Once the decision is recorded in the NC Quick Pass system, a 
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notification of denial will be sent to the vehicle owner informing them 


of the determination. If the vehicle owner is unsatisfied with the 


outcome of the OAH, they may file a dispute for a final Judicial 


Review.  


Policy 300.5.1.2: The vehicle owner is found responsible for the disputed toll(s), and the 


disputed toll is charged to the vehicle owner’s account or applied to 


the customer’s toll invoice balance.  


Policy 300.5.1.3: The vehicle owner is found not responsible for the disputed toll(s). The 


determination will be documented in the NC Quick Pass system, and 


a waived notification will be sent to the vehicle owner informing them 


of the decision. No payment will be required from the vehicle owner. 


Policy 300.5.1.4: The vehicle owner is found not responsible for the disputed toll(s), and a 


transfer of responsibility is required. The correct license plate, vehicle 


owner, or responsible party (driver) will be resubmitted for invoice 


processing.  Under G.S. 136-89.214, NC Quick Pass may send an 


invoice to the person with care, custody, or control of the vehicle when 


it was driven on a Turnpike Project.  The vehicle driver has the right to 


dispute the toll.   


   Sworn Affidavit 


Policy 300.6.1:   A vehicle owner may establish that a motor vehicle was in the care, custody 


and control of another person when it was driven on a Turnpike Project by 


submitting a Sworn Affidavit specifying one following:   


Policy 300.6.1.1: The name and address of the person or company that had the care, 


custody, and control of the vehicle when it was driven on facility 


Turnpike Project. If the vehicle was leased or rented under a long-


term lease or rental, as defined in G.S. 105-187.1, the affidavit must 


be supported by a copy of the lease or rental agreement or other 


written evidence of the agreement.  


Policy 300.6.1.2: The vehicle was stolen. The affidavit must be supported by an insurance 


or a police report concerning the theft or other written evidence of the 


theft. 


Policy 300.6.1.3: The person transferred the vehicle to another person by sale or 


otherwise before it was driven on a Turnpike Project.  The affidavit 


must be supported by insurance information, a copy of the certificate 


of title, or other evidence of the transfer. The sworn affidavit requires 


signature of both parties in order for NC Quick Pass CSC 


management to review the disputed toll.   


Policy 300.6.2:   If a person establishes that a vehicle was in the care, custody and control of 


another person, the other person shall be responsible for the payment of the 


toll.  NC Quick Pass may pursue, as provided by North Carolina State law, the 
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person who was in the care, custody and control of the vehicle when it was 


driven on a Turnpike Project. The person that receives an invoice as a result of 


a sworn affidavit may dispute such toll in accordance with North Carolina State 


law. 


Policy 400: I-77 Express Lanes 


   I-77 Express Lane Policies 


Policy 400.1.1:   The I-77 Express Lanes in Charlotte, North Carolina shall be clearly identified 


as an “Express Lane” prior to entrance into the toll lanes.  


Policy 400.1.2:   The I-77 Express Lanes are restricted to two-axle and transit vehicles.  


Policy 400.1.3:   The volume and speed of traffic in the I-77 Express Lanes will be monitored in 


order to set toll rates dynamically, which will automatically adjust toll rates up or 


down to meet and maintain specified performance requirements. 


Policy 400.1.4:   Vehicles that do not have an occupancy declaration device (e.g., NC Quick 


Pass E-ZPass Flex transponder or other transponder with the HOV Declaration 


Application) will be treated by the system as Single-Occupancy Vehicles 


(SOV). 


   I-77 Express Lane Vehicle Classifications 


Policy 400.2.1:   The following vehicles will be allowed to use the I-77 Express Lanes if 


they meet one of the following criteria: 


Policy 400.2.2: “Single-Occupancy Vehicles” or SOV means 2-axle motor vehicles, (other 


than Motorcycles) without trailers, with fewer than three (3) occupants, 


not larger than 20 feet in length, eight and a half feet in width and twelve 


feet in height. These vehicles do not meet the occupancy requirement to 


declare HOV as signed on the I-77 Express Lanes.   


Policy 400.2.2.1:“High-Occupancy Vehicles” or HOV means motor vehicles without 


trailers, not larger than 20 feet in length, eight and a half feet in width and 


seven feet in height. These vehicles contain three (3) or more occupants 


and must have an occupancy declaration device (e.g., NC Quick Pass E-


ZPass Flex transponder or other transponder with the HOV Declaration 


Application) that provides occupancy declaration information. 


Policy 400.2.2.2:“Motorcycles” means motor vehicles with two (2) or three (3) wheels not 


larger than a Single-Occupancy Vehicle. 


Policy 400.2.2.3:“Transit Vehicles” means recognized, non-profit transit agency buses, 


rubber-wheeled trolleys, and vans used for mass transportation under 


applicable North Carolina Laws.  
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   Exempt Vehicles on the I-77 Express Lanes 


Policy 400.3.1:   Certain vehicles, called exempt vehicles, are not required to pay a toll on the I-


77 Express Lanes provided they meet the following criteria:  


Policy 400.3.1.1: Transponder-equipped, 2-axle vehicles that declare themselves as HOV 


through an NC Quick Pass E-ZPass Flex transponder, or via the NC 


Quick Pass HOV Declaration Application that is linked to an NC Quick 


Pass account, 


Policy 400.3.1.2: Transit Vehicles with an NC Quick Pass Transponder,  


Policy 400.3.1.3: Motorcycles, or 


Policy 400.3.1.4: First responders’ vehicles (i.e., law enforcement, emergency fire and 


rescue and emergency medical service), as set forth in North Carolina 


General Statutes §136-89.211(2), with an NC Quick Pass First 


Responder transponder. 


Policy 400.3.2:   Exempt vehicles shall receive a discount of 100% of the applicable toll rate on 


the I-77 Express Lanes.  


Policy 400.3.3:   A toll will be applied without a discount for any vehicle meeting HOV 


requirements if the vehicle is not equipped with a valid, properly installed NC 


Quick Pass Transponder, regardless of the number of occupants in the vehicle. 


Policy 400.3.4:   An NC Quick Pass customer whose account is not in good financial standing 


and/or has been put in any status other than “Good/Valid/Low-Balance,” and 


whose transponder(s) are set to any other status than “valid” is subject to the 


Toll Invoice by Mail process. 


Note:  Transit and First Responder vehicles without an NC Quick Pass 


transponder may receive a discounted toll by submitting an affidavit to the NC 


Quick Pass CSC post-travel on the I-77 Express Lanes.  


Policy 401: HOV Declaration on I-77 Express Lanes 


   HOV Declaration 


Policy 401.1.1:   Only NC Quick Pass customers with accounts will be able to declare HOV 


occupancy to take advantage of HOV-related benefits (e.g., toll-free travel) on 


the I-77 Express Lanes.  


Policy 401.1.2:   The I-77 Express Lanes will only acknowledge NC Quick Pass transponders for 


HOV declaration.  


   Occupancy Requirements for HOV Declaration 


Policy 401.2.1:   Each vehicle that declares HOV status when traveling on the I-77 Express 


Lanes must carry the minimum number of occupants posted on the entrance 


signs (e.g., 3+) to the Express Lanes.  
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Policy 401.2.2:   Each adult and child passenger in a vehicle count as one (1) occupant. 


Policy 401.2.3:   Pets, infants still in the womb, and other inanimate objects are not considered 


valid occupants.  


Policy 401.2.4:   Violators of the I-77 Express Lane HOV occupancy requirements caught 


traveling on the I-77 Express Lanes are subject to a fine by North Carolina law 


enforcement.  


   NC Quick Pass Account Required for HOV Declaration 


Policy 401.3.1:   To declare HOV occupancy status on the I-77 Express Lanes, customers will 


need to open an NC Quick Pass Account, and either obtain an NC Quick Pass 


E-ZPass Flex transponder or obtain one of the other transponder types NC 


Quick Pass provides to their customers.   


Policy 401.3.2:   Customers that choose any transponder other than the NC Quick Pass E-


ZPass Flex transponder must register with the HOV Declaration Application 


and use the application to declare an occupancy status fifteen (15) minutes 


prior to their use of the I-77 Express Lanes to be eligible for HOV benefits 


and/or discounts, or they will be tolled at the Single-Occupancy Vehicle (SOV) 


toll rate regardless of occupancy or declaration status. 


   Customer Mechanisms for HOV Occupancy Declaration 


Policy 401.4.1:   NC Quick Pass provides valid NC Quick Pass Account holders the following 


two (2) options to declare their HOV occupancy status for the I-77 Express 


Lanes:  


1. The NC Quick Pass E-ZPass Flex transponder, which can be switched from 


SOV to HOV if the required number of occupants are in the vehicle, or 


2. The NC Quick Pass HOV Declaration Application, which allows valid NC Quick 


Pass Account holders to declare occupancy status via the mobile application 


provided they have any NC Quick Pass transponder. NC Quick Pass Account 


customers that have registered with the mobile application can declare their 


occupancy through the following mechanisms: 


• Online 


o Via the HOV Declaration Application website 


o Via the HOV Declaration Mobile Application 


• Walk-In (in person at an NC Quick Pass Customer Service Center) 


• Phone-in (by calling an NC Quick Pass Customer Service Center) 
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   NC Quick Pass E-ZPass Flex (i.e., Switchable Transponders) 


Policy 401.5.1:   NC Quick Pass will support NC Quick Pass E-ZPass Flex transponders, 


allowing customers to declare HOV status by changing the switch position on 


the transponder.  


Policy 401.5.2:   Before a customer can declare their HOV occupancy on the I-77 Express Lane 


using an NC Quick Pass E-ZPass Flex transponder, they must have a 


registered NC Quick Pass Account in good financial standing with a valid 


transponder properly installed in their vehicle.  


Policy 401.5.3:   Customers must have their NC Quick Pass E-ZPass Flex transponder set to 


the “HOV” setting to receive any HOV benefits and/or discounts.  


Policy 401.5.4:   A customer using an NC Quick Pass E-ZPass Flex transponder will not need to 


register with the HOV declaration application to travel on the I-77 Express 


Lane.  


   HOV Declaration Application 


Policy 401.6.1:   Before a customer can register with the HOV Declaration Application, they 


must have an NC Quick Pass Account in good financial standing with a valid 


transponder mounted in or on their vehicle.  


Policy 401.6.2:   After registering for the HOV Declaration Application, a customer can declare 


HOV status fifteen (15) minutes prior to using the I-77 Express Lane.  
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Policy 500: Privacy 


   Privacy Policies 


Policy 500.1.1:   Except as permissible by state and federal law Information regarding, 


information related to NC Quick Pass Accounts, NC Only Accounts and the Toll 


Invoice Program will not be disclosed to third parties without prior written 


consent from the primary account holder. 


Policy 500.1.2:   Pursuant to G.S. 136-89.213, identifying information obtained by NC Quick 


Pass through an agreement is not a public record, and is subject to the 


disclosure limitations in 18 U.S.C. § 2721, the Federal Drivers Privacy 


Protection Act.  


Policy 500.1.3:   NC Quick Pass will maintain the confidentiality of all information required which 


is kept confidential under 18 U.S.C. § 2721(a), as well as any financial 


information, transaction history, and information related to the collection of a toll 


or user fee from a person, including, but not limited to, photographs or other 


recorded images or automatic vehicle identification or driver account 


information generated by radio-frequency identification or other electronic 


means.  


Policy 500.1.4:   NC Quick Pass may use account information only for the purpose of collecting 


and enforcing tolls.   


Policy 500.1.5:   NC Quick Pass may disclose customer account information to other 


interoperable agencies for the purpose of toll collection. The customers’ name 


and address will not be provided to any agency or company with whom NC 


Quick Pass has established interoperability agreements.  Requests for this 


data will follow the disclosure limitations in 18 U.S.C. § 2721 (Federal Drivers 


Privacy Protection Act) and will only be provided to agencies in which NC 


Quick Pass has reciprocal agreements.   


Policy 500.1.6:   Driver/customer information will not be made available for any reason other 


than to support payment of toll transactions or comply with a valid order of a 


court of competent jurisdiction.  


Policy 500.1.7:   Account information may be disclosed to the public if such disclosure is 


required by law or by court order from a court of competent jurisdiction. 
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Policy 600: Anti-Money Laundering Program  


Policy 600.1.1:   The North Carolina Turnpike Authority (NCTA) is a provider of pre-paid access 


subject to certain reporting requirements under the Bank Secrecy Act (BSA) 


and is required to maintain an anti-money laundering (AML) compliance 


program. 


NCTA maintains a compliance program (our AML Program) to reduce the risk 


that customers of the NC Quick Pass Program may use that program to 


launder money. The AML Program only applies to NC Quick Pass accounts 


with a $2,000 prepaid account balance or a replenishment amount greater than 


$10,000. 


The AML compliance program includes:  


• the development of internal policies, procedures, and controls 


• the designation of a BSA Officer 


• ongoing employee training; and  


• independent testing to determine AML compliance 


Policy 601: Business Policy Modification Process 


   Modification Policies 


Policy 601.1.1:   NC Quick Pass will complete an annual review of its Business Policies at the 


end of each fiscal year.   


Policy 601.1.2:   A redline version of the Business Policies will be created by the Director of Toll 


Operations (DTO) that indicates revisions and distributed to the NC Quick Pass 


Policy Committee.  The Committee will come together to review the redline 


document and make any final decisions/edits. The Business Polices will be 


finalized by the DTO and retained in electronic and hard copy format. The file 


naming convention will be “NC Quick Pass Business Policies v#.# 


<year><month><day>.docx. 


Policy 601.1.3:   The need for modification of these policies may be identified through day-to-


day toll operations, toll program growth or legislative changes. 


Policy 601.1.4:   Policies should be focused on providing greater efficiency, improving customer 


service and/or adding new or expanding current toll roads. 


Policy 601.1.5:   All modifications will be processed through the DTO, and the following process 


will be utilized. 


Policy 601.1.6: The NC Quick Pass staff member requesting a modification is required to 


complete the Business Policy Modification Form (BPMF) and submit the 


completed form to the DTO for further action. 


Policy 601.1.7: Upon receipt and review of the form, the DTO will distribute the BPMF to the NC 


Quick Pass Review Committee.  The scope of the proposed modification will 


identify the staff required to review the material. 



https://www.occ.treas.gov/topics/supervision-and-examination/bsa/index-bsa.html
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Policy 601.1.8: A meeting will be scheduled to discuss the modifications submitted and make 


any further adjustments to finalize the change in policy. 


Policy 601.1.9: The Committee will then make a recommendation to the NCTA Executive 


Director. 


Policy 601.1.10: The Business Policy Review/Approval form will be used to document the 


meeting, and the final determination by the NCTA Executive Director. 


Policy 601.1.11: The DTO will update the BPMF (if applicable) and incorporate the approved 


modifications into a revised Business Policy document (redline and clean 


versions). 


Policy 601.1.12: Once the Business Policy version is finalized with signatures, the revised 


Business Policy document will be scanned and uploaded by the DBA into NC 


Quick Pass’s CTA’S document retention system and the original securely filed 


for NC Quick Pass. 






Action Items

		Outstanding To Do		Notes		Date Entered		Status

		I-77 Reject Details		Provided 1/20/23				Completed

		Investigate Nixies 		Get vehicle state info for Q/Address Error: 422
Top States: NC (50%), SC( 12%), GA (6%) , FL(4%) , OH( 3%), TX (3%)		9/25/23		Completed

		IAG Settlment Report		Do not include 6C stickers		9/25/23		Completed

		Investigate No Accounts rejecs for I77		Most of the no account rejects are being reprocessed and succesfully posted to accounts. 		9/25/23		Completed

		Check ETC% vs Prepaid %		Broke ETC received % NCQP and Away		9/25/23		Completed

		Amount in Collections						Completed

		Details on LPA transactions						Completed

		Details on RTCS Rejects						Completed

		Transponder sales		The info reported seems to be requests and not assignment. Fran to look at DB		9/25/23		In Progress

		Details on BBM accounts with autoreplenishment?		credit card on file				In Progress

		Details on accounts opted in for email invoices		Activity per month, 
Transponders?
Account type
Frequency/users				In Progress

		Uncollectible Tolls		Include only data that is 90 days old				Completed

		Disputes		Include % of total transaction volume				Completed





Traffic Volumes

		Calendar Year 2023

				Jan-23		Feb-23		Mar-23		Apr-23		May-23		Jun-23		Jul-23		Aug-23		Sep-23		Oct-23		Nov-23		Dec-23		Monthly Average

		Total All Roadways

		ETC - Home 		6,140,315		5,439,677		5,603,236		5,316,558		6,019,761		5,762,456		5,370,798		6,210,340		5,949,519		6,509,751		6,132,961		5,665,970		5,843,445

		ETC - Interop 		- 0		618,782		1,396,608		1,418,595		1,506,910		1,483,197		1,446,258		1,519,107		1,385,017		1,538,225		1,489,298		1,387,502		1,265,792

		Video 		5,242,456		5,339,846		6,380,845		6,381,166		6,931,769		6,845,564		6,615,436		6,659,827		6,193,329		6,538,591		6,082,619		5,626,351		6,236,483

		Total Received Transactions		11,382,771		11,398,305		13,380,689		13,116,319		14,458,440		14,091,217		13,432,492		14,389,274		13,527,865		14,586,567		13,704,878		12,679,823		13,345,720

		ETC Penetration		53.9%		53.2%		52.3%		51.3%		52.1%		51.4%		50.8%		53.7%		54.2%		55.2%		55.6%		55.6%		53.3%

		Tri-Ex

		ETC - Home 		3,137,326		2,786,536		2,895,205		2,668,958		3,010,610		2,914,118		2,630,921		3,197,426		3,067,499		3,365,894		3,135,727		2,937,834		2,979,005

		ETC - Interop 				270,584		613,133		590,372		626,483		612,483		567,808		651,624		615,575		673,288		646,460		615,124		589,358

		Video 		2,263,747		2,226,252		2,602,052		2,403,641		2,549,408		2,465,508		2,358,843		2,525,633		2,373,943		2,547,992		2,400,302		2,288,322		2,417,137

		Total Received Transactions		5,401,073		5,283,372		6,110,390		5,662,971		6,186,501		5,992,109		5,557,572		6,374,683		6,057,017		6,587,174		6,182,489		5,841,280		5,936,386

		ETC Penetration		58.1%		57.9%		57.4%		57.6%		58.8%		58.9%		57.6%		60.4%		60.8%		61.3%		61.2%		60.8%		60.1%

		Monroe

		ETC - Home 		1,472,017		1,276,068		1,259,040		1,276,517		1,421,022		1,356,851		1,326,677		1,429,566		1,396,868		1,462,244		1,391,704		1,301,520		1,364,175

		ETC - Interop 				180,218		415,566		412,116		436,034		427,714		424,035		444,028		414,591		439,676		411,919		391,797		399,790

		Video 		1,889,159		1,945,825		2,345,851		2,545,299		2,686,680		2,671,774		2,660,910		2,471,544		2,362,302		2,391,452		2,203,216		2,099,879		2,356,158

		Total Received Transactions		3,361,176		3,402,111		4,020,457		4,233,932		4,543,736		4,456,339		4,411,622		4,345,138		4,173,761		4,293,372		4,006,839		3,793,196		4,086,807

		ETC Penetration		43.8%		42.8%		41.7%		39.9%		40.9%		40.0%		39.7%		43.1%		43.4%		44.3%		45.0%		44.6%		43.2%

		I-485

		ETC - Home 

		ETC - Interop 

		Video 

		Total Received Transactions

		ETC Penetration

		I-77

		ETC - Home 		1,530,972		1,377,073		1,448,991		1,371,083		1,588,129		1,491,487		1,413,200		1,583,348		1,485,152		1,681,613		1,605,530		1,426,616		1,500,266

		ETC - Interop 				167,980		367,909		416,107		444,393		443,000		454,415		423,455		354,851		425,261		430,919		380,581		391,716

		Video 		1,089,550		1,167,769		1,432,942		1,432,226		1,695,681		1,708,282		1,595,683		1,662,650		1,457,084		1,599,147		1,479,101		1,238,150		1,463,189

		Total Received Transactions		2,620,522		2,712,822		3,249,842		3,219,416		3,728,203		3,642,769		3,463,298		3,669,453		3,297,087		3,706,021		3,515,550		3,045,347		3,322,528

		ETC Penetration		58.4%		57.0%		55.9%		55.5%		54.5%		53.1%		53.9%		54.7%		55.8%		56.9%		57.9%		59.3%		56.9%

		Calendar Year 2024

				Jan-24		Feb-24		Mar-24		Apr-24		May-24		Jun-24		Jul-24		Aug-24		Sep-24		Oct-24		Nov-24		Dec-24		Monthly Average

		Total All Roadways

		ETC - Home 		5,786,498		5,907,933		6,351,241		6,654,629		6,948,467		6,467,344		6,374,782		6,700,937		6,645,713		9,035,811		8,030,880		7,907,882		6,901,010

		ETC - Interop 		1,271,607		1,318,555		1,495,943		1,523,692		1,554,575		1,526,509		1,517,414		1,533,447		1,439,974		2,066,682		1,867,436		1,864,238		1,581,673

		Video 		5,142,219		5,313,129		6,061,830		6,217,395		6,564,330		6,560,980		6,442,342		6,507,362		6,176,947		9,399,556		8,333,645		8,032,748		6,729,374

		Total Received Transactions		12,200,324		12,539,617		13,909,014		14,395,716		15,067,372		14,554,833		14,334,538		14,741,746		14,262,634		20,502,049		18,231,961		17,804,868		15,212,056

		ETC Penetration		57.9%		57.6%		56.4%		56.8%		56.4%		54.9%		55.1%		55.9%		56.7%		54.2%		54.3%		54.9%		55.8%

		Tri-Ex

		ETC - Home 		3,069,339		3,119,025		3,279,826		3,492,238		3,585,787		3,353,862		3,251,173		3,410,303		3,550,446		5,338,346		4,833,603		4,796,402		3,756,696

		ETC - Interop 		577,396		592,116		638,237		664,564		673,588		672,975		637,309		654,454		663,507		1,086,857		1,030,764		1,019,125		742,574

		Video 		2,166,901		2,189,497		2,328,162		2,446,185		2,513,922		2,466,423		2,344,274		2,428,395		2,522,706		4,992,125		4,566,122		4,413,506		2,948,185

		Total Received Transactions		5,813,636		5,900,638		6,246,225		6,602,987		6,773,297		6,493,260		6,232,756		6,493,152		6,736,659		11,417,328		10,430,489		10,229,033		7,447,455

		ETC Penetration		62.7%		62.9%		62.7%		63.0%		62.9%		62.0%		62.4%		62.6%		62.6%		56.3%		56.2%		56.9%		60.4%

		Monroe

		ETC - Home 		1,308,914		1,341,743		1,465,294		1,497,565		1,587,303		1,497,931		1,544,597		1,615,595		1,508,568		1,660,474		1,516,172		1,470,713		1,501,239

		ETC - Interop 		387,678		396,919		432,269		427,247		449,704		439,804		465,327		461,975		423,576		457,067		412,487		402,736		429,732

		Video 		1,881,410		1,915,795		2,231,240		2,322,152		2,533,908		2,686,264		2,748,746		2,687,945		2,381,431		2,529,474		2,336,314		2,251,419		2,375,508

		Total Received Transactions		3,578,002		3,654,457		4,128,803		4,246,964		4,570,915		4,623,999		4,758,670		4,765,515		4,313,575		4,647,015		4,264,973		4,124,868		4,306,480

		ETC Penetration		47.4%		47.6%		46.0%		45.3%		44.6%		41.9%		42.2%		43.6%		44.8%		45.6%		45.2%		45.4%		44.8%

		I-485

		ETC - Home 

		ETC - Interop 

		Video 

		Total Received Transactions

		ETC Penetration

		I-77

		ETC - Home 		1,408,245		1,447,165		1,606,121		1,664,826		1,775,377		1,615,551		1,579,012		1,675,039		1,586,699		2,036,991		1,681,105		1,640,767		1,643,075

		ETC - Interop 		306,533		329,520		425,437		431,881		431,283		413,730		414,778		417,018		352,891		522,758		424,185		442,377		409,366

		Video 		1,093,908		1,207,837		1,502,428		1,449,058		1,516,500		1,408,293		1,349,322		1,391,022		1,272,810		1,877,957		1,431,209		1,367,823		1,405,681

		Total Received Transactions		2,808,686		2,984,522		3,533,986		3,545,765		3,723,160		3,437,574		3,343,112		3,483,079		3,212,400		4,437,706		3,536,499		3,450,967		3,458,121

		ETC Penetration		61.1%		59.5%		57.5%		59.1%		59.3%		59.0%		59.6%		60.1%		60.4%		57.7%		59.5%		60.4%		59.4%

		Calendar Year 2025

				Jan-25		Feb-25		Mar-25		Apr-25		May-25		Jun-25		Jul-25		Aug-25		Sep-25		Oct-25		Nov-25		Dec-25		Monthly Average

		Total All Roadways

		ETC - Home 		7,520,322		7,327,125		9,044,311		9,157,646		9,595,659		9,204,995		9,204,438		9,330,779		9,469,956		10,398,530		9,040,343		8,883,229		9,014,778

		ETC - Interop 		1,630,131		1,570,963		1,980,959		2,071,411		2,120,784		2,045,489		2,087,977		2,059,537		1,971,097		2,263,722		1,984,564		1,992,179		1,981,568

		Video 		6,801,848		6,605,204		8,209,186		8,536,140		8,760,051		8,675,586		8,734,704		8,627,543		8,360,265		9,082,367		7,980,007		8,234,272		8,217,264

		Total Received Transactions		15,952,301		15,503,292		19,234,456		19,765,197		20,476,494		19,926,070		20,027,119		20,017,859		19,801,318		21,744,619		19,004,914		19,109,680		19,213,610

		ETC Penetration		57.4%		57.4%		57.3%		56.8%		57.2%		56.5%		56.4%		56.9%		57.8%		58.2%		58.0%		56.9%		57.2%

		Tri-Ex

		ETC - Home 		4,706,733		4,542,620		5,703,621		5,790,596		6,142,233		5,928,763		5,938,369		6,033,098		6,191,149		6,726,746		5,834,146		5,707,031		5,770,425

		ETC - Interop 		912,423		873,328		1,098,339		1,134,040		1,191,051		1,163,775		1,185,332		1,185,390		1,177,605		1,307,385		1,159,662		1,154,937		1,128,606

		Video 		3,848,643		3,684,006		4,588,012		4,739,732		4,731,730		4,704,805		4,709,054		4,720,388		4,723,641		5,233,077		4,541,430		4,326,075		4,545,883

		Total Received Transactions		9,467,799		9,099,954		11,389,972		11,664,368		12,065,014		11,797,343		11,832,755		11,938,876		12,092,395		13,267,208		11,535,238		11,188,043		11,444,914

		ETC Penetration		59.4%		59.5%		59.7%		59.4%		60.8%		60.1%		60.2%		60.5%		60.9%		60.6%		60.6%		61.3%		60.3%

		Monroe

		ETC - Home 		1,369,805		1,370,627		1,614,254		1,638,259		1,682,986		1,608,573		1,632,190		1,658,436		1,641,259		1,710,594		1,549,197		1,547,634		1,585,318

		ETC - Interop 		386,955		381,266		443,772		456,029		464,401		439,096		458,260		448,180		432,821		510,591		424,527		431,111		439,751

		Video 		1,874,054		1,850,305		2,224,744		2,363,083		2,554,107		2,546,141		2,627,149		2,586,686		2,377,668		2,454,126		2,280,366		2,802,098		2,378,377

		Total Received Transactions		3,630,814		3,602,198		4,282,770		4,457,371		4,701,494		4,593,810		4,717,599		4,693,302		4,451,748		4,675,311		4,254,090		4,780,843		4,403,446

		ETC Penetration		48.4%		48.6%		48.1%		47.0%		45.7%		44.6%		44.3%		44.9%		46.6%		47.5%		46.4%		41.4%		46.0%

		I-485

		ETC - Home 

		ETC - Interop 

		Video 

		Total Received Transactions

		ETC Penetration

		I-77

		ETC - Home 		1,443,784		1,413,878		1,726,436		1,728,791		1,770,440		1,667,659		1,633,879		1,639,245		1,637,548		1,961,190		1,657,000		1,628,564		1,659,035

		ETC - Interop 		330,753		316,369		438,848		481,342		465,332		442,618		444,385		425,967		360,671		445,746		400,375		406,131		413,211

		Video 		1,079,151		1,070,893		1,396,430		1,433,325		1,474,214		1,424,640		1,398,501		1,320,469		1,258,956		1,395,164		1,158,211		1,106,099		1,293,004

		Total Received Transactions		2,853,688		2,801,140		3,561,714		3,643,458		3,709,986		3,534,917		3,476,765		3,385,681		3,257,175		3,802,100		3,215,586		3,140,794		3,365,250

		ETC Penetration		62.2%		61.8%		60.8%		60.7%		60.3%		59.7%		59.8%		61.0%		61.3%		63.3%		64.0%		64.8%		61.6%

		Calendar Year 2026

				Jan-26		Feb-26		Mar-26		Apr-26		May-26		Jun-26		Jul-26		Aug-26		Sep-26		Oct-26		Nov-26		Dec-26		Monthly Average

		Total All Roadways

		ETC - Home 		8,105,218		8,272,039		10,197,833		10,355,562																		9,232,663

		ETC - Interop 		1,851,141		1,734,789		2,173,931		2,265,357																		2,006,305

		Video 		6,620,648		6,576,219		8,336,487		8,649,279																		7,545,658

		Total Received Transactions		16,577,007		16,583,047		20,708,251		21,270,198																		18,784,626

		ETC Penetration		60.1%		60.3%		59.7%		59.3%																		59.8%

		Tri-Ex

		ETC - Home 		5,319,395		5,462,342		6,525,258		6,626,221																		5,983,304

		ETC - Interop 		1,012,599		1,043,964		1,247,666		1,291,226																		1,148,864

		Video 		3,750,420		3,833,224		4,595,927		4,699,371																		4,219,736

		Total Received Transactions		10,082,414		10,339,530		12,368,851		12,616,818																		11,351,903

		ETC Penetration		62.8%		62.9%		62.8%		62.8%																		62.8%

		Monroe

		ETC - Home 		1,426,015		1,384,271		1,688,835		1,710,200																		1,552,330

		ETC - Interop 		526,564		367,805		443,104		447,211																		446,171

		Video 		2,006,320		1,833,926		2,306,582		2,444,442																		2,147,818

		Total Received Transactions		3,958,899		3,586,002		4,438,521		4,601,853																		4,146,319

		ETC Penetration		49.3%		48.9%		48.0%		46.9%																		48.2%

		I-485

		ETC - Home 				2,696		221,607		257,561																		160,621

		ETC - Interop 				531		43,702		50,143																		31,459

		Video 				2,258		217,320		259,856																		159,811

		Total Received Transactions				5,485		482,629		567,560																		351,891

		ETC Penetration				58.8%		55.0%		54.2%																		54.6%

		I-77

		ETC - Home 		1,359,808		1,422,730		1,762,133		1,761,580																		1,576,563

		ETC - Interop 		311,978		322,489		439,459		476,777																		387,676

		Video 		863,908		906,811		1,216,658		1,245,610																		1,058,247

		Total Received Transactions		2,535,694		2,652,030		3,418,250		3,483,967																		3,022,485

		ETC Penetration		65.9%		65.8%		64.4%		64.2%																		65.0%





Quick Pass Accounts

		Calendar Year 2023

				Jan-23		Feb-23		Mar-23		Apr-23		May-23		Jun-23		Jul-23		Aug-23		Sep-23		Oct-23		Nov-23		Dec-23		Monthly Average

		Total NC Quick Pass Accounts		470,373		458,393		460,263		464,555		499,180		508,668		519,397		528,316		536,199		543,441		548,957		557,343		507,924

		     Total Active 		470,373		411,099		413,178		419,917		429,412		440,329		450,330		459,116		466,422		472,521		477,802		486,223		449,727

		Personal Accounts		450,495		394,383		396,400		402,663		411,654		422,062		431,568		439,897		446,831		452,603		457,671		465,683		430,993

		Business Accounts		19,848		16,395		16,459		16,935		17,436		17,945		18,436		18,892		19,260		19,586		19,797		20,205		18,433

		Government				154		154		155		157		157		157		157		160		160		160		160		157

		Transit				3		3		3		3		3		5		5		5		6		6		6		4

		First Responder				137		137		137		137		137		138		139		140		140		141		142		139

		NC only		30		27		25		24		25		25		26		26		26		26		27		27		26

		Total Inactive				47,294		47,085		44,638		69,768		68,339		69,067		69,200		69,777		70,920		71,155		71,120		63,488

		Suspended				47,294		47,085		44,638		44,302		43,245		43,370		43,148		43,485		44,424		44,792		44,102		44,535

		    Inactive										25,466		25,094		25,697		26,052		26,292		26,496		26,363		27,018		26,060

		Auto Replenishment Accounts		356,769		347,210		348,954		354,238		392,402		397,628		403,070		407,907		410,708		415,483		419,294		423,235		389,742

		% on Auto Replenishment Active Accounts		75.9%		75.2%		75.3%		75.7%		78.1%		77.7%		77.1%		76.7%		76.1%		76.0%		75.9%		75.4%		76.3%

		Calendar Year 2024

				Jan-24		Feb-24		Mar-24		Apr-24		May-24		Jun-24		Jul-24		Aug-24		Sep-24		Oct-24		Nov-24		Dec-24		Monthly Average

		Total NC Quick Pass Accounts		561,697		566,789		573,482		578,640		585,643		592,514		601,011		608,739		618,040		627,611		639,492		648,737		600,200

		     Total Active 		491,597		497,948		503,870		510,824		517,459		524,071		532,672		540,071		548,856		558,610		568,197		575,214		530,782

		Personal Accounts		470,775		476,835		482,530		489,230		495,637		501,984		509,778		516,570		524,567		533,322		542,177		548,350		507,646

		Business Accounts		20,484		20,777		21,004		21,258		21,485		21,726		22,052		22,295		22,592		22,852		22,988		23,232		21,895

		Government		161		161		161		161		161		161		161		164		164		168		172		172		164

		Transit		6		6		6		6		6		6		6		6		6		6		6		6		6

		First Responder		144		143		144		144		145		145		145		148		148		150		150		151		146

		NC only		27		26		25		25		25		49		530		888		1,379		2,112		2,704		3,303		924

		Total Inactive		70,100		68,841		69,612		67,816		68,184		68,443		68,339		68,668		69,184		69,001		71,295		73,523		69,417

		Suspended		43,653		42,933		43,199		42,660		43,368		43,886		43,892		44,417		44,236		46,218		49,022		49,739		44,769

		Inactive		26,447		25,908		26,413		25,156		24,816		24,557		24,447		24,251		24,948		22,783		22,273		23,784		24,649

		Auto Replenishment Accounts		427,235		434,485		442,263		449,008		456,218		462,906		473,431		482,227		492,078		501,748		508,912		518,616		470,761

		% on Auto Replenishment Active Accounts		76.1%		76.7%		77.1%		77.6%		77.9%		78.1%		78.8%		79.2%		79.6%		79.9%		79.6%		79.9%		78.4%

		Calendar Year 2025

				Jan-25		Feb-25		Mar-25		Apr-25		May-25		Jun-25		Jul-25		Aug-25		Sep-25		Oct-25		Nov-25		Dec-25		Monthly Average

		Total NC Quick Pass Accounts		656,725		668,209		678,922		685,223		691,870		699,672		707,602		717,041		725,480		734,693		741,449		748,600		704,624

		     Total Active 		585,893		599,729		609,195		613,003		617,150		620,347		626,322		635,497		642,939		650,041		654,697		660,615		626,286

		Personal Accounts		558,017		570,889		579,691		583,198		586,901		589,700		595,157		603,491		610,206		616,595		620,694		626,010		595,046

		Business Accounts		23,585		24,059		24,285		24,311		24,423		24,523		24,653		24,919		25,162		25,401		25,504		25,688		24,709

		Government		174		175		175		175		175		176		176		177		177		177		177		177		176

		Transit		6		6		6		6		6		6		6		6		6		6		6		6		6

		First Responder		151		153		153		153		155		159		159		159		159		160		161		162		157

		NC only		3,960		4,447		4,885		5,160		5,490		5,783		6,171		6,745		7,229		7,702		8,155		8,572		6,192

		Total Inactive		70,832		68,480		69,727		72,220		74,720		79,325		81,280		81,544		82,541		84,652		86,752		87,985		78,338

		Suspended		48,529		46,163		46,478		49,634		51,769		54,931		56,278		56,721		57,127		58,693		60,181		60,573		53,923

		   Inactive		22,303		22,317		23,249		22,586		22,951		24,394		25,002		24,823		25,414		25,959		26,571		27,412		24,415

		Auto Replenishment Accounts		527,244		532,031		537,081		539,834		544,315		548,629		549,213		562,037		569,171		575,470		580,926		586,319		554,356

		% on Auto Replenishment Active Accounts		80.3%		79.6%		79.1%		78.8%		78.7%		78.4%		77.6%		78.4%		78.5%		78.3%		78.4%		78.3%		78.7%

		Calendar Year 2026

				Jan-26		Feb-26		Mar-26		Apr-26		May-26		Jun-26		Jul-26		Aug-26		Sep-26		Oct-26		Nov-26		Dec-26		Monthly Average

		Total NC Quick Pass Accounts		755,346		761,534		771,481		780,858																		767,305

		     Total Active 		668,767		675,267		683,757		691,316																		679,777

		Personal Accounts		633,480		639,335		647,118		654,023																		643,489

		Business Accounts		25,928		26,140		26,305		26,420																		26,198

		Government		178		180		183		185																		182

		Transit		7		8		8		8																		8

		First Responder		164		164		166		166																		165

		NC only		9,010		9,440		9,977		10,514																		9,735

		Total Inactive		86,579		86,267		87,724		89,542																		87,528

		Suspended		58,566		57,819		58,519		59,533																		58,609

		Inactive		28,013		28,448		29,205		30,009																		28,919

		Auto Replenishment Accounts		592,810		597,933		605,998		613,327																		602,517

		% on Auto Replenishment Active Accounts		78.5%		78.5%		78.5%		78.5%																		78.5%





Toll Invoice Accounts

		Calendar Year 2023

				Jan-23		Feb-23		Mar-23		Apr-23		May-23		Jun-23		Jul-23		Aug-23		Sep-23		Oct-23		Nov-23		Dec-23		Monthly Average

		Total Toll Invoice Accounts W/ Balance <>0		1,707,124		1,737,391		1,851,513		1,777,565		1,901,614		1,924,728		1,919,104		1,927,381		1,939,826		1,956,455		1,993,768		1,963,401		1,883,323

		Total Accounts Receiving a Payment		261,880		158,072		140,969		237,992		298,003		267,709		299,103		305,150		268,663		283,239		264,505		248,791		252,840

		New Invoice Accounts Opened		55,892		52,175		114,001		67,147		138,894		109,000		109,772		101,467		92,933		84,869		71,399		99,707		91,438



		Total Postpaid Payments		308,956		184,945		184,710		288,716		364,436		331,508		363,095		369,222		322,434		341,267		317,585		297,342		306,185

		Collections						9,806		3,294		3,330		4,463		3,366		2,986		2,210		4,298		3,050		1,761		3,856

		CSC		33,724		22,054		18,679		18,205		22,616		22,064		21,185		25,269		22,278		25,522		23,392		23,471		23,205

		IVR		15,138		9,366		5,461		8,710		11,104		10,966		11,938		11,565		8,446		9,660		9,359		8,872		10,049

		NCTA Lockbox Operations		50,763		31,506		30,350		34,892		75,087		52,414		66,411		64,310		50,724		58,857		49,600		43,999		50,743

		LPAs 

		Mobile APP												101		1,370		1,659		1,431		1,887		2,113		1,866		1,490

		Money Service (MSP)										1												3		8		4

		SYSTEM				2		593		709		707		463		371		357		243		282		254		91		370

		WEB		209,331		121,707		117,314		220,457		248,520		237,945		255,564		259,948		234,381		237,758		227,162		214,388		215,373

		Walk-in Centers				310		2,507		2,449		3,071		3,092		2,890		3,128		2,721		3,003		2,652		2,886		2,610

		Calendar Year 2024

				Jan-24		Feb-24		Mar-24		Apr-24		May-24		Jun-24		Jul-24		Aug-24		Sep-24		Oct-24		Nov-24		Dec-24		Monthly Average

		Total Toll Invoice Accounts W/ Balance <>0		1,955,779		1,957,306		1,984,027		2,014,457		2,041,144		2,075,944		2,095,066		2,092,560		2,073,185		2,197,852		2,251,590		2,249,663		2,082,381

		Total Accounts Receiving a Payment		267,836		234,983		226,658		248,424		262,843		264,151		285,352		279,850		262,846		278,585		275,052		291,565		264,845

		New Invoice Accounts Opened		61,560		53,904		71,830		75,204		86,586		81,814		95,761		72,218		65,959		124,324		91,796		80,278		80,103



		Total Postpaid Payments		322,656		281,553		273,678		307,694		323,213		321,695		347,503		337,644		317,911		347,642		345,883		362,205		324,106

		Collections		2,783		3,916		2,706		2,668		2,403		1,720		2,278		2,336		2,099		1,290		1,032		1,926		2,263

		CSC		25,793		25,316		24,451		26,622		25,833		23,681		25,987		25,037		22,894		26,090		23,511		25,873		25,091

		IVR		9,230		8,149		7,773		8,405		8,779		8,979		9,543		9,805		8,902		9,221		9,113		9,820		8,977

		NCTA Lockbox Operations		53,026		42,751		36,223		45,781		49,510		48,050		49,989		50,212		43,289		44,357		45,017		44,961		46,097

		LPAs 		215		315		375		384		434		345		378		574		509		687		568		577		447

		Mobile APP		1,943		1,322		1,838		2,780		2,711		2,417		2,288		2,027		2,147		2,478		2,223		2,457		2,219

		Money Service (MSP)		4		7		4		29		54		48		37		65		32		56		57		68		38

		SYSTEM		61		94		70		91		237		70		72		57		115		85		54		118		94

		WEB		226,612		196,950		197,726		217,874		230,154		233,545		253,918		244,636		235,037		260,114		261,336		273,278		235,932

		Walk-in Centers		2,989		2,733		2,512		3,060		3,098		2,840		3,013		2,895		2,887		3,264		2,972		3,127		2,949

		Calendar Year 2025

				Jan-25		Feb-25		Mar-25		Apr-25		May-25		Jun-25		Jul-25		Aug-25		Sep-25		Oct-25		Nov-25		Dec-25		Monthly Average

		Total Toll Invoice Accounts W/ Balance <>0		2,173,218		2,122,384		2,117,475		2,176,945		2,256,026		2,294,040		2,223,888		2,349,954		2,343,041		2,376,636		2,401,708		2,390,922		2,268,853

		Total Accounts Receiving a Payment		310,920		289,134		285,562		261,545		266,803		264,203		267,256		338,571		310,348		296,274		262,428		290,366		286,951

		New Invoice Accounts Opened		56,877		62,489		65,994		81,601		98,433		93,345		58,041		133,978		83,203		87,298		81,814		73,043		81,343



		Total Postpaid Payments		383,957		354,635		355,444		321,115		332,350		322,125		316,626		411,928		375,933		360,579		320,053		351,681		350,536

		Collections		9,474		5,627		2,603		1,397		1,240		1,264		1,173		1,508		2,182		1,890		1,571		2,350		2,690

		CSC		28,596		26,080		28,918		28,773		27,494		26,680		26,608		29,224		27,976		28,708		20,322		25,581		27,080

		IVR		11,318		10,138		10,203		8,758		9,349		9,054		9,415		11,308		10,408		10,358		9,092		9,919		9,943

		NCTA Lockbox Operations		53,180		46,798		39,647		40,276		37,883		40,961		39,732		52,953		47,914		45,407		36,318		48,702		44,148

		LPAs 		709		660		789		773		789		768		714		681		724		799		625		675		726

		Mobile APP		2,516		2,532		2,740		2,010		2,049		2,871		2,721		3,373		3,048		3,062		2,911		2,888		2,727

		Money Service (MSP)		59		68		102		93		67		80		82		108		82		99		99		103		87

		SYSTEM		122		110		154		232		185		287		250		149		78		94		102		110		156

		WEB		274,695		260,227		267,361		236,580		250,991		237,983		233,691		310,153		281,326		267,864		247,356		259,161		260,616

		Walk-in Centers		3,288		2,395		2,927		2,223		2,303		2,177		2,240		2,471		2,195		2,298		1,657		2,192		2,364

		Calendar Year 2026

				Jan-26		Feb-26		Mar-26		Apr-26		May-26		Jun-26		Jul-26		Aug-26		Sep-26		Oct-26		Nov-26		Dec-26		Monthly Average

		Total Toll Invoice Accounts W/ Balance <>0		2,326,530		2,319,196		2,354,835		2,391,085																		2,347,912

		Total Accounts Receiving a Payment		286,530		230,362		265,574		268,010																		262,619

		New Invoice Accounts Opened		56,576		50,877		71,831		77,293																		64,144



		Total Postpaid Payments		344,404		273,660		326,166		332,812																		106,420

		Collections		3,276		2,152		2,063		3,297																		2,697

		CSC		26,086		25,094		30,714		27,750																		27,411

		IVR		9,827		7,789		8,316		8,579																		8,628

		NCTA Lockbox Operations		38,816		30,670		34,923		33,329																		34,435

		LPAs 		709		803		1,173		1,038																		931

		Mobile APP		2,850		2,616		3,419		3,632																		3,129

		Money Service (MSP)		101		67		86		77																		83

		SYSTEM		78		94		99		123																		99

		WEB		260,586		202,519		242,990		252,726																		239,705

		Walk-in Centers		2,075		1,856		2,383		2,261																		2,144





Call Center Stats

		Calendar Year 2023

		Call Center Statistics		Jan-23		Feb-23		Mar-23		Apr-23		May-23		Jun-23		Jul-23		Aug-23		Sep-23		Oct-23		Nov-23		Dec-23		Monthly Average

		Total Calls Received		91,690		75,136		63,484		72,452		85,205		77,874		81,110		96,335		78,734		83,787		77,468		74,244		79,793

		IVR Contained Calls		47,012		41,733		27,354		34,764		38,751		34,308		37,567		47,463		34,274		36,718		35,672		32,181		37,316

		Containment Rate (%)		51.3%		55.5%		43.1%		48.0%		45.5%		44.1%		46.3%		49.3%		43.5%		43.8%		46.0%		43.3%		46.6%

		Calls Offered to CSRs		44,678		33,228		35,994		37,415		46,140		42,946		42,674		48,774		43,864		46,689		41,168		41,356		42,077

		Calls Answered		43,931		32,948		8,543		36,740		45,117		42,205		41,885		47,862		34,274		45,958		40,664		40,882		38,417

		Calls Abandoned (> 180 second threshold)		81		47		10		100		60		56		191		127		271		149		165		166		119

		Percentage of Calls under 180 sec		97.0%		98.5%		99.7%		97.1%		96.2%		95.4%		91.7%		97.4%		94.9%		98.1%		95.6%		95.5%		96.4%

		Average Speed of Answer  (ASA) (sec)		0:00:24		0:00:17		0:00:13		0:00:35		0:00:36		0:00:40		0:01:17		0:00:29		0:00:40		0:00:32		0:00:42		0:00:38		0:00:35

		Abandoned Rate (%)		0.18%		0.10%		0.00%		0.27%		0.10%		0.10%		0.40%		0.10%		0.40%		0.10%		0.10%		0.10%		0.16%

		Average Handle Time (AHT) (sec)		0:10:15		0:09:55		0:10:51		0:11:03		0:10:30		0:10:14		0:10:23		0:10:35		0:10:24		0:10:23		0:09:56		0:09:24		0:10:19

		Call Queue Distribution

		NCTA QuickPass 		31,169		23,924		27,111		27,233		33,246		31,078		30,828		34,231		30,820		32,177		28,467		28,570		29,905

		NCTA Mail Invoice 		9,074		6,188		6,638		7,045		8,989		8,326		8,132		9,653		8,337		9,334		7,980		7,979		8,140

		I-77 		754		427		78		87		88		100		112		143		110		151		135		117		192

		Spanish Queue		3,681		2,413		1,827		2,375		2,794		2,701		2,813		3,524		3,673		3,747		3,375		3,535		3,038

		Call Queue Distribution

		NCTA QuickPass 		69.8%		72.6%		76.0%		74.1%		73.7%		73.6%		73.6%		72.0%		71.8%		70.9%		71.2%		71.1%		72.5%

		NCTA Mail Invoice 		20.3%		18.8%		18.6%		19.2%		19.9%		19.7%		19.4%		20.3%		19.4%		20.6%		20.0%		19.8%		19.7%

		I-77 		1.7%		1.3%		0.2%		0.2%		0.2%		0.2%		0.3%		0.3%		0.3%		0.3%		0.3%		0.3%		0.5%

		Spanish Queue		8.2%		7.3%		5.1%		6.5%		6.2%		6.4%		6.7%		7.4%		8.6%		8.3%		8.4%		8.8%		7.3%

		Calendar Year 2024

		Call Center Statistics		Jan-24		Feb-24		Mar-24		Apr-24		May-24		Jun-24		Jul-24		Aug-24		Sep-24		Oct-24		Nov-24		Dec-24		Monthly Average

		Total Calls Received		83,203		78,309		76,836		83,683		81,902		78,971		100,658		90,447		92,313		94,039		83,812		87,340		85,959

		IVR Contained Calls		35,956		32,205		34,381		35,073		35,416		34,633		45,388		40,218		43,000		40,502		38,902		37,904		37,798

		Containment Rate (%)		43.2%		41.1%		44.7%		41.9%		43.2%		43.9%		45.1%		44.5%		46.6%		43.1%		46.4%		43.4%		43.9%

		Calls Offered to CSRs		45,904		44,326		41,277		47,297		45,443		43,072		53,761		48,829		48,176		52,095		43,737		48,828		46,895

		Calls Answered		44,726		43,265		40,534		46,479		44,573		42,201		52,080		47,860		46,810		50,507		42,528		47,489		45,754

		Calls Abandoned (> 180 second threshold)		71		74		73		92		64		63		273		80		162		243		140		155		124

		Percentage of Calls under 180 sec		95.6%		95.9%		96.1%		96.4%		95.5%		96.3%		95.5%		96.9%		95.5%		94.0%		94.5%		93.3%		95.5%

		Average Speed of Answer  (ASA) (sec)		0:00:44		0:00:41		0:00:36		0:00:31		0:00:37		0:00:34		0:00:41		0:00:33		0:00:43		0:00:45		0:00:43		0:00:53		0:00:40

		Abandoned Rate (%)		0.20%		0.20%		0.20%		0.20%		0.10%		0.10%		0.10%		0.20%		0.20%		0.20%		0.20%		0.30%		0.18%

		Average Handle Time (AHT) (sec)		0:09:20		0:09:23		0:09:17		0:09:23		0:09:22		0:09:27		0:08:56		0:08:33		0:08:31		0:08:50		0:09:00		0:08:37		0:09:03

		Call Queue Distribution

		NCTA QuickPass 		31,893		30,762		28,999		33,481		32,153		30,840		38,355		34,521		34,010		36,983		30,952		34,058		33,084

		NCTA Mail Invoice 		9,050		9,020		8,151		9,028		8,589		7,802		9,437		9,246		8,810		9,297		7,838		9,203		8,789

		I-77 		113		105		101		98		107		108		136		47		0		94		94		98		92

		Spanish Queue		3,670		3,378		3,283		3,872		3,724		3,451		4,152		4,046		3,990		4,133		3,644		4,130		3,789

		Call Queue Distribution

		NCTA QuickPass 		71.3%		71.1%		71.5%		72.0%		72.1%		73.1%		73.6%		72.1%		72.7%		73.2%		72.8%		71.7%		72.3%

		NCTA Mail Invoice 		20.2%		20.8%		20.1%		19.4%		19.3%		18.5%		18.1%		19.3%		18.8%		18.4%		18.4%		19.4%		19.2%

		I-77 		0.3%		0.2%		0.2%		0.2%		0.2%		0.3%		0.3%		0.1%		0.0%		0.2%		0.2%		0.2%		0.2%

		Spanish Queue		8.2%		7.8%		8.1%		8.3%		8.4%		8.2%		8.0%		8.5%		8.5%		8.2%		8.6%		8.7%		8.3%

		Calendar Year 2025

		Call Center Statistics		Jan-25		Feb-25		Mar-25		Apr-25		May-25		Jun-25		Jul-25		Aug-25		Sep-25		Oct-25		Nov-25		Dec-25		Monthly Average

		Total Calls Received		112,031		125,191		193,429		118,200		103,717		100,151		104,671		105,366		94,864		98,503		85,245		94,211		111,298

		IVR Contained Calls		51,609		57,732		94,982		51,772		45,321		43,218		45,173		45,676		40,579		40,302		38,407		39,132		49,492

		Containment Rate (%)		46.1%		46.1%		49.1%		43.8%		43.7%		43.2%		43.2%		43.3%		42.8%		40.9%		45.1%		41.5%		44.1%

		Calls Offered to CSRs		60,297		67,312		98,256		66,294		58,279		56,823		59,362		59,581		55,296		58,090		46,750		54,902		61,770

		Calls Answered		55,938		57,082		72,000		64,359		56,544		55,060		57,468		57,332		53,450		55,832		43,256		50,288		56,551

		Calls Abandoned (> 180 second threshold)		1,253		3,714		10,819		244		125		104		193		283		163		188		1,081		1,501		1,639

		Percentage of Calls under 180 sec		72.3%		95.0%		56.1%		95.1%		98.3%		95.8%		95.2%		94.7%		94.7%		93.0%		74.2%		82.4%		87.2%

		Average Speed of Answer  (ASA) (sec)		0:02:36		0:01:00		0:15:39		0:00:48		0:00:39		0:00:43		0:00:48		0:00:54		0:00:53		0:01:00		0:02:24		0:01:27		0:02:24

		Abandoned Rate (%)		2.20%		2.50%		11.00%		0.37%		21.00%		0.18%		0.33%		0.47%		0.29%		0.32%		2.31%		1.37%		3.53%

		Average Handle Time (AHT) (sec)		0:08:20		0:07:30		0:08:03		0:08:30		0:08:07		0:07:50		0:07:33		0:07:36		0:07:37		0:07:39		0:07:37		0:07:27		0:07:49

		Call Queue Distribution

		NCTA QuickPass 		39,963		40,569		51,868		47,091		41,149		39,966		40,907		40,118		38,377		38,796		30,204		34,839		40,321

		NCTA Mail Invoice 		11,102		11,144		13,008		11,633		10,273		10,230		11,373		12,134		11,725		11,945		9,036		10,949		11,213

		I-77 		114		157		182		136		112		106		102		94		104		96		93		113		117

		Spanish Queue		4,759		5,212		6,942		5,499		5,010		4,758		5,086		4,984		5,082		5,109		3,922		4,386		5,062

		Call Queue Distribution

		NCTA QuickPass 		71.4%		71.1%		72.0%		73.2%		72.8%		72.6%		71.2%		70.0%		69.4%		69.3%		69.8%		69.3%		71.0%

		NCTA Mail Invoice 		19.8%		19.5%		18.1%		18.1%		18.2%		18.6%		19.8%		21.2%		21.2%		21.4%		20.9%		21.8%		19.9%

		I-77 		0.2%		0.3%		0.3%		0.2%		0.2%		0.2%		0.2%		0.2%		0.2%		0.2%		0.2%		0.2%		0.2%

		Spanish Queue		8.5%		9.1%		9.6%		8.5%		8.9%		8.6%		8.9%		8.7%		9.2%		9.1%		9.1%		8.7%		8.9%



		Calendar Year 2026

		Call Center Statistics		Jan-26		Feb-26		Mar-26		Apr-26		May-26		Jun-26		Jul-26		Aug-26		Sep-26		Oct-26		Nov-26		Dec-26		Monthly Average

		Total Calls Received		95,333		81,884		99,038		105,802																		95,514

		IVR Contained Calls		43,544		34,292		41,021		49,247																		42,026

		Containment Rate (%)		45.7%		41.9%		41.4%		46.5%																		43.9%

		Calls Offered to CSRs		51,658		47,476		57,904		56,434																		53,368

		Calls Answered		49,835		46,228		55,957		54,279																		51,575

		Calls Abandoned (> 180 second threshold)		328		156		220		287																		248

		Percentage of Calls under 180 sec		92.6%		95.6%		95.6%		95.1%																		94.7%

		Average Speed of Answer  (ASA) (sec)		0:00:49		0:00:37		0:00:44		0:00:58																		0:00:47

		Abandoned Rate (%)		0.47%		0.33%		0.19%		0.51%																		0.38%

		Average Handle Time (AHT) (sec)		0:07:34		0:08:03		0:07:45		0:07:46																		0:07:47

		Call Queue Distribution

		NCTA QuickPass 		33,243		29,402		35,277		34,750																		33,168

		NCTA Mail Invoice 		12,194		12,828		15,805		14,669																		13,874

		I-77 		100		86		113		102																		100

		Spanish Queue		4,295		3,912		4,761		4,753																		4,430

		Call Queue Distribution

		NCTA QuickPass 		66.7%		63.6%		63.0%		64.0%																		64.3%

		NCTA Mail Invoice 		24.5%		27.7%		28.2%		27.0%																		26.9%

		I-77 		0.2%		0.2%		0.2%		0.2%																		0.2%

		Spanish Queue		8.6%		8.5%		8.5%		8.8%																		8.6%





Summary 2021

								Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21		Oct-21		Nov-21		Dec-21		Total 2021		Source		Notes (5/17/21)		Notes (6/1/21)		Notes (1.17.22)

		Call Center Statistics		Core Statistics		Calls Offered		36,525		34,519		44,010		42,061		41,966		50,085		48,616		55,510		53,115		60,155		60,928		56,526		584,016		CSC Dashboard / CSC Cust Contact Data / Line 7

						Calls Answered		28,867		29,621		36,084		30,344		29,854		35,866		38,336		35,763		29,207		27,823		22,284		22,188		366,237		CSC Dashboard / CSC Cust Contact Data / Line 108, 126

						Calls Abandoned (> 180 second threshold)		4,796		2,833		4,826		7,705		8,038		9,358		6,495		13,699		18,251		26,201		32,319		28,779		163,300		CSC Dashboard / CSC Cust Contact Data / Line (128-127)		Switch to only >180s Abandons (make note in title)				Update: Line 126, not 110. That matches numbers for May 2021

						Percentage of Calls under 180 sec		38.8%		58.0%		41.3%		14.5%		20.7%		26.9%		30.3%		13.5%		7.3%		5.2%		2.7%		4.6%		22.0%		Compliance Workbook - Table KPI - CC3 Wait Time

						Average Speed of Answer  (ASA) (sec)		0:07:32		0:04:55		0:06:30		0:10:54		0:11:06		0:10:51		0:07:13		0:13:27		0:20:37		0:25:39		0:36;51		0:33:33		0:13:50		Compliance Workbook- Table KPI - CC2 Speed to Answer

						Abandoned Rate (%)		14.1%		8.8%		11.7%		20.6%		19.2%		18.7%		14.5%		27.7%		38.5%		48.5%		59.2%		56.5%		28.2%		Compliance Workbook- Table KPI - CC4 Call Abandonment

						Average Handle Time (AHT) (sec)		0:08:22		0:07:55		0:07:25		0:08:07		0:08:22		0:08:11		0:08:23		0:08:10		0:08:14		0:08:22		0:08:28		0:08:54		0:08:14		Compliance Workbook- Table KPI - CC1 - AHT

						Average CSR FTE (Number of CSRs)		23		21		22		20		20		23		25		22		17		15		13		14		19		CSC Dashboard / CSC Cust Contact Data / Line 149						added rows for counts + payments row

				Call Distribution (counts)		QP Account Management		10,925		11,759		14,533		7,991		0		0		0		0		0		0		0		0		45,208		CSC Dashboard / CSC Cust Contact Data / Line 11

						DMV Hold		243		264		217		102		0		0		0		0		0		0		0		0		826		CSC Dashboard / CSC Cust Contact Data / Line 12

						Bill by Mail		10,678		10,788		12,177		6,156		0		0		0		0		0		0		0		0		39,799		CSC Dashboard / CSC Cust Contact Data / Line 13

						General		14,008		11,091		16,410		26,989		41,198		45,213		43,597		50,256		48,498		53,909		55,026		50,934		457,129		CSC Dashboard / CSC Cust Contact Data / Line 14

						I-77		671		617		673		823		768		929		910		1,124		1,072		1,234		1,289		1,064		11,174		CSC Dashboard / CSC Cust Contact Data / Line 15

						Payments		0		0		0		0		0		3,943		4,109		4,130		3,545		5,012		4,613		4,528		29,880		CSC Dashboard / CSC Cust Contact Data / Line 16

				Call Distribution (%)		QP Account Management		29.9%		34.1%		33.0%		19.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		7.7%		CSC Dashboard / CSC Cust Contact Data / Line 17

						DMV Hold		0.7%		0.8%		0.5%		0.2%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.1%		CSC Dashboard / CSC Cust Contact Data / Line 18

						Bill by Mail		29.2%		31.3%		27.7%		14.6%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		6.8%		CSC Dashboard / CSC Cust Contact Data / Line 19

						General		38.4%		32.1%		37.3%		64.2%		98.2%		90.3%		89.7%		90.5%		91.3%		89.6%		90.3%		90.1%		78.3%		CSC Dashboard / CSC Cust Contact Data / Line 20

						I-77		1.8%		1.8%		1.5%		2.0%		1.8%		1.9%		1.9%		2.0%		2.0%		2.1%		2.1%		1.9%		1.9%		CSC Dashboard / CSC Cust Contact Data / Line 21

						Payments		0.0%		0.0%		0.0%		0.0%		0.0%		7.9%		8.5%		7.4%		6.7%		8.3%		7.6%		8.0%		5.1%		CSC Dashboard / CSC Cust Contact Data / Line 22

				Quality		Quality Assurance Average (90%)								5		5		5		5		5		5		5		5		4		5		CSC Dashboard / CSC Cust Contact Data / Line 435 90 Day Avg

						Survey Customer Satisfaction (>4.6 Rating)				4.64		4.77		4.74		4.70		4.27		4.77		4.60		4.64		4.34		4.37		4.37		4.56		CSC Dashboard / CSC Cust Contact Data / Line 433 Proponisi Survey Results

				IVR Statistics		Total Calls		76,550		66,156		84,373		78,400		80,662		92,878		92,558		106,242		105,335		118,893		117,824		108,654		1,128,525		CSC Dashboard / CSC Cust Contact Data / Line 4

						IVR Contained Calls		40,025		31,637		40,363		36,339		38,696		42,793		43,942		50,732		52,220		58,738		56,896		52,128		544,509		CSC Dashboard / CSC Cust Contact Data / Line 5

						Containment Rate (%)		61.8%		55.2%		53.4%		46.4%		48.0%		46.1%		47.5%		47.8%		49.6%		49.4%		48.3%		48.0%		601.3%		CSC Dashboard / CSC Cust Contact Data / Line 6

		NCQP Website		Activity		Unique Sessions		181,642		147,863		181,532		168,446		200,232		226,743		236,939		267,589		278,631		275,835		248,447		240,737		2,654,636		Google Analytics - Reach out to Logen Hodges for data

						Page View Count		404,401		329,360		414,831		375,141		447,444		505,471		526,716		598,273		611,439		613,912		557,003		540,987		5,924,978		Google Analytics - Reach out to Logen Hodges for data

						Visitor Count		161,244		127,974		150,248		145,679		173,514		192,153		205,423		228,908		244,391		241,941		216,104		204,010		2,291,589		Google Analytics - Reach out to Logen Hodges for data

		Replenishment Activity		Percent of Total		Morrisville Walk-in Center		0.36%		0.49%		0.13%		0.25%		0.46%		0.85%		0.65%		0.87%		1.30%		0.82%		0.71%		0.53%		0.65%		Query 1: Payment Activity		Change counts to be % of total; amount unchanged

						Web		11.30%		11.91%		11.34%		11.61%		12.07%		12.94%		12.14%		13.84%		13.45%		13.43%		13.63%		16.67%		13.05%

						VRS		0.05%		0.09%		0.08%		0.04%		0.01%		0.06%		0.02%		0.02%		0.06%		0.03%		0.05%		0.07%		0.05%

						STOC		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%

						Call Center		5.16%		6.12%		4.40%		4.29%		4.17%		4.65%		4.35%		3.15%		3.23%		2.53%		2.87%		2.12%		3.73%

						Lockbox		2.31%		0.53%		0.39%		0.37%		0.30%		0.41%		0.19%		1.26%		0.27%		0.43%		0.62%		0.53%		0.59%

						Charlotte Walk-in Center		0.23%		0.40%		0.38%		0.30%		0.30%		0.45%		0.21%		0.26%		0.23%		0.23%		0.24%		0.29%		0.29%

						Monroe Walk-in Center		0.40%		0.54%		0.58%		0.38%		0.35%		0.44%		0.41%		0.34%		0.37%		0.28%		0.32%		0.40%		0.39%

						Rebill		80.20%		79.93%		82.71%		82.75%		82.34%		80.19%		82.03%		80.25%		81.08%		82.24%		81.57%		79.40%		81.25%

				Amount		Morrisville Walk-in Center		$12,900		$14,785		$5,900		$12,258		$23,172		$45,945		$41,221		$54,791		$74,609		$49,908		$42,719		$33,055		$411,263

						Web		$406,598		$362,976		$498,389		$561,513		$610,903		$699,857		$769,558		$867,885		$770,368		$814,962		$822,300		$1,037,873		$8,223,182

						VRS		$1,661		$2,845		$3,518		$1,971		$704		$3,494		$1,163		$1,247		$3,450		$1,710		$2,762		$4,163		$28,687

						STOC		$0		$0		$0		$0		$0		$0		$0		$0		$0		$0		$0		$0		$0

						Call Center		$185,673		$186,610		$193,301		$207,296		$211,028		$251,588		$275,425		$197,684		$184,941		$153,643		$172,903		$131,842		$2,351,934

						Lockbox		$82,981		$16,058		$16,935		$18,027		$15,251		$22,094		$12,011		$78,785		$15,703		$26,328		$37,183		$32,903		$374,256

						Charlotte Walk-in Center		$8,202		$12,148		$16,533		$14,741		$15,176		$24,204		$13,028		$16,433		$13,015		$13,770		$14,580		$17,908		$179,738

						Monroe Walk-in Center		$14,452		$16,524		$25,466		$18,145		$17,821		$24,038		$26,034		$21,289		$21,270		$17,169		$19,436		$24,726		$246,371

						Rebill		$2,885,438		$2,436,565		$3,635,356		$4,000,537		$4,167,701		$4,335,762		$5,198,075		$5,030,517		$4,642,875		$4,990,504		$4,919,546		$4,944,280		$51,187,155

		Invoice Payment Activity		Percent of Total		Morrisville Walk-in Center		1.8%		0.8%		0.5%		0.7%		1.1%		1.6%		1.4%		1.5%		1.4%		1.4%		1.9%		1.7%		1.4%		Query 1: Payment Activity		Change counts to be % of total; amount unchanged

						Web		57.9%		51.4%		48.1%		50.9%		56.9%		54.8%		53.8%		57.6%		59.7%		60.6%		58.6%		60.2%		56.5%

						VRS		5.2%		4.9%		4.5%		4.4%		5.1%		4.6%		5.1%		4.9%		4.3%		4.9%		4.8%		4.9%		4.8%

						STOC		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		100.0%

						Call Center		20.2%		25.6%		32.1%		27.4%		20.8%		19.9%		23.1%		18.9%		15.8%		15.5%		14.1%		16.4%		20.0%

						Lockbox		13.8%		15.9%		12.9%		15.0%		14.7%		18.0%		15.3%		15.7%		17.3%		16.1%		18.7%		14.6%		15.8%

						Charlotte Walk-in Center		0.3%		0.5%		0.6%		0.3%		0.4%		0.4%		0.4%		0.5%		0.6%		0.7%		0.8%		1.0%		0.6%

						Monroe Walk-in Center		0.8%		1.0%		1.3%		1.2%		0.9%		0.8%		0.9%		0.9%		0.9%		0.8%		1.0%		1.1%		0.9%

				Amount		Morrisville Walk-in Center		$82,885		$28,748		$23,037		$29,477		$47,852		$74,062		$68,815		$85,002		$83,737		$93,844		$128,691		$108,809		$854,958

						Web		$2,635,048		$1,966,467		$2,046,304		$2,039,269		$2,387,922		$2,615,182		$2,596,610		$3,362,869		$3,653,669		$4,114,397		$3,917,411		$3,762,092		$35,097,239

						VRS		$237,290		$186,850		$189,323		$177,712		$215,097		$219,834		$245,167		$285,356		$262,567		$332,579		$322,059		$303,355		$2,977,188

						STOC		$0		$0		$0		$0		$0		$0		$0		$0		$0		$0		$0		$0		$0

						Call Center		$920,697		$981,307		$1,365,981		$1,097,609		$871,694		$949,986		$1,114,199		$1,105,878		$967,586		$1,051,947		$943,914		$1,026,501		$12,397,299

						Lockbox		$626,714		$610,085		$546,909		$603,175		$614,744		$859,368		$736,047		$919,425		$1,057,119		$1,096,260		$1,253,562		$914,859		$9,838,267

						Charlotte Walk-in Center		$13,839		$19,108		$27,175		$13,529		$18,708		$19,332		$21,008		$32,127		$37,750		$47,058		$54,281		$61,237		$365,152

						Monroe Walk-in Center		$37,931		$36,504		$53,997		$48,177		$37,711		$36,726		$41,410		$51,883		$53,535		$55,312		$66,282		$68,929		$588,398

		Transponder Sales		Transponder Type		EGE		0		0		0		0		0		0		0		0		0		0		0		0		0		5C Report (Transponder Sales Delta)

						NCE - Exterior		78		86		100		148		112		112		152		153		152		130		91		120		1,434

						NCF - First Responder		44		283		22		342		97		68		156		36		182		29		42		88		1,389

						NCX - FLEX		824		820		1,052		1,144		1,334		1,662		1,754		1,732		1,475		1,474		1,504		1,601		16,376

						EZI		0		0		0		0		0		0		0		0		0		0		0		0		0

						NCH - Hardcase		3,807		3,366		3,980		4,318		5,000		6,212		6,458		6,397		5,184		5,098		4,886		4,801		59,507

						NCM - Motorcycle		130		95		130		167		170		174		153		194		187		141		106		115		1,762

						NCS - Sticker		7,959		7,539		8,587		10,192		9,563		10,454		10,790		13,330		9,812		9,497		8,367		8,625		114,715

						NCT - Transit 		17		47		8		9		10		14		22		4		-5		-3		-1		4		126

						TRF		63		53		70		130		148		153		116		102		103		66		78		129		1,211

				Sale Channel		NCTA CSC		4,283		4,501		4,584		6,521		5,332		5,677		6,546		4,911		3,964		3,658		2,472		2,626		55,075		FC: 5C Transponder Sales shows Sales Channel - download 5C Excel Data Only and with Pivot Tables calculate delta sales per Channel

						NCTA I77 CSC		273		318		560		607		540		719		367		325		276		256		327		327		4,895

						NCTA Lockbox Operations		0		0		2		0		0		0		0		0		0		0		2		-1		3

						NCTA Monroe CSC		393		399		502		478		461		675		622		606		515		552		573		521		6,297

						NCTA STOC		0		0		0		0		0		0		0		0		0		0		0		0		0

						NCTA Store Front		3		0		9		90		688		1,190		1,231		1,113		754		788		1,099		1,100		8,065

						VOICE RESPONSE SYSTEM (VRS)				1		0		0		0		0		0		0		0		0		0				1

						WORLD WIDE WEB (Web)		7,970		7,070		8,292		8,754		9,413		10,588		10,835		14,993		11,581		11,178		10,600		10,910		122,184

		Transponder Inventory		Transponder Type		EGE		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A				N/A

						NCE - Exterior		2,693		2,593		2,492		2,377		2,199		2,126		1,970		1,825		1,675		1,535		1,486		1,317				CSC Dashboard / Daily Tag Inventory Estimate / Line 10 (last day of the month)

						NCF - First Responder		27,378		25,096		25,061		24,756		24,586		24,518		24,361		24,325		24,268		24,081		24,024		23,953				CSC Dashboard / Daily Tag Inventory Estimate / Line 40

						NCX - FLEX		32,437		35,190		30,564		29,500		28,034		26,486		24,663		22,993		21,451		19,927		18,517		16,828				CSC Dashboard / Daily Tag Inventory Estimate / Line 20

						EZI		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A				N/A

						NCH - Hardcase		51,722		48,342		44,442		40,104		34,933		28,949		22,344		16,067		10,745		5,919		3,230		15,761				CSC Dashboard / Daily Tag Inventory Estimate / Line 30

						NCM - Motorcycle		8,101		8,003		7,888		7,718		7,548		7,359		7,203		6,992		6,807		6,639		6,573		6,425				CSC Dashboard / Daily Tag Inventory Estimate / Line 60

						NCS - Sticker		31,093		25,640		35,364		25,162		29,578		19,380		98,304		83,092		73,107		62,940		55,122		45,958				CSC Dashboard / Daily Tag Inventory Estimate / Line 50

						NCT - Transit 		4,294		4,247		4,241		4,233		4,214		4,199		4,178		4,156		4,155		4,155		4,152		4,147				CSC Dashboard / Daily Tag Inventory Estimate / Line 70

		Transponder Inventory		Estimated Months until Zero Inventory		EGE		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A

						NCE - Exterior		20		19		18		17		16		16		14		13		12		11		11		10		178		Excel sheet: Transponder Trends to Zero. Based on 2021 avg sales 

						NCF - First Responder		472		433		432		427		424		423		420		419		418		415		414		413		5,110

						NCX - FLEX		19		21		18		17		17		16		15		14		13		12		11		10		181

						EZI		--		--		--		--		--		--		--		--		--		--		--		--		N/A

						NCH - Hardcase		9		8		8		7		6		5		4		3		2		1		1		3		56

						NCM - Motorcycle		61		60		59		58		57		55		54		53		51		50		49		48		657

						NCS - Sticker		3		2		3		2		3		2		9		8		7		6		5		4		55

						NCT - Transit 		661		653		652		651		648		646		643		639		639		639		639		638		7,749

		Accounts		Private 		Total Active Private Accounts		--		--		353,391

tc={F6069259-6003-B045-A46A-F81488451F8D}: [Threaded comment]

Your version of Excel allows you to read this threaded comment; however, any edits to it will get removed if the file is opened in a newer version of Excel. Learn more: https://go.microsoft.com/fwlink/?linkid=870924

Comment:
    select count (*)
FROM VECTOR_READONLY.V_ETC_ACCOUNT ETC,
        TPMS.V_ADDRESS ADDR,
        VECTOR_READONLY.S_ORG_EXT D
where ETC.ETC_ACCOUNT_ID = ADDR.ETC_ACCOUNT_ID
AND ADDR.ADDRESS_ID = D.PR_ADDR_ID
and account_type_cd = 'PRIVATE'
AND account_status_cd = 'ACTIVE'
;
Reply:
    Run Date: 5.16.21		354,705

tc={5A66FF71-899B-5844-882C-835DBBC540E9}: [Threaded comment]

Your version of Excel allows you to read this threaded comment; however, any edits to it will get removed if the file is opened in a newer version of Excel. Learn more: https://go.microsoft.com/fwlink/?linkid=870924

Comment:
    Run Date: 5.26.21		357,734		--		--		--		--		--		--		391,213

Comparini, Francisca: Comparini, Francisca:
run 1.24.22				Miscellaneous Queries

						Total Active Business Accounts		--		--		15,453

tc={F158A24E-3E54-B14D-8F01-9658268D3CAA}: [Threaded comment]

Your version of Excel allows you to read this threaded comment; however, any edits to it will get removed if the file is opened in a newer version of Excel. Learn more: https://go.microsoft.com/fwlink/?linkid=870924

Comment:
    select count (*)
FROM VECTOR_READONLY.V_ETC_ACCOUNT ETC,
        TPMS.V_ADDRESS ADDR,
        VECTOR_READONLY.S_ORG_EXT D
where ETC.ETC_ACCOUNT_ID = ADDR.ETC_ACCOUNT_ID
AND ADDR.ADDRESS_ID = D.PR_ADDR_ID
and account_type_cd = ‘BUSINESS’
AND account_status_cd = 'ACTIVE'
;
Reply:
    Run Date: 5.16.21		15,521

tc={8184A9CC-B9B2-994D-B5CE-D7B4EC9ADB76}: [Threaded comment]

Your version of Excel allows you to read this threaded comment; however, any edits to it will get removed if the file is opened in a newer version of Excel. Learn more: https://go.microsoft.com/fwlink/?linkid=870924

Comment:
    Run Date: 5.26.21		15,651		--		--		--		--		--		--		17,250

Comparini, Francisca: Comparini, Francisca:
run 1.24.22

						Total Active Registered Accounts		--		--		17

tc={13752C51-03EA-EB4A-8DF1-E112243B7332}: [Threaded comment]

Your version of Excel allows you to read this threaded comment; however, any edits to it will get removed if the file is opened in a newer version of Excel. Learn more: https://go.microsoft.com/fwlink/?linkid=870924

Comment:
    select count (*)
FROM VECTOR_READONLY.V_ETC_ACCOUNT ETC,
        TPMS.V_ADDRESS ADDR,
        VECTOR_READONLY.S_ORG_EXT D
where ETC.ETC_ACCOUNT_ID = ADDR.ETC_ACCOUNT_ID
AND ADDR.ADDRESS_ID = D.PR_ADDR_ID
and account_type_cd in ('PVIDEOREG', 'BVIDEOREG')
AND account_status_cd = 'ACTIVE'
;
Reply:
    Run Date: 5.16.21		17		17		--		--		--		--		--		--		17

Comparini, Francisca: Comparini, Francisca:
run 1.24.22

						Auto Replenishment Acccounts		--		--		--		290,239

tc={597EC0FF-110C-6741-A971-D19D80719B8D}: [Threaded comment]

Your version of Excel allows you to read this threaded comment; however, any edits to it will get removed if the file is opened in a newer version of Excel. Learn more: https://go.microsoft.com/fwlink/?linkid=870924

Comment:
    select count (*)
FROM VECTOR_READONLY.V_ETC_ACCOUNT ETC,
        TPMS.V_ADDRESS ADDR,
        VECTOR_READONLY.S_ORG_EXT D
where ETC.ETC_ACCOUNT_ID = ADDR.ETC_ACCOUNT_ID
AND ADDR.ADDRESS_ID = D.PR_ADDR_ID
and PRIMARY_REBILL_PAY_TYPE_CD not in ('CHECK', 'CASH')
and account_type_cd not in ('PVIDEOUNREG', 'BVIDEOUNREG')
AND account_status_cd = 'ACTIVE'
Reply:
    Run Date: 5.26.21		292,131		--		--		--		--		--		--		314,973						Adjust * (<> Cash or Check)

						% on Auto Replenishment		--		--		--		78.4%		78.2%		--		--		--		--		--		--		77.1%

				Bill by Mail		Total Active Bill by Mail Accounts		--		--		--		1,217,994

tc={07DBA551-4C29-4198-A79C-467F0C6E2E9D}: [Threaded comment]

Your version of Excel allows you to read this threaded comment; however, any edits to it will get removed if the file is opened in a newer version of Excel. Learn more: https://go.microsoft.com/fwlink/?linkid=870924

Comment:
    select count(*)
FROM VECTOR_READONLY.V_ETC_ACCOUNT ETC,
        TPMS.V_ADDRESS ADDR,
        VECTOR_READONLY.S_ORG_EXT D, 
        tpms.t_tpms_account acc1
where ETC.ETC_ACCOUNT_ID = ADDR.ETC_ACCOUNT_ID
AND ADDR.ADDRESS_ID = D.PR_ADDR_ID
and acc1.etc_account_id = etc.etc_account_id
and account_type_cd in ('PVIDEOUNREG', 'BVIDEOUNREG')
AND account_status_cd = 'ACTIVE'
and (acc1.current_balance <> 0 or viol_balance <> 0 or acc1.postpaid_balance <> 0)
;
Reply:
    Run Date: 5.26.21
Reply:
    Query updated - do not use this one.		1,325,172

tc={6828A898-E024-4B4A-AF44-C1C6871E9DC2}: [Threaded comment]

Your version of Excel allows you to read this threaded comment; however, any edits to it will get removed if the file is opened in a newer version of Excel. Learn more: https://go.microsoft.com/fwlink/?linkid=870924

Comment:
    select count(*)
FROM VECTOR_READONLY.V_ETC_ACCOUNT ETC,
        TPMS.V_ADDRESS ADDR,
        VECTOR_READONLY.S_ORG_EXT D, 
        tpms.t_tpms_account acc1
where ETC.ETC_ACCOUNT_ID = ADDR.ETC_ACCOUNT_ID
AND ADDR.ADDRESS_ID = D.PR_ADDR_ID
and acc1.etc_account_id = etc.etc_account_id
and account_type_cd in ('PVIDEOUNREG', 'BVIDEOUNREG')
AND account_status_cd = 'ACTIVE'
and (abs(acc1.current_balance) +  abs(viol_balance) + abs(acc1.postpaid_balance) + abs(postpaid_overpayment)) <> 0
;														

Comparini, Francisca: Comparini, Francisca:
run 1.24.22		

Comparini, Francisca: Comparini, Francisca:
run 1.24.22		

Comparini, Francisca: Comparini, Francisca:
run 1.24.22		--		--		--		--		--		--		1,487,997

tc={9405E552-557E-479C-B921-EEB40C7729F3}: [Threaded comment]

Your version of Excel allows you to read this threaded comment; however, any edits to it will get removed if the file is opened in a newer version of Excel. Learn more: https://go.microsoft.com/fwlink/?linkid=870924

Comment:
    select count(*)
FROM VECTOR_READONLY.V_ETC_ACCOUNT ETC,
        TPMS.V_ADDRESS ADDR,
        VECTOR_READONLY.S_ORG_EXT D, 
        tpms.t_tpms_account acc1
where ETC.ETC_ACCOUNT_ID = ADDR.ETC_ACCOUNT_ID
AND ADDR.ADDRESS_ID = D.PR_ADDR_ID
and acc1.etc_account_id = etc.etc_account_id
and account_type_cd in ('PVIDEOUNREG', 'BVIDEOUNREG')
AND account_status_cd = 'ACTIVE'
and (abs(acc1.current_balance) +  abs(viol_balance) + abs(acc1.postpaid_balance) + abs(postpaid_overpayment)) <> 0

		Invoices (WIP)		Bill by Mail (WIP)		Total Outstanding BBM Balance (TOLLS)		$   16,523,931		$   16,280,677		$   15,835,652		$   16,723,417		$   17,682,679		$   17,789,179		$   18,191,488		$   21,348,447		$   24,127,617		$   24,366,087		$   24,965,779		$   26,237,763		FIN1001 Report - RECEIVABLE BILLED - WIP
Goal: To show change from previous months for BBM older than 90 days. Only include Tolls by Roadway (Received Billed Tolls + Uncollectable Billed Tolls)

Pending with BOS2 - showing balance for only BBM older than 90 days

						Percentage Change from Previous Month				-1.47%		-2.73%		5.61%		5.74%		0.60%		2.26%		17.35%		13.02%		0.99%		2.46%		5.09%

						TriEx Outstanding BBM Balance (TOLLS)		$   8,901,358		$   8,696,048		$   8,210,042		$   8,603,999		$   8,860,981		$   8,685,055		$   8,639,862		$   9,470,217		$   10,273,209		$   10,329,097		$   10,366,446		$   10,608,924

						TriEx Percentage Change				-2.31%		-5.59%		4.80%		2.99%		-1.99%		-0.52%		9.61%		8.48%		0.54%		0.36%		2.34%

						Monroe Outstanding BBM Balance (TOLLS)		$   4,100,270		$   4,103,171		$   4,098,235		$   4,254,849		$   4,517,586		$   4,722,536		$   4,965,466		$   5,379,202		$   5,981,995		$   6,027,690		$   6,095,072		$   6,289,941

						Monroe Percentage Change				0.07%		-0.12%		3.82%		6.18%		4.54%		5.14%		8.33%		11.21%		0.76%		1.12%		3.20%

						I77 Outstanding BBM Balance (TOLLS)		$   3,522,304		$   3,481,457		$   3,527,375		$   3,864,569		$   4,304,112		$   4,381,588		$   4,586,160		$   6,499,027		$   7,872,413		$   8,009,300		$   8,504,262		$   9,338,898

						I77 Percentage Change				-1.16%		1.32%		9.56%		11.37%		1.80%		4.67%		41.71%		21.13%		1.74%		6.18%		9.81%

		DMV Hold / Collections		Collections		Total Accounts in Collections		--		--		--		45,993

tc={8071CD1E-2475-F84E-903D-35E5DFE15441}: [Threaded comment]

Your version of Excel allows you to read this threaded comment; however, any edits to it will get removed if the file is opened in a newer version of Excel. Learn more: https://go.microsoft.com/fwlink/?linkid=870924

Comment:
    select COUNT (DISTINCT ETC_ACCOUNT_ID) from tpms.t_tpms_account acc1
where viol_balance < 0;
Reply:
    Run Date: 5.26.21		45,890		--		--		--		--		--		--		120,795				Miscellaneous Queries

						% Total Accounts in Collections		--		--		--		2.9%		2.7%		--		--		--		--		--		--		6.4%						Move collections  / DMV reg to its own section…say "Total Col…Total DMV…)

				DMV Hold		Total Accounts W/ Registration Stop		--		--		--		118,417

tc={18C2E53D-4F84-3846-B8CC-C76912CB2D8A}: [Threaded comment]

Your version of Excel allows you to read this threaded comment; however, any edits to it will get removed if the file is opened in a newer version of Excel. Learn more: https://go.microsoft.com/fwlink/?linkid=870924

Comment:
    SELECT count (distinct x_etc_account_id) 
FROM siebel.s_org_ext_xm 
WHERE x_current_dmv_status = 'Hold' ;
Reply:
    Run Date: 5.26.21		119,396		--		--		--		--		--		--		141,961

						% Total Accounts W/ Registration Stop		--		--		--		7.5%		7.0%		--		--		--		--		--		--		7.5%

		Mail House Statistics		Mail		Bounced  Email Address Update (BEMAIL)		48		59		59		265		134		254		134		178		40		92		55		66		1,384		Content Critical Production Detail and Web Report

(Report sent by GC Services. Create pivot tables by App Type and sum Columns Email and Mail)

						Credit Cards Decline (CCDECL)		579		454		738		782		789		835		789		861		734		712		786		801		8,860				Get names of documents instead of acronyms				1/24: Included names and acrynoms 

						Credit Card Expiration  (CCEXP)		641		0		635		1,225		634		555		634		482		540		595		419		656		7,016

						Challenge Answer (CHLRMD)		27		20		55		69		61		65		61		64		58		39		24		34		577

						Dept of Motor Vehicle Hold Release (DMVHR)		8,719		9,103		8,687		7,280		4,088		6,495		4,088		6,268		7,480		12,339		8,215		8,851		91,613

						HOV TOLL												0		0		0		0		0		0		0		0

						Warn Inactive Account Notification (IA-WARN)		161		117		142		201		192		237		192		285		154		42		21		12		1,756

						Initial Replenishment Evaluation (IEVAL)		16		19		23		34		40		41		40		79		57		76		65		52		542

						Invoice (Bill by Mail) (INV1)		352,135		319,675		298,320		335,141		411,982		400,920		411,982		589,254		741,321		611,890		564,434		558,452		5,595,506

						Negative Balance (NEGBAL)		712		525		788		970		1,003		1,055		1,003		1,652		1,100		1,256		1,199		1,301		12,564

						Returned Check (NSF)		7		5		6		4		2		1		2		2		2		7		5		4		47

						Password Request (PASSRMD)		279		198		262		280		324		409		324		468		463		456		383		373		4,219

						Pin Request (PINRMD)		430		384		489		565		599		728		599		632		592		572		450		491		6,531

						Quarterly Replenishment Evaluation (QEVAL)		1,671		1,275		1,418		1,665		1,602		1,726		1,602		2,162		2,382		2,720		2,535		2,643		23,401

						Statements (STMTS)		6,093		5,328		5,883		6,059		5,580		7,043		5,580		6,742		8,969		8,167		7,279		8,323		81,046

						Informal Review Determination Tolls Waived/Tolls Denied/Tolls Rejected (TOLLDISP)		732		597		626		602		777		739		777		800		1,021		1,056		814		1,094		9,635

				Email		Bounced  Email Address Update (BEMAIL)		145		258		378		1,988		1,132		1,717		1,132		867		221		432		300		336		8,906

						Credit Cards Decline (CCDECL)		2,975		2,662		3,993		4,285		4,037		4,075		4,037		4,142		3,532		3,727		3,858		4,006		45,329

						Credit Card Expiration  (CCEXP)		3,850		0		3,517		7,098		3,601		2,936		3,601		2,662		2,928		3,050		2,344		4,006		39,593

						Challenge Answer (CHLRMD)		130		56		94		111		136		99		136		45		58		49		19		29		962

						Dept of Motor Vehicle Hold Release (DMVHR)		0		0		0		0		0		0		0		0		0		0		0		0		0						change account suspension to negativa balance

						HOV TOLL												271		55		550		1,679		1,288		1,310		2,588		7,741

						Warn Inactive Account Notification (IA-WARN)		983		722		1,003		1,043		1,246		1,494		1,246		1,821		1,004		201		104		41		10,908

						Initial Replenishment Evaluation (IEVAL)		411		227		304		403		511		545		511		1,010		948		800		702		748		7,120

						Invoice (Bill by Mail) (INV1)		26,824		22,771		22,168		24,581		27,848		28,739		27,848		35,132		41,265		36,284		35,370		37,775		366,605

						Negative Balance (NEGBAL)		3,250		2,680		4,162		4,597		5,072		5,095		5,072		7,562		5,133		5,739		5,778		6,342		60,482

						Returned Check (NSF)		0		0		0		1		1		1		1		0		2		2		3		3		14

						Password Request (PASSRMD)		0		0		0		0		0		0		0		0		0		0		0		0		0

						Pin Request (PINRMD)		736		645		890		767		884		962		884		705		683		594		516		541		8,807						Change to "Initial Replenishment Evaluation"

						Quarterly Replenishment Evaluation (QEVAL)		11,451		7,961		8,831		10,945		10,048		10,183		10,048		13,052		14,050		17,513		15,195		16,060		145,337						Change to "Quarterly Replenishment Evaluation"

						Statements (STMTS)		153,614		138,459		138,754		170,550		169,203		179,150		169,203		190,704		196,065		176,953		178,575		180,677		2,041,907

						Informal Review Determination Tolls Waived/Tolls Denied/Tolls Rejected (TOLLDISP)		0		0		0		0		0		0		0		0		0		0		0		0		0

				Archive		Invoice (Bill by Mail) (INV1)		586,301		643,230		639,424		614,098		686,011		689,502		709,538		667,140		681,848		766,670		722,739		744,665		8,151,166

						Statements (STMTS)		178,549		186,084		178,617		169,953		169,133		171,169		167,596		163,069		175,009		186,521		189,562		191,881		2,127,143

				Total		Bounced  Email Address Update (BEMAIL)		193		317		437		2,253		1,266		1,971		1,266		1,045		261		524		355		402		10,290

						Credit Cards Decline (CCDECL)		3,554		3,116		4,731		5,067		4,826		4,910		4,826		5,003		4,266		4,439		4,644		4,807		54,189

						Credit Card Expiration  (CCEXP)		4,491		0		4,152		8,323		4,235		3,491		4,235		3,144		3,468		3,645		2,763		4,662		46,609

						Challenge Answer (CHLRMD)		157		76		149		180		197		164		197		109		116		88		43		63		1,539

						Dept of Motor Vehicle Hold Release (DMVHR)		8,719		9,103		8,687		7,280		4,088		6,495		4,088		6,268		7,480		12,339		8,215		8,851		91,613

						HOV TOLL												271		55		550		1,679		1,288		1,310		2,588		7,741

						Warn Inactive Account Notification (IA-WARN)		1,144		839		1,145		1,244		1,438		1,731		1,438		2,106		1,158		243		125		53		12,664

						Initial Replenishment Evaluation (IEVAL)		427		246		327		437		551		586		551		1,089		1,005		876		767		800		7,662

						Invoice (Bill by Mail) (INV1)		378,959		342,446		320,488		359,722		439,830		429,659		439,830		624,386		782,586		648,174		599,804		596,227		5,962,111

						Negative Balance (NEGBAL)		3,962		3,205		4,950		5,567		6,075		6,150		6,075		9,214		6,233		6,995		6,977		7,643		73,046

						Returned Check (NSF)		7		5		6		5		3		2		3		2		4		9		8		7		61

						Password Request (PASSRMD)		279		198		262		280		324		409		324		468		463		456		383		373		4,219

						Pin Request (PINRMD)		1,166		1,029		1,379		1,332		1,483		1,690		1,483		1,337		1,275		1,166		966		1,032		15,338

						Quarterly Replenishment Evaluation (QEVAL)		13,122		9,236		10,249		12,610		11,650		11,909		11,650		15,214		16,432		20,233		17,730		18,703		168,738

						Statements (STMTS)		159,707		143,787		144,637		176,609		174,783		186,193		174,783		197,446		205,034		185,120		185,854		189,000		2,122,953

						Informal Review Determination Tolls Waived/Tolls Denied/Tolls Rejected (TOLLDISP)		732		597		626		602		777		739		777		800		1,021		1,056		814		1,094		9,635

		Image Review Audit Results		Images Reviewed		Reviewed		603,607		425,550		250,265		254,675		518,773		424,312		394,464		409,869		354,655		341,877		332,136		420,954		4,731,137		Image Review Audit Results
(Available in CSC Dashboard. 1/24: These numbers were pulled from Image QA Back Billing tracker for the invoice for G C Services)						1/25 FC: For 2022, woud it be helpful to have the Image QA rejects brooken down by each roadway to see individual performance?

						Accepted		557,857		411,783		244,780		249,376		510,181		417,741		389,373		404,516		350,111		338,846		329,472		414,543		4,618,579

						Incorrect		45,750		13,767		5,485		5,299		8,592		6,571		5,091		5,353		4,544		3,031		2,664		6,411		112,558

						% Incorrect		7.6%		3.2%		2.2%		2.1%		1.7%		1.5%		1.3%		1.3%		1.3%		0.9%		0.8%		1.5%		25.4%

		BOS Received Transactions (Count)		Tri-Ex		ETC		1,518,081		1,896,960		2,370,565		2,460,962		2,537,560		2,615,540		2,656,489		2,691,072		2,711,488		2,893,247		2,789,175		2,753,915		29,895,054		Q15 - 1.1 ETC Received

						VIDEO		1,946,728		1,457,164		1,782,791		2,001,338		2,020,051		2,042,653		2,130,870		2,163,119		2,129,467		2,223,944		2,148,953		2,131,829		24,178,907		Q15 1.2 Video Received

						Total TriEx		3,464,809		3,354,124		4,153,356		4,462,300		4,557,611		4,658,193		4,787,359		4,854,191		4,840,955		5,117,191		4,938,128		4,885,744		54,073,961

				Monroe		ETC		1,132,170		1,085,440		1,348,540		1,387,205		1,393,855		1,410,956		1,432,710		1,455,804		1,454,502		1,483,206		1,411,363		1,368,611		16,364,362		Q15 - 1.1 ETC Received

						VIDEO		1,540,389		1,495,437		1,838,410		2,110,854		2,243,061		2,278,159		2,464,494		2,292,092		2,139,399		2,178,201		2,016,509		1,955,703		24,552,708		Q15 1.2 Video Received

						Total Monroe		2,672,559		2,580,877		3,186,950		3,498,059		3,636,916		3,689,115		3,897,204		3,747,896		3,593,901		3,661,407		3,427,872		3,324,314		40,917,070

				I-77		ETC		758,167		751,229		1,085,588		1,168,990		1,209,635		1,332,628		1,435,495		1,378,710		1,348,487		1,503,450		1,488,037		1,465,590		14,926,006		Q15 - 1.1 ETC Received

						VIDEO		596,313		641,838		956,530		1,093,321		1,128,561		1,289,554		1,441,882		1,308,078		1,199,653		1,352,509		1,328,246		1,321,936		13,658,421		Q15 1.2 Video Received

						HOV		125,955		75,070		4,455		4,308		5,027		4,883		5,356		4,725		4,974		5,792		5,431		4,553		250,529		 HOV Query 2, Plan Type: 220 HOVONLY for Agency 33

						Total I77		1,354,480		1,393,067		2,042,118		2,262,311		2,338,196		2,622,182		2,877,377		2,686,788		2,548,140		2,855,959		2,816,283		2,787,526		28,584,427

		BOS Received Transactions (Count)		Tri-Ex		ETC		43.81%		56.56%		57.08%		55.15%		55.68%		56.15%		55.49%		55.44%		56.01%		56.54%		56.48%		56.37%		55.29%		Transponder Penetration

						VIDEO		56.19%		43.44%		42.92%		44.85%		44.32%		43.85%		44.51%		44.56%		43.99%		43.46%		43.52%		43.63%		44.71%

				Monroe		ETC		42.36%		42.06%		42.31%		39.66%		38.33%		38.25%		36.76%		38.84%		40.47%		40.51%		41.17%		41.17%		39.99%

						VIDEO		57.64%		57.94%		57.69%		60.34%		61.67%		61.75%		63.24%		61.16%		59.53%		59.49%		58.83%		58.83%		60.01%

				I-77		ETC		55.97%		53.93%		53.16%		51.67%		51.73%		50.82%		49.89%		51.31%		52.92%		52.64%		52.84%		52.58%		52.22%

						VIDEO		44.03%		46.07%		46.84%		48.33%		48.27%		49.18%		50.11%		48.69%		47.08%		47.36%		47.16%		47.42%		47.78%

		BOS Received Transactions (Expected Amount)		Tri-Ex		ETC		$1,402,711		$1,385,530		$1,729,100		$1,775,732		$1,832,366		$1,880,958		$1,913,208		$1,933,947		$1,943,705		$2,055,474		$1,984,744		$1,952,981		$21,790,458		Q15 - Expected Amount

						VIDEO		$1,662,822		$1,583,742		$2,062,902		$2,271,825		$2,224,255		$2,243,357		$2,355,382		$2,362,661		$2,321,671		$2,415,691		$2,338,910		$2,305,144		$26,148,361

						Total TriEx		$3,065,533		$2,969,271		$3,792,002		$4,047,557		$4,056,621		$4,124,314		$4,268,591		$4,296,607		$4,265,377		$4,471,165		$4,323,655		$4,258,125		$47,938,819

				Monroe		ETC		$647,846		$617,030		$762,004		$774,746		$769,529		$783,310		$781,432		$799,972		$797,872		$811,930		$775,771		$755,207		$9,076,650

						VIDEO		$1,128,891		$1,090,484		$1,344,499		$1,508,795		$1,572,816		$1,613,954		$1,718,289		$1,620,087		$1,523,491		$1,546,064		$1,432,286		$1,385,750		$17,485,407

						Total Monroe		$1,776,737		$1,707,515		$2,106,503		$2,283,541		$2,342,345		$2,397,264		$2,499,721		$2,420,059		$2,321,363		$2,357,995		$2,208,057		$2,140,957		$26,562,057

				I-77		ETC		$802,943		$843,415		$1,292,223		$1,434,879		$1,479,733		$1,738,357		$1,871,173		$1,820,090		$1,849,831		$2,098,668		$2,144,432		$2,216,482		$19,592,226

						VIDEO		$1,001,839		$1,130,497		$1,831,118		$2,163,296		$2,204,428		$2,700,202		$3,014,190		$2,767,542		$2,600,242		$3,006,788		$3,085,856		$3,220,758		$28,726,755

						HOV		$0		$0		$0		$0		$0		$0		$0		$0		$0		$0		$0		$0		$0

						Total I77		$1,804,782		$1,973,912		$3,123,341		$3,598,175		$3,684,160		$4,438,559		$4,885,363		$4,587,633		$4,450,072		$5,105,456		$5,230,288		$5,437,241		$48,318,981

		Posted Transactions (Count)		Tri-Ex		Home (Prepaid)		1,932,138		1,782,843		2,323,490		2,428,127		2,478,803		2,542,504		2,586,091		2,564,318		2,648,831		2,813,330		2,703,333		2,680,113		29,483,921		Q15 Report (Posted)


H0V Plan_type: 220/ Motorcycle: 221 - Query 2


						ETOLL (2.2.1 Toll Posted)		1,641,846		1,482,003		1,984,889		2,059,893		2,123,199		2,180,191		2,210,785		2,163,573		2,266,531		2,417,887		2,313,184		2,293,281		25,137,262

						ITOLL (2.2.3 Toll Posted)		290,287		300,836		338,599		368,223		355,597		362,283		375,304		400,699		382,300		395,439		390,747		386,978		4,347,292

						Away		411,178		392,615		504,263		539,640		561,260		588,161		603,201		598,416		600,522		637,999		637,148		615,612		6,690,015

						Home (Postpaid)		1,050,516		980,745		1,245,859		1,412,127		1,446,919		1,484,690		1,556,948		1,553,094		1,551,384		1,624,727		1,559,707		1,551,082		17,017,798

						Uncollectible		68,291		187,583		77,280		75,234		68,591		41,252		39,200		42,043		37,784		39,061		34,650		30,160		741,129		Q15 Report / 7 (Home Rejects) + 8 (FTE Rejects) + 9 (IAG Rejects)

						Total		3,462,123		3,343,786		4,150,892		4,455,128		4,555,573		4,656,607		4,785,440		4,757,871		4,838,521		5,115,117		4,934,838		4,876,967		53,932,863

				Monroe		Home (Prepaid)		1,244,697		989,218		1,206,064		1,244,697		1,250,824		1,263,134		1,281,332		1,295,997		1,292,736		1,318,886		1,256,996		1,223,514		14,868,095		Q15 Report (Posted)


H0V Plan_type: 220/ Motorcycle: 221 - Query 2


						ETOLL (2.2.1 Toll Posted)		1,074,408		841,011		1,048,110		1,074,408		1,079,558		1,089,603		1,099,714		1,117,531		1,124,754		1,142,300		1,083,377		1,049,988		12,824,762

						ITOLL (2.2.3 Toll Posted)		170,266		148,205		157,954		170,266		171,228		173,531		181,618		178,466		167,982		176,586		173,597		173,526		2,043,225

						Away		467,097		363,564		443,492		467,097		474,597		488,131		507,139		510,055		489,312		504,977		476,138		467,196		5,658,795

						Home (Postpaid)		1,686,545		1,144,312		1,438,924		1,686,545		1,822,567		1,875,141		2,043,232		1,877,858		1,750,026		1,777,933		1,639,015		1,580,442		20,322,540

						Uncollectible 		96,722		81,192		93,268		96,722		85,800		60,232		61,981		60,490		58,898		57,094		52,168		44,745		849,312		Q15 Report / 7 (Home Rejects) + 8 (FTE Rejects) + 9 (IAG Rejects)

						Total		3,495,061		2,578,286		3,181,748		3,495,061		3,633,788		3,686,638		3,893,684		3,744,400		3,590,972		3,658,890		3,424,317		3,315,897		41,698,742		Note: Diff in totals from received is due to Transit Video/Interop

				I-77		Home (Prepaid)		656,705		673,605		936,878		999,188		1,046,388		1,155,634		1,210,061		1,159,210		1,186,251		1,315,636		1,282,211		1,253,519		12,875,286		Q15 Report (Posted)
H0V Plan_type: 220/ Motorcycle: 221 - Query 2
		Add in rejected category, total counts reconcile with CSC Received counts 				 1/25 FC: rejects displayed in BOS Received

						ETOLL (2.2.1 Toll Posted)		592,266		591,896		839,864		889,230		931,342		1,016,186		1,067,061		1,033,725		1,059,405		1,176,735		1,150,709		1,123,986		11,472,405

						ITOLL (2.2.3 Toll Posted)		64,439		81,696		97,013		109,939		115,041		139,443		142,998		125,482		126,842		138,901		131,499		129,533		1,402,826

						Away		176,656		171,242		274,657		319,696		317,476		363,218		441,573		382,992		330,310		381,498		393,887		397,201		3,950,406				Add in "total" for each of roadways

						Home (Postpaid)		422,332		438,846		691,191		797,895		841,413		980,624		1,102,828		958,659		917,668		1,027,670		1,007,963		1,002,916		10,190,005

						Uncollectible		97,674		108,400		137,047		144,329		131,876		117,581		120,848		183,781		112,822		129,845		130,164		127,669		1,542,036		Q15 Report / 7 (Home Rejects) + 8 (FTE Rejects) + 9 (IAG Rejects)

						Total		1,353,367		1,392,093		2,039,773		2,261,108		2,337,153		2,617,057		2,875,310		2,684,642		2,547,051		2,854,649		2,814,225		2,781,305		28,557,733

		Posted Transactions (Amount)		Tri-Ex		Home (Prepaid)		$1,347,012		$1,196,816		$1,652,728		$1,722,470		$1,745,443		$1,779,523		$1,819,665		$1,792,174		$1,842,969		$1,949,167		$1,872,575		$1,845,521		$20,566,063

						ETOLL (2.2.1 Toll Posted)		$1,129,263		$978,853		$1,392,584		$1,436,788		$1,479,458		$1,510,432		$1,538,392		$1,502,186		$1,568,335		$1,661,519		$1,590,560		$1,567,113		$17,355,484

						ITOLL (2.2.3 Toll Posted)		$217,745		$217,959		$260,143		$285,667		$265,969		$269,071		$281,272		$289,952		$274,634		$287,645		$282,016		$278,408		$3,210,481

						Away		$361,210		$342,634		$439,308		$458,221		$473,324		$494,312		$502,321		$497,677		$503,059		$526,916		$523,287		$511,290		$5,633,560

						Home (Postpaid)		$1,147,719		$1,057,653		$1,402,216		$1,587,282		$1,608,977		$1,645,871		$1,735,613		$1,720,668		$1,713,904		$1,782,183		$1,720,371		$1,695,218		$18,817,674

						Uncollectible		$84,236		$77,041		$93,571		$79,803		$72,541		$48,743		$49,263		$46,846		$45,474		$49,181		$44,278		$37,437		$728,413

						Total		$2,940,176		$2,674,144		$3,587,824		$3,847,776		$3,900,286		$3,968,448		$4,106,862		$4,057,364		$4,105,405		$4,307,448		$4,160,511		$4,089,466		$45,745,709

				Monroe		Home (Prepaid)		$541,061		$430,817		$527,004		$541,061		$540,072		$549,096		$548,361		$559,187		$553,306		$560,896		$532,539		$516,097		$6,399,497

						ETOLL (2.2.1 Toll Posted)		$460,727		$361,951		$450,875		$460,727		$459,537		$464,560		$463,199		$473,584		$475,222		$478,139		$453,008		$437,189		$5,438,720

						ITOLL (2.2.3 Toll Posted)		$80,312		$68,864		$76,128		$80,312		$80,477		$84,537		$85,162		$85,603		$78,084		$82,757		$79,507		$78,908		$960,651

						Away		$415,875		$339,295		$406,943		$415,875		$412,733		$430,095		$433,642		$441,926		$431,662		$444,852		$422,154		$420,554		$5,015,607				For rejects here use full fare amount

						Home (Postpaid)		$1,125,309		$767,691		$974,258		$1,125,309		$1,199,967		$1,236,008		$1,331,723		$1,233,472		$1,159,209		$1,174,078		$1,086,393		$1,037,799		$13,451,215

						Uncollectible		$95,832		$81,340		$97,270		$95,832		$83,211		$69,538		$70,541		$69,971		$70,156		$67,841		$63,755		$57,826		$923,114

						Total		$2,178,076		$1,619,142		$2,005,475		$2,178,076		$2,235,983		$2,284,737		$2,384,268		$2,304,557		$2,214,334		$2,247,668		$2,104,841		$2,032,275		$25,789,433

				I-77		Home (Prepaid)		$602,082		$659,805		$968,651		$1,088,853		$1,117,204		$1,338,547		$1,389,513		$1,353,301		$1,430,689		$1,614,512		$1,633,371		$1,662,850		$14,859,378

						ETOLL (2.2.1 Toll Posted)		$532,046		$571,963		$853,428		$957,397		$982,688		$1,160,772		$1,208,810		$1,192,124		$1,266,424		$1,428,948		$1,442,894		$1,467,408		$13,064,904

						ITOLL (2.2.3 Toll Posted)		$70,035		$87,826		$115,221		$131,420		$134,505		$177,771		$180,701		$161,172		$164,260		$185,564		$190,475		$195,442		$1,794,393

						Away		$188,792		$200,285		$337,977		$403,654		$396,915		$486,066		$585,021		$512,722		$466,723		$547,811		$578,662		$622,296		$5,326,923

						Home (Postpaid)		$713,658		$781,147		$1,336,841		$1,599,526		$1,660,971		$2,065,660		$2,317,286		$2,022,964		$1,987,254		$2,286,465		$2,342,230		$2,460,516		$21,574,519

						Uncollectible		$84,257		$103,144		$130,405		$116,562		$109,377		$96,815		$113,495		$104,940		$93,404		$120,582		$136,552		$142,021		$1,351,554

						Total		$1,588,789		$1,744,381		$2,773,874		$3,208,595		$3,284,467		$3,987,088		$4,405,315		$3,993,927		$3,978,070		$4,569,371		$4,690,815		$4,887,683		$43,112,374

		Posted Transactions by Class 		Tri-Ex		Class 1 		3,240,689		3,019,573		3,873,643		4,167,202		4,285,850		4,410,981		4,535,671		4,541,936		4,599,648		4,873,389		4,715,512		4,669,892

						Class 2		41,961		37,032		58,325		60,237		55,251		56,802		64,973		57,878		56,170		58,138		56,442		51,108

						Class 3		115,521		103,024		146,725		156,876		150,700		151,952		150,460		147,747		148,507		148,417		142,830		134,812

						% Class 1		95.4%		95.6%		95.0%		95.0%		95.4%		95.5%		95.5%		95.7%		95.7%		95.9%		95.9%		96.2%

						% Class 2		1.2%		1.2%		1.4%		1.4%		1.2%		1.2%		1.4%		1.2%		1.2%		1.1%		1.1%		1.1%

						% Class 3		3.4%		3.3%		3.6%		3.6%		3.4%		3.3%		3.2%		3.1%		3.1%		2.9%		2.9%		2.8%

				Monroe		Class 1 		2,220,185		2,154,515		2,665,482		2,970,274		3,130,634		3,190,568		3,405,766		3,246,805		3,102,438		3,166,332		2,959,871		2,869,766

						Class 2		34,210		31,856		44,160		46,361		47,183		47,460		48,645		48,786		48,133		48,982		44,954		43,299

						Class 3		330,886		314,140		383,637		385,920		374,792		392,523		381,474		392,746		385,366		390,421		372,004		364,572

						% Class 1		85.9%		86.2%		86.2%		87.3%		88.1%		87.9%		88.8%		88.0%		87.7%		87.8%		87.7%		87.6%

						% Class 2		1.3%		1.3%		1.4%		1.4%		1.3%		1.3%		1.3%		1.3%		1.4%		1.4%		1.3%		1.3%

						% Class 3		12.8%		12.6%		12.4%		11.3%		10.5%		10.8%		9.9%		10.6%		10.9%		10.8%		11.0%		11.1%

		Home Customers on Away Agency Roads		Count		BURLINGTON COUNTY BRIDGE COMMISSION		60		58		81		93		138		136		152		135		120		134		147		137		1,391		Query 5: Home Customers on Away Agency Tx Count (query updated 1.20.22)

						Cline Avenue Bridge LLC		- 0		8		- 0		- 0		- 0		- 0		- 0		- 0		- 0		- 0		- 0		- 0		8

						DELAWARE DOT		9,021		7,626		10,823		13,178		15,771		19,996		23,041		19,089		15,940		16,399		17,300		17,344		185,528

						DELAWARE RIVER AND BAY AUTHORITY		3,289		2,407		3,307		4,255		5,048		6,406		7,988		7,143		5,738		5,775		6,256		6,291		63,903				Add in NCQP customers on away agency roads

						DELAWARE RIVER PORT AUTHORITY		558		512		652		830		1,034		1,274		1,565		1,438		1,280		1,338		1,452		1,393		13,326

						Florida Turnpike Enterprise		17,395		20,617		28,749		30,478		26,286		29,667		33,847		26,061		24,213		27,915		43,288		58,036		366,552

						ILLINOIS TOLLWAY		9,568		8,432		11,397		11,562		13,737		18,444		22,718		19,425		16,323		15,244		15,684		19,274		181,808

						INDIANA TOLL ROAD		960		872		1,216		1,400		1,675		2,327		2,898		2,309		1,954		1,877		1,753		1,649		20,890

						JOINT TOLL BRIDGE COMMISSION		1,669		1,331		1,992		2,278		2,658		3,218		3,719		3,364		2,843		2,973		3,020		3,011		32,076

						Lee County Florida		344		483		502		508		463		476		538		375		276		305		388		188		4,846

						MAINE TURNPIKE AUTHORITY		1,164		1,220		1,726		1,981		2,895		4,691		7,178		6,712		4,943		4,036		2,360		2,525		41,431

						Maryland Transportation Authority		11,859		10,258		17,109		17,157		25,833		35,401		41,530		34,801		28,993		29,216		32,836		10,453		295,446

						MASSACHUSETTS TURNPIKE AUTHORITY		3,707		3,181		4,630		5,276		6,913		8,903		12,384		11,129		8,603		8,699		7,353		7,185		87,963

						MDX Miami Dade Expressway		3,513		5,048		5,594		5,811		4,615		5,056		6,748		5,258		4,622		4,663		5,436		3,104		59,468

						Minnesota DOT		- 0		- 0		- 0		- 0		- 0		- 0		- 0		42		16		14		11		9		92

						MTA B&T		4,391		3,310		4,975		5,851		7,543		9,245		11,474		9,927		8,538		8,121		8,159		7,890		89,424

						NEW HAMPSHIRE DOT		1,403		1,369		1,942		2,081		2,915		4,163		6,192		5,325		4,198		4,005		2,872		2,860		39,325

						NEW JERSEY HIGHWAY AUTHORITY		3,703		2,883		4,463		5,839		7,014		9,896		12,498		10,454		7,954		7,968		7,936		8,550		89,158

						NEW JERSEY TURNPIKE AUTHORITY		9,909		7,742		10,787		13,092		16,201		20,514		24,581		21,245		18,031		17,772		19,759		20,367		200,000

						NEW YORK STATE THRUWAY		7,807		6,745		10,296		11,727		16,513		24,887		35,329		29,154		21,675		20,295		15,406		14,428		214,262

						NIAGARA FALLS BRIDGE COMMISSION		8		15		15		15		18		27		29		44		35		28		33		48		315

						NYSBA		489		441		719		891		1,166		1,375		1,880		1,526		1,326		1,382		1,218		1,272		13,685

						Ohio Turnpike and Infrastructure Commission		1,636		1,559		2,205		2,221		2,511		3,432		3,863		3,590		3,103		2,686		3,092		3,482		33,380

						OOCEA Orlando		8,694		8,580		10,642		11,002		9,718		11,630		13,394		10,178		9,900		10,575		12,297		10,290		126,900

						PEACE BRIDGE, NEW YORK		40		40		40		53		60		46		82		106		65		100		50		100		782

						PENNSYLVANIA TURNPIKE COMMISSION		5,429		4,931		6,401		7,668		9,610		12,330		14,439		13,001		11,678		12,243		13,040		12,567		123,337

						PORT AUTHORITY OF NY & NJ		3,210		2,432		3,444		3,962		5,135		6,311		7,582		6,323		5,236		5,040		5,563		6,287		60,525

						RI Tnpk/Bridge Auth		1,082		1,191		1,499		1,790		1,891		1,934		2,055		2,091		2,038		2,014		1,807		1,530		20,922

						RIVERLINK		1,102		1,037		1,430		1,493		1,724		2,080		2,624		2,429		2,214		2,116		2,242		2,216		22,707

						Skyway Concession Company (SCC)		269		230		322		439		533		721		940		725		550		538		501		542		6,310

						SOUTH JERSEY TRANSPORTATION AUTHORITY		551		529		757		1,001		1,307		1,715		2,361		1,852		1,309		1,186		1,262		1,183		15,013

						SRTA Georgia		4,244		4,397		6,458		7,743		7,914		8,685		9,822		8,483		7,867		9,408		9,293		3,220		87,534

						Tampa Hillsborough Expressway		1,100		1,234		1,394		1,334		1,353		1,580		1,610		1,413		1,274		1,353		1,281		1,174		16,100

						THOUSAND ISLANDS BRIDGE AUTHORITY (TIBA)		8		8		11		7		11		19		32		66		35		30		12		27		266

						VDOT Smart Tag		24,771		23,958		32,479		34,246		36,696		43,083		45,751		41,831		40,033		40,511		40,880		38,146		442,385

						WEST VIRGINIA PARKWAYS AUTHORITY		22,361		18,415		27,469		32,207		36,383		43,538		52,306		46,142		39,382		39,547		46,035		46,913		450,698

				Amount		BURLINGTON COUNTY BRIDGE COMMISSION		$390		$624		$605		$693		$981		$1,130		$1,085		$944		$845		$764		$850		$582		$9,493

						Cline Avenue Bridge LLC		- 0		$22		- 0		- 0		- 0		- 0		- 0		- 0		- 0		- 0		- 0		- 0		22

						DELAWARE DOT		$44,386		$38,796		$52,949		$62,636		$73,164		$88,398		$99,540		$84,807		$72,644		$75,725		$77,805		$82,995		$853,846

						DELAWARE RIVER AND BAY AUTHORITY		$47,856		$40,508		$52,519		$62,919		$71,584		$82,844		$90,760		$84,332		$78,531		$82,120		$82,228		$88,605		$864,803

						DELAWARE RIVER PORT AUTHORITY		$9,373		$7,755		$8,866		$11,310		$15,325		$18,024		$19,158		$17,978		$16,760		$17,691		$22,178		$22,184		$186,600

						Florida Turnpike Enterprise		$29,331		$33,409		$54,038		$54,672		$48,522		$51,752		$57,311		$47,074		$45,505		$52,542		$60,826		$70,290		$605,272

						ILLINOIS TOLLWAY		$26,683		$23,430		$29,400		$28,549		$31,687		$40,399		$45,223		$41,280		$36,193		$37,285		$37,361		$53,559		$431,049

						INDIANA TOLL ROAD		$8,616		$9,067		$13,201		$12,156		$13,441		$20,270		$20,046		$19,461		$16,456		$15,364		$17,491		$15,260		$180,829

						JOINT TOLL BRIDGE COMMISSION		$15,133		$13,432		$19,413		$23,688		$26,051		$28,886		$28,040		$25,188		$24,912		$25,971		$25,966		$25,536		$282,215

						Lee County Florida		$1,198		$1,572		$1,684		$1,752		$1,674		$1,708		$1,856		$1,258		$952		$1,058		$1,280		$644		$16,636

						MAINE TURNPIKE AUTHORITY		$3,217		$3,517		$5,082		$5,557		$7,655		$11,320		$15,842		$15,359		$12,322		$10,125		$7,857		$8,462		$106,315

						Maryland Transportation Authority		$113,344		$109,168		$155,552		$127,072		$214,611		$272,752		$300,735		$258,094		$229,445		$238,845		$261,002		$106,664		$2,387,284

						MASSACHUSETTS TURNPIKE AUTHORITY		$8,112		$6,437		$9,448		$10,958		$13,872		$17,013		$23,154		$21,390		$16,967		$17,076		$14,666		$13,492		$172,584

						MDX Miami Dade Expressway		$1,732		$2,426		$2,690		$2,710		$2,170		$2,405		$3,193		$2,485		$2,235		$2,215		$2,566		$1,411		$28,239

						Minnesota DOT		- 0		- 0		- 0		- 0		- 0		- 0		- 0		$9		$2		$0		$2		$1		$14

						MTA B&T		$62,125		$45,765		$67,957		$87,893		$114,821		$129,861		$145,558		$135,275		$117,323		$115,516		$115,116		$112,895		$1,250,106

						NEW HAMPSHIRE DOT		$2,379		$2,415		$3,613		$3,885		$5,349		$7,385		$10,123		$8,921		$7,359		$6,628		$4,618		$4,505		$67,179

						NEW JERSEY HIGHWAY AUTHORITY		$5,906		$4,726		$7,571		$9,622		$11,486		$16,464		$20,371		$17,349		$13,520		$13,082		$12,696		$13,740		$146,536

						NEW JERSEY TURNPIKE AUTHORITY		$133,178		$111,523		$150,728		$184,330		$223,287		$272,894		$305,742		$272,752		$233,872		$236,744		$253,589		$263,592		$2,642,230

						NEW YORK STATE THRUWAY		$50,778		$44,969		$65,155		$70,186		$79,117		$98,566		$113,144		$101,365		$86,996		$88,567		$82,658		$77,547		$959,047

						NIAGARA FALLS BRIDGE COMMISSION		$32		$85		$109		$68		$72		$112		$116		$176		$226		$294		$340		$348		$1,978

						NYSBA		$1,489		$1,293		$1,946		$2,499		$3,439		$3,695		$5,620		$5,058		$4,849		$4,701		$4,528		$4,676		$43,792

						Ohio Turnpike and Infrastructure Commission		$13,269		$12,992		$19,598		$17,600		$20,491		$27,469		$28,483		$28,144		$23,952		$22,317		$25,962		$28,188		$268,462

						OOCEA Orlando		$10,508		$10,187		$12,576		$12,670		$10,991		$13,051		$15,126		$11,373		$8,888		$11,873		$13,984		$11,643		$142,870

						PEACE BRIDGE, NEW YORK		$436		$517		$514		$557		$676		$390		$615		$672		$587		$784		$449		$594		$6,791

						PENNSYLVANIA TURNPIKE COMMISSION		$68,257		$67,191		$83,621		$91,805		$118,195		$136,930		$154,382		$144,418		$133,969		$141,003		$139,942		$139,955		$1,419,667

						PORT AUTHORITY OF NY & NJ		$89,456		$63,765		$80,732		$95,082		$128,621		$147,744		$163,357		$144,681		$124,698		$123,345		$139,895		$159,751		$1,461,127

						RI Tnpk/Bridge Auth		$4,101		$4,534		$5,763		$6,830		$7,252		$7,496		$7,835		$8,275		$8,333		$8,428		$7,370		$6,332		$82,549

						RIVERLINK		$6,830		$6,542		$8,835		$9,036		$9,093		$10,809		$12,522		$12,712		$12,225		$11,934		$12,065		$12,267		$124,871

						Skyway Concession Company (SCC)		$3,253		$3,384		$3,750		$5,066		$5,875		$8,140		$9,272		$7,469		$5,815		$5,668		$5,226		$6,518		$69,436

						SOUTH JERSEY TRANSPORTATION AUTHORITY		$1,434		$1,438		$1,882		$2,863		$3,536		$4,463		$6,251		$4,887		$3,603		$3,090		$3,036		$2,876		$39,358

						SRTA Georgia		$8,054		$9,444		$13,952		$18,146		$16,556		$20,060		$23,715		$21,124		$20,213		$23,292		$24,297		$8,736		$207,589

						Tampa Hillsborough Expressway		$1,757		$2,057		$2,228		$2,193		$2,050		$2,406		$2,603		$2,245		$2,027		$2,023		$1,903		$1,745		$25,237

						THOUSAND ISLANDS BRIDGE AUTHORITY (TIBA)		$65		$80		$102		$69		$82		$94		$115		$246		$148		$108		$39		$119		$1,265

						VDOT Smart Tag		$88,034		$83,664		$119,661		$138,508		$158,263		$201,697		$229,682		$199,237		$162,482		$166,305		$177,619		$163,445		$1,888,597

						WEST VIRGINIA PARKWAYS AUTHORITY		$121,400		$104,347		$153,255		$166,040		$182,680		$212,301		$244,635		$228,077		$199,257		$202,466		$223,799		$224,569		$2,262,827

		DMV Activity		Statistics		License Plates Requested		2,894,493		2,434,959		2,999,330		3,089,734		3,168,443		2,584,048		1,922,061		1,986,239		1,647,216		1,755,846		1,618,016		1,574,199		27,674,584		318 Report

						License Plates Returned		2,840,591		2,382,308		2,926,781		3,004,984		3,086,380		2,503,841		1,831,781		1,895,777		1,559,290		1,655,792		1,525,262		1,480,960		26,693,747

						License Plates Rejected		53,902		52,651		72,549		84,750		82,063		80,207		90,280		90,462		87,926		100,051		92,740		93,229		980,810

						Rejected Rate		1.9%		2.2%		2.4%		2.7%		2.6%		3.1%		4.7%		4.6%		5.3%		5.7%		5.7%		5.9%		46.8%

		Disputes (Tri-Ex - 30)		Accounts		INCORR_LIC_PLT		305		367		449		400		549		316		238		269		279		323		308		362		4,165		Query 3: Disputed Txs; note that only the shown dispute categories were available

						TOR		192		168		135		135		183		153		110		93		64		63		74		66		1,436

						OTHER		265		305		348		269		442		324		333		463		584		479		387		517		4,716

				Amount		INCORR_LIC_PLT		$10,061		$1,057		$1,810		$833		$2,508		$1,370		$144,119		$176,714		$13,697		$5,816		$1,993		$13,497		$373,475

						TOR		$211,169		$79,925		$35,835		$14,786		$35,720		$27,830		$6,022		$31,626		$4,204		$96,479		$14,701		$19,382		$577,679

						OTHER		$3,173,585		$1,054,892		$11,465		$47,611		$68,731		$164,387		$103,317		$13,817		$77,560		$45,877		$43,378		$15,866		$4,820,488

		Disputes (Monroe - 40)		Accounts		INCORR_LIC_PLT		267		205		226		292		292		263		169		210		250		339		284		312		3,109

						TOR		67		72		56		64		68		79		58		58		42		41		50		47		702

						OTHER		247		218		240		250		309		311		276		362		432		437		421		470		3,973

				Amount		INCORR_LIC_PLT		2,373		13,680		2,772		19,270		1,621		2,575		3,215		20,207		21,117		38,138		9,527		4,227		138,724

						TOR		$13,537		$111,031		$5,709		$10,225		$82,258		$64,023		$37,642		$3,410		$31,770		$98,188		$9,873		$18,453		$486,120

						OTHER		$135,145		$134,854		$6,694		$23,545		$10,910		$27,087		$56,541		$27,572		$38,978		$30,353		$26,695		$7,947		$526,321

		Disputes (I-77 -33)		Accounts		INCORR_LIC_PLT		98		72		55		57		69		55		58		118		190		220		188		325		1,505

						TOR		87		84		77		71		93		99		60		52		47		45		39		42		796

						I-77		14		0		2		0		1		0		0		0		0		0		0		0		17

						OTHER		101		94		122		103		103		133		147		129		134		169		187		159		1,581

				Amount		INCORR_LIC_PLT		$690		$324		$374		$35,354		$7,041		$139		$239		$13,014		$9,295		$11,629		$113,982		$10,055		$202,135

						TOR		$12,922		$30,949		$22,386		$8,203		$2,179		$9,923		$1,115		$2,811		$60,825		$178,576		$6,759		$169,585		$506,232

						I-77		$180		$0		$2		$0		$0		$2		$0		$0		$0		$0		$0		$0		$183

						OTHER		$84,041		$14,101		$4,985		$68,244		$9,507		$15,829		$8,895		$21,035		$27,105		$17,132		$37,729		$11,941		$320,544



select count (*)
FROM VECTOR_READONLY.V_ETC_ACCOUNT ETC,
        TPMS.V_ADDRESS ADDR,
        VECTOR_READONLY.S_ORG_EXT D
where ETC.ETC_ACCOUNT_ID = ADDR.ETC_ACCOUNT_ID
AND ADDR.ADDRESS_ID = D.PR_ADDR_ID
and account_type_cd = 'PRIVATE'
AND account_status_cd = 'ACTIVE'
;



Run Date: 5.16.21



Run Date: 5.26.21



select count (*)
FROM VECTOR_READONLY.V_ETC_ACCOUNT ETC,
        TPMS.V_ADDRESS ADDR,
        VECTOR_READONLY.S_ORG_EXT D
where ETC.ETC_ACCOUNT_ID = ADDR.ETC_ACCOUNT_ID
AND ADDR.ADDRESS_ID = D.PR_ADDR_ID
and account_type_cd = ‘BUSINESS’
AND account_status_cd = 'ACTIVE'
;



Run Date: 5.16.21



Run Date: 5.26.21



select count (*)
FROM VECTOR_READONLY.V_ETC_ACCOUNT ETC,
        TPMS.V_ADDRESS ADDR,
        VECTOR_READONLY.S_ORG_EXT D
where ETC.ETC_ACCOUNT_ID = ADDR.ETC_ACCOUNT_ID
AND ADDR.ADDRESS_ID = D.PR_ADDR_ID
and account_type_cd in ('PVIDEOREG', 'BVIDEOREG')
AND account_status_cd = 'ACTIVE'
;



Run Date: 5.16.21



select count (*)
FROM VECTOR_READONLY.V_ETC_ACCOUNT ETC,
        TPMS.V_ADDRESS ADDR,
        VECTOR_READONLY.S_ORG_EXT D
where ETC.ETC_ACCOUNT_ID = ADDR.ETC_ACCOUNT_ID
AND ADDR.ADDRESS_ID = D.PR_ADDR_ID
and PRIMARY_REBILL_PAY_TYPE_CD not in ('CHECK', 'CASH')
and account_type_cd not in ('PVIDEOUNREG', 'BVIDEOUNREG')
AND account_status_cd = 'ACTIVE'



Run Date: 5.26.21



select count(*)
FROM VECTOR_READONLY.V_ETC_ACCOUNT ETC,
        TPMS.V_ADDRESS ADDR,
        VECTOR_READONLY.S_ORG_EXT D, 
        tpms.t_tpms_account acc1
where ETC.ETC_ACCOUNT_ID = ADDR.ETC_ACCOUNT_ID
AND ADDR.ADDRESS_ID = D.PR_ADDR_ID
and acc1.etc_account_id = etc.etc_account_id
and account_type_cd in ('PVIDEOUNREG', 'BVIDEOUNREG')
AND account_status_cd = 'ACTIVE'
and (acc1.current_balance <> 0 or viol_balance <> 0 or acc1.postpaid_balance <> 0)
;



Run Date: 5.26.21



Query updated - do not use this one.



select count(*)
FROM VECTOR_READONLY.V_ETC_ACCOUNT ETC,
        TPMS.V_ADDRESS ADDR,
        VECTOR_READONLY.S_ORG_EXT D, 
        tpms.t_tpms_account acc1
where ETC.ETC_ACCOUNT_ID = ADDR.ETC_ACCOUNT_ID
AND ADDR.ADDRESS_ID = D.PR_ADDR_ID
and acc1.etc_account_id = etc.etc_account_id
and account_type_cd in ('PVIDEOUNREG', 'BVIDEOUNREG')
AND account_status_cd = 'ACTIVE'
and (abs(acc1.current_balance) +  abs(viol_balance) + abs(acc1.postpaid_balance) + abs(postpaid_overpayment)) <> 0
;



select count(*)
FROM VECTOR_READONLY.V_ETC_ACCOUNT ETC,
        TPMS.V_ADDRESS ADDR,
        VECTOR_READONLY.S_ORG_EXT D, 
        tpms.t_tpms_account acc1
where ETC.ETC_ACCOUNT_ID = ADDR.ETC_ACCOUNT_ID
AND ADDR.ADDRESS_ID = D.PR_ADDR_ID
and acc1.etc_account_id = etc.etc_account_id
and account_type_cd in ('PVIDEOUNREG', 'BVIDEOUNREG')
AND account_status_cd = 'ACTIVE'
and (abs(acc1.current_balance) +  abs(viol_balance) + abs(acc1.postpaid_balance) + abs(postpaid_overpayment)) <> 0



select COUNT (DISTINCT ETC_ACCOUNT_ID) from tpms.t_tpms_account acc1
where viol_balance < 0;



Run Date: 5.26.21



SELECT count (distinct x_etc_account_id) 
FROM siebel.s_org_ext_xm 
WHERE x_current_dmv_status = 'Hold' ;



Run Date: 5.26.21







Summary 2022

								Jan-22		Feb-22		Mar-22		Apr-22		May-22		Jun-22		Jul-22		Aug-22		Sep-22		Oct-22		Nov-22		Dec-22		Source

		Call Center Statistics		Core Statistics		Calls Offered to CSRs		51,882		54,073		53,971		37,508		38,550		38,781		41,246		48,856		42,144		43,157		40,312		41,675		CSC Dashboard / CSC Cust Contact Data / Line 7

						Calls Answered		23,927		35,705		44,244		35,896		37,717		37,651		38,647		41,212		37,118		28,247		39,715		41,109		CSC Dashboard / CSC Cust Contact Data / Line 126

						Calls Abandoned (> 180 second threshold)		23,793		12,435		3,199		381		98		205		579		3,259		2,136		870		59		41		CSC Dashboard / CSC Cust Contact Data / Line (128-127)

						Percentage of Calls under 180 sec		5.3%		15.5%		43.3%		88.6%		94.9%		89.8%		76.0%		56.0%		70.1%		81.1%		98.3%		99.0%		Compliance Workbook - Table KPI - CC3 Wait Time

						Average Speed of Answer  (ASA) (sec)		0:39:10		0:25:50		0:06:50		0:01:23		0:00:39		0:00:53		0:02:29		0:03:24		0:02:12		0:01:34		0:00:18		0:00:19		Compliance Workbook- Table KPI - CC2 Speed to Answer

						Abandoned Rate (%)		46.1%		23.0%		5.9%		1.0%		0.3%		0.5%		1.4%		6.7%		5.1%		2.9%		0.2%		0.1%		Compliance Workbook- Table KPI - CC4 Call Abandonment

						Average Handle Time (AHT) (sec)		0:09:36		0:10:02		0:09:30		0:09:26		0:09:42		0:09:53		0:09:53		0:10:28		0:10:41		0:10:57		0:10:22		0:10:28		Compliance Workbook- Table KPI - CC1 - AHT

						Average CSR FTE (Number of CSRs)		16		28		35		36		39		37		35		36		39		44		54		51		CSC Dashboard / CSC Cust Contact Data / Line 149

				Call Distribution (counts)		QP Account Management		0		0		0		0		0		0		0		0		0		0		0		0		CSC Dashboard / CSC Cust Contact Data / Line 11

						DMV Hold		0		0		0		0		0		0		0		0		0		0		0		0		CSC Dashboard / CSC Cust Contact Data / Line 12

						Bill by Mail		0		0		0		0		0		0		0		0		0		0		0		0		CSC Dashboard / CSC Cust Contact Data / Line 13

						General		46,865		42,187		41,449		28,794		29,582		29,498		31,836		35,676		29,366		30,336		28,333		29,082		CSC Dashboard / CSC Cust Contact Data / Line 14

						I-77		1,019		969		1,028		722		707		760		734		912		730		803		690		742		CSC Dashboard / CSC Cust Contact Data / Line 15

						Spanish Queue		0		0		0		0		0		0		0		1,770		3,584		3,761		3,180		3,276

						Payments		7,332		10,917		11,494		7,992		8,261		8,523		8,676		10,498		8,464		8,257		8,109		8,575		CSC Dashboard / CSC Cust Contact Data / Line 16

				Call Distribution (%)		QP Account Management		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		CSC Dashboard / CSC Cust Contact Data / Line 17

						DMV Hold		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		CSC Dashboard / CSC Cust Contact Data / Line 18

						Bill by Mail		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		CSC Dashboard / CSC Cust Contact Data / Line 19

						General		84.9%		78.0%		76.8%		76.8%		76.7%		76.1%		77.2%		73.0%		69.7%		70.3%		70.3%		69.8%		CSC Dashboard / CSC Cust Contact Data / Line 20

						I-77		1.8%		1.8%		1.9%		1.9%		1.8%		2.0%		1.8%		1.9%		1.7%		1.9%		1.7%		1.8%		CSC Dashboard / CSC Cust Contact Data / Line 21

						Spanish Queue		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		3.6%		8.5%		8.7%		7.9%		7.9%

						Payments		13.3%		20.2%		21.3%		21.3%		21.4%		22.0%		21.0%		21.5%		20.1%		19.1%		20.1%		20.6%		CSC Dashboard / CSC Cust Contact Data / Line 22

				Quality		Quality Assurance Average (90%)		4.5		4.5		4.5		4.5		4.6		4.6		4.6		4.6		4.6		4.6		4.5		4.6		CSC Dashboard / CSC Cust Contact Data / Line 444 90 Day Avg

						Survey Customer Satisfaction (>4.6 Rating)		4.44		4.63		4.33		4.38		4.71		4.34		4.59		4.46		4.56		4.55		4.58		4.50		CSC Dashboard / CSC Cust Contact Data / Line 442 Proponisi Survey Results

				IVR Statistics		Total Calls		111,385		104,981		105,206		77,121		78,819		79,066		84,409		95,184		80,873		89,101		85,901		83,567		CSC Dashboard / CSC Cust Contact Data / Line 4

						IVR Contained Calls		56,169		50,908		51,235		39,613		40,269		40,285		43,163		49,277		42,517		43,586		40,650		42,049		CSC Dashboard / CSC Cust Contact Data / Line 5

						Containment Rate (%)		50.4%		48.5%		48.7%		51.4%		51.1%		51.0%		51.1%		51.8%		52.6%		48.9%		47.3%		50.3%		CSC Dashboard / CSC Cust Contact Data / Line 6

		NCQP Website		Activity		Unique Sessions		239,759		208,939		219,393		215,564		232,366		236,481		246,137		242,253		226,636		266,159		240,952		242,078		Google Analytics - https://datastudio.google.com/u/0/reporting/0b88b050-d273-46e6-b713-e695839d0222/page/KthH?hl=en

						Unique Page View Count		538,483		421,384		440,098		430,526		466,712		473,696		495,752		484,752		452,224		531,950		478,677		474,133

						Visitor Count (Users)		205,301		178,827		187,641		186,063		199,179		199,986		209,988		203,953		194,670		231,907		208,082		210,976

		Replenishment Activity 		Percentage of Total		Morrisville Walk-in Center (Store Front)		0.53%		0.70%		1.30%		0.42%		0.57%		0.66%		0.53%		0.55%		0.64%		0.43%		0.42%		0.62%		Query 1: Payment Activity (TolDeposit, APPR_AMT) - Separate ReBill from overall count

						WORLD WIDE WEB (Web)		0.00%		0.00%		11.90%		11.22%		11.46%		11.62%		11.26%		10.89%		11.26%		10.46%		10.12%		11.11%

						VOICE RESPONSE SYSTEM (VRS)		0.05%		0.03%		0.05%		0.03%		0.02%		0.01%		0.03%		0.03%		0.02%		0.01%		0.02%		0.03%

						STOC		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%

						Call Center (NCTA CSC)		2.44%		4.05%		2.85%		1.97%		2.33%		2.69%		2.59%		2.88%		2.67%		2.30%		2.79%		3.17%

						NCTA Lockbox Operations		0.53%		0.64%		0.50%		0.34%		0.34%		0.35%		0.34%		0.28%		0.31%		0.66%		0.53%		0.44%

						Charlotte Walk-in Center		0.29%		0.24%		0.26%		0.22%		0.24%		0.35%		0.29%		0.25%		0.21%		0.23%		0.30%		0.27%

						Monroe Walk-in Center		0.47%		0.44%		0.40%		0.33%		0.26%		0.36%		0.27%		0.37%		0.32%		0.28%		0.28%		0.34%

						Rebill		95.69%		93.89%		82.74%		85.45%		84.79%		83.96%		84.69%		84.74%		84.56%		85.63%		85.55%		84.02%

				Amount		Morrisville Walk-in Center (Store Front)		$22,610		$32,209		$78,409		$28,288		$38,224		$47,018		$38,765		$41,382		$45,361		$32,218		$29,081		$43,212

						WORLD WIDE WEB (Web)						$719,553		$747,052		$772,344		$822,405		$818,646		$811,802		$801,407		$777,174		$705,903		$776,900

						VOICE RESPONSE SYSTEM (VRS)		$1,983		$1,452		$3,271		$2,219		$1,613		$650		$2,036		$2,271		$1,625		$535		$1,123		$2,061

						STOC		$0		$0		$0		$0		$0		$0		$0		$0		$0		$0		$0		$0

						Call Center (NCTA CSC)		$103,606		$185,999		$172,136		$131,258		$156,787		$190,069		$188,506		$214,779		$190,314		$170,577		$194,334		$221,779

						NCTA Lockbox Operations		$22,489		$29,505		$30,269		$22,623		$23,218		$24,938		$24,377		$21,192		$22,374		$49,129		$37,259		$30,520

						Charlotte Walk-in Center		$12,090		$10,970		$15,726		$14,975		$16,223		$24,648		$20,961		$18,773		$15,084		$16,848		$20,642		$19,029

						Monroe Walk-in Center		$20,001		$20,015		$24,080		$22,305		$17,194		$25,188		$19,460		$27,800		$23,108		$21,166		$19,181		$23,856

						Rebill		$4,055,823		$4,307,598		$5,003,114		$5,690,185		$5,715,641		$5,940,899		$6,156,032		$6,319,830		$6,021,141		$6,362,807		$5,966,418		$5,872,713

		Invoice Payment Activity 		Percentage of Total		Morrisville Walk-in Center (Store Front)		1.5%		1.5%		1.3%		1.5%		1.4%		1.3%		1.5%		2.1%		1.4%		1.3%		1.3%		1.5%		Query 1: Payment Activity (POSTPAID, APPR_AMOUNT)

						WORLD WIDE WEB (Web)		61.3%		51.9%		50.3%		55.3%		59.5%		59.5%		56.6%		52.8%		55.2%		59.4%		60.2%		58.5%

						VOICE RESPONSE SYSTEM (VRS)		4.8%		4.8%		4.5%		4.0%		4.1%		4.3%		4.0%		3.7%		3.9%		4.3%		4.6%		4.3%

						STOC		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%

						Call Center (NCTA CSC)		15.7%		21.9%		24.1%		21.7%		20.5%		20.1%		24.9%		26.1%		22.0%		19.3%		19.8%		19.9%

						NCTA Lockbox Operations		14.8%		18.1%		17.9%		16.0%		13.2%		13.4%		11.1%		13.6%		15.9%		14.4%		12.6%		14.4%

						Charlotte Walk-in Center		1.0%		0.7%		0.8%		0.6%		0.5%		0.6%		1.0%		0.7%		0.6%		0.6%		0.7%		0.6%

						Monroe Walk-in Center		0.9%		1.2%		1.1%		0.9%		0.8%		0.8%		0.9%		1.0%		1.0%		0.8%		0.9%		0.8%

				Amount		Morrisville Walk-in Center (Store Front)		$96,005		$95,658		$95,033		$93,880		$82,388		$78,824		$99,565		$146,749		$95,564		$94,966		$85,743		$105,786

						WORLD WIDE WEB (Web)		$3,936,261		$3,271,709		$3,691,223		$3,439,178		$3,607,023		$3,697,405		$3,778,271		$3,762,005		$3,814,487		$4,355,422		$4,052,616		$4,161,668

						VOICE RESPONSE SYSTEM (VRS)		$308,783		$300,722		$330,648		$247,882		$249,651		$265,298		$264,599		$264,045		$267,849		$313,973		$308,352		$306,587

						STOC		$0		$0		$0		$0		$0		$0		$0		$0		$0		$0		$0		$0

						Call Center (NCTA CSC)		$1,008,257		$1,379,017		$1,770,445		$1,348,114		$1,246,069		$1,249,600		$1,659,297		$1,860,949		$1,523,623		$1,416,532		$1,332,557		$1,418,320

						NCTA Lockbox Operations		$950,972		$1,142,949		$1,310,877		$998,196		$797,758		$830,445		$741,184		$967,562		$1,098,947		$1,054,056		$847,065		$1,026,673

						Charlotte Walk-in Center		$63,048		$45,917		$55,595		$38,796		$32,237		$38,694		$65,981		$48,396		$38,113		$44,575		$48,970		$41,235

						Monroe Walk-in Center		$59,280		$72,702		$80,805		$57,075		$49,208		$49,395		$62,891		$69,388		$72,488		$55,875		$57,496		$55,498

		Transponder Sales		Total Sales		ALL MODELS		17,705		15,162		17,991		15,500		17,708		18,767		19,338		27,807		17,734		17,561		15,172		14,987

				Transponder Type
(Count)		EGE		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		5C Report (Transponder Sales Delta)

						NCE - Exterior		94		99		138		115		125		142		135		157		162		128		109		128

						NCF - First Responder		75		68		96		26		85		27		48		88		17		93		18		84

						NCX - FLEX		1,456		1,408		1,569		1,543		1,781		2,061		2,007		1,929		1,769		1,660		1,423		1,398

						EZI		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A

						NCH - Hardcase		6,690		4,200		5,564		5,051		6,056		6,781		6,454		6,793		5,783		5,778		4,855		4,982

						NCM - Motorcycle		69		83		103		93		125		163		160		171		132		132		86		116

						NCS - Sticker		9,227		9,202		10,396		8,606		9,467		9,526		10,291		17,886		9,667		9,657		8,615		8,197

						NCT - Transit 		10		8		17		-2		-1		6		0		7		2		21		5		4

						TRF		84		94		108		68		70		61		243		776		202		92		61		78

				Transponder Type
(%)		EGE		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A

						NCE - Exterior		0.5%		0.7%		0.8%		0.7%		0.7%		0.8%		0.7%		0.6%		0.9%		0.7%		0.7%		0.9%

						NCF - First Responder		0.4%		0.4%		0.5%		0.2%		0.5%		0.1%		0.2%		0.3%		0.1%		0.5%		0.1%		0.6%

						NCX - FLEX		8.2%		9.3%		8.7%		10.0%		10.1%		11.0%		10.4%		6.9%		10.0%		9.5%		9.4%		9.3%

						EZI		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A

						NCH - Hardcase		37.8%		27.7%		30.9%		32.6%		34.2%		36.1%		33.4%		24.4%		32.6%		32.9%		32.0%		33.2%

						NCM - Motorcycle		0.4%		0.5%		0.6%		0.6%		0.7%		0.9%		0.8%		0.6%		0.7%		0.8%		0.6%		0.8%

						NCS - Sticker		52.1%		60.7%		57.8%		55.5%		53.5%		50.8%		53.2%		64.3%		54.5%		55.0%		56.8%		54.7%

						NCT - Transit 		0.1%		0.1%		0.1%		-0.0%		-0.0%		0.0%		0.0%		0.0%		0.0%		0.1%		0.0%		0.0%

						TRF		0.5%		0.6%		0.6%		0.4%		0.4%		0.3%		1.3%		2.8%		1.1%		0.5%		0.4%		0.5%

				Sale Channel
 (Count)		NCTA CSC		2,521		3,712		4,615		2,114

Comparini, Francisca: Comparini, Francisca:
Plus 1 additional sold at External Location on 4/19/22		2,287		2,464		3,105		12,655		4,364		4,203		3,660		3,966

						NCTA I77 CSC		242		220		353		288		370		384		447		410		317		344		365		438

						NCTA Lockbox Operations		1		2		0		0		0		0		0		1		0		1		0		2

						NCTA Monroe CSC		451		502		641		448		452		569		581		567		477		507		413		469

						NCTA STOC		0		0		0		0		0		0		0		0		0		-		0		0

						NCTA Store Front		619		540		822		867		962		1,235		1,164		1,276		1,027		750		835		784

						VOICE RESPONSE SYSTEM (VRS)		1		0		0		0		0		0		0		0		0		0		0		0

						WORLD WIDE WEB (Web)		13,870		10,186		11,560		11,782		13,637		14,115		14,041		12,898		11,549		11,756		9,899		9,328

				Sale Channel (Percentages)		NCTA CSC		14.2%		24.5%		25.7%		13.6%		12.9%		13.1%		16.1%		45.5%		24.6%		23.9%		24.1%		26.5%

						NCTA I77 CSC		1.4%		1.5%		2.0%		1.9%		2.1%		2.0%		2.3%		1.5%		1.8%		2.0%		2.4%		2.9%

						NCTA Lockbox Operations		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%

						NCTA Monroe CSC		2.5%		3.3%		3.6%		2.9%		2.6%		3.0%		3.0%		2.0%		2.7%		2.9%		2.7%		3.1%

						NCTA STOC		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		-		0.0%		0.0%

						NCTA Store Front		3.5%		3.6%		4.6%		5.6%		5.4%		6.6%		6.0%		4.6%		5.8%		4.3%		5.5%		5.2%

						VOICE RESPONSE SYSTEM (VRS)		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%

						WORLD WIDE WEB (Web)		78.3%		67.2%		64.3%		76.0%		77.0%		75.2%		72.6%		46.4%		65.1%		66.9%		65.2%		62.2%

		Transponder Inventory		Transponder Type		EGE		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A

						NCE - Exterior		1,220		1,138		942		821		688		550		387		2,919		2,730		2,589		2,470		2,327		CSC Dashboard / Daily Tag Inventory Estimate / Line 10 (last day of the month)

						NCF - First Responder		23,872		23,847		23,690		23,651		23,616		23,557		23,496		23,408		23,382		23,286		23,269		23,184		CSC Dashboard / Daily Tag Inventory Estimate / Line 40

						NCX - FLEX		15,359		13,959		12,401		10,913		9,048		6,977		4,912		11,238		25,383		23,796		22,433		20,874		CSC Dashboard / Daily Tag Inventory Estimate / Line 20

						EZI		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A

						NCH - Hardcase		10,539		6,231		61,043		55,873		49,886		43,065		36,341		94,537		88,208		82,612		77,863		72,424		CSC Dashboard / Daily Tag Inventory Estimate / Line 30

						NCM - Motorcycle		6,346		6,267		6,151		6,053		5,938		5,762		5,590		5,412		5,270		5,136		5,048		4,917		CSC Dashboard / Daily Tag Inventory Estimate / Line 60

						NCS - Sticker		136,440		140,657		130,216		121,158		111,689		102,040		91,188		78,964		65,410		56,026		44,642		35,586		CSC Dashboard / Daily Tag Inventory Estimate / Line 50

						NCT - Transit 		4,138		4,134		4,112		4,109		4,105		4,098		4,096		4,087		4,084		4,082		4,057		4,050		CSC Dashboard / Daily Tag Inventory Estimate / Line 70

						TRF		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A

		Transponder Inventory		Estimated Months until Zero Inventory		EGE		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		Excel sheet: Transponder Trends to Zero. Based on Avg sales the last 6 months

						NCE - Exterior		9		8		7		6		5		4		3		21		20		19		18		17

						NCF - First Responder		412		411		408		408		407		406		405		404		403		401		401		400

						NCX - FLEX		9		8		7		6		5		4		3		7		15		14		13		12

						EZI		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A		N/A

						NCH - Hardcase		2		1		11		10		9		7		6		16		15		14		13		13

						NCM - Motorcycle		48		47		46		46		45		43		42		41		40		39		38		37

						NCS - Sticker		13		13		12		11		10		10		9		7		6		5		4		3

						NCT - Transit 		637		636		633		632		632		630		630		629		628		628		624		623

		Accounts		Private 		Total NCQP		410,054		414,236		419,620		424,426		430,247		435,664		441,574		448,647		453,210		455,965		461,146		464,928

						Total Active Private Accounts		392,694

Comparini, Francisca: Comparini, Francisca:
Run 2.2.22		396,674

Comparini, Fran: Comparini, Fran:
Run 3.1.22		401,771

Comparini, Fran: Comparini, Fran:
Run 4.1.22		406,338

Comparini, Fran: Comparini, Fran:
Ran 5.2.22
		411,910

Comparini, Francisca: Comparini, Francisca:
Run 6.3.22		417,137

Comparini, Francisca: Comparini, Francisca:
Run 7.1.22		422,817		429,604		433,988		436,620		441,631		445,298		Miscellaneous Queries

						Total Active Business Accounts		17,360		17,562		17,849		18,088		18,337		18,527		18,757		19,043		19,222		19,345		19,515		19,630

						Total Active Registered Accounts		25		27		27		27		27		27		27		27		26		29		30		30

						Auto Replenishment Accounts		316,360		319,137		322,779		326,116		330,753		334,715		339,233		344,113		346,786		349,645		351,740		353,389

						% on Auto Replenishment of Private Accounts		77.1%		77.0%		76.9%		76.8%		76.9%		76.8%		76.8%		76.7%		76.5%		76.7%		76.3%		76.0%

				Bill by Mail		New BBM %/Total BBM		1.2%		1.2%		1.7%		2.0%		2.3%		2.5%		2.7%		9.1%		4.1%		4.1%		3.8%		3.8%

						Total New Bill by Mail Accounts		18,108		17,866		25,073		30,807		35,709		39,605		41,590		157,678		72,474		70,371		66,388		67,301

						Total Active Bill by Mail Accounts		1,466,586		1,463,517		1,491,149		1,545,468		1,571,307		1,574,643

Comparini, Francisca: Comparini, Francisca:
ran 7.29.22		1,555,948		1,736,462		1,757,194		1,716,724		1,738,949		1,753,665

tc={09C56E79-D21C-4609-AB49-1BA64480B33E}: [Threaded comment]

Your version of Excel allows you to read this threaded comment; however, any edits to it will get removed if the file is opened in a newer version of Excel. Learn more: https://go.microsoft.com/fwlink/?linkid=870924

Comment:
    select count(*)
FROM VECTOR_READONLY.V_ETC_ACCOUNT ETC,
        TPMS.V_ADDRESS ADDR,
        VECTOR_READONLY.S_ORG_EXT D, 
        tpms.t_tpms_account acc1
where ETC.ETC_ACCOUNT_ID = ADDR.ETC_ACCOUNT_ID
AND ADDR.ADDRESS_ID = D.PR_ADDR_ID
and acc1.etc_account_id = etc.etc_account_id
and account_type_cd in ('PVIDEOUNREG', 'BVIDEOUNREG')
AND account_status_cd = 'ACTIVE'
and (abs(acc1.current_balance) +  abs(viol_balance) + abs(acc1.postpaid_balance) + abs(postpaid_overpayment)) <> 0

		Invoices (WIP)		Bill by Mail (WIP)		Total Outstanding BBM Balance (TOLLS)		$   26,466,614		$   26,287,392		$   26,616,309		$   27,150,000		$   28,445,666		$   29,674,600		$   30,319,108		$   30,720,915		$   33,423,080		$   34,089,076		$   35,974,418		$   37,546,116		FIN1001 Report 
 Only include Tolls by Roadway (Received Billed Tolls +Collection Tolls)

4/19/23: Collections amount added to respective roadways

						Percentage Change from Previous Month		0.86%		-0.68%		1.24%		1.97%		4.55%		4.14%		2.13%		1.31%		8.08%		1.95%		5.24%		4.19%

						TriEx Outstanding BBM Balance (TOLLS)		$   10,615,969		$   10,574,402		$   10,583,396		$   10,203,543		$   9,998,416		$   10,259,964		$   10,225,920		$   10,273,352		$   10,538,476		$   10,362,337		$   10,889,834		$   11,233,945

						TriEx Percentage Change		0.07%		-0.39%		0.08%		-3.72%		-2.05%		2.55%		-0.33%		0.46%		2.52%		-1.70%		4.84%		3.06%

						Monroe Outstanding BBM Balance (TOLLS)		$   6,311,455		$   6,263,610		$   6,251,519		$   6,428,821		$   6,771,392		$   7,007,822		$   7,160,111		$   7,224,947		$   7,744,462		$   7,829,034		$   8,067,193		$   8,282,545

						Monroe Percentage Change		0.34%		-0.76%		-0.19%		2.76%		5.06%		3.37%		2.13%		0.90%		6.71%		1.08%		2.95%		2.60%

						I77 Outstanding BBM Balance (TOLLS)		$   9,539,190		$   9,449,381		$   9,781,394		$   10,517,636		$   11,675,858		$   12,406,814		$   12,933,078		$   13,222,617		$   15,140,142		$   15,897,706		$   17,017,390		$   18,029,626

						I77 Percentage Change		2.14%		-0.95%		3.39%		7.00%		9.92%		5.89%		4.07%		2.19%		12.67%		4.77%		6.58%		5.61%

		DMV Hold / Collections		Collections		Total Accounts in Collections		120,718

Comparini, Francisca: Comparini, Francisca:
Run 2.2.22		208,722

Comparini, Fran: Comparini, Fran:
Run 3.1.22		297,966		224,160		236,393		240,378		239,692		257,158		261,628		269,233		283,474		331,864		

Miscellaneous Queries


						% Total Accounts in Collections		6.4%		11.1%		15.6%		11.4%		11.8%		12.0%		12.0%		11.8%		11.8%		12.4%		12.9%		15.0%

				DMV Hold		Total Accounts W/ Registration Stop		142,155		145,315		139,878		137,829		138,002		143,554		154,626		152,223		151,617		152,535		152,557		153,171

						% Total Accounts W/ Registration Stop		7.6%		7.7%		7.3%		7.0%		6.9%		7.1%		7.7%		7.0%		6.9%		7.0%		6.9%		6.9%

		DMV Activity		Statistics		License Plates Requested		1,231,781		1,326,580		1,613,638		1,693,088		1,856,680		3,201,884		3,322,589		2,142,336		1,636,292		1,761,797		1,584,574		1,526,460		10/2022 SQL updated - no longer using 318 report

						License Plates Returned		1,110,487		1,186,762		1,453,001		1,533,813		1,518,734		2,648,558		3,016,835		1,907,979		1,448,356		1,603,977		1,440,924		1,415,428

						License Plates Rejected		121,294		139,817		160,636		159,272		337,945		553,186		305,738		234,357		187,936		157,820		143,578		108,570

						License Plates Outstanding 		0		0		0		0		0		0		0		0		0		0		0		14

						Rejected Rate		9.85%		10.5%		10.0%		9.4%		18.2%		17.3%		9.2%		10.9%		11.5%		9.0%		8.4%		7.1%

		Mail House Statistics		Totals		Total Invoices		529,827		428,363		512,982		469,404		545,436		522,358		455,753		518,062		620,111		574,661		567,384		631,446

						Total Statements		184,063		161,504		170,020		187,606		192,571		199,290		198,995		203,776		196,080		203,987		201,200		200,618

						Total Mail		514,930		419,289		497,309		452,420		527,038		510,385		451,447		500,147		597,715		552,927		548,939		603,810

						Total Email		245,325		214,316		229,326		252,009		259,502		265,215		269,130		278,134		269,963		283,886		274,785		285,282

				Mail		Bounced  Email Address Update (BEMAIL)		65

Comparini, Francisca: Comparini, Francisca:
run 2.2.22		45

Comparini, Francisca: Comparini, Francisca:
Run 3.14.22
		53		65		44		68		0		3		31		124		0		21		Content Critical Production Detail and Web Report

(Report sent by GC Services. Create pivot tables by App Type and sum Columns Email and Mail)

						Credit Cards Decline (CCDECL)		626		638		879		805		880		890		849		822		821		846		778		817

						Credit Card Expiration  (CCEXP)		591		674		615		660		755		766		737		845		759		826		726		911

						Challenge Answer (CHLRMD)		30		31		35		3		6		8		9		30		32		28		16		21

						Dept of Motor Vehicle Hold Release (DMVHR)		6,227		9,326		5,122		4,083		7,875		11,911		17,371		9,844		4,834		6,066		5,441		5,000

						Warn Inactive Account Notification (IA-WARN)		7		4		14		21		5		2		175		1		1		1		1		1

						Initial Replenishment Evaluation (IEVAL)		61		27		72		62		71		74		75		101		64		72		56		58

						Invoice (Bill by Mail) (INV1)		493,552		396,414		477,053		433,031		504,510		482,640		417,644		474,979		576,934		530,033		527,000		581,199

						Negative Balance (NEGBAL)		984		985		1,261		1,397		1,408		1,471		1,454		1,423		1,414		1,610		1,573		1,641

						Returned Check (NSF)		5		9		19		6		5		2		6		8		7		11		3		5

						Password Request (PASSRMD)		444		376		491		397		331		308		294		325		270		300		309		286

						Pin Request (PINRMD)		428		491		547		231		287		335		360		517		508		550		527		584

						Quarterly Replenishment Evaluation (QEVAL)		2,972		2,253		2,384		2,641		2,533		2,455		3,077		2,770		2,890		3,391		3,024		3,245

						Statements (STMTS)		8,047		7,139		7,853		8,020		7,411		8,568		8,024		7,404		8,234		8,049		7,397		8,905

						Informal Review Determination Tolls Waived/Tolls Denied/Tolls Rejected (TOLLDISP)		891		877		911		998		917		887		1,372		1,075		916		1,020		2,088		1,116

				Email		Bounced  Email Address Update (BEMAIL)		280		183		317		289		242		340		1		18		158		840		0		67

						Credit Cards Decline (CCDECL)		2,922		3,056		4,138		4,115		4,125		4,389		4,665		4,409		4,535		4,265		4,024		4,045

						Credit Card Expiration  (CCEXP)		3,599		4,180		3,678		4,018		4,364		4,649		4,537		4,924		4,906		4,949		4,346		5,722

						Challenge Answer (CHLRMD)		24		37		58		21		23		20		21		26		24		24		22		27

						HOV TOLL		1,784		1,250		1,230		3,126		1,160		1,676		1,774		2,871		1,847		1,872		4,626		3,858

						Warn Inactive Account Notification (IA-WARN)		23		27		20		36		17		7		1,012		14		2		0		1		4

						Initial Replenishment Evaluation (IEVAL)		608		385		626		747		838		830		994		1,125		1,071		889		791		821

						Invoice (Bill by Mail) (INV1)		36,275		31,949		35,929		36,373		40,926		39,718		38,109		43,083		43,177		44,628		40,384		50,247

						Negative Balance (NEGBAL)		4,761		4,742		5,908		6,552		6,759		6,940		7,176		7,182		7,288		7,804		7,157		7,686

						Returned Check (NSF)		1		2		2		2		1		2		1		1		2		1		0		2

						Pin Request (PINRMD)		444		533		649		282		257		380		414		597		639		576		484		622

						Quarterly Replenishment Evaluation (QEVAL)		18,588		13,607		14,604		16,862		15,630		15,542		19,455		17,512		18,468		22,100		19,147		20,468

						Statements (STMTS)		176,016		154,365		162,167		179,586		185,160		190,722		190,971		196,372		187,846		195,938		193,803		191,713

						Informal Review Determination Tolls Waived/Tolls Denied/Tolls Rejected (TOLLDISP)		0		0		0		0		0		0		0		0		0		0		0		0

				Archived		Invoice (Bill by Mail) (INV1)		817,004		711,430		778,055		714,204		763,668		739,899		700,467		853,814		740,067		865,905		801,878		853,263

						Statements (STMTS)		200,621		214,510		209,134		210,962		210,109		210,234		215,443		215,962		217,217		239,142		231,909		238,583

				Total (Mail + Email)		Bounced  Email Address Update (BEMAIL)		345		228		370		354		286		408		1		21		189		964		0		88

						Credit Cards Decline (CCDECL)		3,548		3,694		5,017		4,920		5,005		5,279		5,514		5,231		5,356		5,111		4,802		4,862

						Credit Card Expiration  (CCEXP)		4,190		4,854		4,293		4,678		5,119		5,415		5,274		5,769		5,665		5,775		5,072		6,633

						Challenge Answer (CHLRMD)		54		68		93		24		29		28		30		56		56		52		38		48

						Dept of Motor Vehicle Hold Release (DMVHR)		6,227		9,326		5,122		4,083		7,875		11,911		17,371		9,844		4,834		6,066		5,441		5,000

						HOV TOLL		1,784		1,250		1,230		3,126		1,160		1,676		1,774		2,871		1,847		1,872		4,626		3,858

						Warn Inactive Account Notification (IA-WARN)		30		31		34		57		22		9		1,187		15		3		1		2		5

						Initial Replenishment Evaluation (IEVAL)		669		412		698		809		909		904		1,069		1,226		1,135		961		847		879

						Invoice (Bill by Mail) (INV1)		529,827		428,363		512,982		469,404		545,436		522,358		455,753		518,062		620,111		574,661		567,384		631,446

						Negative Balance (NEGBAL)		5,745		5,727		7,169		7,949		8,167		8,411		8,630		8,605		8,702		9,414		8,730		9,327

						Returned Check (NSF)		6		11		21		8		6		4		7		9		9		12		3		7

						Password Request (PASSRMD)		444		376		491		397		331		308		294		325		270		300		309		286

						Pin Request (PINRMD)		872		1,024		1,196		513		544		715		774		1,114		1,147		1,126		1,011		1,206

						Quarterly Replenishment Evaluation (QEVAL)		21,560		15,860		16,988		19,503		18,163		17,997		22,532		20,282		21,358		25,491		22,171		23,713

						Statements (STMTS)		184,063		161,504		170,020		187,606		192,571		199,290		198,995		203,776		196,080		203,987		201,200		200,618

						Informal Review Determination Tolls Waived/Tolls Denied/Tolls Rejected (TOLLDISP)		891		877		911		998		917		887		1,372		1,075		916		1,020		2,088		1,116

		Image Review Audit Results		Images Reviewed -  Total All Roadway		Reviewed		389,399		370,556		356,820		452,048		356,635		520,841		898,471		873,945		416,054		447,559		374,312		480,662		Image Review Audit Results

Use: VIOL0703 Report and group by Roadway and Review Date

4/22/22:Reach out to Eliza Davis for the zip file provided by Conduent for all Image Review Audits completed. 

						Accepted		378,965		361,786		350,903		431,301		345,867		506,938		856,930		830,985		407,365		441,707		362,718		466,131

						Incorrect		10,434		8,770		5,917		20,747		10,768		13,903		41,541		42,960		8,689		5,852		11,594		14,531

						% Incorrect		2.7%		2.4%		1.7%		4.6%		3.0%		2.7%		4.6%		4.9%		2.1%		1.3%		3.1%		3.0%

				I-77		Reviewed		88,786		88,474		119,476		114,873		94,929		168,515		276,964		265,960		118,976		131,280		103,198		142,025

						Accepted		86,085		86,902		118,415		112,869		92,278		165,984		271,365		262,024		117,685		130,243		101,602		139,823

						Incorrect		2,701		1,572		1,061		2,004		2,651		2,531		5,599		3,936		1,291		1,037		1,596		2,202

						% Incorrect		3.0%		1.8%		0.9%		1.7%		2.8%		1.5%		2.0%		1.5%		1.1%		0.8%		1.5%		1.6%

				Tri-Ex		Reviewed		149,851		140,977		149,238		156,560		113,644		144,965		278,112		303,547		146,482		156,872		132,099		172,680

						Accepted		148,748		139,941		148,048		154,648		112,446		143,677		275,086		300,953		145,410		155,780		130,521		170,916

						Incorrect		1,103		1,036		1,190		1,912		1,198		1,288		3,026		2,594		1,072		1,092		1,578		1,764

						% Incorrect		0.7%		0.7%		0.8%		1.2%		1.1%		0.9%		1.1%		0.9%		0.7%		0.7%		1.2%		1.0%

				Monroe		Reviewed		150,762		141,105		88,106		180,615		148,062		207,361		343,395		304,438		150,596		159,407		139,015		165,957

						Accepted		144,132		134,943		84,440		163,784		141,143		197,277		310,479		268,008		144,270		155,684		130,595		155,392

						Incorrect		6,630		6,162		3,666		16,831		6,919		10,084		32,916		36,430		6,326		3,723		8,420		10,565

						% Incorrect		4.4%		4.4%		4.2%		9.3%		4.7%		4.9%		9.6%		12.0%		4.2%		2.3%		6.1%		6.4%

						ALL TRAFFIC		8,544,376		9,732,178		11,592,381		11,784,747		12,201,168		12,107,567		11,787,995		12,515,881		12,087,618		12,810,171		11,996,989		11,742,455

		BOS Received Transactions (Count)		Tri-Ex		ETC		2,254,937		2,547,608		3,017,058		2,912,767		3,002,857		2,918,637		2,789,562		3,190,013		3,053,011		3,312,848		3,104,210		3,000,454		Q15 - 1.1 ETC Received

						VIDEO		1,738,935		1,918,298		2,250,348		2,219,825		2,333,366		2,338,107		2,205,139		2,393,040		2,264,259		2,548,119		2,372,767		2,359,738		Q15 1.2 Video Received

						Total TriEx		3,993,872		4,465,906		5,267,406		5,132,592		5,336,223		5,256,744		4,994,701		5,583,053		5,317,270		5,860,967		5,476,977		5,360,192

				Monroe		ETC		1,193,306		1,302,244		1,513,002		1,498,892		1,536,782		1,477,500		1,480,690		1,578,350		1,577,609		1,585,830		1,515,835		1,462,359		Q15 - 1.1 ETC Received

						VIDEO		1,511,888		1,712,200		1,993,015		2,158,980		2,270,198		2,301,904		2,431,055		2,306,442		2,226,491		2,205,596		2,095,048		2,079,964		Q15 1.2 Video Received

						Total Monroe		2,705,194		3,014,444		3,506,017		3,657,872		3,806,980		3,779,404		3,911,745		3,884,792		3,804,100		3,791,426		3,610,883		3,542,323

				I-77		ETC		1,032,161		1,230,718		1,544,317		1,665,217		1,707,880		1,665,922		1,578,216		1,707,641		1,653,787		1,767,093		1,629,427		1,608,300		Q15 - 1.1 ETC Received

						VIDEO		813,149		1,021,110		1,274,641		1,329,066		1,350,085		1,405,497		1,303,333		1,340,395		1,312,461		1,390,685		1,279,702		1,231,640		Q15 1.2 Video Received

						HOV		4,174		4,520		4,785		5,283		5,900		4,836		5,138		5,195		5,154		5,817		5,633		5,395		 HOV Query 2, Plan Type: 220 HOVONLY for Agency 33

						Total I77		1,845,310		2,251,828		2,818,958		2,994,283		3,057,965		3,071,419		2,881,549		3,048,036		2,966,248		3,157,778		2,909,129		2,839,940

		BOS Received Transactions (Expected Amount)		Tri-Ex		ETC		$1,652,710		$1,872,650		$2,213,086		$2,140,990		$2,196,503		$2,165,883		$2,051,135		$2,338,503		$2,235,129		$2,423,760		$2,267,986		$2,175,914		Q15 - Expected Amount

						VIDEO		$1,951,960		$2,152,496		$2,531,302		$2,495,684		$2,612,749		$2,617,559		$2,470,179		$2,690,768		$2,539,225		$2,836,499		$2,623,567		$2,596,500

						Total TriEx		$3,604,670		$4,025,146		$4,744,387		$4,636,674		$4,809,252		$4,783,442		$4,521,314		$5,029,272		$4,774,354		$5,260,259		$4,891,553		$4,772,414

				Monroe		ETC		$697,339		$742,125		$860,836		$841,887		$856,628		$839,985		$832,291		$888,087		$881,474		$885,506		$844,313		$814,505

						VIDEO		$1,130,396		$1,271,704		$1,477,782		$1,567,195		$1,656,976		$1,706,869		$1,757,985		$1,716,953		$1,635,628		$1,627,559		$1,525,187		$1,494,077

						Total Monroe		$1,827,735		$2,013,829		$2,338,618		$2,409,081		$2,513,603		$2,546,854		$2,590,276		$2,605,040		$2,517,102		$2,513,066		$2,369,500		$2,308,582

				I-77		ETC		$1,525,686		$1,937,010		$2,639,956		$2,932,585		$2,929,177		$3,019,707		$2,825,574		$3,231,310		$3,490,370		$3,606,123		$3,418,500		$3,392,044

						VIDEO		$1,894,360		$2,574,454		$3,491,830		$3,784,015		$3,726,456		$4,082,037		$3,720,614		$4,063,929		$4,465,144		$4,571,878		$4,337,901		$4,250,233

						HOV		$0		$0		$0		$0		$0		$0		$0		$0		$0		$0		$0		$0

						Total I77		$3,420,046		$4,511,464		$6,131,786		$6,716,600		$6,655,633		$7,101,744		$6,546,188		$7,295,239		$7,955,514		$8,178,001		$7,756,400		$7,642,277

		Transpoder Penetration 		Tri-Ex		ETC		56.46%		57.05%		57.28%		56.75%		56.27%		55.52%		55.85%		57.14%		57.42%		56.52%		56.68%		55.98%

						VIDEO		43.54%		42.95%		42.72%		43.25%		43.73%		44.48%		44.15%		42.86%		42.58%		43.48%		43.32%		44.02%

				Monroe		ETC		44.11%		43.20%		43.15%		40.98%		40.37%		39.09%		37.85%		40.63%		41.47%		41.83%		41.98%		41.28%

						VIDEO		55.89%		56.80%		56.85%		59.02%		59.63%		60.91%		62.15%		59.37%		58.53%		58.17%		58.02%		58.72%

				I-77		ETC		55.93%		54.65%		54.78%		55.61%		55.85%		54.24%		54.77%		56.02%		55.75%		55.96%		56.01%		56.63%

						VIDEO		44.07%		45.35%		45.22%		44.39%		44.15%		45.76%		45.23%		43.98%		44.25%		44.04%		43.99%		43.37%

		ITOLLs per Roadway		Tri-Ex		ITOL %		8.73%		8.24%		8.39%		8.22%		8.55%		8.64%		7.93%		7.72%		7.61%		7.71%		7.61%		7.74%		Q15 Report


				Monroe		ITOL %		5.73%		5.84%		5.73%		5.34%		5.28%		5.34%		5.10%		5.35%		5.29%		5.33%		5.37%		5.44%

				I-77		ITOL %		5.15%		5.71%		5.36%		3.96%		4.00%		4.33%		3.92%		4.25%		4.19%		4.06%		4.10%		3.54%

		Posted Transactions (Count)		Tri-Ex		Home (Prepaid)		2,235,036		2,503,491		2,964,597		2,840,776		2,961,454		2,879,323		2,697,377		3,076,320		2,934,123		3,181,360		2,960,060		2,860,396		Q15 Report (Posted)





						ETOLL (2.2.1 Toll Posted)		1,886,462		2,135,497		2,522,473		2,418,988		2,504,957		2,425,286		2,301,097		2,645,259		2,529,493		2,729,334		2,543,088		2,445,603

						ITOLL (2.2.3 Toll Posted)		348,574		367,994		442,121		421,783		456,494		454,031		396,277		431,056		404,630		452,025		416,956		414,793

						Away		491,733		554,816		656,922		659,293		670,611		676,613		663,927		743,761		698,994		776,092		751,330		739,820

						Home (Postpaid)		1,237,412		1,376,553		1,604,386		1,594,393		1,641,874		1,644,131		1,588,264		1,720,004		1,639,463		1,850,106		1,725,236		1,722,859

						Uncollectible		29,823		31,056		41,548		38,142		62,280		56,648		45,116		42,956		44,693		53,405		39,195		36,812		Q15 Report / 7 (Home Rejects) + 8 (FTE Rejects) + 9 (IAG Rejects)

						Total		3,994,004		4,465,916		5,267,453		5,132,604		5,336,219		5,256,715		4,994,684		5,583,041		5,317,273		5,860,963		5,475,821		5,359,887

				Monroe		Home (Prepaid)		1,061,253		1,178,712		1,359,089		1,337,300		1,378,838		1,318,505		1,313,461		1,404,397		1,378,198		1,409,024		1,345,912		1,301,322		Q15 Report (Posted)


H0V Plan_type: 220/ Motorcycle: 221 - Query 2


						ETOLL (2.2.1 Toll Posted)		906,136		1,002,659		1,158,332		1,142,139		1,177,845		1,116,670		1,114,089		1,196,705		1,176,900		1,206,802		1,152,006		1,108,799

						ITOLL (2.2.3 Toll Posted)		155,117		176,053		200,729		195,161		200,980		201,835		199,370		207,683		201,291		202,222		193,906		192,523

						Away		419,955		447,402		526,378		532,534		551,155		563,104		572,138		589,914		565,991		568,285		549,477		531,177

						Home (Postpaid)		1,182,802		1,345,129		1,573,561		1,740,182		1,809,771		1,802,064		1,979,524		1,840,852		1,775,838		1,763,068		1,670,258		1,668,706

						Uncollectible 		41,182		43,181		46,959		47,820		67,203		95,712		46,621		49,641		84,075		51,042		44,275		40,149		Q15 Report / 7 (Home Rejects) + 8 (FTE Rejects) + 9 (IAG Rejects)

						Total		2,705,192		3,014,424		3,505,987		3,657,836		3,806,967		3,779,385		3,911,744		3,884,804		3,804,102		3,791,419		3,609,922		3,541,354		Note: Diff in totals from received is due to Transit Video/Interop

				I-77		Home (Prepaid)		893,449		1,099,510		1,351,479		1,375,205		1,442,782		1,406,692		1,294,020		1,445,086		1,412,851		1,483,482		1,359,188		1,314,630		Q15 Report (Posted)
H0V Plan_type: 220/ Motorcycle: 221 - Query 2


						ETOLL (2.2.1 Toll Posted)		798,326		970,957		1,200,520		1,256,532		1,320,480		1,273,833		1,180,997		1,315,627		1,288,677		1,355,361		1,239,967		1,214,124

						ITOLL (2.2.3 Toll Posted)		95,117		128,552		150,959		118,672		122,301		132,859		113,020		129,459		124,174		128,121		119,221		100,506

						Away		263,000		295,292		387,874		466,684		443,194		459,298		459,755		453,240		420,637		461,822		442,935		448,955

						Home (Postpaid)		600,882		763,955		964,611		1,041,676		1,047,704		1,061,031		1,006,381		1,026,449		1,007,462		1,093,105		1,001,215		970,093

						Uncollectible		88,023		93,134		115,050		110,731		124,276		144,381		121,397		123,287		125,298		119,369		105,173		104,950		Q15 Report / 7 (Home Rejects) + 8 (FTE Rejects) + 9 (IAG Rejects)

						Total		1,845,354		2,251,891		2,819,014		2,994,296		3,057,956		3,071,402		2,881,553		3,048,062		2,966,248		3,157,778		2,908,511		2,838,628

		Posted Transactions (Actual Amount)		Tri-Ex		Home (Prepaid)		$1,582,426		$1,781,392		$2,109,017		$2,027,181		$2,104,550		$2,065,639		$1,925,555		$2,193,648		$2,082,130		$2,251,718		$2,086,174		$2,001,349		Q15 Report -Posted

						ETOLL (2.2.1 Toll Posted)		$1,324,273		$1,508,054		$1,784,548		$1,717,147		$1,768,981		$1,735,276		$1,633,825		$1,871,400		$1,784,426		$1,921,105		$1,782,803		$1,701,061

						ITOLL (2.2.3 Toll Posted)		$258,153		$273,338		$324,461		$310,022		$335,560		$330,359		$291,728		$322,244		$297,704		$330,613		$303,359		$300,289

						Away		$435,073		$487,794		$568,100		$564,771		$574,558		$586,046		$566,568		$636,147		$601,536		$664,235		$644,480		$630,649

						Home (Postpaid)		$1,398,512		$1,557,088		$1,822,285		$1,813,614		$1,859,649		$1,871,596		$1,803,295		$1,955,958		$1,858,835		$2,087,746		$1,935,020		$1,925,050

						Uncollectible		$41,462		$44,041		$59,948		$55,898		$74,675		$64,031		$49,093		$55,123		$58,481		$54,361		$47,917		$41,832

						Total		$3,457,474		$3,870,314		$4,559,351		$4,461,464		$4,613,432		$4,587,313		$4,344,511		$4,840,875		$4,600,981		$5,058,060		$4,713,590		$4,598,880

				Monroe		Home (Prepaid)		$463,830		$511,436		$588,300		$577,201		$594,074		$574,315		$573,237		$611,451		$594,117		$608,182		$576,258		$552,791

						ETOLL (2.2.1 Toll Posted)		$389,881		$428,884		$495,326		$488,349		$501,843		$479,145		$477,635		$512,360		$499,667		$514,538		$489,004		$466,402

						ITOLL (2.2.3 Toll Posted)		$73,948		$82,552		$92,931		$88,852		$92,210		$95,170		$95,601		$99,084		$94,447		$93,644		$87,254		$86,389

						Away		$403,846		$417,686		$485,578		$473,924		$490,134		$504,956		$495,271		$523,105		$501,236		$504,734		$484,922		$473,953

						Home (Postpaid)		$809,605		$919,702		$1,080,224		$1,176,780		$1,224,670		$1,236,190		$1,329,475		$1,266,270		$1,204,632		$1,204,440		$1,126,568		$1,112,729

						Uncollectible		$53,323		$59,229		$63,767		$63,157		$76,154		$96,146		$59,394		$64,234		$69,038		$66,821		$57,655		$47,383

						Total		$1,326,757		$1,490,368		$1,732,292		$1,817,138		$1,894,898		$1,906,651		$1,962,105		$1,941,955		$1,867,786		$1,879,443		$1,760,482		$1,712,902

				I-77		Home (Prepaid)		$1,176,750		$1,557,746		$2,073,374		$2,153,523		$2,195,400		$2,271,331		$2,030,341		$2,427,976		$2,609,030		$2,659,601		$2,542,718		$2,426,246

						ETOLL (2.2.1 Toll Posted)		$1,034,223		$1,353,184		$1,817,923		$1,952,545		$1,996,054		$2,043,882		$1,838,362		$2,196,633		$2,364,664		$2,410,391		$2,293,788		$2,208,408

						ITOLL (2.2.3 Toll Posted)		$142,520		$204,560		$255,451		$200,977		$199,345		$227,449		$191,975		$231,343		$244,366		$249,210		$248,930		$217,839

						Away		$402,962		$486,880		$693,301		$847,569		$793,063		$868,327		$851,176		$892,737		$945,546		$1,001,475		$973,348		$1,015,680

						Home (Postpaid)		$1,403,412		$1,932,590		$2,652,850		$2,973,790		$2,903,443		$3,097,291		$2,878,599		$3,115,095		$3,441,191		$3,595,087		$3,377,441		$3,318,238

						Uncollectible		$69,508		$92,414		$125,233		$136,855		$157,838		$189,767		$125,460		$169,440		$208,272		$139,886		$122,706		$140,384

						Total		$2,649,670		$3,582,751		$4,851,457		$5,264,169		$5,256,681		$5,558,389		$5,034,400		$5,712,511		$6,258,493		$6,394,574		$6,042,865		$5,884,868

		Posted Transactions by Class 		Tri-Ex		Class 1 		3,806,384		4,252,862		5,011,897		4,891,246		5,067,982		4,977,446		4,750,811		5,318,434		5,063,591		5,585,856		5,243,715		5,145,086		Posted Transactions breakdown by Class (Used for Board Meetings)



						Class 2		43,167		49,874		59,044		55,509		55,190		62,236		56,190		62,303		58,288		63,510		51,618		46,205

						Class 3		119,250		136,686		159,718		151,255		153,879		163,648		146,610		165,430		154,218		161,484		143,320		132,379

						% Class 1		95.9%		95.8%		95.8%		95.9%		96.0%		95.7%		95.9%		95.9%		96.0%		96.1%		96.4%		96.6%

						% Class 2		1.1%		1.1%		1.1%		1.1%		1.0%		1.2%		1.1%		1.1%		1.1%		1.1%		0.9%		0.9%

						% Class 3		3.0%		3.1%		3.1%		3.0%		2.9%		3.1%		3.0%		3.0%		2.9%		2.8%		2.6%		2.5%

				Monroe		Class 1 		2,285,463		2,575,630		2,997,767		3,170,416		3,283,122		3,205,274		3,408,231		3,343,612		3,256,927		3,267,659		3,126,332		3,078,328

						Class 2		37,876		40,040		48,967		46,495		50,389		52,170		51,649		51,886		50,967		50,198		45,601		42,179

						Class 3		344,414		358,906		414,883		395,771		409,163		428,586		409,184		446,630		414,567		424,663		395,175		380,597

						% Class 1		85.7%		86.6%		86.6%		87.8%		87.7%		87.0%		88.1%		87.0%		87.5%		87.3%		87.6%		87.9%

						% Class 2		1.4%		1.3%		1.4%		1.3%		1.3%		1.4%		1.3%		1.4%		1.4%		1.3%		1.3%		1.2%

						% Class 3		12.9%		12.1%		12.0%		11.0%		10.9%		11.6%		10.6%		11.6%		11.1%		11.3%		11.1%		10.9%

		Home Customers on Away Agency Roads		Count		BURLINGTON COUNTY BRIDGE COMMISSION		131		146		177		148		207		172		236		219		189		162		193		152		Query 5: Home Customers on Away Agency Tx Count (query updated 1.20.22)

						Cline Avenue Bridge LLC		5		6		16		24		28		15		47		30		17		27		26		17

						DELAWARE DOT		11,835		10,258		13,051		15,010		16,924		19,161		21,703		18,522		15,736		15,104		18,112		17,317

						DELAWARE RIVER AND BAY AUTHORITY		4,933		3,433		4,069		4,626		5,415		6,075		7,562		6,927		5,266		5,189		5,694		5,903

						DELAWARE RIVER PORT AUTHORITY		1,256		986		977		1,198		1,318		1,478		1,609		1,385		1,263		1,241		1,298		1,213

						Florida Turnpike Enterprise		50,593		49,100		64,416		72,360		53,546		58,561		65,180		53,734		42,349		45,983		60,717		82,986

						ILLINOIS TOLLWAY		15,973		10,528		14,960		15,008		18,771		20,880		24,358		22,363		17,803		17,429		17,467		15,971

						INDIANA TOLL ROAD		1,286		1,202		1,638		1,626		1,951		2,690		3,156		2,518		2,144		1,789		1,641		1,402

						JOINT TOLL BRIDGE COMMISSION		2,105		1,706		2,172		2,446		2,731		3,168		3,554		3,491		2,906		2,900		2,833		2,536

						Lee County Florida		444		452		392		311		346		328		456		210		230		2		372		245

						MAINE TURNPIKE AUTHORITY		1,857		1,840		2,239		2,527		3,627		5,721		8,615		7,109		5,172		4,375		2,922		3,005

						Maryland Transportation Authority		19,777		19,368		19,881		12,426		32,419		36,612		33,501		30,441		31,289		30,609		34,288		35,746

						MASSACHUSETTS TURNPIKE AUTHORITY		4,978		4,826		6,133		6,996		8,763		10,215		12,193		10,636		8,770		8,110		7,324		6,731

						MDX Miami Dade Expressway		2,495		2,353		3,205		2,971		5,107		4,174		5,655		4,420		4,049		5,050		4,576		6,591

						Minnesota DOT		12		3		20		8		28		13		21		13		4		2		3		8

						MTA B&T		5,462		4,520		5,856		6,721		7,520		8,545		10,538		9,489		7,676		6,917		7,376		8,448

						NEW HAMPSHIRE DOT		2,188		2,367		2,782		2,722		3,402		4,614		6,763		5,838		4,399		4,103		3,064		3,051

						NEW JERSEY HIGHWAY AUTHORITY		4,791		4,842		5,516		7,194		8,267		10,116		12,741		10,646		8,689		8,482		8,678		9,815

						NEW JERSEY TURNPIKE AUTHORITY		14,551		10,818		13,245		15,256		16,950		19,281		22,540		20,192		16,863		16,317		18,066		18,657

						NEW YORK STATE THRUWAY		9,996		8,976		11,297		12,662		16,928		23,022		30,073		25,762		19,238		17,217		14,795		13,511

						NIAGARA FALLS BRIDGE COMMISSION		18		8		15		45		82		124		187		144		101		92		80		98

						NYSBA		928		707		919		1,109		1,405		1,720		2,139		1,756		1,520		1,448		1,356		1,237

						Ohio Turnpike and Infrastructure Commission		2,464		1,988		2,363		2,537		2,911		3,611		3,888		3,560		2,809		2,551		2,645		2,428

						OOCEA Orlando		11,364		11,138		12,669		13,684		10,844		11,481		13,272		10,490		8,293		6,298		12,245		12,802

						PEACE BRIDGE, NEW YORK		26		23		49		84		115		197		239		169		133		144		95		121

						PENNSYLVANIA TURNPIKE COMMISSION		9,239		7,956		9,267		10,789		11,744		13,475		14,640		13,713		12,003		12,038		12,214		11,462

						PORT AUTHORITY OF NY & NJ		3,699		3,034		3,958		4,566		5,164		5,957		7,174		6,272		5,206		4,925		5,460		6,187

						RI Tnpk/Bridge Auth		1,265		1,271		1,515		1,825		2,123		1,930		2,004		1,949		921		390		171		226

						RIVERLINK		1,699		1,379		1,850		1,870		2,140		2,191		2,350		2,255		2,014		1,990		1,977		2,027

						Skyway Concession Company (SCC)		344		297		449		416		563		808		1,073		770		650		587		525		462

						SOUTH JERSEY TRANSPORTATION AUTHORITY		886		843		1,092		1,490		1,550		2,062		2,696		2,176		1,575		1,499		1,429		1,411

						SRTA Georgia		4,459		6,177		8,351		6,940		10,451		9,032		8,325		7,958		8,310		9,420		9,895		4,550

						Tampa Hillsborough Expressway		1,384		1,386		1,550		1,491		1,473		1,011		1,161		1,279		1,129		948		1,539		1,173

						THOUSAND ISLANDS BRIDGE AUTHORITY (TIBA)		12		5		18		22		43		46		93		73		38		35		25		24

						VDOT Smart Tag		28,558		32,082		40,153		42,551		44,416		48,303		49,323		49,177		44,122		44,837		46,206		42,655

						WEST VIRGINIA PARKWAYS AUTHORITY		27,625		25,572		33,828		38,382		45,119		49,332		57,382		51,104		45,566		43,891		51,564		49,106

				Amount		BURLINGTON COUNTY BRIDGE COMMISSION		$713		$492		$690		$605		$965		$633		$744		$861		$849		$939		$776		$456

						Cline Avenue Bridge LLC		$21		$31		$64		$92		$74		62		$162		$91		63		92		81		43

						DELAWARE DOT		$65,722		$54,500		$65,669		$70,859		$79,361		$87,996		$93,673		$83,711		$71,249		$69,558		$79,246		$73,362

						DELAWARE RIVER AND BAY AUTHORITY		$82,816		$56,421		$61,464		$60,088		$67,063		$72,518		$73,854		$73,518		$61,281		$59,625		$62,157		$58,870

						DELAWARE RIVER PORT AUTHORITY		$24,293		$13,254		$12,878		$13,900		$14,875		$15,634		$14,905		$14,085		$12,925		$13,221		$12,800		$11,109

						Florida Turnpike Enterprise		$66,145		$63,594		$77,178		$81,338		$64,019		$65,335		$69,385		$61,533		$50,413		$57,338		$66,921		$87,775

						ILLINOIS TOLLWAY		$60,573		$30,707		$40,384		$37,087		$40,443		$44,378		$47,092		$47,207		$38,683		$38,490		$36,007		$30,491

						INDIANA TOLL ROAD		$13,857		$15,839		$18,867		$18,046		$18,861		$22,291		$23,408		$22,532		$18,902		$14,099		$13,275		$12,269

						JOINT TOLL BRIDGE COMMISSION		$20,834		$16,728		$21,551		$21,704		$22,156		$23,060		$19,550		$22,559		$21,004		$19,744		$18,308		$14,815

						Lee County Florida		$1,572		$1,408		$1,277		$1,042		$1,223		$1,072		$1,548		$734		$696		$4		$689		$406

						MAINE TURNPIKE AUTHORITY		$6,537		$6,166		$7,939		$8,492		$11,460		$16,571		$21,971		$18,761		$13,970		$12,041		$7,879		$8,222

						Maryland Transportation Authority		$209,151		$181,581		$167,377		$99,695		$253,118		$266,137		$217,919		$222,048		$222,279		$217,108		$229,522		$231,931

						MASSACHUSETTS TURNPIKE AUTHORITY		$9,878		$9,301		$12,423		$14,024		$16,762		$20,129		$23,002		$20,531		$17,336		$15,320		$13,709		$12,086

						MDX Miami Dade Expressway		$1,154		$1,068		$1,472		$1,379		$2,453		$1,994		$2,685		$2,091		$1,931		$2,389		$2,138		$3,080

						Minnesota DOT		$0		$1		$2		$1		$6		11		39		12		4		2		4		5

						MTA B&T		$90,958		$64,632		$81,409		$90,431		$100,235		$106,458		$121,580		$118,054		$106,676		$87,999		$91,690		$101,754

						NEW HAMPSHIRE DOT		$3,333		$3,849		$5,114		$4,749		$5,939		$8,052		$11,103		$9,494		$7,271		$6,568		$5,023		$5,180

						NEW JERSEY HIGHWAY AUTHORITY		$8,145		$8,061		$9,508		$12,170		$14,028		$17,194		$21,178		$18,136		$14,671		$14,361		$14,835		$16,479

						NEW JERSEY TURNPIKE AUTHORITY		$220,271		$161,125		$191,259		$206,711		$233,137		$254,716		$280,852		$263,691		$217,169		$211,566		$229,019		$223,002

						NEW YORK STATE THRUWAY		$66,211		$63,841		$76,075		$78,098		$94,886		$109,980		$112,409		$109,908		$89,993		$82,290		$79,643		$67,184

						NIAGARA FALLS BRIDGE COMMISSION		$124		$58		$60		$206		$410		$588		$863		$759		$542		$462		$405		$507

						NYSBA		$2,331		$2,593		$3,519		$3,943		$5,156		$5,747		$7,312		$6,074		$5,414		$4,603		$4,405		$3,596

						Ohio Turnpike and Infrastructure Commission		$22,442		$19,135		$23,361		$22,913		$24,800		$29,418		$28,742		$28,080		$22,317		$18,937		$17,843		$16,208

						OOCEA Orlando		$13,140		$12,671		$14,461		$15,603		$12,257		$13,212		$15,421		$12,176		$9,764		$7,349		$14,295		$14,985

						PEACE BRIDGE, NEW YORK		$326		$98		$280		$548		$559		$1,013		$1,056		$774		$663		$790		$605		$545

						PENNSYLVANIA TURNPIKE COMMISSION		$127,440		$107,151		$124,873		$125,032		$137,342		$143,809		$136,096		$134,828		$115,600		$110,357		$110,457		$96,498

						PORT AUTHORITY OF NY & NJ		$118,502		$78,144		$95,048		$102,444		$110,317		$126,853		$154,862		$148,263		$131,663		$122,180		$128,192		$129,321

						RI Tnpk/Bridge Auth		$5,286		$5,253		$6,460		$7,758		$8,932		$8,190		$8,210		$8,251		$3,884		$1,734		$732		$934

						RIVERLINK		$10,093		$8,564		$11,015		$9,896		$11,003		$11,570		$12,063		$12,861		$11,628		$11,195		$10,646		$10,338

						Skyway Concession Company (SCC)		$4,462		$4,384		$6,535		$5,519		$6,349		$8,722		$10,098		$7,754		$6,595		$5,850		$5,168		$4,623

						SOUTH JERSEY TRANSPORTATION AUTHORITY		$2,022		$2,010		$2,739		$3,829		$4,041		$5,409		$7,157		$5,896		$3,865		$3,816		$3,469		$3,313

						SRTA Georgia		$9,418		$17,384		$23,439		$17,608		$27,333		$23,507		$21,208		$22,121		$23,251		$25,293		$27,029		$12,428

						Tampa Hillsborough Expressway		$2,041		$2,077		$2,331		$2,239		$2,210		$1,489		$1,822		$1,932		$1,695		$1,485		$2,356		$1,718

						THOUSAND ISLANDS BRIDGE AUTHORITY (TIBA)		$42		$16		$71		$84		$176		$205		$343		$258		$157		$132		$87		$94

						VDOT Smart Tag		$106,816		$121,430		$161,159		$186,725		$202,459		$233,306		$242,925		$228,740		$189,506		$190,707		$208,057		$200,464

						WEST VIRGINIA PARKWAYS AUTHORITY		$156,629		$150,477		$198,138		$206,515		$238,895		$252,904		$280,750		$260,276		$229,492		$223,729		$248,875		$237,637

				Percentages 		BURLINGTON COUNTY BRIDGE COMMISSION		0.05%		0.06%		0.06%		0.05%		0.06%		0.04%		0.05%		0.06%		0.06%		0.05%		0.05%		0.04%

						OOCEA Orlando		4.57%		4.81%		4.37%		4.41%		3.15%		2.97%		3.04%		2.71%		2.52%		1.96%		3.43%		3.47%

						Cline Avenue Bridge LLC		0.00%		0.00%		0.01%		0.01%		0.01%		0.00%		0.01%		0.01%		0.01%		0.01%		0.01%		0.00%

						DELAWARE DOT		4.76%		4.43%		4.50%		4.84%		4.91%		4.96%		4.97%		4.79%		4.79%		4.69%		5.08%		4.69%

						DELAWARE RIVER AND BAY AUTHORITY		1.98%		1.48%		1.40%		1.49%		1.57%		1.57%		1.73%		1.79%		1.60%		1.61%		1.60%		1.60%

						JOINT TOLL BRIDGE COMMISSION		0.85%		0.74%		0.75%		0.79%		0.79%		0.82%		0.81%		0.90%		0.88%		0.90%		0.79%		0.69%

						DELAWARE RIVER PORT AUTHORITY		0.51%		0.43%		0.34%		0.39%		0.38%		0.38%		0.37%		0.36%		0.38%		0.39%		0.36%		0.33%

						Florida Turnpike Enterprise		20.35%		21.20%		22.21%		23.34%		15.55%		15.17%		14.93%		13.89%		12.89%		14.28%		17.01%		22.47%

						ILLINOIS TOLLWAY		6.42%		4.55%		5.16%		4.84%		5.45%		5.41%		5.58%		5.78%		5.42%		5.41%		4.89%		4.32%

						INDIANA TOLL ROAD		0.52%		0.52%		0.56%		0.52%		0.57%		0.70%		0.72%		0.65%		0.65%		0.56%		0.46%		0.38%

						Lee County Florida		0.18%		0.20%		0.14%		0.10%		0.10%		0.08%		0.10%		0.05%		0.07%		0.00%		0.10%		0.07%

						MAINE TURNPIKE AUTHORITY		0.75%		0.79%		0.77%		0.82%		1.05%		1.48%		1.97%		1.84%		1.57%		1.36%		0.82%		0.81%

						Maryland Transportation Authority		7.95%		8.36%		6.85%		4.01%		9.41%		9.48%		7.68%		7.87%		9.53%		9.50%		9.61%		9.68%

						MASSACHUSETTS TURNPIKE AUTHORITY		2.00%		2.08%		2.11%		2.26%		2.54%		2.65%		2.79%		2.75%		2.67%		2.52%		2.05%		1.82%

						MDX Miami Dade Expressway		1.00%		1.02%		1.10%		0.96%		1.48%		1.08%		1.30%		1.14%		1.23%		1.57%		1.28%		1.78%

						Minnesota DOT		0.00%		0.00%		0.01%		0.00%		0.01%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%

						MTA B&T		2.20%		1.95%		2.02%		2.17%		2.18%		2.21%		2.41%		2.45%		2.34%		2.15%		2.07%		2.29%

						NEW HAMPSHIRE DOT		0.88%		1.02%		0.96%		0.88%		0.99%		1.19%		1.55%		1.51%		1.34%		1.27%		0.86%		0.83%

						NEW JERSEY HIGHWAY AUTHORITY		1.93%		2.09%		1.90%		2.32%		2.40%		2.62%		2.92%		2.75%		2.65%		2.63%		2.43%		2.66%

						NEW JERSEY TURNPIKE AUTHORITY		5.85%		4.67%		4.57%		4.92%		4.92%		4.99%		5.16%		5.22%		5.13%		5.07%		5.06%		5.05%

						NYSBA		0.37%		0.31%		0.32%		0.36%		0.41%		0.45%		0.49%		0.45%		0.46%		0.45%		0.38%		0.33%

						NEW YORK STATE THRUWAY		4.02%		3.88%		3.89%		4.08%		4.92%		5.96%		6.89%		6.66%		5.86%		5.35%		4.15%		3.66%

						NIAGARA FALLS BRIDGE COMMISSION		0.01%		0.00%		0.01%		0.01%		0.02%		0.03%		0.04%		0.04%		0.03%		0.03%		0.02%		0.03%

						Ohio Turnpike and Infrastructure Commission		0.99%		0.86%		0.81%		0.82%		0.85%		0.94%		0.89%		0.92%		0.86%		0.79%		0.74%		0.66%

						PEACE BRIDGE, NEW YORK		0.01%		0.01%		0.02%		0.03%		0.03%		0.05%		0.05%		0.04%		0.04%		0.04%		0.03%		0.03%

						PENNSYLVANIA TURNPIKE COMMISSION		3.72%		3.44%		3.19%		3.48%		3.41%		3.49%		3.35%		3.55%		3.65%		3.74%		3.42%		3.10%

						PORT AUTHORITY OF NY & NJ		1.49%		1.31%		1.36%		1.47%		1.50%		1.54%		1.64%		1.62%		1.59%		1.53%		1.53%		1.68%

						RI Tnpk/Bridge Auth		0.51%		0.55%		0.52%		0.59%		0.62%		0.50%		0.46%		0.50%		0.28%		0.12%		0.05%		0.06%

						RIVERLINK		0.68%		0.60%		0.64%		0.60%		0.62%		0.57%		0.54%		0.58%		0.61%		0.62%		0.55%		0.55%

						Skyway Concession Company (SCC)		0.14%		0.13%		0.15%		0.13%		0.16%		0.21%		0.25%		0.20%		0.20%		0.18%		0.15%		0.13%

						SOUTH JERSEY TRANSPORTATION AUTHORITY		0.36%		0.36%		0.38%		0.48%		0.45%		0.53%		0.62%		0.56%		0.48%		0.47%		0.40%		0.38%

						SRTA Georgia		1.79%		2.67%		2.88%		2.24%		3.03%		2.34%		1.91%		2.06%		2.53%		2.92%		2.77%		1.23%

						Tampa Hillsborough Expressway		0.56%		0.60%		0.53%		0.48%		0.43%		0.26%		0.27%		0.33%		0.34%		0.29%		0.43%		0.32%

						THOUSAND ISLANDS BRIDGE AUTHORITY (TIBA)		0.00%		0.00%		0.01%		0.01%		0.01%		0.01%		0.02%		0.02%		0.01%		0.01%		0.01%		0.01%

						VDOT Smart Tag		11.49%		13.85%		13.84%		13.72%		12.90%		12.51%		11.30%		12.71%		13.43%		13.92%		12.95%		11.55%

						WEST VIRGINIA PARKWAYS AUTHORITY		11.11%		11.04%		11.66%		12.38%		13.10%		12.78%		13.15%		13.21%		13.87%		13.63%		14.45%		13.30%

		Transactions Disputed by Tx Date (Tri-Ex - 30)		Transactions		INCORR_LIC_PLT		861		852		1,121		711		716		976		809		821		727		762		764		391		Query 3: Disputed Txs - updated 12/13/22 to correct disputed amount to discounted amount


						OTHER		709		850		989		866		652		1,031		846		693		692		621		386		121

						TOR		634		659		621		793		633		781		1,080		2,195		1,305		848		799		269

						IMAGETOLL		461		502		527		628		1,047		861		574		556		404		151		25		20

						OLDERTHAN72		270		304		582		374		305		531		429		165		110		95		37		14

						REVERSAL		85				1		1		1		1		1		11				4		1		0

						DUPLICATE		59		80		260		90		2		83		130		136		96		145		144		0

				Amount		INCORR_LIC_PLT		$1,207		$1,138		$1,543		$950		$904		$1,305		$997		$1,086		$976		$1,080		$1,085		$481

						OTHER		$1,086		$1,304		$1,380		$1,301		$1,094		$1,669		$1,289		$1,123		$1,002		$862		$613		$239

						TOR		$650		$807		$861		$886		$725		$991		$1,356		$2,367		$1,458		$956		$839		$300

						IMAGETOLL		$547		$582		$600		$785		$1,177		$936		$783		$861		$527		$169		$28		$22

						OLDERTHAN72		$356		$331		$640		$492		$350		$686		$487		$258		$174		$143		$43		$33

						REVERSAL		$78				$1		$1		$2		$2		$2		$27				$4		$7		$0

						DUPLICATE		$54		$66		$209		$71		$2		$63		$101		$116		$63		$108		$116		$0

		Transactions with Dispute Reasons by Tx Date   (Monroe - 40)		Transactions		INCORR_LIC_PLT		1,046		612		493		448		587		429		589		644		506		451		314		156

						OTHER		1,193		1,285		886		730		792		694		939		954		666		413		210		51

						TOR		688		718		643		310		457		797		1,652		2,320		1,207		1,186		959		303

						IMAGETOLL		196		353		150		404		272		163		207		316		183		214		47		34

						OLDERTHAN72		208		166		144		327		189		199		272		93		69		65		2		- 0

						REVERSAL		- 0		1		- 0		- 0		1		14		- 0		- 0		- 0		2		- 0		- 0

						DUPLICATE		28		47		124		34				116		71		80		57		60		51		- 0

				Amount		INCORR_LIC_PLT		$929		$488		$438		$371		$417		$317		$476		$490		$463		$430		$266		$128

						OTHER		$1,038		$1,044		$701		$791		$799		$594		$1,031		$1,004		$691		$334		$198		$38

						TOR		$474		$487		$447		$240		$274		$507		$1,061		$1,548		$738		$718		$598		$175

						IMAGETOLL		$156		$209		$137		$314		$291		$245		$244		$263		$187		$200		$40		$22

						OLDERTHAN72		$175		$146		$177		$353		$223		$162		$213		$73		$57		$67		$2		$0

						REVERSAL		$0		$1		$0		$0		$2		$8		$0		$0		$0		$1		$0		$0

						DUPLICATE		$13		$22		$88		$13				$50		$31		$42		$20		$27		$21		$0

		Transactions with Dispute Reasons by Tx Date   (I-77 -33)		Transactions		INCORR_LIC_PLT		445		397		485		539		549		545		524		560		325		175		110		66

						IMAGETOLL		414		449		531		590		440		387		198		564		461		361		375		185

						I-77_LEVEL_2		352		425		539		465		521		781		699		620		546		337		437		404

						OTHER		288		187		143		132		312		223		305		343		329		88		108		62

						TOR		267		320		403		344		325		388		526		1,545		355		198		163		67

						I-77_HOV		56		112		84		153		80		111		120		152		80		86		175		154

						I-77_INC_AMT		16		26		30		18		78		79		0		0		0		1		0		0

						OLDERTHAN72		26		36		95		131		51		67		117		24		17		6		1		1

						DUPLICATE		1		3		6		1		0		4		12		38		37		32		52		0

						REVERSAL		0		0		4		4		16		6		16				9		0		0		0

				Amount		INCORR_LIC_PLT		$1,168		$1,052		$1,484		$1,806		$1,825		$1,731		$1,624		$1,883		$1,167		$652		$420		$249

						IMAGETOLL		$897		$1,128		$1,495		$1,722		$1,151		$1,083		$552		$1,852		$1,838		$1,422		$1,369		$614

						I-77_LEVEL_2		$856		$1,076		$1,591		$1,501		$1,797		$2,973		$2,237		$1,924		$2,236		$1,078		$1,236		$875

						OTHER		$661		$529		$539		$522		$1,611		$749		$864		$1,126		$1,250		$281		$390		$134

						TOR		$708		$895		$1,324		$1,084		$899		$1,104		$1,290		$4,078		$1,020		$621		$556		$239

						I-77_HOV		$103		$201		$157		$281		$152		$181		$214		$313		$186		$164		$412		$283

						I-77_INC_AMT		$83		$121		$134		$63		$208		$161		$0		$0		$0		$1				$0

						OLDERTHAN72		$57		$103		$206		$321		$135		$197		$337		$80		$73		$17		$2		$13

						DUPLICATE		$3		$12		$21		$2		$0		$16		$60		$97		$104		$99		$132		$0

						REVERSAL						$16		$13		$28		$22		$61		$0		$35		$0		$0		$0

		Disputes Reasons per Account by Dispute Date (Tri-Ex - 30)		Accounts		INCORR_LIC_PLT		473		544		726		673		596		411		484		429		411		578		450		398		Query 3: Disputed Txs - updated 5/9/22 to show additional Disputed Categories


						OTHER		286		291		399		308		289		219		246		247		273		300		278		269

						TOR		96		120		138		127		97		100		80		79		53		76		64		81

						DUPLICATE		91		63		8		170		73		1		101		4		5		320		115		2

						IMAGETOLL		34		49		37		32		37		42		49		43		43		39		14		20

						REVERSAL		0		2		1		0		1		2		0		2		6		3		1		1

						OLDERTHAN72		4						30		82		105		121		111		120		133		126		134

				Amount		INCORR_LIC_PLT		$923		$1,199		$1,684		$1,296		$1,084		$872		$1,136		$1,199		$801		$1,357		$1,334		$1,022

						OTHER		$1,222		$1,146		$2,359		$1,869		$1,357		$1,406		$1,646		$1,877		$1,615		$1,358		$1,254		$1,567

						TOR		$812		$714		$803		$513		$480		$372		$2,005		$488		$2,771		$1,323		$1,597		$514

						DUPLICATE		$129		$68		$14		$199		$86		$4		$113		$6		$4		$343		$117		$1

						IMAGETOLL		$804		$906		$379		$461		$715		$914		$971		$3,271		$527		$995		$385		$168

						REVERSAL				$76		$2				$1		$4				$2		$13		$27		$1		$7

						OLDERTHAN72		$65						$181		$365		$223		$593		$514		$739		$529		$1,111		$689

		Disputes Reasons per Account by Dispute Date (Monroe - 40)		Accounts		INCORR_LIC_PLT		275		359		336		190		129		158		141		91		138		196		135		127

						OTHER		341		319		326		168		124		135		102		91		107		154		126		121

						TOR		43		58		86		68		51		46		46		47		52		54		42		56

						DUPLICATE		27		22		1		56		25		0		55		0		0		113		32		0

						OLDERTHAN72		1		2		0		24		66		43		65		50		43		48		44		63

						IMAGETOLL		13		7		6		6		11		15		15		17		17		17		12		7

						REVERSAL		0		0		0		0		0		2		1		0		0		1		0		0

				Amount		INCORR_LIC_PLT		$564		$1,177		$847		$524		$280		$527		$361		$202		$490		$706		$361		$477

						OTHER		$1,345		$985		$1,916		$770		$456		$734		$793		$1,550		$1,371		$1,173		$733		$584

						TOR		$436		$369		$911		$477		$450		$256		$596		$580		$2,363		$607		$532		$500

						DUPLICATE		$28		$26		$1		$70		$38		$0		$68		$0		$0		$101		$22		$0

						OLDERTHAN72		$19		$4		$0		$124		$249		$131		$327		$385		$197		$166		$302		$307

						IMAGETOLL		$440		$108		$77		$39		$159		$1,034		$140		$717		$200		$120		$131		$223

						REVERSAL						$0		$0		$0		$10		$1		$0		$0		$1		$0		$0

		Disputes Reasons per Account by Dispute Date  (I-77 -33)		Accounts		INCORR_LIC_PLT		346		516		347		273		270		269		187		164		185		369		147		98

						I-77_LEVEL_2		136		102		119		99		82		80		82		121		146		203		207		145

						OTHER		68		61		81		46		41		43		43		29		51		93		65		72

						TOR		58		61		69		61		43		40		41		40		39		38		19		22

						I-77_HOV		28		12		18		2		10		11		14		13		14		39		57		73

						IMAGETOLL		17		29		22		18		24		33		35		27		22		25		14		16

						I-77_INC_AMT		1				2		1		1		5		2		2		0		0		1		1

						REVERSAL						0		1		0		2		4		0		3		1		0		0

						OLDERTHAN72				2		0		3		8		18		18		26		7		30		34		60

						DUPLICATE				1		0		6		3		1		3		1		0		67		42		1

				Amount		INCORR_LIC_PLT		$1,582		$2,544		$1,921		$1,374		$1,837		$2,051		$1,457		$1,262		$1,218		$2,386		$1,130		$872

						I-77_LEVEL_2		$1,672		$638		$1,107		$3,053		$1,169		$1,397		$735		$1,771		$3,789		$2,889		$3,280		$2,263

						OTHER		$733		$291		$716		$840		$331		$1,395		$317		$514		$1,755		$553		$724		$2,029

						TOR		$2,230		$845		$1,133		$1,560		$624		$595		$1,494		$599		$5,708		$1,361		$441		$585

						I-77_HOV		$224		$126		$241		$18		$102		$1,611		$76		$90		$179		$225		$583		$606

						IMAGETOLL		$250		$712		$921		$2,751		$601		$2,300		$2,335		$466		$1,224		$1,174		$514		$4,503

						I-77_INC_AMT		$4				$240		$12		$282		$287		$194		$52		$0		$0		$2		$1

						REVERSAL						$0		$24		$0		$13		$17		$0		$30		$6		$0		$0

						OLDERTHAN72				$13		$0		$15		$70		$180		$247		$387		$234		$485		$121		$689

						DUPLICATE				$3		$0		$31		$15		$4		$11		$2		$0		$354		$140		$7

		BOS Disposition Trends		Tri-Ex (ID 30)		1 - TOLL		1,889,522		2,138,832		2,526,561		2,423,308		2,509,658		2,430,376		2,305,619		2,649,781		2,533,781		2,733,752		2,546,977		95,427

Comparini, Francisca: Comparini, Francisca:
DB numbers not reconciling with RTCS dispositions. Emailed BOS team and pending response


																		

Comparini, Francisca: Comparini, Francisca:
ran 7.29.22		

Comparini, Francisca: Comparini, Francisca:
Run 2.2.22		

Comparini, Fran: Comparini, Fran:
Run 3.1.22																				

tc={09C56E79-D21C-4609-AB49-1BA64480B33E}: [Threaded comment]

Your version of Excel allows you to read this threaded comment; however, any edits to it will get removed if the file is opened in a newer version of Excel. Learn more: https://go.microsoft.com/fwlink/?linkid=870924

Comment:
    select count(*)
FROM VECTOR_READONLY.V_ETC_ACCOUNT ETC,
        TPMS.V_ADDRESS ADDR,
        VECTOR_READONLY.S_ORG_EXT D, 
        tpms.t_tpms_account acc1
where ETC.ETC_ACCOUNT_ID = ADDR.ETC_ACCOUNT_ID
AND ADDR.ADDRESS_ID = D.PR_ADDR_ID
and acc1.etc_account_id = etc.etc_account_id
and account_type_cd in ('PVIDEOUNREG', 'BVIDEOUNREG')
AND account_status_cd = 'ACTIVE'
and (abs(acc1.current_balance) +  abs(viol_balance) + abs(acc1.postpaid_balance) + abs(postpaid_overpayment)) <> 0		601- VIDEO		1,233,497		1,371,559		1,597,945		1,588,803		1,628,591		1,637,472		1,579,512		1,714,029		1,631,213		1,835,484		1,717,902		190,464

						7 - POST		364,991		408,297		489,846		488,716		492,406		487,322		483,015		539,376		518,495		578,385		556,475		33,324

						9 - ITOL		349,147		369,474		444,017		423,081		457,831		455,542		397,049		433,270		407,173		453,948		419,828		31,292

						6 - PPST		126,742		146,519		167,076		170,577		178,205		189,291		180,508		204,261		180,456		197,189		194,826		15,998

						402- NODMV		17,766		20,149		26,698		24,904		48,790		- 0		- 0		- 0		- 0		- 0		- 0

						31 - XLANE		1,999		1,687		2,361		1,607		7,009		9,128		2,288		3,505		3,531		2,491		4,304		290

						29 - POACHING		711		884		1,186		1,402		2,213		1,903		2,123		3,396		3,030		3,292		2,193		141

						45 - RJPD		457		420		660		597		1,287		1,576		1,167		1,200		1,204		1,641		1,245		89

						49 - RJPL		160		282		597		384		476		504		390		379		393		382		364		44

						22 - DUPL		41		42		39		18		54		178		3,370		13		13		5,766		124		191

						2 - VTOL		151		1		43		13		19		38		25		52		79		- 0		71		6

						OTHER		145		150		141		113		301		28		288		4		10		- 0		- 0

																														

Comparini, Francisca: Comparini, Francisca:
46-OLD1
		

Comparini, Francisca: Comparini, Francisca:
run 2.2.22		

Comparini, Francisca: Comparini, Francisca:
Run 3.14.22
				

Comparini, Francisca: Comparini, Francisca:
Plus 1 additional sold at External Location on 4/19/22		

Comparini, Francisca: Comparini, Francisca:
Run 2.2.22		

Comparini, Fran: Comparini, Fran:
Run 3.1.22		

Comparini, Fran: Comparini, Fran:
Run 4.1.22		Monroe (ID 40)		601 - VIDEO		1,180,328		1,342,218		1,569,728		1,736,978		1,806,622		1,798,830		1,976,572		1,965,262		1,893,079		1,919,684		1,750,059		1,628,441

						1 - TOLL		908,531		1,005,013		1,161,483		1,144,734		1,180,712		1,119,430		1,116,324		1,199,914		1,180,171		1,210,404		1,155,507		95,427

						7 - POST		284,205		296,632		350,811		353,487		355,309		357,003		363,275		377,434		367,737		374,336		359,302		33,324

						9 - ITOL		155,176		176,493		201,380		195,690		201,246		202,281		200,109		209,146		203,285		204,353		195,889		31,293

						6 - PPST		135,750		150,770		175,567		179,047		195,846		206,101		208,862		212,411		198,254		193,949		190,068		15,998

						45 - RJDP		430		393		591		509		624		671		704		672		8,008		819		744		21

						49 - RJPL		247		239		200		266		253		285		348		319		330		326		233		11

						29 - POACHING		143		128		163		168		200		199		201		213		174		191		160		11

						31 - XLANE		49		36		50		78		109		169		135		1,146		95		90		83		3

						2 - VTOL		57		7		30		5		16		18				11				16		11		7

						22 - DUPL		51		69		41		6		13		33		36		56		21,451		156		11		66

						48 - RINV								2		13		26		7				2				- 0

						47 - OLD2		19		6		2		13		- 0		- 0		28		- 0		2		7		- 0

						3 - EXEMPT																								7

select count(*)
FROM VECTOR_READONLY.V_ETC_ACCOUNT ETC,
        TPMS.V_ADDRESS ADDR,
        VECTOR_READONLY.S_ORG_EXT D, 
        tpms.t_tpms_account acc1
where ETC.ETC_ACCOUNT_ID = ADDR.ETC_ACCOUNT_ID
AND ADDR.ADDRESS_ID = D.PR_ADDR_ID
and acc1.etc_account_id = etc.etc_account_id
and account_type_cd in ('PVIDEOUNREG', 'BVIDEOUNREG')
AND account_status_cd = 'ACTIVE'
and (abs(acc1.current_balance) +  abs(viol_balance) + abs(acc1.postpaid_balance) + abs(postpaid_overpayment)) <> 0







Integrity Details_2023

		2023		Total_Emailed																				Total_SMS																				Total_WebAlert

		Display Name		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		DEC		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec

		Account Closure - Zero Balance		0		0		0		0		0		0		0		0		0		0		4		2		4		7		11		17		3		21		6		18		0		0		0		0		0		0		0		0		0		0

		Account Closure Credit Card Notification		0		0		0		0		0		0		0		0		0		0		5		2		9		10		20		16		9		43		36		30		0		0		0		0		0		0		0		0		0		0

		Account Replenishment Amount Update		0		0		0		0		0		0		0		0		0		0		217		318		959		744		1,859		2,309		1,783		3,007		2,850		2,590		44,468		30,098		38,619		30,070		26,857		39,592		34,223		41,266		37,517		36,970

		Account Statement Delivery Method Update		564		590		487		623		954		528		578		467		694		426		8		0		3		14		24		12		22		17		35		15		0		0		0		0		0		0		0		0		0		0

		Account Suspension - Negative Balance		0		0		0		0		0		0		0		0		0		0		68		137		250		309		396		478		527		1,068		746		756		12,331		8,939		10,356		9,997		10,270		10,471		10,012		21,833		11,016		10,974

		ACH Decline		0				0				0		0		0		0				0		1				6				1		4		14		19				22		0				0				0		0		0		0				0

		ACH Payment Method Added Confirmation		714		590		654		531		595		549		622		560		558		431		9		13		21		24		33		39		56		51		54		43		724		596		659		540		601		555		628		567		563		439

		ACH Payment Method Removed Confirmation		47		29		116		141		141		145		160		174		153		167		4		3		12		20		16		25		27		31		20		28		48		30		180		253		211		238		239		286		213		227

		ACH Payment Method Updated Confirmation		83		94		96		93		99		110		104		98		91		80		1		1		3		4		6		5		7		7		9		7		85		94		97		94		99		112		105		99		92		80

		Bad Phone Number		11		24		19		13		10		14		12		6		6		7		0		1		1		0		0		0		0		1		0		0		19		48		37		32		21		30		24		19		20		18

		Bill By Mail Invoice																		0		0																		1		1																		0		0

		Case Update Notification		10,847		13,403		14,575		14,921		15,526		16,780		12,438		15,946		12,223		12,139		277		445		650		705		991		1,060		778		924		840		838		14,431		19,887		23,647		22,219		22,759		23,899		16,551		22,188		18,974		16,878

		Credit Card Added Confirmation		13,125		10,810		10,639		10,523		10,977		9,720		9,512		9,393		8,963		8,218		77		132		221		323		454		476		571		609		616		614		13,317		11,001		10,845		10,690		11,156		9,918		9,711		9,583		9,139		8,396

		Credit Card Decline		0		0		0		0		0		0		0		0		0		0		55		103		202		263		356		422		467		624		551		520		11,110		6,944		7,670		7,233		7,367		7,133		6,802		8,398		7,060		6,867

		Credit Card Expiration		0		0		0		0		0		0		0		0		0		0		6		6		18		31		37		58		72		77		71		83		6,755		2,506		3,055		3,080		3,215		3,394		3,241		3,286		3,204		3,277

		Credit Card Removed Confirmation		15,395		11,737		12,175		11,947		12,841		11,341		11,544		11,353		11,150		10,553		103		175		329		458		601		673		798		801		859		841		15,636		11,949		12,398		12,164		13,082		11,565		11,792		11,584		11,367		10,783

		Credit Card Updated Confirmation		4,003		2,223		1,967		2,131		2,221		1,963		2,041		1,907		1,703		1,544		31		37		50		62		94		84		119		128		114		102		4,038		2,256		2,000		2,158		2,250		1,996		2,097		1,936		1,736		1,574

		Customer Case Created		8,727		7,506		7,431		5,811		6,717		6,036		5,323		4,966		4,468		4,156		243		308		350		326		527		496		460		435		501		466		10,162		9,004		8,689		6,708		7,532		6,781		5,841		5,460		4,872		4,510

		Email Update Confirmation		1,313		1,148		1,336		1,262		1,638		1,492		1,439		1,329		1,709		1,284		21		37		67		60		72		50		61		64		72		68		1,340		1,265		1,527		1,399		1,799		1,609		1,581		1,485		1,808		1,374

		Forgot Username		27,146		26,999		21,579		21,926		28,746		17,554		20,618		16,691		16,516		13,855		148		356		584		691		1,574		966		1,209		1,105		1,069		1,002		0		0		0		0		0		0		0		0		0		0

		HOV Trip Canceled		1				6		43		308		645		539		574		599		686		0				2		21		38		70		61		55		75		94		0				0		0		0		0		0		0		0		0

		HOV Trip Ends Soon						20		403		4,736		7,350		7,411		8,192		9,056		9,927						13		61		484		613		681		833		957		1,147						0		0		0		0		0		0		0		0

		HOV Trip Reminder						1		54		307		377		392		410		432		475						1		11		43		26		39		44		45		62						0		0		0		0		0		0		0		0

		HOV Trip Scheduled		3				28		729		5,242		8,154		7,920		8,759		9,676		10,708		0				15		109		509		694		723		921		1,024		1,241		0				0		0		0		0		0		0		0		0

		HOV Violation						5,517		389		178		138		178		2,157		2,968		2,314						0		0		0		0		0		0		0		0						0		0		0		0		0		0		0		0

		Inactive Account Closure														0		0		0																1		1		1																0		0		0

		Inactive Account Warning		0		0				0		0		0		0		0		0		0		4		2				1		3		5		5		9		4		4		0		0				0		0		0		0		0		0		0

		Low Balance		0		0		0		0		0		0		0		0		0		0		178		283		566		669		898		1,124		1,203		1,500		1,619		1,754		20,688		19,640		23,358		20,729		20,049		19,627		18,539		19,477		19,091		18,783

		Mobile Opt-In Confirm		0		0		0		0		0		0		0		0		0		0		5,720		7,207		8,053		7,211		7,741		6,938		6,291		5,729		6,174		5,325		0		0		0		0		0		0		0		0		0		0

		Mobile Opt-Out Confirm		0		0		0		0		0		0		0		0		0		0		47		88		164		144		54		17		33		32		20		14		0		0		0		0		0		0		0		0		0		0

		Mobile Stop		0		0		0		0		0		0		0		0		0		0		55		112		131		50		81		88		65		84		91		68		0		0		0		0		0		0		0		0		0		0

		New License Plate & Vehicle Identified Notification																		16,017		29,162																		0		0																		0		0

		Online Confirmation		3,879		3,725		4,171		4,337		4,028		3,885		3,955		3,911		3,354		3,295		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Password Change		19,464		20,285		16,641		16,273		19,535		14,438		15,110		13,312		13,211		11,550		150		390		616		733		1,180		1,002		1,081		942		917		873		0		0		0		0		0		0		0		0		0		0

		Password Reset Confirmation		29,245		29,598		25,748		26,301		37,126		23,693		29,195		23,238		23,101		19,828		212		497		826		1,017		2,189		1,390		1,858		1,547		1,549		1,392		0		0		0		0		0		0		0		0		0		0

		Password Update Confirmation		555		362		375		666		1,233		499		710		426		445		383		10		16		25		28		104		45		72		45		66		35		0		0		0		0		0		0		0		0		0		0

		Payment Confirmation		208,402		201,698		225,201		222,890		230,002		227,194		219,288		226,384		224,500		207,913		1,809		4,149		7,253		8,961		11,195		11,967		12,133		13,706		14,320		13,986		333,920		413,977		502,208		465,157		502,974		506,015		454,836		479,611		458,644		432,530

		PIN Request		329		520		578		535		563		567		581		558		264				0		0		0		0		0		0		0		0		0				0		0		0		0		0		0		0		0		0

		Please Update Mailing Address		156		35		110		471		225		521		177		374		415		377		0		0		0		9		14		22		1		10		12		4		720		154		745		12,380		985		15,485		5,469		11,302		13,174		6,526

		Successful Profile Update		29,771		26,917		36,064		36,086		26,561		16,852		16,195		16,487		12,288		23,641		218		267		604		646		1,249		890		1,025		1,107		900		1,676		67,223		38,847		68,542		74,534		61,239		46,795		44,678		49,980		29,577		66,494

		Transponder Lost or Stolen		1,042		1,125		1,294		1,252		1,508		1,307		1,260		1,173		999		1,050		28		46		50		58		97		82		80		97		101		91		1,047		1,135		1,303		1,273		1,527		1,327		1,271		1,189		1,007		1,058

		Transponder not Detected		0		0		0		0		0		0		0		0		0		0		0		153		538		709		844		966		1,070		874		923		961		168		7,240		12,872		13,547		14,274		14,136		13,449		9,938		9,834		9,467

		Transponder Order Confirmation		6,238		7,131		9,570		9,497		10,737		10,253		8,766		8,899		7,798		7,379		198		249		399		455		625		734		666		779		682		616		6,305		7,205		9,720		9,658		10,915		10,455		8,881		9,031		7,913		7,490

		Transponder Shipping Confirmation		15,496		17,767		21,913		19,682		20,939		19,850		17,596		14,917		15,777		14,905		2,995		3,533		4,125		3,754		4,060		3,937		3,337		2,984		3,229		2,907		15,619		17,889		22,054		19,805		21,099		20,009		17,726		15,040		15,899		15,006

		Undeliverable Email		0		0		0		0		0		0		0		0		0		0		1		25		35		28		33		31		48		52		44		33		598		1,951		1,780		1,301		1,033		922		1,149		969		844		568

		Unsuccessful Login Update		7,577		7,594		7,031		8,053		10,449		7,055		8,730		6,531		6,837		5,525		85		183		268		385		619		494		731		535		531		485		0		0		0		0		0		0		0		0		0		0

		Vehicle Successfully Added		13,655		13,609		15,642		17,798		20,245		17,846		15,319		15,700		14,775		15,035		238		371		506		638		796		929		973		1,032		932		899		13,764		13,752		15,898		18,034		20,472		18,103		15,548		15,980		15,087		15,273

		Vehicle Successfully Removed		11,006		11,076		16,271		12,553		14,760		13,094		11,737		11,958		11,098		11,449		126		136		213		294		389		453		484		464		440		507		12,629		13,160		19,435		15,682		17,627		16,342		14,140		14,801		13,745		14,337

		Vehicle Successfully Updated		10,581		8,770		9,122		9,976		12,847		9,860		9,440		7,575		7,873		7,609		187		221		292		379		475		460		490		380		478		445		15,696		15,145		17,174		18,081		21,716		18,808		16,496		14,908		15,134		14,927

		Vehicle/Transponder Change		104		118		145		186		213		213		147		119		132		165		3		9		12		13		16		14		14		9		9		22		138		139		174		218		258		238		167		137		143		218

		Welcome to NC Quick Pass		7,580		9,659		11,286		10,782		10,671		10,467		8,969		8,370		8,671		7,869		22		29		36		30		63		51		44		49		47		37		0		0		0		0		0		0		0		0		0		0



		Grand Total		447,059		435,142		477,808		468,878		512,878		460,490		448,006		442,914		448,520		444,105		13,564		20,042		28,482		30,465		40,871		40,232		40,192		42,852		43,640		42,722		622,979		654,851		815,042		777,036		801,387		805,555		715,196		770,353		707,673		705,044





Transponder Trend to 0_Location

		Inventory Management Per Type and Location for Tag Fulfillment

		Months to Zero						Tag Inventory		Apr-25				Tag Sales		Jan-23		Feb-23		Mar-23		Apr-23		May-23		Jun-23		Jul-23		Aug-23		Sep-23		Oct-23		Nov-23		Dec-23		Jan-24		Feb-24		Mar-24		Apr-24		May-24		Jun-24		Jul-24		Aug-24		Sep-24		Oct-24		Nov-24		Dec-24		Jan-25		Feb-25		Mar-25		Apr-25		May-25				Monthly Average 
(12M)

		Charlotte WIC		15				Charlotte WIC		7,381				Charlotte WIC		434		399		494		418		627		811		750		725		556		503		486		539		534		411		532		461		522		710		644		505		387		476		464		399		447		392		431		413		0				490

		NC Quick Pass - $6.69		7				NC Quick Pass - $6.69		908				NC Quick Pass - $6.69		136		134		151		169		212		351		221		223		161		146		144		165		205		92		91		119		130		212		156		139		104		168		146		138		81		89		97		106						128

		NC Quick Pass Exterior - $13.49		4				NC Quick Pass Exterior - $13.49		7				NC Quick Pass Exterior - $13.49		5		3		2				5		3		6		3		2						2		5		1		1				2		1				2						1		2				2										2

		NC Quick Pass Exterior Sticker - Free		1				NC Quick Pass Exterior Sticker - Free		62				NC Quick Pass Exterior Sticker - Free		9		11		11		19		27		47		37		42		18		26		18		25		23		27		39		51		56		152		137		75		31		42		33		3														62

		NC Quick Pass First Responder Sticker (Valid only in NC) - Free		106				NC Quick Pass First Responder Sticker (Valid only in NC) - Free		688				NC Quick Pass First Responder Sticker (Valid only in NC) - Free		2		1		22				1						2						30		1				2		2								1						2						21						1						7

		NC Quick Pass Flex - $14.50		11				NC Quick Pass Flex - $14.50		1,220				NC Quick Pass Flex - $14.50		104		96		95		107		146		200		164		154		103		108		91		119		97		86		102		95		102		144		108		144		111		139		116		111		92		101		125		140						115

		NC Quick Pass Sticker - Free		17				NC Quick Pass Sticker - Free		3,541				NC Quick Pass Sticker - Free		178		154		213		123		236		210		322		301		272		223		203		227		204		203		297		196		256		221		247		205		181		144		168		145		253		200		209		166						209

		NC Quick Pass Transit Sticker (Valid only in NC) - Free		955				NC Quick Pass Transit Sticker (Valid only in NC) - Free		955				NC Quick Pass Transit Sticker (Valid only in NC) - Free																																		1				1

		Customer Service Center		1				Customer Service Center		6,446				Customer Service Center		4,265		4,699		2,752		3,126		4,462		8,679		20,794		23,503		7,217		5,937		4,740		1,992		1,138		741		771		507		672		638		678		1,764		2,881		3,763		2,595		14,049		16,086		18,222		9,089		12,806		0				5,517

		NC Quick Pass - $6.69		1				NC Quick Pass - $6.69		630				NC Quick Pass - $6.69		1,017		801		2,190		1,905		2,308		5,430		5,946		5,577		4,831		4,323		4,061		63		195		113		101		77		66		91		68		270		1,375		2,114		1,550		1,742		1,579		1,567		1,018		225						894

		NC Quick Pass Exterior - $13.49		1				NC Quick Pass Exterior - $13.49		163				NC Quick Pass Exterior - $13.49		136		111		132		133		187		179		209		205		145		113		105		119		139		161		104		97		175		149		181		189		162		118		75		96		75		116		116		131						127

		NC Quick Pass Exterior Sticker - Free		4				NC Quick Pass Exterior Sticker - Free		154				NC Quick Pass Exterior Sticker - Free		74		70		46		20		154		91		1										74		82		61		58		46		62		14		1																								36

		NC Quick Pass First Responder Sticker (Valid only in NC) - Free		0				NC Quick Pass First Responder Sticker (Valid only in NC) - Free		29				NC Quick Pass First Responder Sticker (Valid only in NC) - Free		76		126		73		72		17		75		41		78		143		42		19		8		243		22		198		86		24		31		32		76		14		81		106		39		13		113		161		43						75

		NC Quick Pass Flex - $14.50		1				NC Quick Pass Flex - $14.50		376				NC Quick Pass Flex - $14.50		211		146		46		323		1,294		2,145		2,436		2,328		1,723		668		21		43		43		39		41		19		16		15		45		807		822		984		529		1						3		37						298

		NC Quick Pass Sticker - Free		1				NC Quick Pass Sticker - Free		4,168				NC Quick Pass Sticker - Free		2,695		3,441		265		673		502		759		12,136		15,315		374		788		534		1,685		436		345		269		182		329		338		351		422		408		418		335		12,171		14,419		16,356		7,782		12,366						4,137

		NC Quick Pass Transit Sticker (Valid only in NC) - Free		100				NC Quick Pass Transit Sticker (Valid only in NC) - Free		100				NC Quick Pass Transit Sticker (Valid only in NC) - Free		56		4										25				1		3																						10										70		9		4						30

		Monroe WIC		4				Monroe WIC		2,614				Monroe WIC		431		446		400		368		675		718		605		679		559		532		489		547		517		568		464		606		652		604		615		699		609		753		664		704		705		487		454		372		0				617

		NC Quick Pass - $6.69		16				NC Quick Pass - $6.69		568				NC Quick Pass - $6.69		119		73		114		101		147		213		153		181		113		153		113		116		135		91		19		23		47		36		54		64		51		28		24		41		32		23		33		23						37

		NC Quick Pass Exterior - $13.49		17				NC Quick Pass Exterior - $13.49		26				NC Quick Pass Exterior - $13.49				6						1		1								1		1		1		1								1		2												1						2								2

		NC Quick Pass Exterior Sticker - Free		1				NC Quick Pass Exterior Sticker - Free		33				NC Quick Pass Exterior Sticker - Free		10		11				17		13		20		17		12		16		7		8		11		11		15		13		11		22		18		20		15		15		136		129		149		134		52		26		15						57

		NC Quick Pass First Responder Sticker (Valid only in NC) - Free		0				NC Quick Pass First Responder Sticker (Valid only in NC) - Free		0				NC Quick Pass First Responder Sticker (Valid only in NC) - Free				10						2				3				1						22						4				17												4										43						8

		NC Quick Pass Flex - $14.50		1				NC Quick Pass Flex - $14.50		11				NC Quick Pass Flex - $14.50		8		51		7		6		15		15		14		7		4		4		9		12		5		3		4		5		2		16		11		20		5		11		3		10		3		13		11		19						9

		NC Quick Pass Sticker - Free		4				NC Quick Pass Sticker - Free		1,976				NC Quick Pass Sticker - Free		294		295		279		244		497		469		418		479		425		367		358		385		365		459		424		567		563		532		530		600		535		565		504		503		536		399		382		272						511

		Morrisville WIC		3				Morrisville WIC		2,084				Morrisville WIC		708		1,112		1,292		947		1,107		1,217		1,032		1,305		786		978		901		890		1,046		558		712		1,173		1,005		925		809		782		835		1,002		935		975		556		109

Comparini, Francisca: Comparini, Francisca:
Location is now used for tag holding		144		55		0				766

		NC Quick Pass - $6.69		1				NC Quick Pass - $6.69		423				NC Quick Pass - $6.69		343		530		384		396		606		732		588		582		412		458		341		413		341		339		229		287		376		360		381		258		374		379		365		380		250		30		13		2						283

		NC Quick Pass Exterior - $13.49		10				NC Quick Pass Exterior - $13.49		110				NC Quick Pass Exterior - $13.49				9		7		51		23		29		16		14		8		24		69		21		3		7		19		64		7		3		2		6		3		5		3		3		8												11

		NC Quick Pass Exterior Sticker - Free		6				NC Quick Pass Exterior Sticker - Free		219				NC Quick Pass Exterior Sticker - Free		15		6		10		7		25		141		151		148		109		146		93		9		14		54		31		48		53		15		7		50		9		13		13		13		11		79		126		37						36

		NC Quick Pass First Responder Sticker (Valid only in NC) - Free		4				NC Quick Pass First Responder Sticker (Valid only in NC) - Free		242				NC Quick Pass First Responder Sticker (Valid only in NC) - Free		3				495				5		3		40		142		33		20		37		33		329		1		72		91		20		28		59		169		37		36		7																58

		NC Quick Pass Flex - $14.50		3				NC Quick Pass Flex - $14.50		92				NC Quick Pass Flex - $14.50		22		68		53		49		61		75		86		81		38		47		62		79		27		24		27		20		26		31		18		19		32		32		21		46		22												27

		NC Quick Pass Sticker - Free		2				NC Quick Pass Sticker - Free		661				NC Quick Pass Sticker - Free		325		499		343		444		387		237		151		338		186		283		299		335		332		133		334		663		523		488		342		280		380		537		526		533		265				5		16						406

		NC Quick Pass Transit Sticker (Valid only in NC) - Free		4				NC Quick Pass Transit Sticker (Valid only in NC) - Free		4				NC Quick Pass Transit Sticker (Valid only in NC) - Free

		Warehouse		10				Warehouse		206,421				Warehouse		10,897		7,955		14,956		18,780		22,268		16,733		5,917		2,656		15,501		14,395		16,146		16,842		20,230		17,850		18,414		22,643		22,335		22,078		23,859		22,892		22,038		28,709		21,943		13,434		11,954		12,495		20,380		13,293		0				20,244

		NC Quick Pass - $6.69		9				NC Quick Pass - $6.69		21,191				NC Quick Pass - $6.69		3,589		2,399		1,688		2,672		3,115		1		12		114				1		195		3,911		3,991		2,985		2,727		2,889		3,193		3,186		3,442		3,266		1,962		2,110		1,495		1,763		1,521		1,340		2,030		2,614						2,379

		NC Quick Pass Exterior - $13.49		55				NC Quick Pass Exterior - $13.49		2,264				NC Quick Pass Exterior - $13.49		1				1						3						2						4		18		3		3		2		1		1		1		3		5		94		62		62		68		93		139		102						41

		NC Quick Pass Exterior Sticker - Free		0				NC Quick Pass Exterior Sticker - Free		6				NC Quick Pass Exterior Sticker - Free								34																																38		90		4																		44

		NC Quick Pass First Responder Sticker (Valid only in NC) - Free		604				NC Quick Pass First Responder Sticker (Valid only in NC) - Free		22,711				NC Quick Pass First Responder Sticker (Valid only in NC) - Free																				1																								37		15		19				49		68		19						38

		NC Quick Pass Flex - $14.50		9				NC Quick Pass Flex - $14.50		13,639				NC Quick Pass Flex - $14.50		1,131		685		1,582		1,446		892						1		207		1,054		1,736		1,654		1,700		1,404		1,398		1,559		1,639		1,708		1,847		881		782		966		1,035		1,798		1,788		1,533		1,894		2,032						1,448

		NC Quick Pass Sticker - Free		9				NC Quick Pass Sticker - Free		139,216				NC Quick Pass Sticker - Free		6,176		4,871		11,685		14,628		18,261		16,729		5,905		2,541		15,292		13,339		14,215		11,273		14,521		13,458		14,286		18,193		17,502		17,183		18,569		18,704		19,145		25,397		19,336		9,792		8,577		9,464		16,248		8,516						16,338

		NC Quick Pass Transit Sticker (Valid only in NC) - Free		866				NC Quick Pass Transit Sticker (Valid only in NC) - Free		7,361				NC Quick Pass Transit Sticker (Valid only in NC) - Free																																																				16		1		10						9



								RETAILER		297,036				Total Tag Sales		16,735		14,611		19,894		23,639		29,139		28,158		29,098		28,868		24,619		22,345		22,762		20,810		23,465		20,128		20,893		25,390		25,186		24,955		26,605		26,642		26,750		34,703		26,601		29,561		29,748		31,705		30,498		26,939		0				27,634

								NC Quick Pass Sticker - Free		297,036

								Tag Activation Inventory

								RETAILER		293,695

								NC Quick Pass Sticker - Free		293,695





								CUSTOMER		30

								NC Quick Pass - $6.69		18

								NC Quick Pass Exterior - $13.49		1

								NC Quick Pass Flex - $14.50		1

								NC Quick Pass Sticker - Free		10





Case Management

		Calendar Year 2023

		Cases Opened by Category		Jan-23		Feb-23		Mar-23		Apr-23		May-23		Jun-23		Jul-23		Aug-23		Sep-23		Oct-23		Nov-23		Dec-23		Monthly Average

		Total All Cases		10,839		10,385		36,799		16,264		17,240		13,729		17,368		14,849		13,104		12,860		11,155		9,020		15,301

		Account Closure		146		252		1,266		462		249		263		378		344		494		282		490		174		400

		Account Dispute		21		680		3,880		2,999		3,118		3,110		3,925		3,643		3,436		2,927		2,644		2,321		2,725

		Account Fee Dispute

		Account Information Update

		Account Inquiry				1				11		36		5		19		22		15		26		25		25		19

		Account Management		1,075		801		3,188		3,362		3,731		3,742		4,286		3,885		3,266		2,893		2,535		2,417		2,932

		Bankruptcy		5		11		18		57		198		23		68		41		54		33		31		25		47

		Collections				2		37		9		6		4		2		1		2				1				7

		Dispute		1,273		514		186		519		322		283		193		191		155		127		84		91		328

		DMV Hold Question

		DOC		5		1										8		1		4				11				5

		Duplicate Account				596		1,636		1,237		1,564		1,216		2,284		1,833		1,672		1,604		121				1,376

		Finance						10		3		6		1		4		1		3		3		1				4

		General		4,525		2,491		3,044		3,269		4,819		2,602		2,997		2,369		1,978		2,784		2,830		2,567		3,023

		ImageRequest		2												29		19		25		30		19		20		21

		Incorrect I-77 HOV Charge

		Incorrect Toll Charge

		Inquiry				16		81		94		112		114		76		157		215		96		74		58		99

		Invoice				1										48		11		46		94		14		57		39

		IVR		919		439								5				6				3						274

		Lockbox				2,809		22,546		3,460		2,392		1,685		2,352		1,719		1,161		1,364		1,611		731		3,803

		Mailhouse		2,775		1,645										39		24		43		78		25		34		583

		Out Of State Dispute

		Payment Questions

		Refund		92		43														3		2						35

		Refund Request		1		78		879		764		666		658		644		564		496		470		549		419		516

		Submit A Complaint

		Toll Invoice												1		1		1				1		4				2

		Transponders

		Web/App Issues

		Web/Mobile App				5		28		18		21		17		15		17		36		43		86		81		33

		Calendar Year 2024

		Cases Opened by Category		Jan-24		Feb-24		Mar-24		Apr-24		May-24		Jun-24		Jul-24		Aug-24		Sep-24		Oct-24		Nov-24		Dec-24		Monthly Average

		Total All Cases		11,341		9,982		9,385		11,258		10,165		10,000		11,307		10,902		10,436		10,977		9,616		11,178		10,546

		Account Closure		630		302		187		291		440		734		588		683		604		678		560		686		532

		Account Dispute		2,501		2,613		2,712		2,850		2,779		2,796		3,374		3,049		3,599		3,778		3,232		3,856		3,095

		Account Fee Dispute

		Account Information Update

		Account Inquiry		42		10		40		16		24		23		59		48		46		79		80		72		45

		Account Management		2,873		2,528		2,699		3,133		2,877		2,871		3,645		3,251		3,172		3,503		3,340		3,733		3,135

		Bankruptcy		28		34		48		34		72		74		76		95		64		83		74		60		62

		Collections		1		8				1		9		3		5		4		1		4		10		24		6

		Dispute		118		146		96		115		112		106		133		99		71		56		45		76		98

		DMV Hold Question

		DOC		6		4		4		13		3		1		6		15		2				3		9		6

		Duplicate Account

		Finance		3		9		3		3		4		8		15		6		3		3		3		4		5

		General		2,805		2,558		1,837		1,627		1,421		1,946		1,577		2,015		1,302		1,227		1,005		1,123		1,704

		ImageRequest		15		24		10		65		33		16		22		54		26		24		35		14		28

		Incorrect I-77 HOV Charge

		Incorrect Toll Charge

		Inquiry		116		99		76		61		31		29		36		54		48		14		17		33		51

		Invoice		29		12		40		51		28		42		17		36		31		30		73		73		39

		IVR						8						3		14				11		5		4		4		7

		Lockbox		1,456		1,055		1,023		2,324		1,830		906		969		793		787		836		671		830		1,123

		Mailhouse		47		5		83		56		43		39		43		18		51		48		73		61		47

		Out Of State Dispute

		Payment Questions

		Refund				2		4										1		1				1				2

		Refund Request		547		466		445		526		389		356		632		567		452		441		346		470		470

		Submit A Complaint

		Toll Invoice		2				3		3		1				1				1		1						2

		Transponders

		Web/App Issues

		Web/Mobile App		122		107		67		89		69		47		95		114		164		167		44		50		95

		Calendar Year 2025

		Cases Opened by Category		Jan-25		Feb-25		Mar-25		Apr-25		May-25		Jun-25		Jul-25		Aug-25		Sep-25		Oct-25		Nov-25		Dec-25		Monthly Average

		Total All Cases		11,688		12,491		17,006		12,942		12,059		11,459		12,160		13,229		13,878		13,133		14,298		14,870		13,268

		Account Closure		610		938		1,015		788		738		829		1,007		1,137		926		874		767		765		866

		Account Dispute		4,464		4,357		5,026		3,886		3,346		3,873		4,386		5,285		4,471		4,455		6,044		5,407		4,583

		Account Fee Dispute

		Account Information Update

		Account Inquiry		52		52		51		74		83		72		57		45		49		46		35		37		54

		Account Management		3,182		4,354		6,501		4,277		3,785		3,770		4,109		4,650		4,208		3,830		3,486		3,501		4,138

		Bankruptcy		67		117		105		101		103		79		122		87		92		87		72		93		94

		Collections		33		19		12		1		4		1		5		1		10		2		2		2		8

		Dispute		190		444		417		260		106		91		102		169		660		923		740		980		424

		DMV Hold Question

		DOC		16		2		13		2		18		4		8		2										8

		Duplicate Account

		Finance		3		2		2		3		1				2		1		2				5		1		2

		General		1,305		933		1,178		953		1,155		917		797		517		483		704		661		594		850

		ImageRequest		25		14		37		48		25		55		22		1		1				34		2		24

		Incorrect I-77 HOV Charge																								74		74

		Incorrect Toll Charge																								1		1

		Inquiry		37		32		52		38		21		32		32		43		35		41		53		38		38

		Invoice		70		34		42		21		36		28		15						1		48				33

		IVR				3		6				9						7				15		1				7

		Lockbox		1,105		795		1,789		1,621		1,921		1,035		865		703		2,438		1,678		1,893		2,770		1,551

		Mailhouse		68		7		22		45		52		40		6				6				18				29

		Out Of State Dispute

		Payment Questions

		Refund		3				1		6		1						1										2

		Refund Request		355		319		389		459		487		365		343		280		319		339		315		316		357

		Submit A Complaint

		Toll Invoice		9								2						1										4

		Transponders

		Web/App Issues

		Web/Mobile App		94		69		348		359		166		268		282		299		178		138		124		289		218

		Calendar Year 2026

		Cases Opened by Category		Jan-26		Feb-26		Mar-26		Apr-26		May-26		Jun-26		Jul-26		Aug-26		Sep-26		Oct-26		Nov-26		Dec-26		Monthly Average

		Total All Cases		13,833		10,077		11,163		10,797																		10,976

		Account Closure		848		803		976		992																		876

		Account Dispute		4,530		2,136		1,561		1,508																		2,193

		Account Fee Dispute		1		636		1,236		1,058																		769

		Account Information Update		1		229		478		499																		309

		Account Inquiry		59		28		64		44																		45

		Account Management		3,851		1,715		903		921																		1,590

		Bankruptcy		108		111		111		116																		112

		Collections		20		4		40		24																		20

		Dispute		756		479		666		791																		642

		DMV Hold Question		1		29		35		49																		31

		DOC																										2

		Duplicate Account

		Finance		4				3																				4

		General		679		418		348		318																		424

		ImageRequest																										128

		Incorrect I-77 HOV Charge		284		630		1,052		1,173																		825

		Incorrect Toll Charge		5		407		726		747																		551

		Inquiry		36		28		9		18																		22

		Invoice		1																								102

		IVR

		Lockbox		2,243		1,692		1,418		829																		1,347

		Mailhouse		4		1		6																				45

		Out Of State Dispute				112		319		364																		261

		Payment Questions		2		228		531		694																		382

		Refund																										2

		Refund Request		279		110		46		46																		102

		Submit A Complaint				23		50		59																		49

		Toll Invoice																										3

		Transponders				116		413		383																		300

		Web/App Issues				67		165		153																		125

		Web/Mobile App		121		75		7		11																		43





Mailhouse

		Calendar Year 2023

				Jan-23		Feb-23		Mar-23		Apr-23		May-23		Jun-23		Jul-23		Aug-23		Sep-23		Oct-23		Nov-23		Dec-23		Monthly Average

		Mail

		ACHDECLINE				1		0		0		0		0						134		164		2		183		54

		BKRUPDISCHARGE				0		9		19				11		6		14		6		6		5		12		9

		BKRUPDISMISS				0		4		2				4		5		4		5		1		2		1		3

		CCEXPIRE 		756		674		1,035		381		451		464		515		582		548		522		525		612		589

		CHKRETURN		9		2		19		30		30		39		43		61		18		26		34		39		29

		CLOSERFDCC				82		40		12		121		118		103		66		18		121		35		39		69

		DMVHOLD 		6,076		3,538		720				1		1,983		41,753		17,849		62,758		36,937		35,433		30,857		21,628

		EMAILBOUNCE		76		0		563		1,796		1,765		1,284		1,005		709		1,374		880		907		566		910

		INACTIVE (IA WARN)		1		91		1,894		953		158		171		185		253		197		185		140		198		369

		INACTIVECLOSE				0		89		49		76		44		67		66		43		66		73		69		58

		INVOICE		553,029		252,033		371,877		597,264		594,892		620,927		671,566		634,198		602,357		625,592		585,484		570,841		556,672

		ITOLNOTICE				0		24		1,198		2,025		2,072		2,125		2,100		1,920		1,450		1,367		1,385		1,424

		LOWBAL				108		3,232		2,983		3,240		2,854		2,835		2,566		2,425		2,415		2,405		2,501		2,506

		NEGBAL		1,315		568		1,999		1,507		1,618		1,455		1,698		1,477		1,414		3,135		1,473		1,530		1,599

		NOREFUND				310		35		1		32		31		36		26		7		85		31		29		57

		OTRFDCC (One time refund CC)				4		346		36		72		96		150		64		66		54		68		57		92

		PINREMIND		513		290		46		0		0		0		0		0		0		48		102		87		91

		REBILLDECL		0		459		1,770		1,154		1,133		1,036		1,063		1,001		970		1,121		969		962		970

		REPLEVAL		3,494		1,167		5,821		4,324		5,074		4,173		3,340		5,015		4,613		5,346		4,313		5,017		4,308

		STATEMENT		7,967		3,309		6,953		10,437		6,566		7,396		8,205		8,374		9,098		9,654		9,968		11,065		8,249

		TOR		1,066		442						27,279		3,184		2,058		2,510		3,042		2,843		1,643		1,781		4,585

		Email

		ACHDECLINE				0		8		2		17		1		4		7		74		136		10		147		37

		BKRUPDISCHARGE				0		1		1		1		2				0		1		0		0		2		1

		BKRUPDISMISS																1		0		0		1		1		1

		CCEXPIRE 		0		4,574		5,706		2,121		2,593		2,607		2,692		2,806		2,683		2,759		2,669		2,664		2,823

		CHKRETURN		0		1		1		3		2		2		1		3		1		3		3		1		2

		CLOSERFDCC				325		328		72		536		318		495		355		73		748		273		272		345

		INACTIVE (IA WARN)		7		520		11,210		7,495		1,316		1,423		1,440		1,920		1,518		1,465		1,369		1,524		2,601

		INACTIVECLOSE				1		536		312		514		316		338		338		366		379		374		430		355

		INVOICE		44,057		24,370		31,597		46,435		49,069		52,344		57,026		43,403		53,831		55,502		52,032		20,952		44,218

		ITOLNOTICE				0		139		6,027		10,820		11,441		12,110		11,993		11,474		8,460		8,123		8,076		8,060

		LOWBAL				525		17,185		16,871		20,088		17,825		17,143		16,924		16,118		16,893		16,531		16,363		15,679

		NEGBAL		6,634		3,005		10,221		7,630		8,756		8,518		9,452		8,936		8,624		18,521		9,446		9,455		9,100

		NOREFUND				227		76		14		116		117		205		229		30		265		107		137		138

		OTRFDCC (One time refund CC)				3		239		103		172		140		357		169		232		137		114		103		161

		PINREMIND																						234		511		373

		REBILLDECL		3,599		2,186		9,433		5,975		6,557		6,196		6,283		6,073		5,861		7,234		5,890		5,944		5,936

		REPLEVAL		23,354		7,654		36,061		27,890		33,488		25,853		23,481		34,502		29,523		35,775		30,430		31,935		28,329

		STATEMENT		188,636		89,765		127,610		298,563		239,744		234,968		258,644		264,732		263,336		263,579		270,005		270,495		230,840

		TOR										2,485		1,170		462		1,807		1,476		1,958		326		328		1,112

		Calendar Year 2024

				Jan-24		Feb-24		Mar-24		Apr-24		May-24		Jun-24		Jul-24		Aug-24		Sep-24		Oct-24		Nov-24		Dec-24		Monthly Average

		Mail

		ACHDECLINE		192		142		98		1		529		186		196		166		361		241		251		220		215

		BKRUPDISCHARGE		6		6		5		2		6		9		14		20		16		4		5		4		8

		BKRUPDISMISS				2		3		1		2		5		9		15		8		9		8		6		6

		CCEXPIRE 		555		534		548		647		598		679		668		694		605		796		868		764		663

		CHKRETURN		37		30		37		32		48		51		57		32		52		31		51		37		41

		CLOSERFDCC		33		62		71		58		70		50		49		66		44		69		30		81		57

		DMVHOLD 		26,954		26,790		26,466		25,827		23,835		23,685		36,302		25,886		27,730		26,714		28,680		26,900		27,147

		EMAILBOUNCE		1,002		855		909		818		994		966		1,392		1,259		1,621		1,423		10,359		1,156		1,896

		INACTIVE (IA WARN)		173		147		190		188		196		210		185		202		214		180		213		473		214

		INACTIVECLOSE		86		116		158		140		160		182		172		186		193		209		283		230		176

		INVOICE		554,838		513,226		525,026		528,590		565,992		560,704		614,337		610,173		549,611		613,672		643,152		633,427		576,062

		ITOLNOTICE		1,344		1,270		1,326		1,453		1,782		1,753		1,838		1,791		1,804		1,887		2,674		2,209		1,761

		LOWBAL		2,377		2,298		2,303		2,230		2,129		2,137		1,894		1,814		1,936		2,617		2,413		2,221		2,197

		NEGBAL		1,405		1,373		1,476		1,456		1,503		1,365		1,342		1,421		1,320		1,931		1,779		1,816		1,516

		NOREFUND		38		43		57		20		31		20		31		23		29		32		16		35		31

		OTRFDCC (One time refund CC)		213		78		69		75		144		54		95		99		73		91		82		98		98

		PINREMIND		108		75		87		91		90		109		110		88		90		114		111		79		96

		REBILLDECL		942		918		1,004		1,014		1,007		1,092		787		820		925		1,361		1,207		1,410		1,041

		REPLEVAL		4,350		5,325		4,406		4,020		5,322		4,565		7,901		11,148		11,393		13,635		13,745		12,525		8,195

		STATEMENT		11,420		11,528		12,094		12,649		12,492		13,169		13,855		14,081		14,924		15,183		16,703		17,086		13,765

		TOR		2,077		2,875		1,924		1,828		2,906		6,377		2,018		1,963		1,683		1,708		1,694		2,210		2,439

		Email

		ACHDECLINE		134		104		107		1		557		234		182		182		377		237		349		359		235

		BKRUPDISCHARGE		0		1		0		1		1		1		1		0		2		3				2		1

		BKRUPDISMISS		0		1		1		0				2		1		7		1		7				2		2

		CCEXPIRE 		2,578		2,511		2,849		2,769		2,610		2,901		3,205		2,673		2,677		3,400		3,331		3,215		2,893

		CHKRETURN		5				4		1		7		3		7		4		2		6		7		3		4

		CLOSERFDCC		241		359		426		455		556		493		504		549		490		633		287		622		468

		INACTIVE (IA WARN)		1,396		1,026		1,266		1,334		1,387		1,518		1,643		1,666		1,648		1,468		1,498		3,268		1,593

		INACTIVECLOSE		456		652		822		889		865		870		874		987		1,013		959		1,345		1,282		918

		INVOICE		59,012		54,487		50,567		49,605		37,719		49,750		53,374		52,566		48,723		53,329		51,611		42,862		50,300

		ITOLNOTICE		7,677		7,165		7,430		9,170		10,897		11,169		11,243		10,814		10,988		11,064		13,986		13,347		10,413

		LOWBAL		14,938		14,415		15,854		15,449		16,609		15,571		14,461		14,468		14,107		19,268		17,649		17,806		15,883

		NEGBAL		7,876		8,069		9,221		8,793		10,258		9,391		9,143		10,292		9,324		13,006		12,293		12,222		9,991

		NOREFUND		138		164		154		99		127		121		141		114		117		156		46		165		129

		OTRFDCC (One time refund CC)		159		137		105		183		145		150		375		422		350		356		329		371		257

		PINREMIND		512		451		437		627		492		498		641		592		562		713		638		572		561

		REBILLDECL		5,165		5,220		6,410		6,582		7,065		7,077		6,203		6,194		6,274		8,891		8,031		9,677		6,899

		REPLEVAL		29,594		35,212		28,500		27,972		35,630		29,543		54,960		74,538		76,741		90,114		90,521		84,602		54,827

		STATEMENT		267,483		254,558		258,225		275,896		281,194		288,235		286,716		290,616		290,738		297,610		309,941		310,281		284,291

		TOR		602		1,687		1,054		1,662		1,851		946		1,161		1,034		953		788		594		1,030		1,114

		Calendar Year 2025

				Jan-25		Feb-25		Mar-25		Apr-25		May-25		Jun-25		Jul-25		Aug-25		Sep-25		Oct-25		Nov-25		Dec-25		Monthly Average

		Mail

		ACHDECLINE		506		350		315		217		247		252		263		330		254		285		220		235		290

		BKRUPDISCHARGE		22		8		50		39		64		25		13		16		24		9		12		5		24

		BKRUPDISMISS		8		10		9		17		30		11		15		9		6		4		6		9		11

		CCEXPIRE 		886		829		917		858		1,080		1,037		1,274		1,316		1,409		1,249		1,287		1,351		1,124

		CHKRETURN		79		51		60		51		34		45		50		60		21		46		23		50		48

		CLOSERFDCC		70		55		42		81		66		49		57		58		65		59		52		85		62

		DMVHOLD 		29,059		22,502		25,476		28,490		24,476		22,300		24,018		31,256		34,932		36,977		33,177		197,822		42,540

		EMAILBOUNCE		1,249		1,009		863		1,148		1,311		1,133		1,294		1,009		1,438		1,512		1,421		1,244		1,219

		INACTIVE (IA WARN)		351		348		291		318		346		342		376		347		342		389		332		322		342

		INACTIVECLOSE		300		235		258		228		260		268		244		242		220		262		235		189		245

		INVOICE		681,236		508,638		551,112		553,480		586,428		519,591		778,495		671,912		730,971		722,500		674,961		682,827		638,513

		ITOLNOTICE		2,187		2,049		2,087		2,360		2,461		2,498		2,497		2,449		2,490		2,315		2,206		1,809		2,284

		LOWBAL		2,315		2,069		2,916		2,919		2,958		2,716		2,533		2,576		2,476		2,454		2,396		2,491		2,568

		NEGBAL		1,400		1,459		2,101		2,242		2,358		2,214		2,162		2,425		1,991		1,951		1,954		1,885		2,012

		NOREFUND		32		30		22		38		47		28		37		22		27		32		48		15		32

		OTRFDCC (One time refund CC)		424		146		126		109		104		82		91		111		113		147		145		121		143

		PINREMIND		117		105		127		108		85		112		90		87		74		61		49		74		91

		REBILLDECL		1,128		1,030		1,893		1,938		1,861		1,797		1,694		1,589		1,605		1,526		1,514		1,610		1,599

		REPLEVAL		11,533		11,831		13,448		15,117		15,057		12,577		11,067		11,541		10,887		11,502		11,580		10,489		12,219

		STATEMENT		17,165		17,246		19,508		20,536		20,278		19,303		21,337		21,468		7,178		4,630		4,640		4,731		14,835

		TOR		2,542		2,584		2,707		2,821		2,363		2,312		2,765		5,490		3,403		3,706		3,601		4,014		3,192

		Email

		ACHDECLINE		571		296		318		216		181		199		170		181		176		182		146		175		234

		BKRUPDISCHARGE		2		2		3		6		12		4		3		1		2		2		1		2		3

		BKRUPDISMISS		12		4		6		7		6		3				3		3								6

		CCEXPIRE 		3,428		3,350		3,435		3,581		4,172		4,340		4,834		5,131		5,362		4,714		4,474		4,652		4,289

		CHKRETURN		6		8		10		7		6		11		11		7		11		8		4		12		8

		CLOSERFDCC		547		432		399		705		540		483		622		629		614		544		490		550		546

		INACTIVE (IA WARN)		1,525		1,466		1,931		1,876		1,973		2,268		2,544		2,517		2,327		2,163		2,246		2,360		2,100

		INACTIVECLOSE		2,284		930		916		866		870		900		933		968		926		786		817		763		997

		INVOICE		54,658		41,737		44,743		47,595		49,525		37,632		60,057		53,966		54,154		53,694		50,497		51,178		49,953

		ITOLNOTICE		12,625		11,017		11,254		12,806		13,176		13,142		13,150		12,558		12,718		12,183		11,023		8,729		12,032

		LOWBAL		15,573		15,457		23,605		23,178		23,673		22,002		20,538		22,078		21,213		21,242		21,050		19,995		20,800

		NEGBAL		9,662		9,668		14,473		15,142		16,880		15,539		15,321		15,000		14,409		14,898		15,050		14,328		14,198

		NOREFUND		256		112		126		169		151		105		157		155		150		151		158		116		151

		OTRFDCC (One time refund CC)		398		256		351		400		349		290		256		258		256		331		333		283		313

		PINREMIND		642		633		925		739		671		770		786		592		605		680		478		567		674

		REBILLDECL		6,952		6,861		13,653		14,566		13,598		12,767		12,466		12,391		11,567		11,926		11,818		11,772		11,695

		REPLEVAL		75,380		77,298		87,412		99,102		98,501		82,787		74,639		77,669		73,743		76,330		76,306		69,574		80,728

		STATEMENT		308,400		286,536		305,107		320,391		325,001		333,741		328,927		333,363		348,160		348,117		355,208		353,922		328,906

		TOR		1,003		878		1,006		1,458		972		1,329		1,158		2,705		1,712		1,402		3,530		1,196		1,086

		Calendar Year 2026

				Jan-26		Feb-26		Mar-26		Apr-26		May-26		Jun-26		Jul-26		Aug-26		Sep-26		Oct-26		Nov-26		Dec-26		Monthly Average

		Mail

		ACHDECLINE		281		211		227		245																		241

		BKRUPDISCHARGE		21		28		2		14																		16

		BKRUPDISMISS		5		16		10		8																		10

		CCEXPIRE 		1,453		1,417		1,501		1,440																		1,453

		CHKRETURN		40		43		36		23																		36

		CLOSERFDCC		55		64		51		65																		59

		DMVHOLD 		36,264		27,681		30,734		28,750																		30,857

		EMAILBOUNCE		1,161		867		1,025		1,011																		1,016

		INACTIVE (IA WARN)		339		286		305		328																		315

		INACTIVECLOSE		215		231		248		238																		233

		INVOICE		607,083		517,296		601,449		585,374																		577,801

		ITOLNOTICE		1,694		1,522		1,380		1,935																		1,633

		LOWBAL		1,981		2,090		2,318		2,578																		2,242

		NEGBAL		1,501		1,573		1,918		2,122																		1,779

		NOREFUND		22		33		23		30																		27

		OTRFDCC (One time refund CC)		109		91		105		119																		106

		PINREMIND		71		71		67		65																		69

		REBILLDECL		1,192		1,250		1,685		1,675																		1,451

		REPLEVAL		9,317		7,131		8,116		12,956																		9,380

		STATEMENT		4,538		4,586		4,591		4,385																		4,525

		TOR		4,859		2,954		3,478		4,784																		4,019

		Email

		ACHDECLINE		180		124		129		141																		144

		BKRUPDISCHARGE		3		6		3		5																		4

		BKRUPDISMISS		3		6				6																		5

		CCEXPIRE 		5,152		5,244		5,122		4,664																		5,046

		CHKRETURN		1		6		5		6																		5

		CLOSERFDCC		452		487		515		494																		487

		INACTIVE (IA WARN)		2,098		1,804		1,757		2,361																		2,005

		INACTIVECLOSE		805		800		861		782																		812

		INVOICE		42,393		41,081		47,631		45,891																		44,249

		ITOLNOTICE		7,247		6,504		5,626		7,920																		6,824

		LOWBAL		17,177		16,973		18,357		22,541																		18,762

		NEGBAL		11,115		11,083		12,869		16,048																		12,779

		NOREFUND		133		138		130		168																		142

		OTRFDCC (One time refund CC)		240		216		257		307																		255

		PINREMIND		537		501		475		591																		526

		REBILLDECL		9,314		9,165		12,820		12,661																		10,990

		REPLEVAL		64,247		46,153		50,444		84,557																		61,350

		STATEMENT		351,530		321,813		337,721		371,429																		345,623

		TOR		1,804		1,130		1,660		1,526																		1,530





Web & App

		Calendar Year 2023

				Jan-23		Feb-23		Mar-23		Apr-23		May-23		Jun-23		Jul-23		Aug-23		Sep-23		Oct-23		Nov-23		Dec-23		Monthly Average

		Web Stats

		URL Clicks		274,097		63,553		101,177		113,861		129,749		129,085		137,756		130,760		117,166		123,414		118,700		116,696		129,668

		Total Impressions		536,810		1,288,318		998,995		1,203,031		1,481,918		1,512,231		1,628,909		1,663,314		1,580,027		1,568,320		1,090,642		1,402,363		1,329,573

		Total Web Logins														449,867		432,915		436,553		413,833		405,961		359,005		416,356

		Invoice Number Login														166,273		169,763		152,876		158,949		148,549		135,356		155,294

		 License Plate Login														33,797		32,498		32,638		32,930		34,414		32,849		33,188

		 QR Code Login														95,990		97,501		92,571		91,685		89,074		85,063		91,981

		 User Login														112,335		99,396		103,087		88,688		91,614		82,431		96,259

		 View Invoice														14,211		13,698		21,104		15,674		15,835		7,706		14,705

		 View Statement														27,261		20,059		34,277		25,907		26,475		15,600		24,930



		Mobile App Stats

		Total Cumulative Apple & Andriod Installs												17,802		81,229		92,043		111,748		121,016		129,800		137,052

		Total Cumulative Apple Installs												13,600		62,100		70,000		85,100		91,600		97,900		102,900

		Total Cumulative Andriod Installs												4,202		19,129		22,043		26,648		29,416		31,900		34,152

		Invoice Number Logins														1,570		2,054		2,113		2,599		2,868		2,545		2,292

		License Plate Logins														- 0		- 0		- 0		- 0		- 0		- 0		- 0

		User Login														57,225		36,362		59,398		40,612		38,130		35,944		44,612

		Calendar Year 2024

				Jan-24		Feb-24		Mar-24		Apr-24		May-24		Jun-24		Jul-24		Aug-24		Sep-24		Oct-24		Nov-24		Dec-24		Monthly Average

		Web Stats

		URL Clicks		118,583		110,987		116,688		134,153		133,370		130,701		217,778		167,919		190,991		175,991		132,414		158,661		149,020

		Total Impressions		1,443,813		1,370,647		1,521,922		2,010,952		2,131,947		2,191,463		3,159,518		2,661,934		2,799,125		2,844,076		2,103,114		2,292,105		2,210,885

		Total Web Logins		411,170		363,403		364,248		423,839		421,242		415,062		471,358		465,187		463,580		505,555		470,827		508,158		440,302

		Invoice Number Login		146,466		125,627		119,392		123,694		129,501		132,002		143,260		142,940		132,841		139,630		137,120		149,137		135,134

		 License Plate Login		37,215		35,867		37,188		42,131		40,575		40,644		53,296		47,948		54,095		63,942		50,935		52,004		46,320

		 QR Code Login		91,279		79,670		78,510		89,452		112,494		113,411		122,488		120,486		117,681		120,273		124,408		126,543		108,058

		 User Login		89,523		80,936		86,588		125,829		95,972		105,909		123,640		106,657		111,914		135,174		114,602		136,163		109,409

		 View Invoice		16,228		15,159		14,968		14,847		14,076		15,401		17,376		15,126		14,225		16,158		13,111		15,198		15,156

		 View Statement		30,459		26,144		27,602		27,886		28,624		7,695		11,298		32,030		32,824		30,378		30,651		29,113		26,225



		Mobile App Stats

		Total Cumulative Apple & Andriod Installs		144,156		150,887		158,265		170,358		178,519		185,415		193,073		199,993		207,363		215,713		222,298		230,541

		Total Cumulative Apple Installs		107,700		112,000		116,800		125,600		131,200		135,900		141,100		145,700		150,700		156,700		161,230		166,860

		Total Cumulative Andriod Installs		36,456		38,887		41,465		44,758		47,319		49,515		51,973		54,293		56,663		59,013		61,068		63,681

		Invoice Number Logins		2,756		1,430		3,024		3,071		2,988		2,653		1,943		1,726		1,702		1,647		1,650		1,734		2,194

		License Plate Logins		- 0		73		2,192		2,876		2,490		2,643		3,162		2,508		2,737		3,186		2,889		3,196		2,329

		User Login		34,747		32,235		38,086		47,048		44,816		45,010		50,190		48,510		48,650		58,482		51,936		59,597		46,609

		Calendar Year 2025

				Jan-25		Feb-25		Mar-25		Apr-25		May-25		Jun-25		Jul-25		Aug-25		Sep-25		Oct-25		Nov-25		Dec-25		Monthly Average

		Web Stats

		URL Clicks		185,752		200,911		344,942		200,676		164,431		153,847		171,307		157,358		133,005		165,980		129,269		120,404		177,324

		Total Impressions		2,811,701		3,106,210		5,244,182		3,317,582		2,903,649		2,811,957		2,944,296		2,874,331		2,083,720		2,107,194		1,967,949		2,036,774		2,850,795

		Total Web Logins		1,009,021		527,305		630,851		525,746		516,910		503,001		523,821		598,419		544,214		542,037		497,096		518,367		578,066

		Invoice Number Login		165,731		157,113		155,962		135,652		136,788		133,420		140,511		177,356		158,327		150,881		134,036		144,725		149,209

		 License Plate Login		64,317		72,841		114,646		70,614		60,813		63,765		61,878		62,388		55,548		56,740		51,378		52,977		65,659

		 QR Code Login		133,150		124,269		129,841		124,220		132,947		128,629		137,566		174,457		164,226		161,168		147,760		158,138		143,031

		 User Login		596,419		132,077		184,712		151,397		141,236		134,387		137,400		137,668		119,838		127,785		120,181		116,442		174,962

		 View Invoice		17,158		13,081		13,624		13,352		14,221		11,892		15,022		15,211		15,344		14,205		12,639		13,723		14,123

		 View Statement		32,246		27,924		32,066		30,511		30,905		30,908		31,444		31,339		30,931		31,258		31,102		32,362		31,083



		Mobile App Stats

		Total Cumulative Apple & Andriod Installs		239,030		246,835		257,877		269,088		281,025		315,166		329,408		338,997		346,821		354,724		362,373		369,719

		Total Cumulative Apple Installs		173,100		178,370		186,620		195,280		204,540		231,140		241,740		248,250		253,410		258,710		263,840		268,510

		Total Cumulative Andriod Installs		65,930		68,465		71,257		73,808		76,485		84,026		87,668		90,747		93,411		96,014		98,533		101,209

		Invoice Number Logins		2,086		1,909		2,002		1,729		1,792		1,343		1,381		1,542		1,299		1,264		1,081		1,191		1,552

		License Plate Logins		3,403		3,732		5,677		4,127		3,771		3,651		2,940		2,750		2,399		2,475		2,101		1,990		3,251

		User Login		53,610		51,975		72,489		50,094		46,205		60,213		58,523		69,041		61,351		66,928		65,679		65,792		60,158



		Calendar Year 2026

				Jan-26		Feb-26		Mar-26		Apr-26		May-26		Jun-26		Jul-26		Aug-26		Sep-26		Oct-26		Nov-26		Dec-26		Monthly Average

		Web Stats

		URL Clicks		121,652		134,092		198,785		156,707																		152,809

		Total Impressions		1,788,349		1,538,111		2,122,547		2,235,177																		1,921,046

		Total Web Logins		524,411		431,729		511,466		539,570																		501,794

		Invoice Number Login		148,015		116,504		128,463		131,288																		131,068

		 License Plate Login		56,312		47,461		61,149		67,029																		57,988

		 QR Code Login		159,941		129,606		146,947		149,231																		146,431

		 User Login		113,199		99,325		130,430		144,413																		121,842

		 View Invoice		13,591		11,024		12,859		13,675																		12,787

		 View Statement		33,353		27,809		31,618		33,934																		31,679



		Mobile App Stats

		Total Cumulative Apple & Andriod Installs		375,879		381,577		391,477		400,431

		Total Cumulative Apple Installs		272,600		276,480		282,760		288,870

		Total Cumulative Andriod Installs		103,279		105,097		108,717		111,561

		Invoice Number Logins		1,154		984		1,112		1,126																		1,094

		License Plate Logins		2,239		1,952		2,606		2,837																		2,409

		User Login		57,143		51,133		71,294		75,416																		63,747





Image Review Audit

		Calendar Year 2023

		Image Review Audit		Jan-23		Feb-23		Mar-23		Apr-23		May-23		Jun-23		Jul-23		Aug-23		Sep-23		Oct-23		Nov-23		Dec-23		Monthly Average

		Reviewed		404,833		210,120		314,890		298,115		405,671		450,000		465,000		465,000		450,000		465,000		450,000		465,000		403,636

		Pass		398,642		207,937		330,637		294,922		399,540		445,720		460,377		458,528		442,789		458,534		442,010		459,443		399,923

		Rejected		6,191		2,124		838		2,283		4,486		2,992		3,442		5,168		6,396		5,681		7,244		4,773		4,302

		Fail						4,990		910		1,631		1,288		1,181		1,304		815		785		746		784		1,443

		% Incorrect		1.5%		1.0%		1.9%		1.1%		1.5%		1.0%		1.0%		1.4%		1.6%		1.4%		1.8%		1.2%		1.4%

		Calendar Year 2024

		Image Review Audit		Jan-24		Feb-24		Mar-24		Apr-24		May-24		Jun-24		Jul-24		Aug-24		Sep-24		Oct-24		Nov-24		Dec-24		Monthly Average

		Reviewed		465,000		435,000		460,455		450,003		465,003		450,000		465,000		460,975		450,000		540,001		600,000		620,000		488,453

		Pass		460,081		429,176		454,943		444,652		459,558		438,257		460,793		456,950		446,629		536,367		595,711		615,109		483,186

		Rejected		4,081		4,874		4,400		4,114		4,157		7,975		3,337		3,217		2,605		2,870		3,410		4,235		4,106

		Fail		838		950		1,112		1,237		1,288		3,768		870		808		766		764		879		1,256		1,211

		% Incorrect		1.1%		1.3%		1.2%		1.2%		1.2%		2.6%		0.9%		0.9%		0.7%		0.7%		0.7%		0.9%		1.1%

		Calendar Year 2025

		Image Review Audit		Jan-25		Feb-25		Mar-25		Apr-25		May-25		Jun-25		Jul-25		Aug-25		Sep-25		Oct-25		Nov-25		Dec-25		Monthly Average

		Reviewed		619,999		329,999		310,002		540,000		620,000		593,465		626,536		600,000		591,928		633,190		590,288		640,000		557,951

		Pass		613,238		325,764		305,751		532,257		613,545		588,321		621,929		595,211		585,596		627,309		584,927		635,381		552,436

		Rejected		5,700		3,470		3,341		6,263		4,473		3,581		3,316		3,554		5,002		4,564		4,202		3,305		4,231

		Fail		1,061		765		910		1,480		1,982		1,563		1,291		1,235		1,330		1,317		1,159		1,314		1,284

		% Incorrect		1.1%		1.3%		1.4%		1.4%		1.0%		0.9%		0.7%		0.8%		1.1%		0.9%		0.9%		0.7%		1.0%



		Calendar Year 2026

		Image Review Audit		Jan-26		Feb-26		Mar-26		Apr-26		May-26		Jun-26		Jul-26		Aug-26		Sep-26		Oct-26		Nov-26		Dec-26		Monthly Average

		Reviewed		600,000		556,908		611,232		610,839																		594,745

		Pass		594,952		551,115		605,413		605,275																		589,189

		Rejected		3,752		4,303		4,016		3,440																		3,878

		Fail		1,296		1,490		1,803		2,124																		1,678

		% Incorrect		0.8%		1.0%		1.0%		0.9%																		0.9%





DMV Hold & Collections

		Calendar Year 2023

				Jan-23		Feb-23		Mar-23		Apr-23		May-23		Jun-23		Jul-23		Aug-23		Sep-23		Oct-23		Nov-23		Dec-23		Monthly Average

		Total Accounts in Collections						344,461		340,328		421,541		416,781		413,743		411,273		408,862		406,866		406,413		403,996		397,426

		Total Accounts in Collections - North Carolina						37,721		37,058		56,016		54,600		53,303		52,217		51,210		50,342		50,108		49,130		49,171

		Total Accounts in Collections - South Carolina						93,010		92,238		107,996		106,636		105,944		105,381		104,755		104,237		104,143		103,569		102,791

		Total Accounts in Collections - Georgia						29,763		29,626		35,486		35,242		35,089		34,991		34,882		34,799		34,776		34,654		33,931

		Total Accounts in Collections - Florida						25,531		25,413		31,155		30,958		30,818		30,730		30,620		30,558		30,553		30,459		29,680

		Total Accounts in Collections - Ohio						23,114		23,016		28,091		27,861		27,743		27,660		27,586		27,521		27,517		27,431		26,754

		Total Accounts in Collections - Virginia						22,800		22,659		27,154		26,916		26,758		26,632		26,528		26,444		26,422		26,306		25,862

		Total Accounts in Collections - Tennessee						13,264		13,221		15,484		15,375		15,337		15,324		15,299		15,269		15,271		15,227		14,907

		Total Account in Collections - Out-of-State (ELSE)						99,258		97,097		120,159		119,193		118,751		118,338		117,982		117,696		117,623		117,220		114,332



		DMV Hold

		Total Accounts W/ Registration Stop		154,451		144,001		141,119		135,466		132,838		133,929		171,746		198,352		235,818		259,056		259,785		274,971		186,794

		NC QP Accounts with DMV Hold

		Toll Invoice Accounts with DMV Hold

		Total Vehicles of Accounts with DMV Hold						235,699		229,208		224,856		228,912		314,120		375,501		441,415		470,540		470,757		489,207		348,022

		Calendar Year 2024

				Jan-24		Feb-24		Mar-24		Apr-24		May-24		Jun-24		Jul-24		Aug-24		Sep-24		Oct-24		Nov-24		Dec-24		Monthly Average

		Total Accounts in Collections		538,662		549,161		559,428		568,851		582,876		590,224		597,264		610,498		630,152		648,835		666,236		683,371		602,130

		Total Accounts in Collections - North Carolina		70435		71156		71,233		70,902		70,823		70,754		70,606		75,505		80,969		91,007		95,594		98,952		78,161

		Total Accounts in Collections - South Carolina		116210		116085		116,177		116,097		116,077		116,071		115,988		116,097		116,465		116,656		116,963		117,382		116,356

		Total Accounts in Collections - Georgia		38224		38209		38,187		38,185		38,202		38,229		38,221		38,236		38,279		38,329		38,394		38,471		38,264

		Total Accounts in Collections - Florida		34103		34080		34,394		34,388		34,411		34,433		34,406		34,416		34,506		34,556		34,627		34,667		34,416

		Total Accounts in Collections - Ohio		30190		30166		30,168		30,175		30,176		30,166		30,161		30,198		30,259		30,322		30,432		30,519		30,244

		Total Accounts in Collections - Virginia		29408		29418		29,497		29,471		29,497		29,516		29,509		29,549		29,628		29,683		29,780		29,863		29,568

		Total Accounts in Collections - Tennessee		16902		16915		16,926		16,937		16,940		16,938		16,946		16,958		17,002		17,220		17,077		17,120		16,990

		Total Account in Collections - Out-of-State (ELSE)		203190		213132		222,846		232,696		246,750		254,117		261,427		269,539		283,044		291,062		303,369		316,397		258,131



		DMV Hold

		Total Accounts W/ Registration Stop		279,711		278,078		281,028		283,178		287,374		288,525		289,357		296,345		308,325		311,153		323,729		331,856		296,555

		NC QP Accounts with DMV Hold		7,580		7,342		7,409		7,729		7,943		8,598		8,524		8,624		8,963		8,440		9,356		9,585		8,341

		Toll Invoice Accounts with DMV Hold		272,131		270,736		273,619		275,449		279,431		279,927		280,833		287,721		299,362		302,713		314,373		322,271		288,214

		Total Vehicles of Accounts with DMV Hold		486,023		488,889		495,226		503,398		504,276		505,415		507,672		523,515		545,909		559,003		574,976		591,449		523,813

		Calendar Year 2025

				Jan-25		Feb-25		Mar-25		Apr-25		May-25		Jun-25		Jul-25		Aug-25		Sep-25		Oct-25		Nov-25		Dec-25		Monthly Average

		Total Accounts in Collections						721,052		734,818		747,086		760,473		776,382		783,623		791,096		811,527		828,259		846,915		780,123

		Total Accounts in Collections - North Carolina		101421		101855		102,295		103,551		105,020		107,164		110,211		109,580		110,281		112,388		114,436		116,573		107,898

		Total Accounts in Collections - South Carolina		117233		117027		116,789		116,846		116,941		116,901		116,973		117,046		117,379		117,616		117,920		118,438		117,259

		Total Accounts in Collections - Georgia		38467		38455		38,488		38,510		38,556		38,564		38,586		38,603		38,626		38,639		38,732		38,842		38,589

		Total Accounts in Collections - Florida		34673		34685		34,683		34,759		34,818		34,824		34,568		34,597		34,616		34,684		34,738		34,810		34,705

		Total Accounts in Collections - Ohio		30502		30491		30,513		30,530		30,553		30,541		30,566		30,582		30,565		30,491		30,561		30,711		30,551

		Total Accounts in Collections - Virginia		29879		29873		29,926		29,992		30,060		30,072		30,123		30,158		30,246		30,256		30,344		30,473		30,117

		Total Accounts in Collections - Tennessee		17146		17161		17,327		17,209		17,215		17,363		17,235		17,257		17,414		17,282		17,454		17,512		17,298

		Total Account in Collections - Out-of-State (ELSE)		332012		339007		351,031		363,421		373,923		385,044		398,120		405,800		411,969		430,171		444,074		459,556		391,177



		DMV Hold

		Total Accounts W/ Registration Stop		336,090		330,814		328,813		333,913		337,547		338,046		340,085		352,145		362,912		381,896		391,002		409,594		353,571

		NC QP Accounts with DMV Hold		9,735		9,410		9,550		10,095		10,297		10,448		10,461		10,845		11,604		12,839		13,566		14,420		11,106

		Toll Invoice Accounts with DMV Hold		326,355		321,404		319,263		323,818		327,250		327,598		329,624		341,300		351,308		369,057		377,436		395,174		342,466

		Total Vehicles of Accounts with DMV Hold		596,562		584,720		583,499		590,651		595,099		592,986		599,763		628,035		655,778		705,424		713,661		750,839		633,085

		Calendar Year 2026

				Jan-26		Feb-26		Mar-26		Apr-26		May-26		Jun-26		Jul-26		Aug-26		Sep-26		Oct-26		Nov-26		Dec-26		Monthly Average

		Total Accounts in Collections		866,828		880,547		893,118		907,967		- 0		- 0		- 0		- 0		- 0		- 0		- 0		- 0		295,705

		Total Accounts in Collections - North Carolina		118769		119663		120,019		121,007																		119,865

		Total Accounts in Collections - South Carolina		119938		120204		120,372		120,536																		120,263

		Total Accounts in Collections - Georgia		39392		39457		39,489		39,519																		39,464

		Total Accounts in Collections - Florida		35337		35408		35,432		35,493																		35,418

		Total Accounts in Collections - Ohio		31635		31745		31,765		31,784																		31,732

		Total Accounts in Collections - Virginia		31059		31151		31,211		31,245																		31,167

		Total Accounts in Collections - Tennessee		17819		17853		17,879		17,901																		17,863

		Total Account in Collections - Out-of-State (ELSE)		472,879		485,066		496,951		510,482																		491,345



		DMV Hold

		Total Accounts W/ Registration Stop		421,032		421,598		419,587		419,623																		420,460

		NC QP Accounts with DMV Hold		15,078		15,229		15,123		15,128																		15,140

		Toll Invoice Accounts with DMV Hold		405,954		406,369		404,464		404,495																		405,321

		Total Vehicles of Accounts with DMV Hold		768,130		765,206		760,419		759,864																		763,405





Transponder Trends to Zero

		ALL				Jul-22		Aug-22		Sep-22		Oct-22		Nov-22		Dec-22		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!

		Transponder Inventory (ALL)		ERROR:#REF!		36,341		94,537		88,208		82,612		77,863		72,424		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!

				ERROR:#REF!		387		2,919		2,730		2,589		2,470		2,327		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!

				ERROR:#REF!		5,590		5,412		5,270		5,136		5,048		4,917		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!

				ERROR:#REF!		23,496		23,408		23,382		23,286		23,269		23,184		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!

				ERROR:#REF!		4,912		11,238		25,383		23,796		22,433		20,874		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!

				ERROR:#REF!		91,188		78,964		65,410		56,026		44,642		35,586		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!

				ERROR:#REF!		4,096		4,087		4,084		4,082		4,057		4,050		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!

				ERROR:#REF!		N/A		N/A		N/A		N/A		N/A		N/A		N/A		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!

				ERROR:#REF!		N/A		N/A		N/A		N/A		N/A		N/A		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!
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		Chart #1: NCTA Active Accounts		Chart 1A and 1B						ready to review

		Chart #4: NCTA Customers on Away Roads		Chart 4A and 4B		Is there a reason you're using mostly blue and grey for these charts? Can we add more color variation? 		Changed color pallet to the first row but can use any if others are preferred. This works, you can also use the yellows on our color palette if you need additional colors		ready to review

		Chart #5: Transponder Penetration (Roadside)		Chart 5B 		Using Change from last year over YOY		Updated to the color of the line to match label formatting from other graphs I-77 label color needs adjusted to match the line		ready to review



						Give the line labels a white background for easier visibility

		Invoice payment activity - % of total CSC, IVR, LPAs, App, MSP, Web, Walk in		Chart 12A and 12B 		 or was it different? We do want to see this. Is this question on how everything is broken down?		The clarification is confirming if we need additional graphs from how is currently showing in charts 12 A and 12 B I don't think so!		clarification needed 

		Chart #12: NCTA Customer Invoice Payment Methods		Chart 12a and 12b 		Can you change the labels for the ones using a slightly transparent background? It's hard to read		Changed background color to match the lines. The lockbox + MPS label on both charts needs adjusted to match the section color

Done 		ready to review

		Chart #15: NCTA Invoices and Statements Sent		Chart 15A and 15B						ready to review

		Customer Correspondence/notifications 		Chart 15s and 16s		or was this different? Which ones? 		The clarification is confirming if we need additional graphs from how is currently showing in Charts 15s and 16s I think this is good!		clarification needed - 

		Milhouse stats – Total emails vs. Mail  		Chart #15C						ready to review

		Integrity notifications – total notifications 		Chart 16A and 16B		16B - Please color coat the labels for the lines on the graph.		Changed background color to match the lines.		ready to review

		Transponder sales – Sticker, Hardcase and Flex 		Chart 13B and 13C						ready to review		Transfer to Power BI

		App Stats – total installs apple and android  		Chart 19A and 19B		19A - Can we do YOY for both android and apple installs?		19A - YOY for Android and Apple Install done Thank you!		ready to review



						19B - Is the QR code from the invoice? 

		Web Stats – total web visits, logins		Chart 20A and 20B		20A - Is the QR code from the invoice?		Will confirm with Julie - the categories come from the database. I tested the "View Statement" login category with my account and it's when you click view statement in the emails. Sounds good		ready to review
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Acronyms/Abbreviations 


ACRONYM DEFINITION 


ACH Automated Clearing House 


ANI Automatic Number Identification 


API Application Programming Interface 


BOS Back Office System 


CC Credit Card 


HTTP Hypertext Transfer Protocol 


IVR Interactive Voice Response 


NCTA North Carolina Turnpike Authority 


PAN Primary Account Number 


PCI-DSS Payment Card Industry - Data Security Standard 


PIN Personal Identification Number 


REST Representational State Transfer 


URL Uniform Resource Locator 


ZIP Zone Improvement Plan 
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1. RFP Technical Summary: NCTA Telephony Interface 


NCTA requires robust, PCI-compliant integration between the vendor's Telephony/IVR platform and 
the Agency's Back-Office System (BOS). The interface is REST-based, utilizes standard HTTP verbs 
(GET, PUT, POST), and returns JSON payloads. It supports the following core functional domains: 


A. Account Authentication & Security 


The system must support automated caller identification and multi-factor validation to enable 
secure self-service. All authentication activity is logged against the account record for audit 
purposes. 


• Caller Recognition: The IVR must be able to retrieve basic account metadata using Automatic 
Number Identification (ANI) — the phone number transmitted at the start of the call. This allows 
the system to greet recognized callers by name and pre-populate account context without 
requiring manual entry. 


• Secure Authentication: The system must support PIN-based validation and ZIP code verification 
to confirm caller identity. This applies to both standard pre-paid toll accounts and toll notice 
(violation) accounts, where the caller may not have an established account but must still be 
verified prior to taking action. 


• Credential Management: The IVR must provide endpoints that allow callers to securely update 
or reset their account PIN without agent assistance. PIN updates must be validated against 
existing account credentials before changes are applied. 


B. Account Information  


The system must expose read-only account data to support self-service inquiries. All responses 
reflect real-time data from the BOS at the time of the request. 


• Account Balance: The IVR must be able to retrieve the current account balance, including any 
low-balance indicators that may trigger a replenishment prompt. 


• Toll Transaction History: The IVR must support retrieval of the caller's three most recent toll 
transactions, including transaction date, plaza or facility name, and amount charged. 


• Vehicles: The IVR must be able to retrieve the number of vehicles associated with the account, 
along with relevant vehicle details such as make, model, and license plate. 


• Transponders: The IVR must be able to retrieve the number of transponders linked to the 
account and their current status (e.g., Active, Inactive, Lost, Stolen). 


C. Account Actions  


The system must support common self-service account management actions, allowing callers to 
make changes without requiring live agent assistance. 


• Add Vehicles: The IVR must support the ability for a caller to add a new vehicle to their account, 
capturing required vehicle details such as license plate number, state, and vehicle class. 


• Request Transponders: The IVR must allow callers to request a new transponder, which will be 
fulfilled and mailed to the address on file. The system must confirm the request and provide an 
expected delivery timeframe where available. 
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• Device Management: The IVR must support real-time status updates for transponders. Callers 
must be able to report a tag as lost, stolen, or damaged, which immediately updates the tag 
status in the BOS and deactivates the device to prevent unauthorized use. 


• Contact Information: Callers must be able to update the phone number associated with their 
account through the IVR without agent assistance. Changes must be applied to the BOS in real 
time. 


• Account Closure: The IVR must support programmatic account closure, including any required 
final balance resolution steps prior to the account being finalized and closed in the BOS. 


D. Financial Services & Payment Processing 


To minimize PCI-DSS scope, the IVR must utilize a tokenized payment architecture. Raw credit card and 
bank account numbers must never be transmitted through the IVR layer. All payment operations must 
reference the ccTokenNumber or achToken issued and stored by the BOS. 


• Payment Methods: The IVR must integrate with existing Credit Card (CC) and ACH (Electronic 
Check) tokens stored in the BOS, allowing callers to make payments using saved payment 
methods without re-entering sensitive financial data. 


• Transactional Support: The system must support the following payment transaction types: 
o Account Replenishment: Real-time top-up of a pre-paid toll account balance. 
o One-Time Payments: Ad hoc payments not tied to a replenishment plan. 
o Notice/Invoice Settlement: Targeted payments applied to a specific toll notice or invoice 


by reference number. 
• Wallet Management: The IVR must support the ability for callers to add or update payment 


methods (CC or ACH) through the telephony interface. New payment instruments are tokenized 
by the BOS upon entry and stored for future use. 


E. Auditability and System Health 


• Call Recording Integration: The IVR must be able to post call metadata — including call recording 
URLs, call duration, and wrap-up or disposition codes — directly to the account history in the 
BOS upon call completion. This ensures a complete interaction record is available for dispute 
resolution, compliance review, and quality assurance. 


• High Availability: The API must include dedicated health-check endpoints that return real-time 
system status. These endpoints are used by monitoring infrastructure to verify service 
availability and support the Agency's requirement for 24/7 uptime. Health-check responses 
should indicate the status of both the IVR platform and its connectivity to the BOS. 


 
Table 1: RFP Integration Requirements (High-Level) 


REQUIREMENT DESCRIPTION 


Protocol RESTful API using standard HTTPS methods (GET, PUT, POST). 


Data Format JSON (application/json) for all request and response bodies. Use UTF-8 and ISO 
8601 UTC for timestamps 
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REQUIREMENT DESCRIPTION 


Security Token-based payment processing to ensure no raw PAN (Primary Account 
Number) data is handled by the IVR. 
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2. Sample API Implementation 


The following examples demonstrate the RESTful patterns used by the NCTA IVR API, covering 
account retrieval, transponder status updates, and related operations. All requests must be made 
over HTTPS. Responses are returned in JSON format. 


A. GET: Retrieve Account Information 


Endpoint: GET  /ivr/api/GetCallerAcctInfo/{phoneNumber}  


Description: Used for automated caller recognition (ANI) to pull basic account metadata. Typically 
invoked at the start of an IVR session to identify the caller and personalize the interaction.  


Sample Response (JSON): 
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B. PUT: Update Transponder Status 


Endpoint: PUT /ivr/api/transponder/UpdateTag  


Description: Allows the IVR to programmatically update a transponder (tag) status based on user input 
— for example, marking a tag as Lost or Stolen. This action is typically gated behind successful identity 
verification (e.g., account number + ZIP code confirmation).  


Sample Request Body (JSON): 


 


 


C. General Notes 


Authentication: All IVR API endpoints require a valid bearer token obtained via the authentication 
service prior to making calls. Tokens expire after XX minutes of inactivity. 


Rate Limiting: Requests are limited to XX calls per minute per session. Exceeding this threshold will 
return an HTTP 429 Too Many Requests response. 


HTTP Status Codes: The API uses standard HTTP status codes (200 OK, 400 Bad Request, 401 
Unauthorized, 404 Not Found, 500 Internal Server Error) in addition to the application-level errorCode 
field in the response body. 


Data Format: All request and response payloads must be UTF-8 encoded JSON. Timestamps follow ISO 
8601 format in UTC. 
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3. Integration Requirements for Vendors 


• Standardization: All interfaces utilize standard HTTP verbs (GET, PUT, POST) and return JSON 
payloads. The API uses standard HTTP status codes (200 OK, 400 Bad Request, 401 
Unauthorized, 404 Not Found, 500 Internal Server Error). All request and response payloads are 
UTF-8 encoded, with timestamps in ISO 8601 UTC format. 


• Error Handling: Every response includes an errorCode and errorMessage field, allowing the IVR 
to trigger the appropriate caller prompt — such as "System Unavailable" for backend failures or 
"Invalid Entry" for malformed or unrecognized input. 


• Security: Sensitive operations, such as payment processing, must use the ccTokenNumber or 
achToken provided by the Back Office System (BOS) rather than raw card or bank account data 
to ensure PCI-DSS compliant. All API calls must be made over HTTPS using a valid bearer token 
obtained prior to the session. 





		1. RFP Technical Summary: NCTA Telephony Interface

		2. Sample API Implementation

		3. Integration Requirements for Vendors
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STATE OF NORTH CAROLINA EXTRA WORK ORDER #15 


North Carolina Turnpike Authority 
A Part of the North Carolina Department of Transportation 


NC Quick Pass and NC Ferry 
Customer Service Center Operations 


NCTA 
CONTACT: 


Angela Queenland BAFO DATE: December 20, 2019 


 Deputy Program Director EXTRA WORK ORDER DATE: February 20, 2026 


TELEPHONE: (919) 707-2719   


EMAIL: arqueenland@ncdot.gov PRICE: $ 191,634.12 


GC SERVICES 
CONTACT: 


Mike Greene COMMODITY: 
 


 VP of Corporate Services Authorization to InteLogix to negotiate and execute a 
lease extension agreement for 3034 Winston Avenue 
Monroe, NC and to pass-through expenses associated 
with the facility lease payments, facility maintenance, 
and other facility-related pass-through expenses 


TELEPHONE: (254) 518-1808 


EMAIL: Mike.greene@intelogix.com 


 
EXTRA WORK ORDER #15 to the NC Quick Pass and NC Ferry Customer Service Center Operations – GC Services 


Best and Final Offer (BAFO), by and between GC Services Limited Partnership (d/b/a InteLogix) and the North 


Carolina Turnpike Authority (NCTA), a Part of the North Carolina Department of Transportation (NCDOT), is made 


and entered into as the dates set forth within this document. 


WHEREAS, the BAFO provides that the Agreement (“Contract”) entered into by the parties may be amended by 


written Extra Work Orders duly executed by NCTA and InteLogix; and 


WHEREAS, NCTA and InteLogix have determined that the Agreement should be amended as set forth below. 


NOW THEREFORE, in consideration of the provisions, and other considerations stated herein, including the mutual 


covenants and conditions set forth herein, the parties hereto agree through execution below. 


 


CONTRACT SUMMARY 


The tables below summarize the Amendments, Change Orders and Extra Work Orders executed for this Contract. 


An executed copy of this Extra Work Order #15 will be forwarded to InteLogix upon NCTA’s approval and execution 


of the document. This document including any and all attachments contains InteLogix confidential and trade secret 


information and is intended for the sole use the North Carolina Department of Transportation. Any unauthorized 


review, use, disclosure, or distribution is prohibited. These documents shall constitute the continued written 


agreement between the parties. 



mailto:arqueenland@ncdot.gov

mailto:kathy.obrien@gcserv.com

mailto:ke.greene@intelogix.com
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Amendments 


No. Date Amendment Title Amount 


1 Aug. 6, 2020 
Delay of Back Office System I Operations Phase Start 
Date 


$72,137.26 


2 Oct. 1, 2020 Modification of Bond Requirements $0.00 


3 Jul. 28, 2021 Milestone Payment Update $0.00 


Subtotal - Amendments: $72,137.26 


 


Change Orders 


No. Date Change Order Title Amount 


1 Aug. 6, 2020 Delay of Key Personnel Availability ($19,691.18) 


2 Aug. 18, 2021 Changes to Image Review Services $2,218,534.31 


3 Jan. 27, 2022 
Lease Extension for 200 Sorrell Grove Church Road, 
Morrisville, NC 27560 


$0.00 


4 Jan. 28, 2022 CSC Staff Hourly Rate Changes $5,489,910.57 


5 Mar. 30, 2022 
Lease Extension for 3034 Winston Avenue, 
Monroe, NC. 


$0.00 


6 Feb. 28, 2023 Rocky Mount Call Center Staffing $776,540.42 


7 Jun. 30, 2023 CSC Staff Hourly Rate Changes #2 $0.00 


Subtotal - Change Orders: $8,465,294.12 







NC Quick Pass and NC Ferry 
Customer Service Center Operations 


Extra Work Order #15 
Monroe WIC Facility Lease Extension #2 


North Carolina Turnpike Authority  | 3 


 


 


 


Extra Work Orders 


No. Date Extra Work Order Title Amount 


1 Dec. 13, 2021 
Secondary Out of State Overflow Call Center 


Startup Services 
$47,913.00 


 
2 


 
Dec. 22, 2021 


Lease for 1533 N. Church Street, Rocky Mount, 
North Carolina 27804, Building 4 and the storage 
unit located to the rear of Building 4 


 
$83,000.00 


3 Feb. 16, 2022 
Initial Not to Exceed Funding for Rocky Mount 
Overflow Call Center Buildout 


$500,000.00 


4 Apr. 13, 2022 
Remaining Not to Exceed Funding for Rocky Mount 
Overflow Call Center Buildout 


$1,425,946.86 


5 May 13, 2022 
Secondary Overflow Operations Center Occupancy 
Costs 


$120,175.00 


6 Jun. 30, 2022 
Not to Exceed Funding for NC Quick Pass 
Operations Center Building Updates 


$447,500.00 


7 Mar. 1, 2023 
Phase II - Secondary Overflow Operations Center 
Occupancy Costs 


$143,000.00 


8 Nov. 1, 2023 
Winston-Salem Call Center: Negotiate and Execute 
Lease 


$81,000.00 


9 Dec. 11, 2023 Winston-Salem Call Center: Buildout $542,387.00 


10 Apr. 25, 2024 Winston Salem Call Center: Staffing $138,800.00 


11 Apr. 29, 2024 
2501 Aerial Center Parkway Facility: Negotiate and 
Execute Lease 


$81,000.00 


12 Aug. 8, 2024 Aerial Center Parkway Facility - Buildout $4,361,170.11 


12-S Jan. 24, 2025 
Aerial Center Parkway Facility - Buildout 
SUPPLEMENTAL Budget 


$1,357,161.25 


13 Nov. 26, 2025 First Party Collections - Pilot $378,870.00 


14 Jun. 30, 2025 Monroe WIC Lease Extension $53,685.04 


15 Feb. 20, 2026 Monroe WIC Facility Lease Extension #2 $191,634.12 


Subtotal - Extra Work Orders: $9,953,242.38 


 


Contract Summary 


Contract Item Amount 


Contract TOTAL (BAFO - December 20, 2019) $53,868,916.38 


Subtotal – Amendments $72,137.26 


Subtotal - Change Orders $8,465,294.12 


Subtotal - Extra Work Orders $9,953,242.38 


Total Contract Amount: $72,359,590.14 
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TERMS AND CONDITIONS 


Unless otherwise changed or modified by this Extra Work Order, all terms and conditions of the December 20, 


2019 BAFO shall remain in full force and effect. 


 


EXECUTION 


In compliance with this Extra Work Order, and subject to all the conditions herein, the undersigned offers and 


agrees to furnish and deliver any or all goods and services which are offered, at the prices agreed upon and within 


the time specified herein. Under the penalty of perjury, the undersigned Contractor certifies that this offer has not 


been arrived at collusively or otherwise in violation of Federal or North Carolina law and this offer is made without 


prior understanding, agreement, or connection with any firm, corporation, or person submitting an offer for the 


same commodity, and is in all respects fair and without collusion or fraud. 


An authorized representative of InteLogix shall affix his/her signature in the space provided below. If the NCTA 


accepts this Extra Work Order offer, an authorized representative of the NCTA shall affix his/her signature within 


the appropriate signature block below. This Extra Work Order may be executed in counterparts. In the event that 


any signature is delivered by facsimile transmission or by email delivery of a ".pdf" format data file, such signature 


shall create a valid and binding obligation of the party executing (or on whose behalf such signature is executed) 


with the same force and effect as if such facsimile or ".pdf" signature was an original thereof. 
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Extra Work Order #15 accepted and executed by authorized representatives of GC Services Limited Partnership, d/b/a 
InteLogix and NCTA below: 


 


CONTRACTOR 


CONTRACTOR: 
GC Services Limited Partnership By ORG GC GP Buyer, LLC, as general partner 


FEDERAL ID OR SOCIAL 
SECURITY NO. 
76-0199626 


STREET ADDRESS: 
1389 Center Drive, Suite 200 


PO BOX: ZIP: 
84098 


CITY & STATE: 
Park City, Utah 


TELEPHONE NUMBER: 
(713) 776-6636 


TYPE OR PRINT NAME & TITLE OF PERSON SIGNING: 
Mario Baddour, CEO and President 


FAX NUMBER: 
(713) 776-6630 


AUTHORIZED SIGNATURE: DATE: EMAIL: 


Mario.baddour@intelogix 
.com 


NORTH CAROLINA STATE AGENCY 


AUTHORITY: 
North Carolina Turnpike Authority 


 


STREET ADDRESS: 
2501 Aerial Center parkway 


PO BOX: ZIP: 
27601 


CITY & STATE: 
Morrisville, North Carolina 


FAX NUMBER: 
(919) 715-5511 


TYPE OR PRINT NAME & TITLE OF PERSON RECOMMENDING: 
Angela Queenland, NCTA Deputy Program Director 


TELEPHONE NUMBER: 
(919) 707-2719 


RECOMMENDED BY SIGNATURE: DATE: 
EMAIL: 
arqueenland@ncdot.gov 


TYPE OR PRINT NAME & TITLE OF PERSON APPROVING: 
Manish Chourey, NCTA Chief Technology Officer 


TELEPHONE NUMBER: 
(984) 302-1875 


APPROVED BY SIGNATURE: DATE: 
EMAIL: 
mgchourey@ncdot.gov 


TYPE OR PRINT NAME & TITLE OF PERSON SIGNING AUTHORIZATION: 
James J. Eden, NCTA Executive Director 


TELEPHONE NUMBER: 
(919) 707-2715 


AUTHORIZED SIGNATURE: DATE: 
EMAIL: 
jjeden@ncdot.gov 


Mario Baddour (11 March, 2026 20:14:53 UTC)
March 11, 2026


Angela Queenland (13 March, 2026 18:25:51 UTC)
March 13, 2026


Manish Chourey (17 March, 2026 16:49:58 UTC)
March 17, 2026


James J. Eden (19 March, 2026 20:48:47 UTC)


March 19, 2026



mailto:arqueenland@ncdot.gov

mailto:mgchourey@ncdot.gov

mailto:jjeden@ncdot.gov
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BACKGROUND 


The NC Quick Pass and NC Ferry Customer Service Center Operations Contract with GC Services Limited 


Partnership, d/b/a InteLogix, specifically, RFP Section II, Section 4.4, Facility Management, provides, in part, that the 


Operations Contractor shall be responsible for the operations and maintenance of all NC Quick Pass and related 


facilities and coordinating with facility owners / landlords to negotiate and enter into lease agreements, 


extensions, and lease amendments. 


The current walk-in-center (WIC) in Monroe, NC is located at 3034 Winston Avenue, Monroe, NC and services 


nearly 500 customers per week. The lease for this location will expire September 30, 2026 


To continue servicing customers in the Monroe area, NCTA has elected to extend the lease for the Monroe facility 


for an additional (3) year term. The terms of the extension are similar to the original lease; the lease extension is 


attached to this Extra Work Order (EWO) Attachment A. 


By virtue of this Extra Work Order, NCTA authorizes InteLogix to negotiate and execute the Monroe WIC lease 


extension and to pass-through to NCTA the costs associated with operations and maintenance of this facility. 


 


PROJECT SCHEDULE 


There are no changes to the Project Schedule of the current NC Quick Pass operations because of this Extra Work 


Order. The lease extension is expected to be executed no later than July 2026 


 


INTELOGIX RESPONSIBILITIES 


1. Execute a lease on behalf of NCTA for the Monroe WIC facility 


2. Continue to be responsible for the maintenance and operations of the facility 
 


 


NCTA RESPONSIBILITIES 


1. Review and approve the lease extension prior to execution by InteLogix 


2. Reimburse InteLogix for approved pass-through costs associated with the Monroe WIC facility. 


 


KEY PERFORMANCE MEASUREMENTS 


There are no changes to the Key Performance Measurements to the Contract because of this Extra Work Order. 


 


PRICING SUMMARY 


Compensation to InteLogix for Work described in this Extra Work Order is as follows: 


Table 1: Lease Budget 
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Month Date Range Monthly Base Rate Monthly TCAM(1) Monthly Total Annual 


10/1/26 - 9/30/27 $4,458.00 $865.17 $5,323.17 $63,878.04 


10/1/27 - 9/30/28 $4,458.00 $865.17 $5,323.17 $63,878.04 


10/1/28 - 9/30/29 $4,458.00 $865.17 $5,323.17 $63,878.04 


Project Total $160,488.00 $31,146.12  $191,634.12 


 
PAYMENTS 


Lease related costs shown in Table 1 will be invoiced on the regular monthly invoice cycle using supporting 


documentation provided to NCTA. Supporting documentation must be submitted for reimbursement. 


(1) The amounts shown for TCAM (Taxes and Common Area Maintenance) are estimates and subject to a “True 


Up” with the landlord each March. The current TCAM estimate is reasonable based on historical increases. 
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ATTACHMENT A – LEASE AGREEMENT EXTENSION 
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AUDIT TRAIL


CONTRACT NAME (NCTA) BAFO EWO 15


CONTRACT ID 2c43ae30-9c43-4daf-84d9-223862a26c89


STATUS Executed


DATE TIME FORMAT DD MMMM, YYYY HH:mm:ss Timezone


TIMEZONE UTC


CONTRACT HISTORY


SENT


Sent for Signature to Mario Baddour (mario.baddour@intelogix.com) by Margie
Centeno (margie.centeno@gcserv.com).


11 March, 2026 13:53:15 UTC
IP: 152.32.99.104


SIGNED


Signed by Mario Baddour (mario.baddour@intelogix.com). 11 March, 2026 20:14:54 UTC
IP: 97.117.101.169


Washington County, UT, USA


SENT


Sent for Signature to Angela Queenland (arqueenland@ncdot.gov) , Manish Chourey
(mgchourey@ncdot.gov) , James J. Eden (jjeden@ncdot.gov) by Margie Centeno
(margie.centeno@gcserv.com).


11 March, 2026 20:14:57 UTC
IP: 152.32.99.104


SIGNED


Signed by Angela Queenland (arqueenland@ncdot.gov). 13 March, 2026 18:25:51 UTC
IP: 172.59.219.110


Location unavailable


SIGNED


Signed by Manish Chourey (mgchourey@ncdot.gov). 17 March, 2026 16:49:59 UTC
IP: 12.77.188.18


Wake County, NC, USA


SIGNED


Signed by James J. Eden (jjeden@ncdot.gov). 19 March, 2026 20:48:48 UTC
IP: 172.59.218.114


Wake County, NC, USA


EXECUTED


This document has been signed and executed by all parties.





				support@spotdraft.com

		2026-03-19T20:48:52+0000

		Digitally verifiable contract exported from spotdraft.com
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SUMMARY OF BASIC LEASE INFORMATION 


The undersigned hereby agree to the following terms of this Summary of Basic Lease 
Information (the “Summary”).  This Summary is hereby incorporated into and made a part of the 
attached Office Lease (this Summary and the Office Lease to be known collectively as the 
“Lease”) which pertains to the office building (the “Building”) which is located at 2501 Aerial 
Parkway, Morrisville, NC 27560.  Each reference in the Office Lease to any term of this Summary 
shall have the meaning as set forth in this Summary for such term.  In the event of a conflict 
between the terms of this Summary and the Office Lease, the terms of the Office Lease shall 
prevail.  Any capitalized terms used herein and not otherwise defined herein shall have the meaning 
as set forth in the Office Lease. 


1. “Date of Lease Execution”: May 10, 2024  


2.


3. Landlord’s Address: 3000 Aerial Center Parkway, Suite 102 
Morrisville, NC 27560 
Attention:  Property Manager 


With a copy to: 


AEW Capital Management, L.P. 
World Trade Center East 
2 Seaport Lane 
Boston, Massachusetts 02210  
Attention:  Asset Manager 


4. “Tenant”: GC Services Limited Partnership, 
a Delaware limited partnership 
d/b/a InteLogix 


5. Tenant’s Address: Prior to Rent Commencement Date: 
6330 Gulfton  
Houston, Texas 77081 
Attention: Law Dept 
Email: ContractRouting@intelogix.com


On and after the Rent Commencement Date: 
2501 Aerial Center Parkway, Suite 200 
Morrisville, NC 27560  
Attention: GC Services /InteLogix Project  


“La


Landlord’s Address 3000 Aerial Center Parkway, Suite 102


“Lannddlloorrdd””::
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6. “Guarantor”: Not applicable. 


7. Guarantor’s Address: Not applicable. 


8. Premises (Section 1.1): Suite 200, located on the second (2nd) floor of the 
Building, being 2501 Aerial Center, as shown on 
Exhibit A attached hereto 


9. Gross Rentable Area of Premises
(Section 1.1):


Approximately 22,500 rentable square feet located 
on the second (2nd) floor of the Building, known as 
Suite 200, measured in accordance with ANSI-
BOMA Z65.1-1996 standards (“BOMA 
Standards”) 


10. Gross Rentable Area of Building
(Section :


Approximately 42,798 rentable square feet 


11. Tenant’s Proportionate Share: 22,500/42,798 = 52.57% 


12. 


13.
 


The Project: 


Permitted Use of Premises 
(Section 3.1): 


Aerial Center Executive Park, Morrisville, NC 


General Office 


14. Term of Lease (Section 1.2): One Hundred Thirty-Two (132) months, 
commencing on the Lease Commencement Date 
and expiring on the Expiration Date 


“Lease Commencement Date”: August 1, 2024 


“Rent Commencement Date”: August 1, 2024 


“Expiration Date”:  July 31, 2035 


15. Option to Renew: See Rider 1 - One (1) option of five (5) years 


Gross Rentable Area of Building
(Section 


Approximately 42,798 rentable square feet
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16. “Base Rent” (Section 2.2): For the first Lease Year, Base Rent shall be paid at 
the rate of $22.50 per rentable square foot, i.e. 
approximately $506,250.00 per annum, being 
$42,187.50 per month, plus applicable sales tax.  
The Base Rent per square foot for each subsequent 
Lease Year shall increase by 2.75% from the prior 
Lease Year as set out in the table in Rider 1 to this 
Lease. 


Lease Year
Rate


(per square 
foot)


Annual 
Base Rent 


Monthly 
Base Rent 


August 1, 2024 – July 31, 2025 $22.50 $0.00* $0.00* 


August 1, 2025 – July 31, 2026 $23.12 $520,200.00 $43,350.00 


August 1, 2029 – July 31, 2030 $25.77 $579,825.00 $48,318.75 


August 1, 2030 – July 31, 2031 $26.48 $595,800.00 $49,650.00 


August 1, 2031 – July 31, 2032 $27.21 $612,225.00 $51,018.75 


August 1, 2032 – July 31, 2033 $27.95 $628,875.00 $52,406.25 


August 1, 2033 – July 31, 2034 $28.72 $646,200.00 $53,850.00 


August 1, 2034 – July 31, 2035 $29.51 $663,975.00 $55,331.25 


* Landlord and Tenant acknowledge and agree that the actual and full Base Rent for the first twelve 
(12) months of the Term shall be at a rate of $22.50 per rentable square foot and totals $506,250.00 
($42,187.50 per month).  In consideration of Tenant’s execution of this Lease, and in reliance upon 
Tenant’s full, prompt and faithful observance and performance of its obligations under the Lease (as 
amended hereby), Landlord agrees, notwithstanding any provision to the contrary contained in the 
Lease, to waive Tenant’s obligation to pay Minimum Rent for first twelve (12 full months of the 
Term, having a total value of $506,250.00 (the “Waived Months”), said amounts which are 
specifically not included in the above Base Rent table.  Notwithstanding the foregoing, however, the 
waiver by Landlord of the Waived Months shall be revoked in the event of the occurrence of an 
Event of Default by Tenant under the Lease which is not cured during any applicable cure period, 
in which case Tenant shall be obligated to pay to Landlord the full amount of Base Rent for the first 
twelve (12) of the Term, and the Waived Months, totaling $506,250.00, shall become immediately 
due and payable to Landlord upon demand.   


17. Pre-paid Rent: One month, $43,350.00, due upon execution of the 
Lease, to be applied to the first (1st) month of Base 
Rent after the Waived Months period 


Augu 5 5


August 5.00 $4


Augu


Augusstt  11,,  22002266  – JJuullyy  3311,,  22002277 $$2233..775 $$553344,,337755..0000  $$4444,,553311..225 


August  11,,  22002277  –– JJuullyy  3311,,  22002288 $$2244..4411 $$554499,,22225.00 $455,,776688..7755 


Augusstt  11,,  22002288  – JJuullyy  3311,,  22002299 $$2255..0088  $$556644,,330000..0000  $$4477,,002255..0000 
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18. Security Deposit (Section 2.6): $84,375.00 


19. Cost Pass-Throughs: Increased Operating Costs 


20. “Base Year”: 2024 


21. Commercial General Liability
Insurance (Section 6.1):


$2,000,000.00 


22. No. of Parking Spaces: Five (5) parking spaces per one thousand (1,000) 
rentable square feet in the Premises of which ten 
(10) parking spaces shall be reserved; see Article 
XIII and Exhibit I attached hereto 


23. Broker(s) (Section 14.12): Ascent Real Estate Partners, LLC, on behalf of 
Tenant and Jones Lang LaSalle - Raleigh, LLC, on 
behalf of Landlord 


24. Tenant Improvement Allowance: $35.00 per rentable square foot of the Premises; see 
Exhibit D attached hereto 


25. 


26. 


27. 


“Additional Rent”: 


Tenant Right of First Offer: 


Tenant Early Termination Right: 


All sums payable by Tenant pursuant to this Lease 
other than Base Rent  


See Rider 1 


See Rider 1 


XIII and Exhibit attached hereto


Broker(s) (Section 14.12) Ascent Real Estate Partners, LLC, on behalf ofbehalf of
Tenant and Jones Lang LaSalle Raleigh, LLC, on 
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OFFICE LEASE 


This Office Lease (the “Office Lease”), which includes the preceding Summary of Basic Lease 
Information (the “Summary”) attached hereto and incorporated herein by this reference (the 
Office Lease and Summary to be known sometimes collectively hereafter as the “Lease”), dated 
as of _______________, 2024, is made by and between Aerial Center Realty Corp., a North 
Carolina corporation (“Landlord”), and GC Services Limited Partnership, a Delaware limited 
partnership, d/b/a InteLogix (“Tenant”). 


ARTICLE I 
BASIC LEASE PROVISIONS 


1.1 Grant.  In consideration of the performance by Tenant of its obligations under this Lease, 


1.2 Term.  The “Term” of the Lease is the period from the Lease Commencement Date as 
specified in the Summary, through the Expiration Date, as specified in the Summary.  Upon the 
Lease Commencement Date, Tenant shall take occupancy of the Premises on such date subject to 
all of the provisions of this Lease, except for the obligation to pay Base Rent and Additional Rent, 
if any.  Tenant’s obligations to pay Base Rent and all other charges shall commence on the Rent 
Commencement Date.  If Landlord cannot deliver possession of the Premises to Tenant on the 
Lease Commencement Date, this Lease shall not be void or voidable, nor shall Landlord be liable 
to Tenant for any loss or damage resulting therefrom, but in that event, this Lease shall in all ways 
remain in full force and effect except that the Lease Commencement Date shall be delayed until 
Landlord can deliver possession of the Premises.  Notwithstanding the foregoing, if Substantial 
Completion (as defined in the Work Letter Agreement between Landlord and Tenant of even date 
herewith, attached hereto and made a part hereof as Exhibit D (the “Work Letter”) of the Work 
(as defined in the Work Letter) is delayed due to any Tenant Construction Delays (as defined in 
the Work Letter) or other act or omission of Tenant, then the Lease Commencement Date shall be 
the date Landlord would have achieved Substantial Completion of the Work, but for the occurrence 
of such Tenant Construction Delays or other act or omission of Tenant.  Upon Landlord’s request, 
Tenant shall enter into a letter agreement in the form attached hereto as Exhibit G, specifying 
and/or confirming the Lease Commencement Date, Rent Commencement Date and the Expiration 
Date, provided that Tenant's failure to execute such letter agreement shall not delay or affect the 
Term of the Lease, or the Lease Commencement Date, Rent Commencement Date and/or the 
Expiration Date hereof. 


BuildBuild
located inlocated in M
hereto andhereto and
proportionaproportiona


Landlord leases to Tenant, and Tenant leases from Landlord, for the Term, the “Premises,” which 
Premises are shown outlined on the floor plan attached hereto and made a part hereof as Exhibit 
A.  The Premises are located in that certain office building known as 2501 Aerial Center Parkway 
(the “Buildiiinnnggg”””))),,,   wwwiiittthhhiiinnn   ttthhheee   AAAeeerrriiiaaalll   CCCeeennnttteeerrr   EEExxxeeecccuuutttiiivvveee   PPPaaarrrkkk   (((hhheeerrreeeiiinnnaaafffttteeerrr   cccaaalllllleeeddd   ttthhheee   “““PPPrrrooojjjeeecccttt”””))),,,  
located in MMooorrrrrriiisssvvviiilllllleee,,,   WWWaaakkkeee   CCCooouuunnntttyyy,,,   NNNooorrrttthhh   CCCaaarrrooollliiinnnaaa,,,   ooonnn   ttthhheee   lllaaannnddd   dddeeessscccrrriiibbbeeeddd   iiinnn   EEExxxhhhiiibbbiiittt   BBB aaattttttaaaccchhheeeddd  
hereto and mmmaaadddeee   aaa   pppaaarrrttt   hhheeerrreeeooofff...      TTThhheee   GGGrrrooossssss   RRReeennntttaaabbbllleee   AAArrreeeaaa   ooofff   ttthhheee   PPPrrreeemmmiiissseeesss   (((wwwhhhiiiccchhh   iiinnncccllluuudddeeesss   aaa   
proportionattteee   ssshhhaaarrreee   ooofff   ttthhheee   CCCooommmmmmooonnn   AAArrreeeaaasss)))   aaannnddd   ttthhheee   BBBuuuiiillldddiiinnnggg   aaarrreee   aaasss   ssshhhooowwwnnn   ooonnn   ttthhheee   SSSuuummmmmmaaarrryyy,,,   aaannnddd 
Landlord and Tenant agree that the Gross Rentable Area of the Premises and the Building 
described in the Summary are accepted and conclusively agreed upon by the parties. 
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1.3 Improvements: Work Letter.  Landlord shall have no construction or improvement 
obligations with respect to the Premises except as expressly set forth in the Work Letter attached 
hereto and made a part hereof as Exhibit D.   


1.4 Upon the Date of Lease Execution, the terms and provisions hereof shall be fully binding 
on Landlord and Tenant prior to the occurrence of the Lease Commencement Date. 


1.5 Notwithstanding any provision of this Lease, if Tenant takes possession of the Premises 
for any purpose prior to the Lease Commencement Date, including, without limitation for the 
construction of the Work or the installation of trade fixtures or equipment therein, Tenant’s 
obligations, except for the payment of Rent, under this Lease shall commence on the date Tenant 
takes possession of the Premises. 


1.6 Early Entry.  Landlord shall permit Tenant and any of Tenant’s Contractors (as defined in 


ARTICLE II 
RENT 


2.1 Covenant to Pay.  Tenant shall pay to Landlord all sums due hereunder from time to time 
from the Rent Commencement Date without prior demand, together with all applicable sales tax 
thereon; however, unless otherwise provided in this Lease, payments other than Tenant’s regular 
monthly payments of Base Rent shall be payable by Tenant to Landlord within ten (10) days 
following written demand.  All rent or other charges that are required to be paid by Tenant to 
Landlord shall be payable at Landlord’s address indicated on the Summary.  Base Rent and 
Additional Rent, if any, for any “Lease Year” consisting of less than twelve (12) months shall be 
prorated on a per diem basis, based upon a period of three hundred sixty-five (365) days.  The first 
“Lease Year” is (i) the twelve (12) full calendar months commencing on the Rent Commencement 
Date, if the Rent Commencement Date is the first day of a month; or (ii) the balance of the calendar 
month in which the Rent Commencement Date occurs plus the twelve (12) full calendar months 


prepare theprepare the
Tenant andTenant and


insurance foinsurance fo


the Work Letter) to enter the Premises prior to the Lease Commencement Date, or at such other 
times as Landlord may reasonably allow, in order to commence Tenant’s Work or otherwise 
prepare the   PPPrrreeemmmiiissseeesss   fffooorrr   TTTeeennnaaannnttt’’’sss   oooccccccuuupppaaannncccyyy,,,   ppprrrooovvviiidddeeeddd   sssuuuccchhh   pppeeerrrmmmiiissssssiiiooonnn   iiisss   cccooonnndddiiitttiiiooonnneeeddd   uuupppooonnn   
Tenant and  TTTeeennnaaannnttt’’’sss   CCCooonnntttrrraaaccctttooorrr’’’sss   wwwooorrrkkkiiinnnggg   iiinnn   hhhaaarrrmmmooonnnyyy   aaannnddd   nnnooottt   iiinnnttteeerrrfffeeerrriiinnnggg   wwwiiittthhh   ooorrr   dddeeelllaaayyyiiinnnggg   
Landlord or ooottthhheeerrr   ttteeennnaaannntttsss   aaannnddd   oooccccccuuupppaaannntttsss   ooofff   ttthhheee   BBBuuuiiillldddiiinnnggg,,,   aaannnddd   TTTeeennnaaannnttt   ppprrrooovvviiidddiiinnnggg   ccceeerrrtttiiifffiiicccaaattteeesss   ooofff   
insurance forrr   ttthhheee   cccooovvveeerrraaagggeeesss   rrreeeqqquuuiiirrreeeddd   uuunnndddeeerrr   ttthhhiiisss   LLLeeeaaassseee...      IIIfff   aaattt   aaannnyyy   tttiiimmmeee   sssuuuccchhh   eeennntttrrryyy   ssshhhaaallllll,,,   iiinnn   LLLaaannndddlllooorrrddd’’’sss   
sole opinion, cause or threaten to cause such disharmony, interference or delay, Landlord shall 
have the right to withdraw such permission immediately upon oral or written notice to Tenant. 
Tenant agrees that any such entry into the Premises shall be deemed to be under all of the terms, 
covenants, conditions and provisions of the Lease except for the obligation to pay Base Rent and 
Tenant's Proportionate Share of Increased Operating Costs, and further agrees that Landlord shall 
not be liable in any way for any injury, loss or damage which may occur to any decorations, 
furniture, fixtures, equipment, personal property, installations or other improvements or items of 
work installed, constructed or brought upon the Premises by or for Tenant or Tenant’s Contractors 
prior to completion of the Work, all of the same being at Tenant’s sole risk.  Without limitation as 
to other provisions, Tenant hereby expressly acknowledges that Tenant’s indemnity and related 
obligations under the Lease shall apply to all claims and matters arising from early entry to the 
Premises pursuant hereto. 
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thereafter, if the Rent Commencement Date is not the first day of a month.  Subsequent Lease 
Years shall be the twelve (12) month periods ending on the anniversary of the expiration of the 
first Lease Year.  However, the final Lease Year may contain less than twelve (12) months due to 
expiration or sooner termination of the Term.  Tenant agrees that its covenant to pay rent and all 
other sums under this Lease is an independent covenant and that all such amounts are payable 
without counterclaim, set-off, deduction, abatement, or reduction whatsoever, except as expressly 
provided for in this Lease. 


2.2 Base Rent.  Subject to any escalation which may be provided for in this Lease, Tenant shall 


2.3 Operating Costs. 


(a) Tenant shall pay to Landlord Tenant’s Proportionate Share of the amount by which the 
annual Operating Costs, as hereinafter defined, for each calendar year exceed the Operating 
Costs incurred during the Base Year specified in the Summary.  Such excess is referred to 
for purposes of this Lease as the “Increased Operating Costs”.  Tenant’s obligation to 
pay Tenant’s Proportionate Share of Increased Operating Costs shall commence as of the 
beginning of the first full calendar year following the Base Year (i.e. as of January 1, 2025). 
The amount of Increased Operating Costs payable to Landlord may be reasonably 
estimated by Landlord for such period as Landlord determines from time to time (not to 
exceed twelve (12) months), and Tenant agrees to pay to Landlord the amounts so 
estimated in equal installments, in advance, on the first day of each month during such 
period.  Notwithstanding the foregoing, when bills for all or any portion of Increased 
Operating Costs so estimated are actually received by Landlord, Landlord may bill Tenant 
for Tenant’s Proportionate Share thereof, less any amount previously paid by Tenant to 
Landlord on account of such item(s) by way of estimated Increased Operating Costs 
payments. 


(b) Within one hundred eighty (180) days after the end of the period for which estimated 
payments have been made or as soon as possible thereafter, Landlord shall submit to Tenant 
a reasonably detailed statement from Landlord setting forth the actual amounts payable by 
Tenant based on actual costs; provided, however, that if Landlord fails to timely deliver 
such statement to Tenant, such failure shall not be deemed a waiver of any obligation of 
any of the duties and obligations of Tenant under this Lease.  Tenant shall have sixty (60) 
days from receipt of such statement to review it and to submit to Landlord in writing any 
objections of Tenant thereto.  If no written objections are received by Landlord within said 
sixty (60) day period, such statement shall be conclusively deemed to be correct as between 
the parties. 


not the firstnot the first day of a month, then the first payment of Base Rent sh
actual numactual numb


Operating CostsOperating Costs.


pay Base Rent for the Term in the initial amount specified in the Summary, together with all 
applicable sales tax thereon, which, except for the first installment, shall be payable throughout 
the Term in equal monthly installments in advance on the first day of each calendar month of each 
year of the Term, such monthly installments to be in the amounts (subject to escalation) specified 
in the Summary.  The first monthly installment of Base Rent shall be due on the date of this Lease. 
The Base Rent shall be adjusted as provided in the Summary.  If the Rent Commencement Date is 
not the first  ddaayy  ooff  aa  mmoonntthh,,  tthheenn  tthhee  ffiirrsstt  ppaayymmeenntt  ooff  BBaassee  RReenntt  sshhaaallllll   bbbeee   ppprrrooorrraaattteeeddd   bbbaaassseeeddd   uuupppon the 
actual numbbeeerrr   ooofff   dddaaayyysss   ooofff   ttthhheee   cccaaallleeennndddaaarrr   mmmooonnnttthhh   iiinnnvvvooolllvvveeeddd... 
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(c) If the amount Tenant has paid based on estimates is less than the amount due based on 
actual costs, Tenant shall pay such deficiency within thirty (30) days after submission of 
such statement.  If the amount paid by Tenant is greater than the amount actually due, the 
excess may be retained by Landlord to be credited and applied by Landlord to the next due 
installments of Tenant’s Proportionate Share of Increased Operating Costs, or as to the 
final Lease Year, provided Tenant is not in default, else not until any such default has been 
cured, Landlord will refund such excess to Tenant within thirty (30) days following 
expiration of the Term of this Lease.  Tenant’s Proportionate Share of actual Increased 
Operating Costs for the final estimate period of the Term of this Lease shall be due and 
payable even though it may not be finally calculated until after the expiration of the Term. 
Accordingly, Landlord shall have the right to continue to hold Tenant’s Security Deposit 
following expiration of the Term until Tenant’s Proportionate Share of actual Increased 
Operating Costs has been paid. 


(d) 


(e) The term “Operating Costs” shall mean any amounts paid or payable whether by Landlord 
or by others on behalf of Landlord, arising out of Landlord’s maintenance, operation, 
repair, replacement and administration of the Project, Building and Common Areas, 
including, without limitation:  (i) the cost of all real estate, personal property and other ad 
valorem taxes, and any other levies, charges, local improvement rates, and assessments 
whatsoever assessed or charged against the Project, Building and Common Areas, the 
equipment and improvements therein contained, and including any amounts assessed or 
charged in substitution for or in lieu of any such taxes, excluding only income or capital 
gains taxes imposed upon Landlord, and including all costs associated with the appeal of 
any assessment or taxes; (ii) intentionally omitted, (iii) the cost of security, janitorial, 
landscaping, garbage removal, and trash removal services; (iv) the cost of heating, 
ventilating, and air conditioning, to the extent incurred with respect to Common Areas or 
with respect to any shared systems; (v) the cost of all fuel, water, electricity, telephone, 
sewer, sprinkler and any other utilities used in the maintenance, operation, or 
administration of the Project, Building and Common Areas; (vi) salaries, wages, and any 
other amounts paid or payable for all personnel involved in the repair, maintenance, 
operation, security, supervision, or cleaning of the Project, Building and Common Areas 
(including, without limitation, the elevators); (vii) intentionally omitted, (viii) intentionally 
omitted, (ix) a reasonable management fee, (x) wages and salaries of all employees at or 
below the function of general Project manager and directly engaged in the operation, 
maintenance or security of the Project, including taxes, insurance and benefits relating 
thereto (which for employees working for other properties in addition to the Building or 
Project, shall be allocated proportionally to reflect the time spent working in connection 


whiwhic
TenTena
CostCosts
affilaffil o


For purposes of this Lease, “Tenant’s Proportionate Share” shall be a fraction, the 
numerator of which is the Gross Rentable Area of the Premises, and the denominator of 
whicchhh   iiisss   ttthhheee   GGGrrrooossssss   RRReeennntttaaabbbllleee   AAArrreeeaaa   ooofff   ttthhheee   BBBuuuiiillldddiiinnnggg   (((wwwhhhiiiccchhh   iiisss   ssseeettt   fffooorrrttthhh   iiinnn   ttthhheee   SSSuuummmmmmaaarrryyy)))...   
Tenaannnttt’’’sss   PPPrrrooopppooorrrtttiiiooonnnaaattteee   SSShhhaaarrreee   iiisss   aaasss   ssseeettt   fffooorrrttthhh   iiinnn   ttthhheee   SSSuuummmmmmaaarrryyy...      TTTooo   ttthhheee   eeexxxttteeennnttt   aaannnyyy   OOOpppeeerrraaatttiiinnnggg   
Costss   aaarrreee   rrreeelllaaattteeeddd   tttooo   ttthhheee   BBBuuuiiillldddiiinnnggg   aaannnddd   ooonnneee   ooorrr   mmmooorrreee   ooottthhheeerrr   bbbuuuiiillldddiiinnngggsss   ooowwwnnneeeddd   bbbyyy   LLLaaannndddlllooorrrddd   ooorrr   iiitttsss   
affiliiiaaattteee,,,   ttthhhooossseee   OOOpppeeerrraaatttiiinnnggg   CCCooossstttsss   ssshhhaaallllll   bbbeee   rrreeeaaasssooonnnaaabbblllyyy   aaallllllooocccaaattteeeddd   bbbyyy   LLLaaannndddlllooorrrddd oonnn   aaannn   eeeqqquuuiiitttaaabbbllleee 
prorata basis among all of the buildings to which those expenses are related; and Tenant’s 
Proportionate Share of those expenses shall be calculated based only on the amount of 
those expenses allocated to the Building. 
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(f) In determining the amount of Operating Costs for any calendar year, if less than ninety-
five percent (95%) of the Building shall have been occupied by tenants, Operating Costs 
shall be increased to an amount equal to the Operating Costs which would normally be 
expected to be incurred had such occupancy been ninety-five percent (95%) during the 
entire calendar year.  For any calendar year in which Landlord adjusts the Operating Costs 
to reflect an average occupancy of ninety-five percent (95%), the Operating Costs for the 
Base Year also shall be adjusted to reflect an average occupancy of ninety-five percent 
(95%) for the Base Year (unless the average occupancy of the Building was ninety-five 
percent (95%) or more for the Base Year, in which case it shall be unnecessary to adjust 
the Operating Costs for the Base Year). 


(g) Notwithstanding anything to the contrary contained in this Lease, the following costs and 
expenses shall be excluded from Operating Costs:


(1) expenses relating to the leasing of space in the Building (including tenant 
improvements and painting, decorating, Landlord construction allowances or contributions, 
leasing commissions, rental concessions, and advertising expenses incurred in connection with the 
listing of available space in the Building); 


(2) legal fees and disbursements incurred for negotiation of leases or enforcement of 
leases; 


(xvi(xvi)
specspecif te
ExpExpe e
cleaclea


with the Building or Project); (xi) the cost of supplies, equipment, materials and tools used 
in the operation and maintenance of the Project; (xii) the cost of all reasonable legal and 
accounting expenses incurred in connection with the management and operation of the 
Project; (xiii) the cost of all maintenance and service agreements for the Project, including 
but not limited to, security service, window cleaning, elevator maintenance and janitorial 
service; (xiv) rental value for space dedicated to Building common amenities, including 
but not limited to the fitness center located at the Project, and project management for the 
Building that are available to all tenants of the Project; provided, however, that (y) such 
rental value for any of these amenities shall not materially exceed fair market rent, and (z) 
rental value shall only be included in Operating Expenses to the extent not reimbursed to 
Landlord through some other means (e.g., charging a membership fee or other use fee 
assessed against the individual user); (xv) premiums and other charges incurred by 
Landlord with respect to fire, other casualty, rent and liability insurance, any other 
insurance as is deemed necessary or advisable in the reasonable judgment of Landlord 
(which insurance shall be commensurate with the insurance practices of landlords of other 
similar first-ccclllaaassssss   oooffffffiiiccceee   bbbuuuiiillldddiiinnngggsss   lllooocccaaattteeeddd   iiinnn   ttthhheee   gggrrreeeaaattteeerrr   WWWaaakkkeee   CCCooouuunnntttyyy,,,   NNNooorrrttthhh   CCCaaarrrooollliiinnnaaa   aaarrreeeaaa;;;  
(xvi))  ttthhheee   cccooosssttt   ooofff   aaallllll   llliiiccceeennnssseee   aaannnddd   pppeeerrrmmmiiittt   fffeeeeeesss   tttooo   ttthhheee   eeexxxttteeennnttt   nnnooottt   rrreeelllaaattteeeddd   tttooo   iiimmmppprrrooovvveeemmmeeennntttsss   tttooo   aaa   
speciiffiiiccc tteennnaaannnttt’’’sss   ppprrreeemmmiiissseeesss   aaannnddd///ooorrr   nnnooottt   ooottthhheeerrrwwwiiissseee   eeexxxppprrreeesssssslllyyy   eeexxxcccllluuudddeeeddd   fffrrrooommm   OOOpppeeerrraaatttiiinnnggg   
Expeennnssseeesss   ccchhhaaarrrgggeeeaaabbbllleee   tttooo   TTTeeennnaaannnttt   hhheeerrreeeuuunnndddeeerrr;;;   (((xxxvvviiiiii)))   rrreee--pppaaaiiinnntttiiinnnggg,,,   rrree---ssstttrrriiipppiiinnnggg,,,   ssseeeaaalll---cccoooaaatttiiinnnggg,,,   
cleannniiinnnggg,,,   ssswwweeeeeepppiiinnnggg,,,   pppaaatttccchhhiiinnnggg   aaannnddd   rrreeepppaaaiiirrriiinnnggg   pppaaavvveeeddd   sssuuurrrfffaaaccceeesss   iiinnn   ttthhheee   CCCooommmmmmooonnn   AAArrreeeaaasss   iiinnncccllluuudddiiinnnggg  
the parking areas for the Project; and (xviii) all other expenses constituting operating and 
maintenance costs in connection with the Project, which under generally accepted 
accounting principles, are appropriate for inclusion in the calculation of Operating 
Expenses 
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(3) the cost of utilities in the Building to the extent paid for directly by tenants;


(4) expenditures for financing and refinancing and for mortgage debt service or any 
other cost incurred in respect of any mortgage or other financing of the Building except for 
expenditures incurred in connection with items which (i) if leased, the lease payments with respect 
to which would be included in Operating Costs or (ii) if purchased would be amortizable pursuant 
to item (8) below; 


(5) depreciation of the Building and amortization except as otherwise expressly set 
forth herein; 


(6) franchise, transfer, gains, inheritance, estate, mortgage recording, and income taxes 
imposed upon Landlord; 


(7) salaries or fringe benefits of personnel above the grade of building manager; 


(8) 
improvements or capital items are either (i) intended by Landlord in good faith to achieve a 
verifiable expense savings in Operating Costs (including Utilities) or (ii) required in order to 
comply with Legal Requirements adopted after the issuance of the first certificate of occupancy 
for tenant space in the Building, then such cost shall be evenly amortized over the estimated life 
of the capital improvement with interest imputed on the unamortized portion at the interest rate 
customarily used by Landlord, in its amortization of capital improvements, which interest rate shall 
be in accordance with generally accepted accounting principles (but in no event shall the annual 
pass through of any such capital items described in clause (i) of this item (8) substantially exceed 
the annual savings in Operating Costs derived therefrom); 


(9) costs for which Landlord receives a credit against any payment due from Landlord 
to Tenant or any third party costs and expenses otherwise includible in Operating Costs, to the 
extent that Landlord is reimbursed from other sources for such costs and expenses; 


(10) rent and additional rent payable under a ground lease or any other superior lease 
affecting the Building; 


(11) costs for which Landlord is compensated by insurance proceeds exclusive of 
deductibles; 


(12) salaries or fringe benefits of personnel not employed exclusively at the Building, to 
the extent such salaries and benefits relate to work not performed at the Building, as determined 
on a pro rata basis; and 


(13) any expense fully reimbursed to Landlord by Tenant or any other tenant of the 
Building, or any expense billed to and paid directly by same for their own account or on Landlord’s 
behalf (other than Operating Costs passed through to all tenants pursuant to lease provisions 
substantially similar to this Section 2.3). 


improvements or capital items are either (i) intended by Landlord in good faith to achieve a improvements or capital items are either (i) intended by Landlord in good faith to achieve a 
verifiable expense savings in Operating Costs (including Utilities) or (ii) requirverifiable expense savings in Operating Costs (including Utilities) or (ii) required in order toed in order to
comply with Legal Requirements adopted after the issuance of the first certificate of occupancy comply with Legal Requirements adopted after the issuance of the first certificate of occupancy 


cccaaapppiiitttaaalll   iiimmmppprrrooovvveeemmmeeennntttsss   ooorrr   rrreeeppplllaaaccceeemmmeeennnttt   ooofff   cccaaapppiiitttaaalll   iiittteeemmmsss   eeexxxccceeepppttt   ttthhhaaattt   iiifff   sssuuuccchhh   cccaaapppiiitttaaalll 
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2.4 Payment of Personal Property Taxes.  Tenant shall pay, when due, all taxes attributable to 
the personal property, trade fixtures, business, occupancy, or sales of Tenant or any other occupant 
of the Premises and to the use of the Building by Tenant or such other occupant. 


2.5 Rent Past Due.  If any installment of Base Rent or any other sum due from Tenant shall not 
be received by Landlord or Landlord's designee within five (5) days after said amount is due, then 
Tenant shall pay to Landlord upon demand a late charge equal to five percent (5%) of the amount 
due plus any reasonable  attorneys' fees incurred by Landlord by reason of Tenant's failure to pay 
Base Rent and/or any other charges when due hereunder.  The late charge shall be deemed 
Additional Rent and the right to require it shall be in addition to all of Landlord's other rights and 
remedies hereunder or at law and shall not be construed as liquidated damages or as limiting 
Landlord's remedies in any manner.  In addition to the late charge and reasonable attorneys' fees 
described above, any Base Rent or other amounts owing hereunder which are not paid within five 
(5) days after the date they are due shall thereafter bear interest until paid at a rate equal to twelve 
percent (12%) per annum, provided that in no case shall such rate be higher than the highest rate 
permitted by applicable law.  


2.6 Security Deposit.  Landlord acknowledges receipt of a security deposit (the “Security 
Deposit”) in the amount specified on the Summary to be held by Landlord, without any liability 
for interest thereon, as security for the performance by Tenant of all its obligations under this 
Lease.  Landlord shall be entitled to commingle the Security Deposit with Landlord’s other funds. 
If Tenant defaults in any of its obligations under this Lease, Landlord may, at its option, but without 
prejudice to any other rights that Landlord may have, apply all or part of the Security Deposit to 
compensate Landlord for any loss, damage, or expense sustained by Landlord as a result of such 
default.  If all or any part of the Security Deposit is so applied, Tenant shall restore the Security 
Deposit to its original amount on demand of Landlord. If Tenant is not in default, then within thirty 
(30) days following expiration of this Lease Landlord shall return the Security Deposit, or so much 
as shall not then have been applied by Landlord, to Tenant. 


2.7 Intentionally omitted. 


2.8 Rents. It is intended that all rent payable by Tenant to Landlord, which includes all sums, 
charges, or amounts of whatever nature to be paid by Tenant to Landlord in accordance with the 
provisions of this Lease, shall qualify as “rents from real property” within the meaning of both 
Sections 512(b)(3) and 856(d) of the Internal Revenue Code of 1986, as amended (the “Code”) 
and the U.S. Department of Treasury Regulations promulgated thereunder (the “Regulations”).  If 
Landlord, in its reasonable discretion, determines that there is any risk that all or part of any rent 
shall not qualify as “rents from real property” for the purposes of Sections 512(b)(3) or 856(d) of 
the Code and the Regulations, Tenant agrees to cooperate with Landlord by entering into such 
amendment or amendments to this Lease as Landlord reasonably deems necessary to qualify all 
rent as “rents from real property”; provided, however, that any adjustments required under this 
section shall be made so as to produce the substantially equivalent (in economic terms) rent as 
payable before the adjustment.  Anything contained in this Lease to the contrary notwithstanding, 
the average of the fair market values of the items of personal property that are leased to Tenant 
under this Lease at the beginning and at the end of any fiscal year, if any, shall not exceed fifteen 
percent (15%) of the average of the aggregate fair market value of the Premises and such personal 
property at the beginning and at the end of such fiscal year.  This section is intended to ensure that 


permitted by applicable law.


Security DepositSecurity Deposit.  Landlord acknowledges receipt of a security deposit (the “.  Landlord acknowledges receipt of a security deposit (the “Security Security 
”) in the amount specified on the Summary to be held by Landlord, without any liability ”) in the amount specified on the Summary to be held by Landlord, without any liability 


for interest thereon, as security for the performance by Tenant of all its obligations under this for interest thereon, as security for the performance by Tenant of all its obligations under this 
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the rent under this lease qualifies as "rents from real property" within the meaning of Section 
856(d) of the Code and shall be interpreted in a manner consistent with such intent. 


2.9 Sales Tax. Tenant shall pay all sales and use tax levied or assessed against all Base Rent, 
Tenant's Proportionate Share of Increased Operating Costs, Additional Rent, and any other 
payments due under this Lease simultaneously with each installment of Base Rent, Tenant's 
Proportionate Share of Increased Operating Costs, Additional Rent and any other payment required 
hereunder.


ARTICLE III 
USE OF PREMISES


3.1 Permitted Use.  The Premises shall be used and occupied only for the use specified in 
Section 13 of the Summary.  Tenant shall carry on its business on the Premises in a reputable 
manner and shall not do, omit, permit, or suffer to be done or exist upon the Premises anything 
which shall result in a nuisance, hazard, or bring about a breach of any provision of this Lease or 
any applicable municipal, or other governmental law or regulation.  Tenant shall observe all 
reasonable rules and regulations, established by Landlord from time to time for the Building and 
Project.  The rules and regulations in effect as of the date hereof are attached to and made a part 
of this Lease as Exhibit E.  The names for the Building, which Landlord may from time to time 
adopt, and every name or mark adopted by Landlord in connection with the Building shall be used 
by Tenant only in association with the business carried on in the Premises during the Term and 
Tenant’s use thereof shall be subject to such reasonable regulation as Landlord may from time to 
time impose. Tenant shall not use or operate the Premises in any manner that will cause the 
Building or any part thereof not to conform with Landlord’s sustainability practices or the 
certification of the Building issued pursuant to any Third Party Sustainability Standard applicable 
to the Building at any time as determined by Landlord 


3.2 Compliance with Laws.  The Premises shall be used and occupied in a safe, careful, and 
proper manner so as not to contravene any present or future governmental or quasi governmental 
laws, regulations, or orders (collectively, “Legal Requirements”), or the requirements of 
Landlord’s or Tenant’s insurers (collectively, “Insurance Requirements”).  If due to Tenant’s 
specific manner of use of the Premises, repairs, improvements, or alterations are necessary to 
comply with any of the foregoing, Tenant shall pay the entire cost thereof. 


3.3 Signs.  Except with the prior written consent of Landlord, which consent shall not be 
unreasonably withheld, conditioned or delayed, Tenant shall not erect, install, display, inscribe, 
paint, or affix any signs, lettering, or advertising medium upon or above any exterior portion of 
the Premises.  Landlord, at Tenant’s expense, will provide one building standard identification 
sign outside the principal entry to the Premises and will provide space on a directory in the 
Building lobby. 


3.4 Environmental Provisions. Tenant agrees that it will not use or employ Landlord’s and/or 
the Building's property, facilities, equipment, or services to handle, transport, store, treat, or 
dispose of any hazardous waste or hazardous substance, whether or not it was generated or 
produced on the Premises (other than general cleaning and office supplies used in the ordinary 
course of business and in compliance with all Legal Requirements); and Tenant further agrees that 


any applicable municipal, or other governmental law or regulation.  Tenant shall observe all any applicable municipal, or other governmental law or regulation.  Tenant shall observe all
reasonable rules and regulations, establishreasonable rules and regulations, established by Landlord from time to time for the Building and ed by Landlord from time to time for the Building and 
Project. The rules and regulations in effect as of the date hereof are attached to and made a part Project. The rules and regulations in effect as of the date hereof are attached to and made a part 
of this Lease as of this Lease as Exhibit EExhibit E.  The names for the Building, which Landlord may from time to time.  The names for the Building, which Landlord may from time to time
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any activity on or relating to the Premises shall be conducted in full compliance with all applicable 
laws.  Tenant agrees to defend, indemnify, and hold harmless Landlord against any and all claims, 
costs, expenses, damages, liability, and the like, which Landlord may hereafter be liable for, suffer, 
incur, or pay arising under any applicable laws and resulting from or arising out of any breach of 
Tenant’s covenants contained in this Section 3.4, or out of any act, activity, or violation of any 
applicable laws on the part of Tenant, its agents, employees, or assigns.  Tenant’s liability under 
this Section 3.4 shall survive the expiration or any termination of this Lease.


3.5 Recycling and Waste Management. Tenant covenants and agrees, at its sole cost and 
expense: (a) to comply with all present and future laws, orders and regulations of the Federal, 
State, county, municipal or other governing authorities regarding the collection, sorting, 
separation, and recycling of garbage, trash, rubbish and other refuse (collectively, “trash”); (b) to 
comply with Landlord’s recycling policy as part of Landlord’s sustainability practices where it 
may be more stringent than applicable law; and (c) that Tenant shall pay all costs, expenses, fines, 
penalties or damages that may be imposed on Landlord or Tenant by reason of Tenant’s failure to 
comply with the provisions of this Section. Tenant shall provide Landlord annually or at such other 
times as Landlord may reasonably request with waste manifests for all waste that left the Building 
under Tenant’s control.  


ARTICLE IV 
ACCESS AND ENTRY 


4.1 Right of Examination.  Landlord shall be entitled at all reasonable times and upon 
reasonable notice (but no notice is required in emergencies) to enter the Premises to examine them; 
to make such repairs, alterations, or improvements thereto as Landlord considers necessary or
reasonably desirable; to have access to underfloor facilities and access panels to mechanical shafts 
and risers and to check, calibrate, adjust, and balance controls and other parts of the heating, air 
conditioning, ventilating, climate control, telecommunications and other Building systems. 
Landlord reserves to itself the right to install, maintain, use, and repair pipes, ducts, conduits, vents, 
wires, and installations leading in, through, over, or under the Premises, and for this purpose, 
Landlord may take all material into and upon the Premises which is required therefor.  Tenant shall 
not unduly obstruct any pipes, conduits, or mechanical or other electrical equipment so as to 
prevent reasonable access thereto.  Landlord reserves the right to use all exterior walls and roof 
area.  Landlord shall exercise its rights under this Section, to the extent possible in the 
circumstances, in such commercially reasonable manner so as to minimize interference with 
Tenant’s use and enjoyment of the Premises. 


4.2 Right to Show Premises.  Landlord and its agents have the right to enter the Premises at all 
reasonable times and upon reasonable notice to show them to prospective purchasers, lenders, or 
anyone having a prospective interest in the Building, and, during the last nine (9) months of the 
Term (or, if this Lease is renewed, during the last nine (9) months of any renewal term), to show 
them to prospective tenants. 


comply with the provisions of this Section. Tenant shall provide Landlord annually or at such othercomply with the provisions of this Section. Tenant shall provide Landlord annually or at such other
s as Landlord may reasonably request with waste manifests for all waste that left the Building s as Landlord may reasonably request with waste manifests for all waste that left the Building 


under Tenant’s control.under Tenant’s control.


ARTICLE IVARTICLE IV
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ARTICLE V 
MAINTENANCE, REPAIRS, AND ALTERATIONS 


5.1 Maintenance and Repairs by Landlord.  Landlord covenants to maintain and keep the 
following in good repair as a prudent owner: (i) the structure of the Building, including the exterior 
walls, foundation and roof; (ii) the mechanical, electrical, HVAC, and other base building systems 
(except such as may be installed by or be the property of Tenant or as may be serving only the 
Premises); and (iii) the entrances, sidewalks, corridors, and other facilities from time to time 
comprising the Common Areas.  The cost of such maintenance and repairs shall be included in 
Operating Costs.  Landlord shall not be responsible for any damages caused to Tenant by reason 
of failure of any equipment or facilities serving the Building or delays in the performance of any 
work for which Landlord is responsible pursuant to this Lease.  Notwithstanding any other 
provisions of this Lease, if any part of the Building is damaged or destroyed or requires repair, 
replacement, or alteration as a result of the negligent act or willful misconduct of Tenant, or 
omission of an obligation hereunder by Tenant, its employees, agents, invitees, licensees, or 
contractors, Landlord shall have the right to perform same and the cost of such repairs, 
replacement, or alterations shall be paid by Tenant to Landlord upon demand except to the extent 
that such damage or destruction is covered by Landlord’s insurance as described in Section 6.4 
herein.  In addition, if, in an emergency, it shall become necessary to make promptly any repairs 
or replacements required to be made by Tenant, Landlord may enter the Premises and proceed 
forthwith to have the repairs or replacements made and pay the costs thereof.  Upon demand, 
Tenant shall reimburse Landlord for the cost of making such repairs. 


5.2 Maintenance and Repairs by Tenant.  Tenant shall, at its sole cost, repair and maintain the 
Premises (including, without limitation, floor and wall coverings and non-building standard 
electric light bulbs and tubes), exclusive of base building mechanical and electrical systems, all to 
a standard consistent with a first-class office building, with the exception only of those repairs 
which are the obligation of Landlord pursuant to this Lease.  All repair and maintenance performed 
by Tenant in the Premises shall be performed by contractors or workmen designated or approved 
by Landlord, and Tenant will make commercially reasonable efforts, but with no material excess 
cost or expense to Tenant, to maintain and comport with Landlord’s sustainability practices, 
including any third-party rating system concerning the environmental compliance of the Building 
or the Premises, as the same may change from time to time.  At the expiration or earlier termination 
of the Term, Tenant shall surrender the Premises to Landlord in as good condition and repair as 
Tenant is required to maintain the Premises throughout the Term, reasonable wear and tear 
excepted. 


5.3 Approval of Tenant’s Alterations.  No alterations (including, without limitation, repairs, 
replacements, additions, or modifications to the Premises by Tenant), other than minor or cosmetic 
alterations which are interior and nonstructural (such as non-invasive computer cabling, re-
carpeting, painting and/or reconfiguration of furniture systems), shall be made to the Premises 
without Landlord’s written approval, which, as to exterior or structural alterations and alterations 
which affect the base Building Systems, may be withheld in Landlord’s sole discretion.  Any 
alterations by Tenant shall be performed at the sole cost of Tenant, by contractors and workmen 
approved by Landlord and insured to Landlord’s reasonable satisfaction, in a good and 
workmanlike manner, and in accordance with all applicable laws and regulations. As to interior, 
nonstructural alterations which do not affect the base Building systems, Landlord’s approval shall 


contractors, Landlord shall have the right to perform same and the cost of such repairs,contractors, Landlord shall have the right to perform same and the cost of such repairs,
replacement, or alterations shall be paid by Tenant to Landlord upon demand except to the extent replacement, or alterations shall be paid by Tenant to Landlord upon demand except to the extent 
hat such damage or destruction is covered by Landlord’s insurance as described in Section 6.4 hat such damage or destruction is covered by Landlord’s insurance as described in Section 6.4 


herein. In addition, if, in an emergency, it shall become necessary to make promptly any repairs herein. In addition, if, in an emergency, it shall become necessary to make promptly any repairs 
or replacements required to be made by Tenant, Landlord may enteor replacements required to be made by Tenant, Landlord may enter the Premises and proceed r the Premises and proceed 
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not be unreasonably withheld or delayed.  Tenant agrees to indemnify and hold harmless Landlord 
from and against all claims, actions, liabilities and damages which Landlord may hereafter be 
liable for, suffer, incur, or pay resulting from or arising out of any alterations by Tenant, its agents, 
employees, or contractors.  Tenant shall pay to Landlord or Landlord’s designee a fee for the 
supervision of any alterations made by Landlord on behalf of Tenant equal to two percent (2%) of 
all hard costs and soft costs (including, without limitation, all permitting fees) incurred by Tenant 
in connection therewith.  Such fee shall be due and payable within ten (10) days following written 
demand therefor by Landlord. 


5.4 Removal of Improvements and Fixtures.  All leasehold improvements (other than 
unattached, movable personalty and trade fixtures which can be removed without damage to the 
Premises) shall at the expiration or earlier termination of this Lease become Landlord’s property. 
Tenant may, during the Term, in the usual course of its business, remove its trade fixtures and 
personalty.  Landlord may, at its election, require Tenant to remove any unusual or atypical 
additions or fixtures that were made or installed by Tenant after the Rent Commencement Date, 
but excluding Tenant’s standard build out as part of Tenant’s Work, ordinary wear and tear, 
Landlord’s repair obligations and damage by casualty and condemnation excepted.  Tenant shall 
at its own expense repair any damage caused to the Premises and the Building by such removal. 
If Tenant does not remove its trade fixtures at the expiration or earlier termination of the Term, the 
trade fixtures shall, at the option of Landlord, become the property of Landlord and may be 
removed from the Premises and sold or disposed of by Landlord in such manner as it deems 
advisable without any accounting to Tenant.


5.5 Liens. 


(a) Tenant shall promptly pay for all materials supplied and work done in respect of the 
Premises for work contracted for by Tenant or its agents, employees or contractors so as to 
ensure that no lien is recorded against any portion of the Building or against Landlord’s or 
Tenant’s interest therein.  If a lien is so recorded, Tenant shall discharge it promptly by 
payment or bonding.  If any such lien against the Building or Landlord’s interest therein is 
recorded and not discharged by Tenant as above required within fifteen (15) days following 
recording, Landlord shall have the right to remove such lien by bonding or payment and 
the cost thereof shall be paid immediately by Tenant to Landlord.  Landlord and Tenant 
expressly agree and acknowledge that no interest of Landlord in the Premises or the 
Building shall be subject to any lien for improvements made by Tenant in or for the 
Premises, and Landlord shall not be liable for any lien for any improvements made by 
Tenant, such liability being expressly prohibited by the terms of this Lease.  Tenant hereby 
agrees to inform all contractors and materialmen performing work in or for or supplying 
materials to the Premises of the provisions of this Section 5.5 and to provide them a true 
and correct copy of this paragraph. 


(b) Prior to commencing any work on the Premises for which the total anticipated cost is equal 
to or greater than Thirty Thousand Dollars ($30,000), Tenant shall provide Landlord with 
the contact information for Tenant’s registered lien agent along with a copy of the materials 
provided to the registered lien agent pursuant to N.C. Gen. Stat. §§ 44A-11.1 and 44A-11.2 
(the “44A Notice”).  The 44A Notice shall also include the transaction number for the 
project as assigned by liensnc.com.  Prior to commencing any work, Tenant shall: (a) 


excluding Tenant’s standard build out as part of Tenant’s Work, ordinary wear and tear,excluding Tenant’s standard build out as part of Tenant’s Work, ordinary wear and tear,
Landlord’s repair obligations and damage by casualty and condemnation excepted.Landlord’s repair obligations and damage by casualty and condemnation excepted.  Tenant shallTenant shall
at its own expense repair any damage caused to the Premises and the Building by such removal. at its own expense repair any damage caused to the Premises and the Building by such removal. 
If Tenant does not remove its trade fixtures at the expiration or earlier termination of the Term, the If Tenant does not remove its trade fixtures at the expiration or earlier termination of the Term, the 
trade fixtures shall, at the option of Landlotrade fixtures shall, at the option of Landlord, become the property of Landlord and mrd, become the property of Landlord and may beay be
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comply with the requirements of N.C. Gen. Stat. § 44A-11.2(d) and 44A-11.2(e) for the 
posting of the building permit (if any) and registered lien agent contact information; (b) 
include the registered lien agent contact information in any contract for the performance or 
furnishing of: labor, professional design or surveying services, materials, or rental 
equipment; and (c) shall require all Tenant’s contractors to include in their subcontracts the 
contact information for the registered lien agent. 


In addition to all other remedies available to Landlord at law, in equity, and hereunder, 
Tenant’s failure to comply with the requirements of this Section 5.5 shall constitute an 
immediate Event of Default hereunder and shall entitle Landlord to undertake any actions 
Landlord deems necessary to satisfy the requirements of N.C. Gen. Stat. §§ 44A-11.1 and 
44A-11.2 on Tenant’s account and at Tenant’s sole cost and expense, which costs and 
expenses shall include, without limitation, all attorneys’ fees and, court costs, and an 
administrative fee equal to fifteen percent (15%) of all expenses and costs incurred by 
Landlord.  Such costs, expenses and fees shall be payable by Tenant as Additional Rent 
hereunder or, at Landlord’s discretion, may be set off against any amount due and owing 
Tenant hereunder 


5.6 Services; Utilities. 


(a) Landlord shall furnish the Premises with the following services in the manner that such 
services are furnished in comparable office buildings in the area:  (a) electricity for lighting 
and the operation of office machines, (b) heating, ventilation, and air conditioning 
(“HVAC”) to the extent reasonably required for the comfortable occupancy by Tenant in 
its use of the Premises during the period from 7:00 a.m. to 6:00 p.m. on weekdays, and 
from 8:00 a.m. to 12:00 p.m. on Saturdays, except for holidays declared by the federal 
government or such shorter periods as may be prescribed by any applicable policies or 
regulations adopted by any utility or governmental agency, (c) elevator service, (d) rest 
room supplies, (e) window washing with reasonable frequency, (f) replacement of Building 
standard light bulbs for Building standard overhead lighting fixtures, and (g) daily janitor 
service five (5) days a week in accordance with the schedule attached hereto and made a 
part hereof as Exhibit C and F. Janitor service will be conducted in accordance with 
Landlord’s sustainability practices and will be done in such a way as to minimize 
disruption. HVAC service at times other than 7:00 a.m. to 6:00 p.m., Monday through 
Friday and 8:00 a.m. to 12:00 p.m. on Saturday shall be provided by Landlord, at Tenant’s 
expense, upon written request by Tenant delivered to Landlord prior to 1:00 p.m. on the 
date for which service is needed, or, if for a Saturday or Sunday, prior to 1:00 p.m. at least 
one (1) Business Day in advance of the date for which such service is needed.  With respect 
to any such after-hours HVAC service, the initial cost for such additional service shall be 
Forty-Five and No/100 ($45.00) Dollars per hour plus tax, which rate may be adjusted by 
Landlord in its sole discretion.  In addition, Landlord shall provide security to the Building 
in a manner similar to other comparable office buildings in Research Triangle submarket. 
Landlord shall be responsible for all gas, electricity, water, and other utility charges 
applicable to the Premises, such costs being included in Base Rent, and Landlord reserves 
the right to change electricity providers at any time and to purchase green or renewable 
energy.   


hereunder or, at Landlord’s discretion, may be set off against ahereunder or, at Landlord’s discretion, may be set off against any amount due and owingny amount due and owing
Tenant hereunderTenant hereunder


Services; UtilitiesServices; Utilities..
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(b) Tenant shall have the right to use any generator or uninterrupted power supply (UPS) 
currently existing in the Building and accessible and available to the Premises. Tenant shall 
have the right to install one new generator and related pad site at its sole cost and expense 
in accordance with local codes, rules and regulations and subject to Landlord’s consent, 
which shall not be unreasonably withheld, conditioned or delayed. The location of the 
generator and pad site shall be subject to the mutual approval of Landlord and Tenant, 
which shall not be unreasonably withheld by either party.  Notwithstanding the foregoing, 
Tenant acknowledges that it shall not be unreasonable for Landlord to withhold its 
aforementioned consent if the generator and pad site could negatively impact any third-
party tenant in the Building so long as the final location thereof does not reduce Tenant’s 
parking ratio set out in Article XIII. The generator shall be the property of Tenant during 
the Term and, unless otherwise set out herein, the generator shall remain Tenant’s property 
at the expiration or early termination of the Lease. At the expiration or early termination of 
the Lease, Tenant shall be responsible, at its sole cost and expense, for removing the 
generator and related pad site and repairing any damage to the Building or Landlord’s 
property related thereto, subject to reasonable wear and tear.  


5.7 Sharing Sustainability Information.  Each party shall provide the other party, upon request 
made from time to time, with such information about the base building (in the case of a request 
made to Landlord) or of the Premises (in the case of a request made to Tenant) as may be in the 
possession of the party of whom the request is made or of its architects, engineers or other 
consultants as may be applicable to determining or maintaining the sustainability of the Building 
and/or the Premises. This information may include, but shall not be limited to, information 
provided to the U.S. Green Building Council or the Green Building Initiative, or their affiliates or 
subsidiaries, or any comparable third-party certification agencies now or hereafter in existence, to
substantiate any third-party rating. In addition, the Tenant shall also provide energy, water, and 
waste data to the Landlord for reporting to such voluntary sustainability surveys such as GRESB 
or other industry-driven organization assessing real estate sustainability performance.  Each party 
shall hold the information so received from the other party as confidential except for its limited 
use to evidence compliance with any sustainability standard. A party shall not use, nor allow any 
of its parent, subsidiary or affiliated entities or architects, engineers, other consultants or advisors, 
subtenants, assignees or others claiming by or through that party to use, any of such information 
to challenge any sustainability score, rating, certification or other approval granted by any third 
party.  


5.8 Sustainability. 


(a) Landlord may, from time to time, decide to develop, maintain and/or operate the 
Building in accordance with third-party accreditations, ratings or certifications that relate 
to sustainability issues, energy efficiency or other comparable goals, including (without 
limitation) Third Party Sustainability Standards. Should Landlord make such a decision 
Tenant shall cooperate with Landlord’s efforts in that regard. Such cooperation shall 
include, without limitation, providing Landlord with information within fourteen (14) days 
after a request is made about Tenant’s occupancy as may be required by any such third-
party agency, such as staffing levels, hours of operation, utility usage, commuting patterns 
(to the extent reasonably determinable), cleaning methods, build-out materials and 
techniques, furniture, fixtures and equipment inventories, and other purchasing 


property related thereto, subject to reasonable wear and tear.property related thereto, subject to reasonable wear and tear.


Sharing Sustainability InformationSharing Sustainability Information.  Each party shall provide the other party, upon request .  Each party shall provide the other party, upon request 
made from time to time, with such information about the base building (in the case of a request made from time to time, with such information about the base building (in the case of a request 
made to Landlord) or of the Premises (in the case of a request made to Tenant) as may be in themade to Landlord) or of the Premises (in the case of a request made to Tenant) as may be in the
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information. The foregoing provisions shall apply whether Landlord affirmatively seeks an 
accreditation, rating or certification under a Third Party Sustainability Standard and to 
thereafter maintain the accreditation, rating or certification, or to operate voluntarily in 
accordance with some or all of such Third Party Sustainability Standards but without 
formally obtaining the accreditation, rating or certification. 


(b) The parties hereto agree to comply with all mandatory and voluntary energy, water 
or other conservation controls or requirements applicable to office buildings issued by the 
federal, state, county, municipal or other applicable governments, or any public utility or 
insurance carrier including, without limitation, controls on the permitted range of 
temperature settings in office buildings or requirements necessitating curtailment of the 
volume of energy consumption or the hours of operation of the Building. Any terms or 
conditions of this Lease that conflict or interfere with compliance by Landlord with such 
controls or requirements shall be suspended for the duration of such controls or 
requirements. It is further agreed that compliance with such controls or requirements shall 
not be considered an eviction, actual or constructive, of Tenant from the Premises and shall 
not entitle Tenant to terminate this Lease or to an abatement or reduction of any rent 
payable hereunder.  


(c) Landlord may, at any time, install separate metering for the Premises or for any 
specific use within the Premises (including, without limitation, Tenant’s information 
technology equipment) for electricity, water, gas, steam, or other utility usage. Such 
separate metering may be a direct meter, a submeter, a check meter. Any meter so installed 
may, at Landlord’s option, be a “smart meter”. The cost of installation shall be a capital 
expense that is included in Operating Charges on an amortized basis over the expected 
useful life of the meter. If such a meter is installed, Tenant shall pay for the consumption 
shown on the meter plus any fee applicable to reading the meter, either directly to the third-
party utility provider in the case of a direct meter or to Landlord in the case of a submeter 
or check meter, and Tenant shall report to Landlord Tenant’s usage as measured by the 
meter. If such a meter is installed, Tenant shall thereafter not be charged as an Operating 
Charge for any other tenant’s use of that utility in the other tenant’s own premises, but shall 
still be charged its pro rata share for the consumption of that utility in any part of the 
Building that is not leased to another tenant.  


(d) Landlord’s property manager shall act as Tenant’s primary contact for sustainability related 
matters.  


ARTICLE VI
INSURANCE AND INDEMNITY 


6.1 Tenant’s Insurance.  Tenant will throughout the Term (and any other period when Tenant 
is in possession of the Premises) carry and maintain, at its sole cost and expense, the following 
types of insurance, which shall provide coverage on an occurrence basis, with respect to the 
Premises, in the amounts specified with commercially reasonable deductible amounts and in the 
form hereinafter provided for: 


not entitle Tenant to terminate this Lease or to an abatement or reduction of any rent not entitle Tenant to terminate this Lease or to an abatement or reduction of any rent 
payable hereunder. payable hereunder. 


Landlord may, at any time, install separate metering for the Premises or for anyLandlord may, at any time, install separate metering for the Premises or for any
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(a) Commercial General Liability Insurance.  Commercial general liability insurance covering 
claims arising from bodily injury and property damage with minimum limits of 
$2,000,000.00 per occurrence and $2,000,000.00 general aggregate and insuring against 
legal liability of the insured with respect to the Premises or arising out of the maintenance, 
use or occupancy thereof.  Said insurance shall include, but not be limited to, independent 
contractor liability, products and completed operations coverage, and the Broad Form 
Commercial General Liability Endorsement, including personal injury, contractual liability 
arising under this Lease, and premises medical payments. 


(b) Intentionally omitted. 


(c) Excessive Liability Insurance.  Umbrella liability insurance with a limit of not less than 
$5,000,000.00 per occurrence. 


(d) Property Insurance.  Extended or broad form coverage property insurance on a replacement 
cost basis, with coverage equal to not less than 100% of the full replacement value of all 
personal property, decorations, trade fixtures, furnishings, equipment, alterations, 
leasehold improvements and betterments made by Tenant, all other contents located or 
placed in the Premises and tenant improvements to the extent they are in excess of the 
Tenant Improvement Allowance. 


(e) Workers’ Compensation and Employer’s Liability Insurance.  Workers’ compensation and 
Employer’s Liability insurance affording statutory coverage and containing statutory 
limits, with the Employer’s Liability portion thereof having a limit of not less than 
$500,000.00.


(f) Other.  Any other form of insurance which Tenant or Landlord, acting reasonably, requires 
from time to time in form, in amounts, and for risks against which a prudent tenant would 
insure and so long as such other insurance is required of a majority of all Building tenants. 


All policies referred to above shall: (i) be taken out with insurers licensed to do business in North 
Carolina and having a minimum Best's rating of "A-IX,” or otherwise reasonably approved by 
Landlord in writing; (ii) be in a form reasonably satisfactory to Landlord; (iii) be non-contributing 
with, and shall apply only as primary and not as excess to, any other insurance available to 
Landlord or any mortgagee of Landlord; (iv) contain an undertaking by the insurers to notify 
Landlord by certified mail not less than thirty (30) days prior to any cancellation or termination, 
(v) with respect to subsection (a), contain demolition cost and increased cost of construction 
endorsements (a/k/a law and ordinance coverage), and contain a waiver of subrogation rights 
which Tenant’s insurers may have against Landlord and against those for whom Landlord is in law 
responsible including, without limitation, its directors, officers, agents, and employees, and (except 
with respect to Tenant’s chattels) incorporating a standard mortgagee endorsement (without 
contribution), and (vi) with respect to subsections (a) and (c) name Landlord, the property manager 
and any mortgagee of Landlord as additional insureds.  Certificates of insurance , shall be delivered 
to Landlord, prior to the Lease Commencement Date, and following the Lease Commencement 
Date, promptly upon Landlord’s request.  If a) Tenant fails to take out or to keep in force any 
insurance referred to in this Section 6.1, or should any such insurance not be approved by either 
Landlord or any mortgagee, and b) Tenant does not commence and continue to diligently cure such 


personal property, decorations, trade fixtures, furnishings, equipment, alterations, personal property, decorations, trade fixtures, furnishings, equipment, alterations,
leaseholdleasehold improvements and betterments made by Tenant, all other contents located or improvements and betterments made by Tenant, all other contents located or 
placed in the Premises and tenant improvements to the extent they are in excess of the placed in the Premises and tenant improvements to the extent they are in excess of the 
Tenant Improvement Allowance.Tenant Improvement Allowance.
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default within five (5) Business Days after written notice by Landlord to Tenant specifying the 
nature of such default, then Landlord has the right, without assuming any obligation in connection 
therewith, to effect such insurance at the sole cost of Tenant and all outlays by Landlord shall be 
paid by Tenant to Landlord without prejudice to any other rights or remedies of Landlord under 
this Lease.  Tenant shall not keep or use in the Premises any article which may be prohibited by 
any fire or casualty insurance policy in force from time to time covering the Premises or the 
Building.


6.2 Indemnification. 


(a) Tenant Indemnification of Landlord.  Tenant shall, and does hereby indemnify, defend and 
hold harmless Landlord, its members, managers, principals, and agents from and against 
all claims, causes of actions, liabilities, judgments, damages, losses (including, without 
limitation, loss of Base Rent and Additional Rent payable in respect of the Premises), costs 
and expenses, including reasonable attorneys’ fees and costs through all appeals, incurred 
or suffered by Landlord, its partners, principals and agents, and arising from or in any way 
connected with (i) the Premises or the use or occupancy thereof (unless caused  by the 
negligence or willful misconduct of Landlord or Landlord’s agents, employees or 
contractors), or (ii) any acts, omissions, neglect or fault of Tenant or any of Tenant’s agents 
or employees, including, but not limited to, any breach of this Lease, or (iii) any of Tenant’s 
telecommunications work, provider work, or the installation, repair, alteration, 
maintenance, replacement, use, operation, modification or removal of Tenant’s lines and 
equipment, including but not limited to, the costs of repair, the costs of handling complaints 
from other tenants in the Building, any damages resulting from the interruption in service 
to other tenants in the Building, and including any death, personal injury or property 
damage occurring in or about the Premises or the Building or arising from hazardous 
substances brought upon the Premises or the Building by Tenant or any of Tenant’s agents, 
contractors or employees.  Tenant will reimburse Landlord upon request for all costs 
incurred by Landlord in the enforcement of any provisions of this Lease and the collection 
of any sums due to Landlord under this Lease, including collection agency fees, and 
reasonable attorneys’ fees and costs, regardless of whether litigation is commenced, and 
through all appellate actions and proceedings if litigation is commenced. 


(b) Landlord Indemnification of Tenant. Landlord, shall, and does hereby indemnify, defend 
and hold harmless Tenant from and against all claims, causes of actions, liabilities, 
judgments, damages, losses, costs and expenses, including reasonable attorneys’ fees and 
costs through all appeals, incurred or suffered by Tenant, arising from or in any way 
connected with Landlord’s, or Landlord's employees' or agents',  negligence or willful 
misconduct. 


6.3 Loss or Damage.  Landlord shall not be liable for any death or injury arising from or out 
of any occurrence in, upon, at, or relating to, the Building or damage to property of Tenant or of 
others located on the Premises or elsewhere in the Building, nor shall it be responsible for any loss 
of or damage to any property of Tenant or others from any cause, UNLESS SUCH DEATH, 
INJURY, LOSS, OR DAMAGE RESULTS FROM THE GROSS NEGLIGENCE OR WILLFUL 
MISCONDUCT OF LANDLORD.  Without limiting the generality of the foregoing, and without 
limiting Landlord's obligations set forth in this Lease, Landlord shall not be liable for any injury 


connected with (i) the Premises or the use or occupancy thereof (unless caused  by the connected with (i) the Premises or the use or occupancy thereof (unless caused  by the 
negligence or willful misconduct of Landlord or Lnegligence or willful misconduct of Landlord or Landlord’s agents, employees or andlord’s agents, employees or 
contractors), or (ii) any acts, omissions, neglect or fault of Tenant or any of Tenant’s agents contractors), or (ii) any acts, omissions, neglect or fault of Tenant or any of Tenant’s agents 
or employees, including, but not limited to, any breach of this Lease, or (iii) any of Tenant’sor employees, including, but not limited to, any breach of this Lease, or (iii) any of Tenant’s
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or damage to persons or property resulting from fire, explosion, falling plaster, falling ceiling tile, 
falling fixtures, steam, gas, electricity, water, rain, flood, or leaks from any part of the Premises or 
from the pipes, sprinklers, appliances, plumbing works, roof, windows, or subsurface of any floor 
or ceiling of the Building or from the street or any other place or by dampness, or by any other 
cause whatsoever other than the gross negligence of Landlord or Landlord's employees or agents. 


6.4 Landlord’s Insurance. Landlord shall throughout the Term carry:  (i) “all risks” insurance 
on the Building and the machinery and equipment contained in or servicing the Building and 
owned by Landlord (excluding any property with respect to which Tenant and other tenants are 
obliged to insure pursuant to Section 6.1 or similar sections of their respective leases); (ii) public 
liability and property damage insurance with respect to Landlord’s operations in the Building; and 
(iii) such other forms of insurance as Landlord or its mortgagee reasonably considers advisable. 
Such insurance shall be in such reasonable amounts and with such reasonable deductibles as would 
be carried by a prudent owner of a similar building, having regard to size, age, and location. 


6.5 Waiver of Subrogation.  Notwithstanding anything to the contrary contained herein, 
Landlord and Tenant each hereby waives on behalf of itself and its insurers (none of which shall 
ever be assigned any such claim or be entitled thereto due to subrogation or otherwise) any and all 
rights of recovery, claim, action, or cause of action, against the other, its agents, officers, or 
employees, for any loss or damage that may occur to the Premises, or any improvements thereto 
or the Building of which the Premises are a part, or any improvements thereto, or any personal 
property of such party therein, by reason of fire, the elements, or any other causes which are, or 
could be (if reasonably available), insured against under the terms of the standard fire and extended
coverage insurance policies referred to in this Lease, regardless of whether such insurance is 
actually maintained and regardless of the cause or origin of the damage involved, including 
negligence of the other party hereto, its agents, officers, or employees. 


ARTICLE VII 
DAMAGE AND DESTRUCTION 


7.1 Damage to Premises. If the Premises are partially destroyed due to fire or other casualty, 
Landlord shall, subject to reasonable delays for insurance adjustment or other matters beyond 
Landlord’s reasonable control, diligently repair the Premises, to the extent of its obligations under 
Section 5.1, and Base Rent shall abate proportionately to the portion of the Premises, if any, 
rendered untenantable from the date of destruction or damage until Landlord’s repairs have been 
substantially completed.  If the Premises are totally destroyed due to fire or other casualty, 
Landlord shall, subject to reasonable delays for insurance adjustment or other matters beyond 
Landlord’s reasonable control, diligently repair the Premises to the extent only of its obligations 
pursuant to Section 5.1, and Base Rent shall abate entirely from the date of destruction or damage 
to such date which is the earlier of (i) the date tenantable, or (ii) thirty (30) days after Landlord’s 
repairs have been substantially completed.  Upon being notified by Landlord that Landlord’s 
repairs have been substantially completed, Tenant shall diligently perform all other work required 
to fully restore the Premises for use in Tenant’s business, in every case at Tenant’s cost and without 
any contribution to such cost by Landlord, whether or not Landlord has at any time made any 
contribution to the cost of supply, installation, or construction of leasehold improvements in the 
Premises.  Tenant agrees that during any period of reconstruction or repair of the Premises, it will 
continue the operation of its business within the Premises to the extent practicable.  If all or any 


Landlord and Tenant each hereby waives on behalf of itself and its insurers (none of which shall Landlord and Tenant each hereby waives on behalf of itself and its insurers (none of which shall 
ever be assigned any such claim or be entitled thereto due to subrogation or otherwise) any and all ever be assigned any such claim or be entitled thereto due to subrogation or otherwise) any and all 
rights of recovery, claim, action, or cause of action, against the other, its agents, officers, or rights of recovery, claim, action, or cause of action, against the other, its agents, officers, or 
employees, for any loss or damage that may occur to the Pemployees, for any loss or damage that may occur to the Premises, or any improvements theretoremises, or any improvements thereto
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part of the Premises shall be damaged by fire or other casualty and the fire or other casualty is 
caused by the fault or neglect of Tenant or Tenant’s agents, guests, or invitees, Base Rent and all 
other charges due from Tenant under this Lease shall not abate. 


7.2 Termination for Damage.  Notwithstanding Section 7.1, if damage or destruction which 
has occurred to the Premises or the Building is such that in the reasonable opinion of Landlord 
such reconstruction or repair cannot be completed within two hundred seventy (270) days of the 
happening of the damage or destruction, Landlord shall have the option to terminate this Lease on 
written notice to Tenant given within thirty (30) days after such damage or destruction, in which 
event this Lease shall be deemed terminated, null and void and each party shall be released from 
any further liability under this Lease as of the date of termination (except for those provisions 
hereof which expressly survive termination), and following which Tenant shall immediately 
deliver vacant possession of the Premises in accordance with the terms of this Lease. 


ARTICLE VIII 
ASSIGNMENT, SUBLEASES, AND TRANSFERS 


8.1 Transfer by Tenant. 


(a) Tenant shall not enter into, consent to, or permit any Transfer, as hereinafter defined, 
without the prior written consent of Landlord in each instance, which consent shall not be 
unreasonably withheld, conditioned or delayed.  It shall be a reasonable basis for Landlord 
to withhold its consent if Tenant tenders for Landlord’s approval an assignment of this 
Lease or a sublease of the Premises or any part of the Premises to a proposed 
assignee/subtenant whose proposed use or operation in the Premises may or will cause the 
Building or any part thereof not to conform with the environmental and green building 
clauses in this Lease.  For purposes of this Lease, “Transfer” means an assignment of this 
Lease in whole or in part; a sublease of all or any part of the Premises; any transaction 
whereby the rights of Tenant under this Lease or to the Premises are transferred to another; 
any mortgage or encumbrance of this Lease or the Premises or any part thereof or other 
arrangement under which either this Lease or the Premises become security for any 
indebtedness or other obligations; and if Tenant is a corporation, limited liability company 
or a partnership, the transfer of a controlling interest in the stock of the corporation or 
membership or partnership interests, as applicable. If there is a permitted Transfer, 
Landlord may collect rent or other payments from the transferee and apply the net amount 
collected to the rent or other payments required to be paid pursuant to this Lease but no 
acceptance by Landlord of any payments by a transferee shall be deemed a waiver of any 
provisions hereof regarding Tenant.  Notwithstanding any Transfer, Tenant shall not be 
released from any of its obligations under this Lease.  Landlord’s consent to any Transfer 
shall be subject to the further condition that if the Base Rent and Additional Rent pursuant 
to such Transfer (after deducting therefrom the reasonable legal and marketing costs, 
brokerage commissions, rental concessions and tenant improvement allowances paid by 
Tenant in connection with such Transfer) exceeds the Base Rent and Additional Rent 
payable under this Lease, then the entire amount of such excess shall be paid to Landlord. 
If, pursuant to a permitted Transfer, Tenant receives from the transferee, either directly or 
indirectly, any consideration other than Base Rent and Additional Rent for such Transfer, 


Transfer by TenantTransfer by Tenant.. 


Tenant shall not enter into, consent to, or permit any Transfer, as hereinafter defined,Tenant shall not enter into, consent to, or permit any Transfer, as hereinafter defined,
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either in the form of cash, goods, or services, Tenant shall, upon receipt thereof, pay to 
Landlord the entire amount of such consideration.  


(b) Notwithstanding anything in this Lease to the contrary, Tenant further agrees that any 
assignment or sublease shall be subject to the following additional limitations: (i) in no 
event may Tenant assign this Lease or sublet all or any portion of the Premises to an 
existing Tenant of the Building or Project or its subtenant or assignee (unless Landlord 
consents to such assignment or sublease); (ii) in no event shall the proposed subtenant or 
assignee be a person or entity with whom Landlord or its agent is negotiating and to or 
from whom Landlord, or its agent, has given or received any written or oral proposal within 
the past six (6) months regarding a lease of space in the Building or Project; and (iii) Tenant 
shall not publicly advertise the rate for which Tenant is willing to sublet the Premises; and 
all public advertisements of the assignment of the Lease or sublet of the Premises, or any 
portion thereof, shall be subject to prior written approval by Landlord, such approval not 
to be unreasonably withheld or delayed, provided that in no event shall Tenant publicly 
advertise space (on a per rentable square foot basis) at a lower rate than Landlord is then 
advertising space (on a per rentable square foot basis) in the Building or Project.  Said 
public advertisement shall include, but not be limited to, the placement or display of any 
signs or lettering on the exterior of the Premises or on the glass or any window or door of 
the Premises or in the interior of the Premises if it is visible from the exterior. 


(c) Notwithstanding anything to the contrary contained in this Lease, Tenant may assign this 
Lease or sublet all or any portion of the Premises from time to time, without Landlord’s 
consent but only after fifteen (15) Business Days’ prior written notice (unless prior notice 
is prohibited by law), to (i) any entity controlling, controlled by or under common control 
with Tenant, (ii) any successor of Tenant resulting from a merger or consolidation of 
Tenant, provided that such successor of Tenant has a net worth equal to or in excess of 
Tenant either as of the Date of Lease Execution or the date of Lease assignment (whichever 
is greater) and no such transfer shall relieve Tenant from any liability under this Lease, 
whether accrued to the date of such transfer or thereafter accruing, or (iii) in the event 
Tenant’s contract with the North Carolina Department of Transportation (NCDOT) and/or 
North Carolina Turnpike Authority (“NCTA”) expires, terminates, or ceases to be binding 
prior to the expiration of this Lease, then Tenant may assign and/or transfer its interest in 
this Lease directly to NCDOT or NCTA until such a third-party service provider is selected, 
and Tenant or NCDOT/NCTA may assign the Lease, with Landlord’s consent, not to be 
unreasonably withheld, to a third-party service provider selected by NCDOT or NCTA to 
perform Tenant’s obligations under a new contract with NCDOT or NCTA. In addition, 
any change in the controlling interest in the stock of Tenant as a result of an initial public 
offering of Tenant’s stock, and any transfer of the capital stock of Tenant by persons or 
parties through the “over-the-counter market” or through any recognized stock exchange 
or through a tender offer, shall not be deemed to be a Transfer requiring Landlord’s 
consent.   


8.2 Assignment by Landlord. Landlord shall have the unrestricted right to sell, lease, convey, 
or otherwise dispose of the Building or any part thereof and this Lease or any interest of Landlord 
in this Lease.  To the extent that the purchaser or assignee from Landlord assumes the obligations 
of Landlord under this Lease, Landlord shall thereupon and without further agreement be released 


advertise space (on a per rentable square foot basis) at a lower rate than Landlord is thenadvertise space (on a per rentable square foot basis) at a lower rate than Landlord is then
advertising space (on a per rentable square foot basis) in the Building or Project.  Said advertising space (on a per rentable square foot basis) in the Building or Project.  Said 
public advertipublic advertisement shall include, but not be limited to, the placement or display of any sement shall include, but not be limited to, the placement or display of any 
signs or lettering on the exterior of the Premises or on the glass or any window or door of signs or lettering on the exterior of the Premises or on the glass or any window or door of 
the Premises or in the interior of the Premises if it is visible from the exterior.the Premises or in the interior of the Premises if it is visible from the exterior.







20


of all further liability under this Lease, provided such assignment shall not operate to release or 
relieve the successor from its obligations of continuing performance under this Lease, including 
in respect of any then continuing breach or default hereunder.  If Landlord sells its interest in the 
Premises, it shall deliver any Security Deposit made pursuant to this Lease to the purchaser and 
Landlord will thereupon be released from any further liability with respect to any such Security 
Deposit or its return to Tenant and the purchaser shall become directly responsible to Tenant. 


ARTICLE IX 
DEFAULT 


9.1 Defaults.  An "Event of Default" by Tenant shall be deemed to have occurred hereunder, 
if and whenever:  (i) any Base Rent, Additional Rent, or Tenant’s Proportionate Share of Increased 
Operating Costs is not paid within three (3) days after written notice or demand for payment has 
been made by Landlord; (ii) any Additional Rent or any other amount due from Tenant hereunder 
is in arrears and is not paid within ten (10) days after written demand by Landlord; (iii) Tenant has 
breached any of its obligations in this Lease (other than the payment of Base Rent, Tenant’s 
Proportionate Share of Increased Operating Costs, Additional Rent, parking charges or any other 
amount due from Tenant hereunder) and Tenant fails to remedy such breach within thirty (30) days 
after written notice from Landlord (or such shorter period as may be provided in this Lease), or if 
such breach cannot reasonably be remedied within thirty (30) days (or such shorter period), then 
if Tenant fails promptly to commence to remedy and thereafter proceed diligently to remedy such 
breach within sixty (60) days, in each case after receipt of notice in writing from Landlord or the 
operator of the parking facility, as applicable; (iv) Tenant becomes bankrupt or insolvent; or (v) 
any of Landlord’s policies of insurance with respect to the Building are canceled or adversely 
changed as a result of Tenant’s use or occupancy of the Premises. 


9.2 Remedies.  In the event of an Event of Default hereunder by Tenant, then without prejudice 
to any other rights which it has pursuant to this Lease or at law or in equity, Landlord shall have 
the following rights and remedies, which are cumulative and not alternative:


(a) Landlord may cancel this Lease by ten (10) days’ prior written notice to Tenant and retake 
possession of the Premises for Landlord’s account.  Tenant shall then quit and surrender 
the Premises to Landlord.  Tenant’s liability under all of the provisions of this Lease shall 
continue notwithstanding any expiration and surrender, or any re-entry, repossession, or 
disposition hereunder. 


(b) To the extent permitted by applicable laws, Landlord may enter the Premises as agent of 
Tenant to take possession of any property of Tenant on the Premises, to store such property 
at the expense and risk of Tenant or to sell or otherwise dispose of such property in such 
manner as Landlord may see fit without notice to Tenant.  Landlord’s re-entry and removal 
may be effectuated with or without summary dispossession proceedings, by any suitable 
action or proceeding, or otherwise. Landlord shall not be liable in any way in connection 
with its actions pursuant to this Section, to the extent that its actions are in accordance with 
law. 


(c) If this Lease is canceled under subsection (a) above, Tenant shall remain liable (in addition 
to accrued liabilities) to the extent legally permissible for all rent and all of the charges 


Proportionate Share of Increased Operating Costs, Additional Rent, parking charges or any other Proportionate Share of Increased Operating Costs, Additional Rent, parking charges or any other 
amount due from Tenant hereunder) and Tenant fails to remedy such breach within thirty (30) days amount due from Tenant hereunder) and Tenant fails to remedy such breach within thirty (30) days 


er written notice from Landlord (or such shorter period as may be provided in this Lease), or if er written notice from Landlord (or such shorter period as may be provided in this Lease), or if 
such breach cannot reasonably be remedied within thirty (30) days (or such shorter period), then such breach cannot reasonably be remedied within thirty (30) days (or such shorter period), then 
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Tenant would have been required to pay, at the same times and dates they would have been 
due but for such cancellation, until the date this Lease would have expired had such 
cancellation not occurred.  Tenant’s liability for rent shall continue notwithstanding re-
entry or repossession of the Premises by Landlord. 


(d) Landlord may relet all or any part of the Premises for all or any part of the unexpired 
portion of the Term of this Lease or for any longer period, and may accept any rent then 
attainable; grant any concessions of rent, and agree to paint or make any special repairs, 
alterations, and decorations for any new tenant as it may deem advisable in its sole and 
absolute discretion.  Landlord shall be under no obligation to relet or to attempt to relet the 
Premises.


(e) Landlord may declare all amounts and rents due under this Lease for the remainder of the 
existing Term (or any applicable extension or renewal thereof), to be immediately due and 
payable, and thereupon all Base Rent, Tenant’s Proportionate Share of Increased Operating 
Costs, Additional Rent, and other charges due hereunder to the end of the Term or any 
renewal term, if applicable, shall be accelerated.  In such event Tenant’s Proportionate 
Share of Increased Operating Costs and Additional Rent due until the end of the initial term 
or any extension or renewal term shall be calculated by adding the amount of five percent 
(5%) per year to the amount of Tenant’s Proportionate Share of Increased Operating Costs 
and Additional Rent last payable by Tenant under this Lease.  An annual discount rate of 
five percent (5%) shall be used in calculating the present value of sums due to Landlord in 
the event of such acceleration. 


(f) Landlord may remedy or attempt to remedy any default of Tenant under this Lease for the 
account of Tenant and to enter upon the Premises for such purposes.  No notice of 
Landlord’s intention to perform such covenants need be given Tenant unless expressly 
required by this Lease.  Landlord shall not be liable to Tenant for any loss or damage caused 
by acts of Landlord in remedying or attempting to remedy such default and Tenant shall 
pay to Landlord all actual expenses incurred by Landlord in connection with remedying or 
attempting to remedy such default.  Any expenses incurred by Landlord shall accrue 
interest from the date of payment by Landlord until repaid by Tenant at the highest rate 
permitted by law. 


(g) Landlord may enforce the performance of Tenant’s obligations hereunder by injunction or 
other equitable relief (which remedy may be exercised upon any breach or default or 
threatened breach or default of Tenant’s obligations hereunder).  Landlord may file suit to 
recover any sums falling due under the terms of this Section 9.2 from time to time on one 
or more occasions without Landlord being obligated to wait until expiration of the Term 
of this Lease, and no delivery or recovery of any portion due Landlord hereunder shall be 
any defense in any action to recover any amount not theretofore reduced to judgment in 
favor of Landlord, nor shall such reletting be construed as an election on the part of 
Landlord to terminate this Lease unless a written notice of such intention be given to Tenant 
by Landlord.  Notwithstanding any such reletting without termination, Landlord may at 
any time thereafter elect to terminate this Lease for such previous breach;  


renewal term, if applicable, shall be accelerated.  In such event Tenant’s Proportionate renewal term, if applicable, shall be accelerated.  In such event Tenant’s Proportionate 
Share of Increased Operating Costs and Additional Rent due until theShare of Increased Operating Costs and Additional Rent due until the end of the initial termend of the initial term
or any extension or renewal term shall be calculated by adding the amount of five percent or any extension or renewal term shall be calculated by adding the amount of five percent 
(5%) per year to the amount of Tenant’s Proportionate Share of Increased Operating Costs (5%) per year to the amount of Tenant’s Proportionate Share of Increased Operating Costs 
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9.3 Costs.  Tenant shall pay to Landlord on demand all costs incurred by Landlord, including 
reasonable attorneys’ fees and costs at all tribunal levels, incurred by Landlord in enforcing any of 
the obligations of Tenant under this Lease.  In addition, upon any default by Tenant, Tenant shall 
be also liable to Landlord for the expenses to which Landlord may be put in re-entering the 
Premises; repossessing the Premises; painting, altering, or dividing the Premises; putting the 
Premises in proper repair; protecting and preserving the Premises by placing watchmen and 
caretakers therein; reletting the Premises (including reasonable attorneys’ fees and disbursements, 
marshall’s fees, and brokerage fees, in so doing); and any other expenses reasonably incurred by 
Landlord. 


9.4 Additional Remedies:  Waiver.  The rights and remedies of Landlord set forth herein shall 
be in addition to any other right and remedy now and hereafter provided by law.  All rights and 
remedies shall be cumulative and non-exclusive of each other.  No delay or omission by Landlord 
in exercising a right or remedy shall exhaust or impair the same or constitute a waiver of, or 
acquiescence to, a default. 


9.5 Default by Landlord. In the event of any default by Landlord, Tenant will give Landlord 
written notice specifying such default with particularity, and Landlord shall have a period of thirty 
(30) days following the date of such notice in which to commence the appropriate cure of such 
default.  Unless and until Landlord fails to commence and diligently pursue the appropriate cure 
of such default after such notice, or complete same within a reasonable period of time, Tenant shall 
not have any remedy or cause of action by reason thereof.  Notwithstanding any provision of this 
Lease, Landlord shall not at any time have any personal liability under this Lease.  In the event of 
any breach or default by Landlord of any term or provision of this Lease, Tenant agrees to look 
solely to the equity or interest then-owned by Landlord in the Building, and in no event shall any 
deficiency judgment be sought or obtained against Landlord.


9.6 Prevailing Party.  Notwithstanding anything to the contrary contained in this Lease, in the 
event of any litigation between Landlord and Tenant arising out of this Lease or Tenant’s use and 
occupancy of the Premises, the prevailing party (as finally determined by the court having 
jurisdiction over the applicable dispute) shall be entitled to recover its reasonable costs and 
expenses incurred in such litigation, including reasonable attorneys’ fees at all levels, including 
appeals.


9.7 Personal Liability.  The liability of Landlord for any default by Landlord under this Lease 
shall be limited to the interest of Landlord in the Building and Tenant agrees to look solely to 
Landlord’s interest in the Building for the recovery of any judgment from Landlord, it being 
intended that Landlord shall not be personally liable for any judgment of deficiency. 


9.8 Waiver by Tenant.  Tenant expressly waives all of the following: (i) In the event of suit by 
or against Landlord, then the venue of such suit shall be in Wake County, North Carolina, and 
Tenant hereby waives for itself whatever rights it may have in the selection of venue; (ii) 
intentionally omitted, and (iii) if Landlord commences summary proceedings for damages or for 
possession of the Premises due to nonpayment of Base Rent or other sums required of Tenant 
under this Lease, the right to pursue any non-compulsory counterclaim in said summary 
proceeding (but does not waive the right to pursue the non-compulsory counterclaim in a separate 
action).  Landlord and Tenant irrevocably consent to, submit to, and agree that it is subject to, the 


Default by LandlordDefault by Landlord. In the event of any default by Landlord, Tenant will give Landlord . In the event of any default by Landlord, Tenant will give Landlord 
written notice specifying such default with particularity, and Landlord shall have a period of thirty written notice specifying such default with particularity, and Landlord shall have a period of thirty 
(30) days following the date of such notice in which to commence the appropriate cure(30) days following the date of such notice in which to commence the appropriate cure of suchof such
default. Unless and until Landlord fails to commence and diligently pursue the appropriate curedefault. Unless and until Landlord fails to commence and diligently pursue the appropriate cure
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jurisdiction of the State of North Carolina and the courts of Wake County, North Carolina (whether 
federal or state), and waive any rights or claims for improper venue or “forum nonconveniens” for 
all disputes related to this Lease.   


ARTICLE X 
ESTOPPEL CERTIFICATE: SUBORDINATION 


10.1 Estoppel Certificate.  Within twenty (20) days after written request by Landlord, Tenant 
shall deliver in a form supplied by Landlord, an estoppel certificate to Landlord, or other party 
designated by Landlord, certifying as to the status of this Lease, including (i) whether this Lease 
is unmodified and in full force and effect (or, if there have been modifications, that this Lease is 
in full force and effect as modified and identifying the modification agreements); (ii) the amount 
of Base Rent, Tenant’s Proportionate Share of Increased Operating Costs and Additional Rent then 
being paid and the dates to which same have been paid; (iii) whether or not there is any existing 
or alleged default by either party with respect to which a notice of default has been served, or any 
facts exist which, with the passing of time or giving of notice, would constitute a default and, if 
there is any such default or facts, specifying the nature and extent thereof; and (iv) any other 
matters pertaining to this Lease as to which Landlord shall request in such certificate.  Landlord 
and any prospective purchaser, transferee, lender, or ground lessor, as applicable, shall have the 
right to rely on such certificate.


10.2 Subordination: Attornment.  This Lease and all rights of Tenant shall be subject and 
subordinate to any and all mortgages, security agreements, or like instruments resulting from any 
financing, refinancing, or collateral financing (including renewals or extensions thereof), and to
any and all ground leases, made or arranged by Landlord of its interest in all or any part of the 
Building, whether now existing or hereafter created.  Such subordination shall not require any 
further instrument to evidence such subordination.  However, on request, Tenant shall further 
evidence its agreement to subordinate this Lease and its rights under this Lease to any and all 
documents and to all advances made under such documents.  The form of such subordination shall 
be made as required by Landlord, its lender, or ground lessor.  In the event of the enforcement by 
a lender of the remedies provided for by law or by any mortgage now or hereafter encumbering 
the Building or any portion thereof, Tenant will, upon request of any person succeeding to the 
interest of Landlord as a result of such enforcement, automatically become the lessee of said 
successor in interest without change in the terms or other provisions of this Lease; provided, 
however, that said successor in interest shall not be (i) bound by any payment of Base Rent, 
Tenant’s Proportionate Share of Increased Operating Costs, or Additional Rent for more than one 
(1) month in advance, except for the Security Deposit and any other prepayments in the nature of 
security for the performance by Tenant of its obligations under the Lease and provided said 
successor in interest actually receives such funds; (ii) liable for any act, omission or default of any 
prior Landlord; (iii) subject to any offsets, claims or defenses that Tenant may have against any 
prior Landlord; or (iv) bound by any amendment or modification of the Lease made without the 
consent of lender or such successor in interest.  Within seven (7) days of a request by said successor 
in interest, Tenant shall execute and deliver an instrument or instruments confirming such 
attornment. 


there is any such default or facts, specifying the nature and extent thereof; and (iv) any other there is any such default or facts, specifying the nature and extent thereof; and (iv) any other 
matters pertaining to this Lease as to whichmatters pertaining to this Lease as to which Landlord shall request in such certificate.  Landlord Landlord shall request in such certificate.  Landlord 
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ARTICLE XI
CONTROL OF BUILDING BY LANDLORD 


11.1 Use and Maintenance of Common Areas.  Tenant and those doing business with Tenant 
for purposes associated with Tenant’s business on the Premises, shall have a non-exclusive license 
to use the Common Areas for their intended purposes, during normal business hours, in common 
with others entitled thereto and subject to any reasonable rules and regulations imposed by 
Landlord.  Landlord shall keep the Common Areas in good repair and condition and shall clean 
the Common Areas when necessary.  Landlord shall not be liable for any damage to automobiles 
of any nature whatsoever, or any theft of automobiles or other vehicles or the contents thereof, 
while in or about the parking facility.  Tenant acknowledges that its non-exclusive right to use any 
parking facilities forming part of the Building may be subject to such rules and regulations as 
reasonably imposed by the operator of the parking facility from time to time.  Tenant acknowledges 
that all Common Areas shall at all times be under the exclusive control and management of 
Landlord.  For purposes of this Lease, “Common Areas” shall mean those areas, facilities, 
utilities, improvements, equipment and installations of the Building and the Project which serve 
or are for the benefit of tenants of more than one component of the Building and/or the Project and 
which are not designated or intended by Landlord to be leased, from time to time, or which are 
provided or designated from time to time by Landlord for the benefit or use of all tenants of the 
Project, their employees, customers, and invitees, in common with others entitled to the use or 
benefit of same, provided that the parking facility within the Building shall not be considered part 
of the Common Areas. 


11.2 Alterations by Landlord.  Landlord may (i) alter, add to, subtract from, construct 
improvements on, re-arrange, and construct additional facilities in, adjoining, or proximate to the 
Building or within the Project; (ii) relocate the facilities and improvements in or comprising the 
Building or erected on the land; (iii) do such things on or in the Building or the Project as required 
to comply with any laws, by-laws, regulations, orders, or directives affecting the land or any part 
of the Building; and (iv) do such other things on or in the Building or the Project as Landlord, in 
the use of good business judgment, determines to be advisable, provided that notwithstanding 
anything contained in this Section 11.2, access to the Premises shall be available at all times, except 
for maintenance, repair or emergency events which cause Landlord to limit or prohibit access to 
the Building or the Project.  Landlord shall not be in breach of its covenants for quiet enjoyment 
or liable for any loss, costs, or damages, whether direct or indirect, incurred by Tenant due to any 
of the foregoing. 


11.3 Access.  Access to the Premises shall be available to Tenant 24 hours per day, 7 days per 
week, 365 days per year, subject to reasonable security measures and except for maintenance, 
repair or emergency events which cause Landlord to limit or prohibit access to the Building. 


11.4 Tenant Relocation.  Landlord shall have the right, at any time upon not less than one 
hundred and twenty (120) days’ written notice to Tenant, to relocate Tenant into other space within 
the Project comparable to the Premises.  Upon such relocation, such new space shall be deemed 
the Premises and the prior space originally demised shall in all respects be released from the effect 
of this Lease.  If Landlord elects to relocate Tenant as above described, (i) the new space shall 
contain approximately the same as, or greater, usable area than the original space, (ii) the new 
space shall have similar leasehold improvements; provided at Landlord’s expense  as the original 


utilities, improvements, equipment and installations of the Building and the Project which serveutilities, improvements, equipment and installations of the Building and the Project which serve
or are for the benefit of tenants of more than one component of the Building and/or the Project and or are for the benefit of tenants of more than one component of the Building and/or the Project and 
which are not designawhich are not designated or intended by Landlord to be leased, from time to time, or which are ted or intended by Landlord to be leased, from time to time, or which are 
provided or designated from time to time by Landlord for the benefit or use of all tenants of the provided or designated from time to time by Landlord for the benefit or use of all tenants of the 
Project, their employProject, their employees, customers, and invitees, in common with others entitled to the use orees, customers, and invitees, in common with others entitled to the use or
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space, (iii) Landlord shall pay the reasonable costs of moving Tenant’s trade fixtures and 
furnishings from the original space to the new space, and all of Tenant’s reasonable moving 
expenses, but Tenant shall not be entitled to any compensation for damages for any interference 
with or interruption of its business during or resulting from such relocation, (iv) Base Rent, 
Tenant’s Proportionate Share of Increased Operating Costs, and all other charges hereunder shall 
be the same for the new space as for the original space, notwithstanding that the new space may 
be larger than the original space, and (vi) all other terms of this Lease shall apply to the new space 
as the Premises, except as otherwise provided in this paragraph. 


ARTICLE XII 
CONDEMNATION 


12.1 Total or Partial Taking.  If the whole of the Premises, or such portion thereof as will make 
the Premises unusable for the purposes leased hereunder, shall be taken by any public authority 
under the power of eminent domain or sold to public authority under threat or in lieu of such taking, 
the Term shall cease as of the day possession or title shall be taken by such public authority, 
whichever is earlier (“Taking Date”), whereupon the rent and all other charges shall be paid up to 
the Taking Date with a proportionate refund by Landlord of any rent and all other charges paid for 
a period subsequent to the Taking Date.  If less than the whole of the Premises, or less than such 
portion thereof as will make the Premises unusable for the purposes leased hereunder, shall be 
taken, the Term shall cease only as to the part so taken as of the Taking Date, and Tenant shall pay 
rent and other charges up to the Taking Date, with appropriate credit by Landlord (toward the next 
installment of rent due from Tenant) of any rent or charges paid for a period subsequent to the 
Taking Date.  Base Rent and other charges payable to Landlord shall be reduced in proportion to 
the amount of the Premises taken. 


12.2 Taking for Temporary Use.  If there is a taking of the Premises for temporary use, this 
Lease shall continue in full force and effect, and Tenant shall continue to comply with Tenant’s 
obligations under this Lease, except to the extent compliance shall be rendered impossible or 
impracticable by reason of the taking.  Base Rent and other charges payable to Landlord shall be 
reduced in proportion to the amount of the Premises taken for the period of such temporary use. 


12.3 Award.  All compensation awarded or paid upon a total or partial taking of the Premises or 
Building, including the value of the leasehold estate created hereby, shall belong to and be the 
property of Landlord without any participation by Tenant; Tenant shall have no claim to any such 
award based on Tenant’s leasehold interest.  However, nothing contained herein shall be construed 
to preclude Tenant, at its cost, from independently prosecuting any claim directly against the 
condemning authority in such condemnation proceeding for damage to, or cost of removal of, 
stock, trade fixtures, furniture, and other personal property belonging to Tenant; provided, 
however, that no such claim shall diminish or otherwise adversely affect Landlord’s award or the 
award of any mortgagee. 


ARTICLE XIII 
PARKING 


Landlord shall provide to Tenant, at no extra charge, surface parking of at least five (5) 
spaces per 1000 rentable square feet. At Tenant’s election and as part of Tenant’s parking 


whichever is earlier (“whichever is earlier (“Taking DateTaking Date”), whereupon the rent and all other charges shall be paid up to ”), whereupon the rent and all other charges shall be paid up to 
the Taking Date with a prothe Taking Date with a proportionate refund by Landlord of any rent and all other charges paid for portionate refund by Landlord of any rent and all other charges paid for 
a period subsequent to the Taking Date.  If less than the whole of the Premises, or less than such a period subsequent to the Taking Date.  If less than the whole of the Premises, or less than such 
portion thereof as will make the Premises unusable for the purposes leased hereunderportion thereof as will make the Premises unusable for the purposes leased hereunder, shall be, shall be
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allocation, Tenant shall have the ability to designate ten (10) parking spaces as reserved spaces in 
the location set forth on Exhibit I.  Upon Tenant’s request and at Tenant’s cost and expense, 
Landlord will install reserved parking signage, to be reasonably approved by Landlord, for 
Tenant’s reserved parking spaces.  Tenant shall not engage in any towing, disabling, or fining of 
vehicles parked in Tenant’s reserved visitor spaces. 


ARTICLE XIV 
GENERAL PROVISIONS


14.1 Delay.  Except as expressly provided in this Lease, whenever Landlord or Tenant is delayed 
in the fulfillment of any obligation under this Lease, other than the payment of rent or other 
charges, by an unavoidable occurrence due to (a) act of God, adverse and inclement weather, fire, 
explosion, flood, act of a public enemy, war, blockade, insurrection, riot, or civil disturbance, (b) 
labor dispute, strike, work slowdown or work stoppage, (c) shortages or material delays in 
obtaining construction materials, or the inability to obtain labor, services or materials or reasonable 
substitutes therefor, (d) order or judgment of any entities, courts, boards, agencies, commissions, 
offices, divisions, subdivisions, departments, bodies or authorities of any nature whatsoever of any 
governmental unit (federal, state, county, district, municipality, city or otherwise) whether now or 
hereafter in existence, if not the result of willful or negligent action of the performing Party, (e) 
material restriction on the ability to conduct the specific action based on government restrictions 
due to national or global epidemics, pandemics, including, without limitation, the pandemic 
commonly known as the “coronavirus” or “COVID-19” or “COVID”, and any related quarantines 
or closures ordered by governmental entities or agencies, (f) adoption of or change in any 
applicable laws after the date of execution of this Lease, (g) any actions by the other Party which 
may cause delay, or (h) any other similar cause or similar event beyond the reasonable control of 
the performing Party (each, a “Force Majeure Event”), which is not the fault of the party delayed 
in performing such obligation and which is outside such party's reasonable control, except with 
respect to the obligations imposed with regard to Base Rent, Tenant's Proportionate Share of 
Increased Operating Costs, Additional Rent and other charges to be paid by Tenant pursuant to 
this Lease, then the time for fulfillment of such obligation shall be extended during the period in 
which such circumstances operate to delay the fulfillment of such obligation, so long as the party 
being so delayed exercises commercially reasonable diligent efforts to resolve the delay-causing 
circumstances.  The foregoing provision is intended to address traditional "force majeure" events.


14.2 Holding Over.  If Tenant remains in possession of the Premises after the end of the Term 
without having executed and delivered a new lease or an agreement extending the Term, there 
shall be no tacit renewal of this Lease or the Term, Tenant shall be deemed to be occupying the 
Premises as a tenant-at-sufferance on a month to month basis at a monthly Base Rent, payable in 
advance on the first day of each month, equal to one hundred fifty percent (150%) of the monthly 
amount of Base Rent payable during the last month of the Term, and otherwise upon the same 
terms as are set forth in this Lease, so far as they are applicable to a monthly tenancy. Nothing 
contained in this Section 14.2 shall be construed as consent by Landlord to any holding over by 
Tenant, and Landlord expressly reserves the right to require Tenant to surrender possession of the 
Premises to Landlord as provided in this Lease upon the expiration or other termination of this 
Lease or at any other time during the holdover period.  The provisions of this Section 14.2 shall 
not be deemed to limit or constitute a waiver of any other rights or remedies of Landlord provided 
herein or at law.  If Tenant fails to surrender the Premises upon the termination or expiration of 


offices, divisions, subdivisions, departments, bodies or authorities of any nature whatoffices, divisions, subdivisions, departments, bodies or authorities of any nature whatsoever of any soever of any 
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hereafter in existence, if not the result of willful or negligent action of the performing Party, (e) hereafter in existence, if not the result of willful or negligent action of the performing Party, (e) 
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this Lease, in addition to any other liabilities to Landlord accruing therefrom, Tenant shall protect, 
defend, indemnify and hold Landlord harmless from all loss, costs (including reasonable attorneys' 
fees) and liability resulting from such failure, including, without limiting the generality of the 
foregoing, any claims made by any succeeding tenant founded upon such failure to surrender, and 
any lost profits to Landlord resulting therefrom. 


14.3 Waiver; Partial Invalidity.  If either Landlord or Tenant excuses or condones any default 
by the other of any obligation under this Lease, this shall not be a waiver of such obligation in 
respect of any continuing or subsequent default and no such waiver shall be implied.  All of the 
provisions of this Lease are to be construed as covenants even though not expressed as such.  If 
any such provision is held or rendered illegal or unenforceable it shall be considered separate and 
severable from this Lease, and the remaining provisions of this Lease shall remain in force and 
bind the parties as though the illegal or unenforceable provision had never been included in this 
Lease. 


14.4 Recording.  This Lease may not be recorded. At the request of either party after Tenant has 
accepted possession of the Premises and commenced occupying the same for the Permitted Use, 
the parties shall promptly execute and record, at the cost of the requesting party, a memorandum 
of this Lease in the form attached hereto as Exhibit H (the “Memorandum”). Tenant, at Tenant’s 
expense, shall cooperate upon Landlord’s request in causing any such Memorandum to be 
promptly terminated of record following the expiration or prior termination of this Lease, and 
Tenant agrees to execute and deliver to Landlord, within ten (10) days after request therefor by 
Landlord (but no earlier than thirty (30) days prior to the expiration or earlier termination of the 
Term), an appropriate document, in recordable form reasonably acceptable to Landlord, suitable 
to terminate such Memorandum of record, and Landlord shall be entitled to record such 
termination instrument in the public land records.  Nonetheless, the Memorandum shall provide 
that it may be terminated of record by unilateral action of Landlord upon the occurrence of an 
Event of Default under this Lease or the termination of this Lease for any reason prior to the 
expiration of the Term.  Tenant shall indemnify, defend and hold the Landlord harmless from and 
against any and all claims, liabilities, damages, losses, costs, and expenses (including court costs 
and reasonable attorneys’ fees) arising out of Tenant’s failure to comply with its obligations under 
this Section 14.4, which obligation shall survive the expiration of prior termination of this Lease.  


14.5 Notices.  Any notice, consent, or other instrument required or permitted to be given under 
this Lease shall be in writing and shall be delivered in person, or sent by certified mail, return 
receipt requested, or overnight express mail courier, postage prepaid, addressed (i) if to Landlord, 
at the addresses set forth on the Summary; and (ii) if to Tenant, at the Premises or, prior to Tenant’s 
occupancy of the Premises, at the address set forth on the Summary.  Any such notice or other 
instruments shall be deemed to have been given and received on the day upon which personal 
delivery or delivery by overnight express mail courier is made or, if mailed, then forty-eight (48) 
hours following the date of mailing.  Either party may give notice to the other of any change of 
address and, after the giving of such notice, the address therein specified is deemed to be the 
address of such party for the giving of notices.  If postal service is interrupted or substantially 
delayed, all notices or other instruments shall be delivered in person or by overnight express mail 
courier. 
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14.6 Successors: Joint and Several Liability.  The rights and liabilities created by this Lease 
extend to and bind the successors and assigns of Landlord and the heirs, executors, administrators, 
and permitted successors and assigns of Tenant.  No rights, however, shall inure to the benefit of 
any transferee unless such Transfer complies with the provisions of Article VIII.  If there is at any 
time more than one Tenant or more than one person constituting Tenant, their covenants shall be 
considered to be joint and several and shall apply to each and every one of them. 


14.7 Captions and Section Numbers.  The captions, Section numbers, article numbers, and. table 
of contents appearing in this Lease are inserted only as a matter of convenience and in no way 
affect the substance of this Lease.  


14.8 Extended Meanings. The words “hereof,” “hereto,” “hereunder,” and similar expressions 
used in this Lease relate to the whole of this Lease and not only to the provisions in which such 
expressions appear.  This Lease shall be read with all changes in number and gender as may be 
appropriate or required by the context.  Any reference to Tenant includes, when the context allows, 
the employees, agents, invitees, and licensees of Tenant and all others over whom Tenant might 
reasonably be expected to exercise control.  This Lease has been fully reviewed and negotiated by 
each party and their counsel and shall not be more strictly construed against either party. 


14.9 Entire Agreement; Governing Law; Time.  This Lease and the Exhibits and Riders, if any, 
attached hereto are incorporated herein and set forth the entire agreement between Landlord and 
Tenant concerning the Premises and there are no other agreements or understandings between 
them.  This Lease and its Exhibits and Riders may not be modified except by agreement in writing 
executed by Landlord and Tenant.  This Lease shall be construed according to the laws of the State 
of North Carolina.  Any and all claims, controversies, and causes of action arising out of or relating 
to this Agreement, whether sounding in contract, tort, or statute, shall be governed by the laws of 
the State of North Carolina, including its statutes of limitations, without giving effect to any 
conflict-of-laws rule that would result in the application of the laws of a different jurisdiction. 
Time is of the essence of this Lease.


14.10 No Partnership.  Nothing in this Lease creates any relationship between the parties other 
than that of landlord and lessee and nothing in this Lease constitutes Landlord a partner of Tenant 
or a joint venturer or member of a common enterprise with Tenant. 


14.11 Quiet Enjoyment.  If Tenant pays rent and other charges and fully observes and performs 
all of its obligations under this Lease, Tenant shall be entitled to peaceful and quiet enjoyment of 
the Premises for the Term without interruption or interference by Landlord or any person lawfully 
claiming through Landlord. 


14.12 Brokerage.  Landlord and Tenant each represent and warrant one to the other that, except 
as set forth in the Summary, neither of them has employed any broker in connection with the 
negotiations of the terms of this Lease or the execution thereof.  Landlord and Tenant hereby agree 
to indemnify and to hold each other harmless against any loss, expense, or liability with respect to 
any claims for commissions or brokerage fees arising from or out of any breach of the foregoing 
representation and warranty.  Landlord recognizes the broker(s) specified in the Summary as the 
sole broker(s) with whom Landlord has dealt in this transaction and agrees to pay any commissions 
determined to be due said broker(s) as provided by separate agreement between Landlord and such 
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brokers.  Tenant acknowledges that Jones Lang LaSalle - Raleigh, LLC solely represents Landlord 
with respect to this Lease. 


14.13 Trial By Jury. AFTER CONSULTING WITH COUNSEL AND CAREFUL 
CONSIDERATION, LANDLORD AND TENANT KNOWINGLY, VOLUNTARILY, AND 
INTENTIONALLY WAIVE THE RIGHT EITHER OF THEM MAY HAVE TO A TRIAL BY 
JURY WITH RESPECT TO ANY LITIGATION ARISING OUT OF THIS LEASE OR ANY 
OTHER INSTRUMENT OR LEASE EXECUTED PURSUANT TO THIS LEASE, OR OUT OF 
ANY COURSE OF CONDUCT, COURSE OF DEALING, STATEMENTS (ORAL OR 
WRITTEN), OR ACTIONS OF LANDLORD OR TENANT.  THIS WAIVER IS A MATERIAL 
INDUCEMENT TO LANDLORD TO ENTER INTO THIS LEASE. 


14.14 Intentionally omitted. 


14.15 Telecommunications. 


(a) Tenant shall, at Tenant’s sole cost and expense, be solely responsible for securing such 
telephone and other electronic telecommunications service to the Premises as Tenant may 
require for its use and occupancy thereof, and Landlord shall have no obligations or liability 
whatsoever to Tenant with respect to the provision of such services to the Premises, 
provided Landlord shall reasonably cooperate with Tenant to secure such telephone and 
other electronic telecommunications service to the Premises.


(b) None of Landlord’s approval of, or requirements concerning, any telecommunications 
work, lines, equipment, plans, specifications or drawings or any equipment related thereto, 
Tenant’s telecommunications provider or Tenant’s and/or Tenant’s telecommunications 
provider’s contractors or subcontractors, shall be deemed a warranty as to the adequacy, 
suitability, competence or financial strength thereof, and Landlord hereby disclaims any 
responsibility or liability for the same.  Further, Landlord makes no representation to 
Tenant regarding the condition, security, availability, competence, financial strength or 
suitability for Tenant’s purposes of any telecommunications services presently located 
within the Building, and Tenant hereby acknowledges that Landlord shall have no 
obligation or liability and hereby waives any claim against Landlord for any damages or 
problems in the event that Tenant’s telecommunications services, lines or equipment are in 
any way inadequate, do not satisfy Tenant’s requirements, are interrupted, curtailed, 
discontinued, disconnected, terminated, damaged or otherwise interfered with, or fail, 
except to the extent caused by the gross negligence or willful misconduct of Landlord, its 
employees or agents.  Tenant’s use of a telecommunications provider shall be subject to 
Landlord’s approval, which shall not be unreasonably withheld or delayed. 


(c) Any telegraphic, telephone or data lines installed in the Premises and/or the Building by or 
on behalf of Tenant shall be appropriately tagged with Tenant’s name and the name of the 
provider, and all of such wiring shall be removed by Tenant, at Tenant’s expense, upon the 
expiration or termination of this Lease. 


14.16 Business Days.  For all purposes of this Lease, a “Business Day” means any day other than 
a Saturday, Sunday or legal holiday in Wake County, North Carolina. 


Tenant shall, at Tenant’s sole cost and expense, be solely responsible for securing suchTenant shall, at Tenant’s sole cost and expense, be solely responsible for securing such
telephone and other electronic telecommunications service to the Premises as Tenant may telephone and other electronic telecommunications service to the Premises as Tenant may 
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14.17 Authority. Tenant and Landlord and the individuals and/or entities executing this Lease on 
behalf of them represent to the other party to this Lease that such party is authorized to do so and 
that this Lease has been duly authorized and executed by such party. 


If Tenant is a corporation, limited liability company or partnership, each individual executing this 
Lease on behalf of Tenant hereby represents and warrants that Tenant is a duly formed and existing 
entity qualified to do business in the state in which the Building is located and that Tenant has full 
right and authority to execute and deliver this Lease and that each person signing on behalf of 
Tenant is authorized to do so.  If Tenant is a corporation or a limited liability company, it will 
provide evidence of good standing and a resolution authorizing the Lease.  If Tenant is a 
partnership, it will provide Landlord a certified copy of the partnership agreement, including all 
amendments, together with consents to the Lease from the requisite number of partners. 


14.18 No Discrimination.  Tenant covenants by and for itself, its heirs, executors, administrators 
and assigns, and all persons claiming under or through Tenant, and this Lease is made and accepted 
upon and subject to the following conditions: that there shall be no discrimination against or 
segregation of any person or group of persons, on account of race, color, creed, sex, religion, 
marital status, ancestry or national origin in the leasing, subleasing, transferring, use, or enjoyment 
of the Premises, nor shall Tenant itself, or any person claiming under or through Tenant, establish 
or permit such practice or practices of discrimination or segregation with reference to the selection, 
location, number, use or occupancy, of tenants, lessees, sublessees, subtenants or vendees in the 
Premises. 


14.19 Landlord Renovations.  It is specifically understood and agreed that Landlord has no 
obligation and has made no promises to alter, remodel, improve, renovate, repair or decorate the 
Premises, Building, Project, or any part thereof and that no representations respecting the condition 
of the Premises, the Building, or the Project have been made by Landlord to Tenant except as 
specifically set forth herein or in the Work Letter. However, Tenant acknowledges that Landlord 
may during the Term renovate, improve, alter, or modify (collectively, the “Renovations”) the 
Building and/or the Project, including without limitation the Common Areas, systems and 
equipment, roof, and structural portions of the same, which Renovations may include, without 
limitation, (i) modifying the Common Areas and tenant spaces to comply with applicable laws and 
regulations, including regulations relating to the physically disabled, seismic conditions, and 
building safety and security, and (ii) installing new carpeting, lighting, and wall coverings in the 
Building Common Areas, and in connection with such Renovations, Landlord may, among other 
things, erect scaffolding or other necessary structures in the Building, limit or eliminate access to 
portions of the Building, including portions of the Common Areas, or perform work in the 
Building, which work may create noise, dust or leave debris in the Building.  Tenant hereby agrees 
that such Renovations and Landlord's actions in connection with such Renovations shall in no way 
constitute a constructive eviction of Tenant nor entitle Tenant to any abatement of Base Rent, 
Tenant’s Proportionate Share of Increased Operating Costs or Additional Rent.  Landlord shall 
have no responsibility or for any reason be liable to Tenant for any direct or indirect injury to or 
interference with Tenant's business arising from the Renovations, nor shall Tenant be entitled to 
any compensation or damages from Landlord for loss of the use of the whole or any part of the 
Premises or of Tenant's personal property or improvements resulting from the Renovations or 
Landlord's actions in connection with such Renovations, or for any inconvenience or annoyance 
occasioned by such Renovations or Landlord's actions in connection with such Renovations. 
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14.20 Multiple Counterparts.  This Lease may be executed in any number of counterparts, each 
of which shall be deemed to be an original, and all of such counterparts shall constitute one 
instrument.  The signatures of all of the parties need not appear on the same counterpart, and 
delivery of an executed counterpart signature page by electronic means, including electronic mail, 
pdf, or DocuSign is as effective as executing and delivering this Lease in the presence of the other 
parties to this Lease. 


14.21 Submission of Lease.  Submission of this instrument for examination or signature by 
Tenant does not constitute a reservation of or an option for lease, and it is not effective as a lease 
or otherwise until execution and delivery by both Landlord and Tenant. 


14.22 Right to lease.  Landlord reserves the absolute right to effect such other tenancies in the 
Building and the Project as Landlord in the exercise of its sole business judgment shall determine 
to best promote the interests of the Building.  Tenant does not rely on the fact, nor does Landlord 
represent, that any specific tenant or type or number of tenants shall, during the Lease Term, 
occupy any space in the Building or the Project.


14.23 Landlord Exculpation.  It is expressly understood and agreed that notwithstanding anything 
in this Lease to the contrary, and notwithstanding any applicable law to the contrary, the liability 
of Landlord, its members, shareholders, partners and their respective owners, officers, agents, 
servants, employees, and independent contractors (the "Landlord Parties") (including any 
successor landlord) and any recourse by Tenant against Landlord or the Landlord Parties shall be 
limited solely and exclusively to the equity interest of Landlord in the Building, and neither 
Landlord, nor any of the Landlord Parties shall have any personal liability therefor, and Tenant 
hereby expressly waives and releases such personal liability on behalf of itself and all persons 
claiming by, through or under Tenant. 


14.24 No Warranty.  Except as expressly set forth in this Lease, in executing and delivering this 
Lease Tenant has not relied on any representation, including, but not limited to, any representation 
whatsoever as to the amount of any item comprising Additional Rent or the amount of the 
Additional Rent in the aggregate or that Landlord is furnishing the same services to other tenants, 
at all, on the same level or on the same basis, or any warranty or any statement of Landlord which 
is not set forth herein or in one or more of the exhibits attached hereto.


14.25 Application of Payments.  Landlord shall have the right to apply payments received from 
Tenant pursuant to this Lease, regardless of Tenant's designation of such payments, to satisfy any 
obligations of Tenant hereunder, in such order and amounts as Landlord, in its sole discretion, may 
elect. 


14.26 Landlord's Title.  Landlord's title is and always shall be paramount to the title of Tenant. 
Nothing herein contained shall empower Tenant to do any act that can, shall or may encumber the 
title of Landlord. Landlord is the fee owner of the Building, the Project, and the Premises and 
Landlord has the right to enter into this Lease upon the terms and for the Term as set forth herein. 


14.27 Modification of Lease.  Should any current or prospective mortgagee or ground lessor for 
the Building require a modification or modifications of this Lease, which modification or 
modifications will not cause an increased cost or expense to Tenant or in any other way materially 
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and adversely change the rights and obligations of Tenant hereunder, then and in such event, 
Tenant agrees that this Lease may be so modified and agrees to execute whatever documents are 
required therefor and deliver the same to Landlord within ten (10) days following the request 
therefor.  Should Landlord or any such current or prospective mortgagee or ground lessor require 
execution of a short form of Lease for recording, containing, among other customary provisions, 
the names of the parties, a description of the Premises and the Term, Tenant agrees to execute such 
short form of Lease and to deliver the same to Landlord within ten (10) days following the request 
therefor. 


14.28 No Air Rights.  No rights to any view or to light or air over any property, whether belonging 
to Landlord or any other person, are granted to Tenant by this Lease.  If at any time any windows 
of the Premises are temporarily darkened or the light or view therefrom is obstructed by reason of 
any repairs, improvements, maintenance or cleaning in or about the Building or the Project, the 
same shall be without liability to Landlord and without any reduction or diminution of Tenant's 
obligations under this Lease.


14.29 OFAC/Patriot Act Compliance.  Each of Landlord and Tenant, each as to itself, hereby 
represents and warrants, to the best of its knowledge, that it is not a person and/or entity with whom 
United States persons are restricted from doing business under the International Emergency 
Economic Powers Act, 50 U.S.C. § 1701 et seq.; the Trading with the Enemy Act, 50 U.S.C. 
Appendix §5; and implementing regulations promulgated thereunder by the U.S. Department of 
Treasury Office of Foreign Assets Control (“OFAC”) (including those persons and/or entities 
named on OFAC’s List of Specially Designated Nationals and Blocked Persons (the “SDN List”); 
or any other applicable anti-terrorist law of the United States, including without limitation 
Executive Order No. 13224, effective September 24, 2001, and relating to Blocking Property and 
Prohibiting Transactions with Persons Who Commit, Threaten to Commit, or Support Terrorism. 
Each of Landlord and Tenant, each as to itself, hereby represents and warrants, to the best of its 
knowledge, that no person and/or entity who is named on the SDN List has any direct interest in 
Landlord or Tenant with the result that this Lease would be prohibited by any applicable law of 
the United States.  Each of Landlord and Tenant, each as to itself, hereby represents and warrants, 
to the best of its knowledge, that it is not in violation of any of the applicable provisions of the 
U.S. Federal Bank Secrecy Act, as amended by Title III of the United and Strengthening America 
by Providing Appropriate Tools Required to Intercept and Obstruct Terrorism Act of 2001 (the 
“Patriot Act”), Public Law 107-56; any of the applicable provisions of the implementing 
regulations related thereto, including those promulgated by the U.S. Department of Treasury 
contained at 31 CFR Part 103; or any other applicable anti-money laundering laws of the United 
States.  It is understood and agreed that the representations set forth herein are made as of the Date 
of Lease Execution. 


14.30 Representation.  Neither Tenant nor any of its "affiliates" (within the meaning of Part V(c) 
of Prohibited Transaction Exemption 84-14, 49 Fed. Reg. 9494 (1984), as amended ("PTE 
84-14")) has the power to: (a) appoint or terminate Landlord as investment manager over assets of 
any "employee benefit plan" (as defined in Section 3(3) of the Employee Retirement Income 
Security Act of 1974, as amended ("ERISA") invested in, or sponsored by, Landlord; or (b) 
negotiate the terms of a management agreement (including renewals or modifications thereof) with 
Landlord on behalf of any such plan; Tenant is not "related" to Landlord (as determined under in 
Part V(h) of PTE 84-14); Tenant has negotiated and determined the terms of this Lease at arm's 
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length, as such terms would be negotiated and determined by the Tenant with unrelated parties; 
and Tenant is not an "employee benefit plan" as defined in Section 3(3) of ERISA, a "plan" as 
defined in Section 4975(e)(1) of the Code, or an entity deemed to hold "plan assets" within the 
meaning of 29 C.F.R. §2510.3-101 of any such employee benefit plan or plan. 


(Signature page follows)
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EXECUTED as of the day and year first above written.


LANDLORD: 


Aerial Center Realty Corp., 
 a North Carolina corporation 


By: 


Name: 


Title: 


TENANT: 


GC Services Limited Partnership 
a Delaware limited partnership 
d/b/a InteLogix 


By: ORG GC GP Buyer, LLC 
a Delaware limited liability company 
its general partner 


By: 


Name: 


Title: 


TENANT:TENANT:
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EXHIBIT A 


Floor Plan of Premises
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EXHIBIT B 


Legal Description of Land 


BEING all of Lot 10, Aerial Center Executive Park, as shown on that plat entitled “Subdivision 
Plat, Property of Pizzagalli Properties, LLC, Lots 15, 16 & 17 Aerial Center,” recorded in Book 
of Maps 1999, Page 717, Wake County Registry, reference to said plat hereby made for greater 
certainty of description.







Error! Unknown document property name.


EXHIBIT C 


JANITORIAL SCHEDULE 


I. GENERAL CLEANING


a. Empty all waste baskets and trash containers.  (D)
b. Replace soiled trash liners as needed.  (or W)
c. Dust all horizontal surfaces below 6’ high.  (W)
d. Dust all vertical surfaces below 6’ high.  (W)
e. Dust all high ledges, shelves, picture  frames, etc.  (M)
f. Dust all baseboards and perform all low dusting not done daily.  (W)
g. Clean and sanitize all drinking fountains.  (D)
h. Dust all venetian blinds.  (2 times per Y)
i. Polish brass main lobby doors and thresholds  (W)


II. FLOOR/WORK - HARD RESILIENT


a.
b.
c.


III. CARPET CARE


a. Vacuum all traffic lanes.  (D)
b. Remove all spots and stains when possible.  (D)
c. Completely vacuum all carpets including edges.  (3 times W)


IV. RESTROOMS


a. Polish mirrors and all metal surfaces.  (D)
b. Clean and disinfect all toilets and urinals.  (D)
c. Clean and polish wash basins.  (D)
d. Mop floors using disinfectant.  (D)
e. Fill soap dispensers, towel and tissue holders.  (D)
f. Clean partitions and ledges.  (D)
g. Scrub bathroom floors and ceramic tile.  (M)


V. WALLS, WOODWORK AND OVERHEAD 


a. Remove hand prints from door frames and around light switches.  (D)
b. Clean air vents and diffusers.  (2 times per Y)
c. Dust or vacuum bottom surface of light fixtures.  (1 time per Y)


VI. OTHER REQUESTED OPERATIONS


a. Spot clean entrance door glass.  (D)
b. Spot clean partition glass.  (D)


FLOOR/WORK FLOOR/WORK -- HARD RESILIENTHARD RESILIENT


DDDuuusssttt   mmmoooppp   ooorrr   ssswwweeeeeeppp...    ((DD))
SSSpppooottt   mmmoooppp   aaannnddd   rrreeemmmooovvveee   ssspppiiillllllaaagggeee... (((DDD)))
Damp mop or wet mop.  (2 times per W)







c. Clean windows inside and outside.  (2 times per Y)
d. Clean exterior surfaces of vending machines.  (M)
e. Empty any outside ash cans or trash cans.  (D)


(D) - Daily cleaning (5 times per week) 
(W) - Weekly cleaning  
(M) - Monthly cleaning 
(Y) - Yearly cleaning 







EXHIBIT D 


WORK LETTER AGREEMENT


THIS WORK LETTER AGREEMENT (this "Work Letter") is attached to and made part 
of that certain Office Lease (the "Lease") dated ___________, 2024, by and between Aerial Center 
Realty Corp. , a North Carolina corporation ("Landlord") and GC Services Limited Partnership, 
a Delaware limited partnership ("Tenant").  The terms, definitions and other provisions of the 
Lease are hereby incorporated into this Work Letter by reference. 


I. BASIC TERMS


Date to Substantially Complete Work: One (1) year from the Lease Commencement Date 
under the Lease. 


Tenant Improvement Allowance:


Other Defined Terms: 


Landlord’s Work: 


“Plans,” “Space Plan,” “Construction Drawings,” 
“Planner,” “Landlord’s Planner,” and “Work” are 
defined in Section IX. 


To furnish and install (3) EV charging stations in close 
proximity to the Building within six (6) months of the 
Lease Commencement Date. 


II. Construction Representatives, Space Planner, Architect and Engineer


Landlord’s and Tenant’s construction representatives for coordination of planning, construction, 
approval or change orders, substantial and final completion, and other such matters (unless either 
party changes its representative upon written notice to the other), and the other parties involved in 
planning the Work, are:


Landlord’s Representative: Property Manager 
Address: c/o Aerial Center Realty Corp. 


3000 Aerial Center Parkway, Suite 102 
Morrisville, NC 27560


Telephone: 919-449-2082 


Tenant’s Representative: Mike Greene 
Address: 6330 Gulfton, Houston, TX 77081 
Telephone: (713) 806-0168 
Fax: (254) 518-1808 


Tenant Improvement Allowance:Tenant Improvement Allowance:
tion IV.


$$$333555...000000   pppeeerrr   rrreeennntttaaabbbllleee   sssqqquuuaaarrreee   fffoooooottt   ooofff   ttthhheee   PPPrrreeemmmiiissseeesss,,,   aaasss   
fffuuurrrttthhheeerrr   dddeeessscccrrriiibbbeeeddd   iiinnn   SSSeeecccttiioonn  IIVV.. 







Space Planner: An interior office space planner designated by Tenant (who may 
be the same as the Architect). 


Architect: A licensed architect designated by Tenant  (who may be the same 
as the Space Planner). 


Engineer: One or more licensed engineers designated by Landlord in 
writing.


III. Planning


a) Intentionally omitted.


b) Landlord’s Approval of Plans.  Landlord shall either approve any Plans or revisions
submitted pursuant to this Work Letter or disapprove the same with suggestions for making
the same acceptable within five (5) Business Days with respect to the Space Plan or
revisions thereto, and fifteen (15) Business Days with respect to Construction Drawings or
revisions thereto, after receiving either of the same (provided Landlord shall have
additional time as may be reasonably required in order to obtain any engineering or HVAC
report or due to other special or unusual features of the Work or Plans).  Landlord shall
have the right, at Landlord’s option, to have the Space Plan and/or Construction Drawings
reviewed by an architect or engineer designated by Landlord, and the fees of such architect
or engineer shall be paid from the Tenant Improvement Allowance.  Landlord shall not
unreasonably withhold approval if the Plans provide for a customary office layout, with
finishes and materials generally conforming to Building Standard Improvements (as
hereinafter defined), and if no modifications will be required for the Building electrical,
heating, air-conditioning, ventilation, plumbing, fire protection, life safety, or other
systems or equipment, and will not require any structural modifications to the Building,
whether required by heavy loads or otherwise.  Landlord may request that Tenant approve
Landlord’s suggested changes in writing (such approval not to be unreasonably withheld),


c) Government Approval of Plans.  Tenant shall, at Tenant’s expense but subject to payment
from the Tenant Improvement Allowance, apply for any normal building permits required
for the Work that are issued pursuant to a local building code as a ministerial matter.  If the
Plans must be revised in order to obtain such building permits, Tenant shall promptly
arrange for the Plans to be revised to satisfy the building permit requirements and shall
submit the revised Plans to Landlord for approval as a Change Order under clause (d)
below.  Landlord shall have no obligation to apply for any zoning, parking or sign code
amendments, approvals, permits or variances, or any other governmental approval, permit
or action (except normal building permits as described above).  If any such other matters
are required, Tenant shall promptly seek to satisfy such requirements or revise the Plans to
eliminate such requirements.  Delays in Substantial Completion of the Work as a result of
requirements for building permits or other governmental approvals, permits or actions shall
be a Construction Delay and shall affect the Lease Commencement Date to the extent
provided in Section V.


the same acceptable within five (5) Business Days with respect to the Space Plan orthe same acceptable within five (5) Business Days with respect to the Space Plan or
revisions thereto, and fifrevisions thereto, and fifteen (15) Business Days with respect to Construction Drawings orteen (15) Business Days with respect to Construction Drawings orrevisions thereto, and fif
revisions thereto, after receiving either of the same (provided Landlord shall haverevisions thereto, after receiving either of the same (provided Landlord shall have
additional time as may be reasonably required in order to obtain any engineering or HVACadditional time as may be reasonably required in order to obtain any engineering or HVAC







d) Changes After Plans Are Approved.  If Tenant shall desire any changes, alterations, or
additions to the Work after final Plans have been approved by Landlord ("Additional
Work"), Tenant shall submit a detailed written request or revised Plans (the “Change
Order”) to Landlord for approval.  If reasonable and practicable and generally consistent
with the Plans theretofore approved, Landlord shall not unreasonably withhold approval
within ten (10) Business Days, but all costs in connection therewith, including, without
limitation, construction costs, permit fees, and any additional plans, drawings and
engineering reports or other studies or tests, or revisions of such existing items, shall be a
Tenant’s Cost (hereafter defined) under Section IV.  Subject to Section IV, Tenant shall
bear the cost of any changes or corrections for errors or omissions made by any space
planner, architect, engineer or contractor recommended or engaged by Tenant.  If Landlord
approves any Change Order, Landlord shall advise Tenant of the estimated delay such
Change Order will cause.


IV. Contractor


a) Construction and installation of the Work shall be performed by a reputable general
contractor that is licensed in the State of North Carolina and is reasonably approved by
Landlord, which approval shall not be unreasonably withheld, conditioned or delayed. The
general contractor chosen by Tenant to complete the Work is referred to herein as “Tenant’s
General Contractor.” Notwithstanding the foregoing, Tenant may be required, upon
Landlord’s election, to use Landlord’s contractor(s) for any of the Work that affects the
structural portions of the Building, impacts or causes alterations to the mechanical systems
serving the Building, or requires any penetration of the roof of the Building.  The following
terms and provisions shall apply with regard to Tenant’s General Contractor and the
qualifications of Tenant’s General Contractor:


(1) The terms of any agreement to install the Work shall be governed by a separate 
construction contract signed by Tenant and Tenant’s General Contractor, and the 
construction contract shall be prepared using the applicable AIA contract form for 
such projects.  A true and complete copy of such construction contract (and all 
subsequent amendments thereto) shall be delivered by Tenant to Landlord promptly 
after the execution thereof. 


(2) Tenant shall not commence (or cause or permit to be commenced) the construction 
of the Work until all aspects of the Plans have been approved in writing by 
Landlord, until Tenant has obtained Landlord’s written consent to commence 
construction of the Work and until Tenant’s General Contractor has delivered to 
Landlord original certificates (in form and amounts reasonably satisfactory to 
Landlord) of the general contractor’s “builder’s risk” and general liability insurance 
policies with minimum limited of coverage equal to $3,000,000.00 naming 
Landlord and Tenant as additional insureds.  Such insurance policies must be issued 
by and binding upon an insurance company approved by Landlord; and such 
certificates of insurance must state that the issuing insurance company will not 
cancel the coverage, fail to renew the coverage or change the coverage in a manner 
that would cause Tenant to no longer be in compliance with Tenant’s insurance 
obligations under this Lease without first giving at least thirty (30) days prior 


Construction and installation of the Work shall be performed by a reputable general Construction and installation of the Work shall be performed by a reputable general 
contractor that is licensed in the State of North Carolina and is reasonably approved bycontractor that is licensed in the State of North Carolina and is reasonably approved by
Landlord, which approval shall not be unreasonably withheld, conditioned or delayedLandlord, which approval shall not be unreasonably withheld, conditioned or delayed. The. The
general contractor chosen by Tenant to complete the Work is referred to herein as “Tenant’sgeneral contractor chosen by Tenant to complete the Work is referred to herein as “Tenant’s







written notice to Landlord.  Further, Tenant shall cause such builder’s risk and 
general liability insurance coverage naming Tenant’s General Contractor as the 
insured and naming Tenant and Landlord as additional insureds to be maintained 
in full force and effect during the entire period the Work is being performed. 
Additionally, Tenant shall cause Tenant’s General Contractor to maintain workers’ 
compensation insurance and all other insurance coverages (if any) that are required 
by applicable law and shall, if requested by Landlord, promptly provide to Landlord 
reasonable documentary evidence of such additional insurance coverage(s). 


b) With regard to the activities of Tenant’s General Contractor and Tenant’s subcontractors
in the Building and the Premises, the following terms and provisions shall apply:


(1) Tenant’s General Contractor shall have a designated construction superintendent 
responsible for consistently monitoring all construction activities are taking place 
at the Premises, and Tenant shall cause Tenant’s General Contractor and Tenant’s 
subcontractors to conduct their activities in the Building and the Premises in such 
a manner as not to impede or delay the completion of improvements in any other 
portions of the Building, including in other tenant space, and in such a manner as 
not to interfere with the business activities of other tenants in the Building. 


(2) Tenant and Tenant’s General Contractor shall be responsible for the repair, 
replacement and clean-up of any damage caused to the Building by Tenant’s 
General Contractor and Tenant’s subcontractors. 


(3) Tenant shall cause Tenant’s General Contractor to coordinate the delivery of all 
materials and supplies to the Building and the Premises with Landlord’s Building 
manager or general contractor.  Furthermore, Tenant shall cause Tenant’s General 
Contractor to store all materials and supplies and to contain all construction 
operations within the Premises and such other areas (if any) as Landlord may 
specifically permit from time to time.


(4) Tenant shall cause Tenant’s General Contractor to promptly remove all trash, 
construction debris and surplus construction materials from the Premises and to 
properly dispose of such trash, construction debris and surplus construction 
materials at a location reasonably acceptable to Landlord and in compliance with 
all applicable statutes, laws, ordinances and codes. 


V. Cost of Plans and Work; Tenant’s Cost


a) Cost of Plans and Work.  Tenant shall bear the Cost of Plans and Work, subject to and to
be reimbursed up to the amount of the Tenant Improvement Allowance set forth in Section
I.  In addition to the Tenant Improvement Allowance, Landlord shall provide, at Landlord’s
cost and expense, a test-fit preparation allowance, up to $0.15 per rentable square foot of
the Premises (the “Test Fit Allowance”), and any costs and expenses for planning and test-
fit preparation, for the Premises above the Test-Fit Allowance shall be paid or reimbursed
by Tenant.  The “Cost of Plans and Work” hereunder includes, without limitation, all costs
for or relating to:  (i) the Plans, including Change Orders and all revisions thereto, and
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related engineering reports, or other studies, reports or tests, and (ii) the Work, including 
costs of labor, hardware, equipment and materials, contractors’ charges for overhead and 
fees, and so-called “general conditions” (including rubbish removal, utilities, hoisting, field 
supervisions, building permits, inspection fees, utility connections, bonds, insurance, sales 
taxes, and the like), and any air balancing or other such work in connection therewith, and 
the Construction Supervision Fee.  Landlord or its agent shall supervise the Work and other 
improvements to the Premises, and Tenant shall pay to Landlord a “Construction 
Supervision Fee” equal to two percent (2%) of the total Cost of Plans and Work, which 
shall be included in the total Cost of Plans and Work.  


b) Tenant Improvement Allowance.  Provided that Tenant is not in default of this Lease,
Landlord shall pay the Tenant Improvement Allowance to Tenant within thirty (30) days
after the required documentation is received, in three (3) tranches


(1) The first (1st) tranche (the “First Tranche”) for thirty-three percent (33%) of the 
Tenant Improvement Allowance upon completion of thirty-three percent (33%) of 
the Work, to be certified by Tenant’s contractor;  


(2) The second (2nd) tranche (the “Second Tranche”) for an additional thirty-three 
percent (33%) of the Tenant Improvement Allowance upon completion of sixty-six 
percent (66%) of the Work, to be certified by Tenant’s contractor;  


(3) The final tranche (the “Final Tranche”) for the remaining thirty-three percent (33%) 
of the Tenant Improvement Allowance upon completion of all Tenant’s Work and 
Tenant has obtained the certificate of occupancy and all necessary permits and 
authorizations to operate in the Premises.  


For the First Tranche and Second Tranche, Tenant shall submit the following to Landlord 
upon completion of the percentage of the Work provided for in said tranche: partial lien 
waivers from Tenant’s general contractor, a copy of the itemized bill or final pay 
application from Tenant's general contractor for the completed work, copies of paid 
invoices, and receipts of payment to third parties for the construction, and a W-9 tax form. 
For the Final Tranche, Tenant shall submit the following to Landlord upon completion of 
the Work: 


(1) A final Certificate of Occupancy and any other approvals required by local 
government agencies (e.g. the fire department) to operate Tenant’s business, and 
final as-built plans for the Work; 


(2) Tenant’s notarized affidavit that all Work, labor and materials have been paid for, 
and delivering to Landlord final notarized lien waivers, as well as paid invoices or 
statements, from (i) all contractors and subcontractors who performed work at the 
Premises; and (ii) all materialmen and suppliers who provided materials and/or 
equipment used in connection with the Work at the Premises; 


(3) A copy of the building permit and Certificate of Occupancy for the Premises;
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(4) A copy of the itemized bill or final pay application from Tenant's general contractor 
for the completed work, and  


(5) A copy of the Tenant's As-Built Plans. 


If Landlord defaults in its obligation to disburse the Tenant Improvement Allowance to 
Tenant as required under this Lease and such default continues for thirty (30) days after 
Tenant provides Landlord with written notice of such default, then Tenant may offset Rent 
as it comes due in an amount up to (and not to exceed) the amount of the Tenant 
Improvement Allowance that Landlord failed to disburse to Tenant as required under this 
Lease.   


In the event that the Cost of Plans and Work exceeds the Tenant Improvement Allowance, 
such excess amount shall be borne solely by Tenant.  In the event that the total and final 
Cost of Plans and Work to the Premises is less than the Tenant Improvement Allowance, 
then in such event Tenant will be allowed to use the remainder of the Tenant Improvement 
Allowance (i) as a reimbursement for Tenant’s costs and expenses associated with any 
furniture, fixtures, and equipment that purchased specifically for use in the Premises, up to 
a maximum of $10.00 per rentable square foot, and expenses for moving Tenant’s property 
to the Premises (collectively, “Moving and FF&E Expenses”); provided, however, that 
Landlord shall disburse any portion of the Tenant Improvement Allowance to Tenant for 
Moving and FF&E Expenses within thirty (30) days after satisfaction of the conditions of 
this Exhibit D and the receipt of an invoice and other reasonably requested documentation 
from Tenant and/or Tenant’s vendors, and/or (ii) upon written notice to Landlord as a credit 
against the immediately subsequent Base Rent payments due to Landlord. The Tenant 
Improvement Allowance must be used within twelve (12) months following the Rent 
Commencement Date, including any requests for unused portions of the Tenant 
Improvement Allowance for Moving and FF&E Expenses and/or credits against Base Rent, 
or shall be deemed forfeited with no further obligation by Landlord with respect thereto.


Landlord and Tenant acknowledge and agree that any and all Work made by Tenant to or 
upon the Premises which are funded by the Tenant Improvement Allowance, or the costs 
of which are reimbursed to Tenant by the Tenant Improvement Allowance, are and shall at 
all times remain the property of Landlord.  Furthermore, in the event Tenant is in default, 
beyond applicable notice and cure periods, at the time Tenant is entitled to receive the 
Tenant Improvement Allowance, or in the event any of Tenant’s contractors, materialmen 
or suppliers have not been timely paid by Tenant, then Landlord shall have the right, in 
addition to all other rights and remedies available to Landlord, to apply all or any portion 
of the Tenant Improvement Allowance to cure Tenant’s default and to reimburse Landlord 
for any costs incurred by Landlord in curing such default, or pay such contractors, 
materialmen or suppliers directly from the Tenant Improvement Allowance, whichever the 
case may be, with any remaining balance paid to Tenant if Tenant does not default under 
any of its obligations under the Lease for the three (3) month period after Landlord’s 
application of any portion of the Tenant Improvement Allowance.
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VI. Construction


a) Tenant to Perform Work.  Tenant shall be responsible for performing and completing any
and all Work to the Premises as may be necessary for Tenant’s use and occupancy thereof,
all in accordance with and pursuant to the mutually agreed upon Plans, the building
standard specifications, and the terms and provisions of the Lease.  All of the Work to be
performed by Tenant shall be performed in a good, workman-like manner, and in
compliance with all applicable governmental rules, codes, orders, licenses, zoning, safety
and building requirements.  Tenant is responsible for and shall obtain all necessary
municipal and building permits for the Work and the Premises and shall obtain a certificate
of occupancy, if necessary, prior to occupying the Premises.  Prior to commencement of
any Work upon the Premises by Tenant, Tenant shall deliver to Landlord evidence
satisfactory to Landlord that Tenant has obtained the insurance required to be maintained
by Tenant pursuant to the Lease.  Landlord shall have the right to inspect the Work and the
completed Premises.  Tenant shall repair or correct any defective work or materials
installed by Tenant or any person, firm or corporation employed or retained by Tenant, or
any work or materials that prove defective as a result of any act or omission of Tenant or
any of its employees, agents, invitees, licensees, subtenants, customers, clients, or guests.


b) Substantial Completion.  “Substantial Completion” or “Substantially Complete” shall be
deemed to have occurred when (i) Tenant has caused all of the Work to be sufficiently
completed so that Tenant can reasonably occupy the Premises for its permitted use under
the Lease or complete any improvements or changes to the Premises to be made by Tenant
hereunder, and (ii) a temporary or final certificate of occupancy (based on completion of
the Work) for the Premises has been issued.


c) Construction Delays.  For purposes hereof, the term “Construction Delays” shall mean
delays in Substantial Completion of the Work due to casualty damage, acts of God, strikes,
shortages of labor or materials, or any other reason beyond Landlord’s control, or any other
force majeure event; and the term “Tenant Construction Delays” shall mean delays in
Substantial Completion of the Work due to: (i)  Planning Delays as described above (except
for Landlord Planning Delays), (ii) Tenant’s requests for Change Orders under Section III,
(iii) Tenant’s failure to furnish an amount equal to Landlord’s reasonable estimate of
Tenant’s Cost (if any) within the time required under Section IV, (iv) any upgrades, special
work or other non-building standard items, or items not customarily provided by Landlord
to office tenants, to the extent that the same involve longer lead times, installation times,
delays or difficulties in obtaining building permits, requirements for any governmental
approval, permit or action beyond the issuance of normal building permits (as described in
Section III), (v) the performance by Tenant or Tenant’s Contractors (as hereinafter defined)
of any work at or about the Premises or the Building which actually causes a delay in
Substantial Completion, (vi) any act or omission of Tenant or Tenant’s Contractors, any
breach by the Tenant of any provisions contained in this Work Letter or in the Lease, or
any failure of Tenant to cooperate with Landlord or otherwise act with diligence and in
good faith in order to cause the Work to be designed and performed in a timely manner
which actually causes a delay in Substantial Completion.  Notwithstanding the foregoing,
Landlord shall provide Tenant with written notice of any Tenant Construction Delay within


installed by Tenant or any person, firm or corporation employed or retained by Tenant, orinstalled by Tenant or any person, firm or corporation employed or retained by Tenant, or
any work or materials that prove defective as a result of anany work or materials that prove defective as a result of any act or omission of Tenant ory act or omission of Tenant or
any of its employees, agents, invitees, licensees, subtenants, customers, clients, or guests.any of its employees, agents, invitees, licensees, subtenants, customers, clients, or guests.


Substantial CompletionSubstantial Completion.  “Substantial Completion” or “Substantially Complete” shall be.  “Substantial Completion” or “Substantially Complete” shall be







two (2) Business Days of the same occurring along with instructions on how Tenant can 
resolve any such Tenant Construction Delay.   


d) Landlord’s Role.  The parties acknowledge that neither Landlord nor its managing agent is
an architect or engineer, and that the Work will be designed and performed by independent
architects, engineers and contractors.  Landlord and its managing agent shall have no
responsibility for construction means, methods or techniques or safety precautions in
connection with the Work.  Landlord’s approval of the Plans shall not be deemed a
warranty as to the adequacy or legality of the design, and Landlord does not guarantee that
the Work will be free from errors, omissions or defects.  Tenant, in reviewing the Plans
and Work, shall have the opportunity to check for any errors, omissions or defects.
Notwithstanding the foregoing, Tenant shall cause its general contractor to provide a one
year warranty on all work and materials transferrable to Tenant.


VII. Taxes


Tenant shall pay, prior to delinquency, all taxes, charges or other governmental impositions
assessed against or levied upon all fixtures, furnishings, personal property, modular
furniture, and systems and equipment located in or exclusively serving the Premises.
Whenever possible, Tenant shall cause all such items for which Tenant is responsible
hereunder to be assessed and billed separately from the property of Landlord.  In the event
any such items shall be assessed and billed with the property of Landlord, Tenant shall pay
its share of such taxes, charges or other governmental impositions to Landlord within
fifteen (15) days after Landlord delivers a statement and a copy of the assessment or other
documentation showing the amount of such impositions allocable to Tenant.


VIII. Definitions


The following terms herein shall have the following meanings:


a) “Business Days” means any day other than a Saturday, Sunday or legal holiday in Wake
County, North Carolina.


b) “Construction Drawings” means, to the extent reasonably required by the nature of the
Work, fully dimensional architectural construction drawings and specifications, and any
required engineering drawings (including mechanical, electrical, plumbing, air-
conditioning, ventilation and heating), and shall include any applicable items described
above for the Space Plan, and to the extent applicable: (i) electrical outlet locations, circuits
and anticipated usage therefor, (ii) reflected ceiling plan, including lighting, switching, and
any special ceiling specifications, (iii) duct locations for heating, ventilation and air-
conditioning equipment, (iv) details of all millwork, (v) dimensions of all equipment and
cabinets to be built in, (vi) furniture plan showing details of space occupancy, (vii) keying
schedule, (viii) lighting arrangement, (ix) location of print machines, equipment in lunch
rooms, concentrated file and library loadings and any other equipment or systems (with
brand names wherever possible) which require special consideration relative to air-
conditioning, ventilation, electrical, plumbing, structural, fire protection, life-fire-safety
system, or mechanical systems, (x) special heating, ventilating and air conditioning


Tenant shall pay, prior to delinquency, all taxes, charges or other governmental impositionsTenant shall pay, prior to delinquency, all taxes, charges or other governmental impositions
assessed against or levied upon all fixtures, furnishings, personal property, modularassessed against or levied upon all fixtures, furnishings, personal property, modular
furniture, and systems and equipment located in or exclusively serving the Prfurniture, and systems and equipment located in or exclusively serving the Premises.emises.
Whenever possible, Tenant shall cause all such items for which Tenant is responsibleWhenever possible, Tenant shall cause all such items for which Tenant is responsible







equipment and requirements, (xi) weight and location of heavy equipment, and anticipated 
loads for special usage rooms, (xii) demolition plan, (xiii) partition construction plan, (xiv) 
all governmental requirements, (xv) final finish selections, and (xvi) any other details or 
features reasonably requested by Architect, Engineer or Landlord in order for the 
Construction Drawings to serve as a basis for contracting the Work. 


c) “Planner” means the Space Planner, Architect and/or Engineer, as the context implies.


d) “Plans” means the “Space Plan” and/or “Construction Drawings” as the context implies.
Upon Landlord’s approval of any Construction Drawings, the term “Plans” shall refer to
such Construction Drawings, which shall supersede the Space Plan.  The Plans shall be
signed or initialed by Tenant, if required hereunder or if otherwise requested by Landlord.


e) “Space Plan” means, to the extent reasonably required by the nature of the Work, a detailed
floor plan (including any so-called “Pricing Plan”), drawn to scale, showing: (i) demising
walls, interior walls and other partitions, type of wall or partition and height, and any
demolition or relocation of walls, (ii) doors and other openings in such walls or partitions,
including type of door and hardware, (iii) any floor or ceiling openings, and any variations
to building standard floor or ceiling heights, (iv) electrical outlets, and any restrooms,
kitchens, computer rooms, file cabinets, file rooms and other special purpose rooms, and
any sinks or other plumbing facilities, or other special electrical, HVAC, plumbing or other
facilities or equipment, including all special loading, (v) location and dimensions of
communications equipment room, and electrical and HVAC requirements therefor, (vi)
special cabinet work or other millwork items, (vii) finish selections, and (viii) any other
details or features reasonably requested by Architect, Engineer or Landlord in order for the
Space Plan to serve as a basis for preparing Construction Drawings.


f) “Landlord’s Planner” means any Planner regularly used by Landlord, and with whom
Landlord has a written contractual arrangement for services at the Property, including a
contractual arrangement for preparation of the Space Plan and/or Construction Drawings,
as the case may be.


g) “LEED Commercial Interiors Credits” means: indoor water-use reduction, minimum
energy performance; fundamental refrigerant management, optimize energy performance,
advanced energy metering, renewable energy production, enhanced refrigerant
management, minimum indoor air quality performance, construction indoor air quality
management plan, indoor air quality assessment, enhanced indoor air quality strategies,
interior lighting, thermal comfort, daylight, quality views, environmental tobacco smoke
control, low-emitting interiors, acoustic performance, storage and collection of recyclables.


h) “Work” means:  (i) the improvements and items of work in the Premises shown on the final
approved Plans (including changes thereto), and (ii) any demolition, preparation or other
work required in connection therewith, including without limitation, structural or
mechanical work, additional HVAC equipment or sprinkler heads, or modifications to any
building mechanical, electrical, plumbing or other systems and equipment or relocation of
any existing sprinkler heads, either within or outside the Premises required as a result of
the layout, design, or construction of the Work or in order to extend any mechanical


demolition or relocation of walls, (ii) doors and other openings in such walls or partitions,demolition or relocation of walls, (ii) doors and other openings in such walls or partitions,
including type of door and harincluding type of door and hardware, (iii) any floor or ceiling openings, and any variationsdware, (iii) any floor or ceiling openings, and any variations
to building standard floor or ceiling heights, (iv) to building standard floor or ceiling heights, (iv) electrical outlets, and any restrooms,electrical outlets, and any restrooms,
kitchens, computer rooms, file cabinets, file rooms and other special purpose rooms, andkitchens, computer rooms, file cabinets, file rooms and other special purpose rooms, and







distribution, fire protection or other systems from existing points of distribution or 
connection, or in order to obtain building permits for the work to be performed within the 
Premises (unless Landlord requires that the Plans be revised to eliminate the necessity for 
such work).  Notwithstanding the foregoing to the contrary:  (1) Landlord reserves the right 
to install building standard blinds or other window coverings (to the extent not already in 
the Premises), as part of the Work, whether or not shown on the Plans, (2) Landlord 
reserves the right to substitute comparable or better materials and items for those shown in 
the Plans, so long as they do not materially and adversely affect the appearance of the 
Premises, and (3) any personal property, trade fixtures or business equipment, including, 
but not limited to, modular or other furniture, and cabling for communications or computer 
systems, whether or not shown on the Plans, shall be provided by Tenant, at Tenant’s sole 
cost.


IX. Miscellaneous


General Matters.  This Work Letter is intended to supplement and be subject to the
provisions of the Lease.  This Work Letter shall not apply to any additional space added to
the Premises at any time, whether by any options or rights under the Lease or otherwise,
or to any portion of the Premises in the event of a renewal or extension of the Term of the
Lease, whether by any options or rights under the Lease or otherwise, unless expressly so
provided in the Lease or any amendment or supplement thereto.


provisions of the Lease.  This Work Letter shall not apply to any additional space added toprovisions of the Lease.  This Work Letter shall not apply to any additional space added to
the Premises at any time, whether by any options or rights under the Lease or otherwise,the Premises at any time, whether by any options or rights under the Lease or otherwise,
or to any portion of the Premises in the event of a renewal or extension of the Term of theny portion of the Premises in the event of a renewal or extension of the Term of the
Lease, whether by any options or rights under the Lease or otherwise, unless expressly soLease, whether by any options or rights under the Lease or otherwise, unless expressly so
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EXHIBIT E


Rules and Regulations


1. Landlord may from time to time in its reasonable judgment adopt appropriate
systems and procedures for the security or safety of the Building, any persons occupying, using, 
or entering the same, or any equipment, furnishings, or contents thereof, and Tenant shall comply 
with Landlord’s reasonable requirements relative thereto. 


2. Only persons approved from time to time by Landlord may prepare, solicit orders
for, sell, serve, or distribute foods or beverages in the Building, or use the Common Areas for any 
such purpose.  Except with Landlord’s prior written consent and in accordance with arrangements 
approved by Landlord, Tenant shall not permit on the Premises the use of equipment for dispensing 
food or beverages or for the preparation, solicitation of orders for, sale, serving, or distribution of 
food or beverages.  Notwithstanding anything to the contrary in this paragraph, Tenant shall be 
entitled to provide kitchen facilities and vending machines and other types of incidental and non-
commercial distribution of food.


3.


4. No additional locks or similar devices shall be placed upon doors of the Premises
and no locks shall be changed except with written consent of Landlord.  Upon termination of 
Lease, Tenant shall surrender to Landlord all keys to the Premises.  Such consent of Landlord shall 
not be unreasonably withheld. 


5. Tenant shall be permitted to move furniture and office furnishings into or out of the
Building at their own risk only at such times and in such a manner designated by Landlord so as 
to cause the least inconvenience of other Tenants.  Any damage caused to the Premises or Building 
shall be repaired at the expense of Tenant. 


6. Provided Landlord is required to furnish janitorial services no person shall be
employed by Tenant to do janitorial work in the Premises, and no persons other than the janitors 
for the Building shall clean the Premises, unless Landlord shall first give its written consent.  Any 
person employed by Tenant with Landlord’s consent to do janitorial work shall, while in the 
Premises and Building, be subject to and under the control and direction of Landlord, but shall not 
be considered the agent or servant of Landlord. 


7. Window coverings other than building standard, either inside or outside the
windows, may not be installed without Landlord’s prior written consent and must be furnished, 
installed and maintained at the expense of Tenant and at Tenant’s risk, and must be of such shape, 
color, material, quality and design as may be prescribed by Landlord. 


8. If Tenant desires additional telegraphic or telephonic connections, or the
installation of any other electrical wiring, Landlord will, upon receiving a written request from 


entitled to provide kitchen facilities and vending machines and other types of incidental and nonentitled to provide kitchen facilities and vending machines and other types of incidental and non
commercial distribution of food.commercial distribution of food.


business mbusiness mbusiness maaaccchhhiiinnneeesss   (((iiinnncccllluuudddiiinnnggg,,,   wwwiiittthhhooouuuttt   llliiimmmiiitttaaatttiiiooonnn,,,   ssstttaaannndddaaarrrddd   cccooommmpppuuuttteeerrrsss,,,   ssseeerrrvvveeerrrsss,,,   ppprrriiinnnttteeerrrsss,,,   fffaaaxxx 
machines, cabling and equipment associated therewith, and kitchen appliances) without specific 
written approval of Landlord. 


TTTeeennnaaannnttt   ssshhhaaallllll   nnnooottt   iiinnnssstttaaallllll   ooorrr   ooopppeeerrraaattteee   aaannnyyy   mmmaaaccchhhiiinnneeerrryyy   ooorrr   aaappppppaaarrraaatttuuusss   ooottthhheeerrr   ttthhhaaannn   uuusssuuuaaalll   sssmmmaaallllll  
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Tenant and at Tenant’s expense, direct the electricians as to where and how the wires are to be 
introduced and run, and without such direction no boring, cutting or installation of wires will be 
permitted. 


9. The sidewalks, entrances, passages, courts, corridors, vestibules, halls, stairways
and elevators in or about the Premises and Building shall not be obstructed or used for storage or 
for any purpose other than ingress and egress by Tenant.


10. Tenant shall not create or maintain a nuisance in the Premises nor make or permit
any noise or odor or use or operate any electrical or electronic devices that emit loud sounds, air 
waves (excluding WiFi or similar signals), or odors, that are objectionable to other tenants of this 
Building or any adjoining building or premises; nor shall the Premises be used for lodging or 
sleeping nor any immoral or illegal purpose that will violate any law, damage the Premises, or 
injure the reputation of the Building or Property. 


11. Landlord reserves the right at all times to exclude newsboys, loiterers, vendors,


12. No animals, except those defined as service animals, pets, skateboards or other
vehicles shall be brought or permitted to be in the Premises or Building, other than fish in a fish 
tank, the size of which shall be subject to Landlord’s reasonable approval, and bicycles which may 
be transported to, via the freight elevator, and kept in, the Premises. 


13. Tenant shall not make any room-to-room canvass to solicit business from other
Tenants of the Building or Property. 


14. Tenant shall cooperate fully with Landlord to assure the most effective and efficient
operation of the Building and the use of utilities.  Tenant shall not adjust any common controls 
other than room thermostats installed for specific use.  Tenant shall not tie, wedge, or otherwise 
fasten open any water faucet or outlet.  Tenant shall keep all common corridor doors closed. Tenant 
shall not permit space heaters or other energy-intensive equipment unnecessary to conduct tenant’s 
business without written approval by Landlord. Any space conditioning equipment that is placed 
in the  Premises for the purpose of increasing comfort to tenants shall be operated on sensors or 
timers that limit operation of equipment to hours of occupancy in the areas immediately adjacent 
to the occupying personnel. 


15. Except to the extent Landlord otherwise provides security for the Building, Tenant
assumes full responsibility for protecting the Premises from theft, robbery, pilferage and other 
crimes.  Except during Tenant’s normal business hours, Tenant shall not prop open any common 
doors to the Building, and shall be liable for any loss caused by negligence thereto. 


16. Tenant shall not overload any floor and shall not install any heavy objects, safes,
business machines, files or other equipment without having received Landlord’s prior written 
consent as to size, maximum weight, routing and location thereof.  Safes, furniture, equipment, 
machines and other large or bulky, articles shall be brought through the Building and into and out 


solicitors asolicitors a
registration,registration,
of the Builof the Buildi
but shall nobut shall no s.
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of the Premises at such times and in such manner as Landlord shall direct and at Tenant’s sole risk 
and responsibility. 


17. Tenant shall not use more electrical current from individual or collective circuits as
is designated by the amperage rating of said circuits at the circuit breaker panels for Tenant’s suite. 
Should Tenant exceed the safe capacity as designed and as stated on the circuit breakers for said 
circuits then Tenant shall bear the entire expense of modifications to adjust or increase the 
amperage for Tenant’s safe and proper electrical consumption.  Landlord’s consent to such 
modifications to the electrical system shall not relieve Tenant from the obligation not to use more 
electricity than such safe capacity. 


18. Tenant, its employees, its invitees and guests shall not smoke in the Premises,
Building or any indoor common areas.  Smoking is allowed in designated smoking areas only. 


19. Tenant shall be responsible for any damage including stoppage caused by failure to
use the apparatus as instructed or for the purpose constructed done to any common area including 
but not limited to restrooms, elevators, stairways, hallways, lobby, sidewalks, parking lots, 
landscape areas caused by Tenant, its licensees, guests, agents, contractors or invitees negligence 
or misuse. 


20. Tenant acknowledges that it is Landlord’s intention that the Property be operated
in a manner which is consistent with LEED-EB: O&M sustainability practices. Tenant is required 
to comply with these practices within its Premises.


21. Landlord reserves the right to establish reasonable rules and regulations which shall
govern the access, activity, conduct and set specific rules and regulations with respect to 
contractors, subcontractors, agents or consultant which perform activities in the Building, Premises 
and or Property. 


22. Landlord reserves the right to make such further reasonable rules and regulations
as in its judgment may from time to time be necessary for the safety, care and cleanliness of the 
Premises and the preservation of good order therein.  Any additional rules and regulations 
promulgated by Landlord shall be binding upon the parties hereto with the same force and effect 
as if they had been inserted herein at the time of execution hereof, provided such additional rules 
and regulations do not materially increase any economic burden of Tenant under the Lease nor 
materially alter any non-monetary obligation of Tenant.  Tenant shall be responsible for the 
observance of all of the foregoing rules and regulations by Tenant’s employees, agents, clients, 
customers, invitees and guests.  Landlord shall not be responsible for any violation of the foregoing 
rules and regulations by other tenants of the Building, but Landlord shall use commercially 
reasonable efforts to uniformly enforce the rules and Landlord shall not discriminatorily enforce 
the rules against Tenant. 


23. Tenant shall not conduct or permit any auctions or sales at the Premises or Property.


24. In these Rules and Regulations, “Tenant” includes the employees, agents, invitees,
and licensees of Tenant and others permitted by Tenant to use or occupy the Premises.


but not limited to restrooms, elevators, stairways, hallways, lobby, sidbut not limited to restrooms, elevators, stairways, hallways, lobby, sidewalks, parking lots, ewalks, parking lots,
landscape areas caused by Tenant, its licensees, guests, agents, contractors or invitees negligence landscape areas caused by Tenant, its licensees, guests, agents, contractors or invitees negligence 
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25. In the case of any conflict between the provisions of the Lease and these Rules and
Regulations, the provisions of the Lease shall control. 
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EXHIBIT F 


Landlord’s Services 


CLEANING


A. Office Area


Daily: (Monday through Friday, inclusive, Holidays excepted)
Empty and clean all waste receptacles and remove waste material from the 
Premises, wash receptacles as necessary. 
Sweep and dust, mop all uncarpeted areas using a dust-treated mop. 
Vacuum all rugs and carpeted areas. 
Hand dust and wipe with treated cloths all horizontal surfaces including furniture, 
office equipment, windowsills, door ledges, chair rails, and convector tops, within 
normal reach. 
Wash clean all water fountains 
Remove and dust under all desk equipment and telephones and replace same. 
Wipe clean all brass and other bright work. 
Hand dust all grillwork within normal reach. 
Upon completion of cleaning, all lights will be turned off and doors locked, leaving 
the Premises in an orderly condition. 


Weekly: 


Dust coat racks, and the like. 
Remove all finger marks from private entrance doors, light switches and doorways. 


Quarterly: 


Render high dusting not reached in daily cleaning to include: 
Dusting all pictures, frames, charts, graphs, and similar wall hangings. 
Dusting all vertical surfaces, such as walls, partitions, doors, and ducts. 
Dusting of all pipes, ducts and high moldings. 
Dusting of all Venetian blinds. 


B. Lavatories (including any located within the Premises) 


Daily: (Monday through Friday, inclusive, Holidays excepted).
Sweep and damp mop floors. 
Clean all mirrors, powder shelves, dispensers and receptacles, bright work, 
flushometers, piping, and toilet seat hinges. 
Wash both sides of all toilet seats. 
Wash all basins, bowls and urinals. 
Dust and clean all powder room fixtures. 


office equipment, windowsills, door ledges, chair rails, and convector tops, withinoffice equipment, windowsills, door ledges, chair rails, and convector tops, within
normal reach.normal reach.
Wash clean all water fountainsWash clean all water fountains
Remove and dust under all desk equipment and telephones and replace same.Remove and dust under all desk equipment and telephones and replace same.
Wipe clean all brass and other bright work.Wipe clean all brass and other bright work.







Empty and clean paper towel and sanitary disposal receptacles.
Remove waste paper and refuse.
Refill tissue holders, soap dispensers, towel dispensers, vending sanitary 
dispensers; materials to be furnished by Landlord. 
A sanitizing solution will be used in all lavatory cleaning.


Monthly: 


Machine scrub lavatory floors. 
Wash all partitions and tile walls in lavatories.


C. Main Lobby.  Elevators.  Building Exterior and Corridors: 


Daily: (Monday through Friday, inclusive, Holidays excepted)
Sweep and wash all floors.
Wash all rubber mats. 
Clean elevators, wash or vacuum floors, wipe down walls and doors. 
Spot clean any metal work inside lobby.
Spot clean any metal work surrounding Building Entrance doors. 


Monthly: 


All resilient tile floors in public areas to be treated equivalent to spray buffing.


D. Window Cleaning: 


Window of exterior walls will be washed on the inside and the outside twice per 
year. 


E. Tenant requiring services in excess of those described above shall request same through 
Landlord, at Tenant’s expense. 


Clean elevators, wash or vacuum floors, wipe down walls and doors.Clean elevators, wash or vacuum floors, wipe down walls and doors.
Spot clean any metal work inside lobby.Spot clean any metal work inside lobby.
Spot clean any metal work surrounding Building Entrance doors.Spot clean any metal work surrounding Building Entrance doors.
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EXHIBIT G 


Commencement Certificate 


COMMENCEMENT AND EXPIRATION DATE CERTIFICATE 


LANDLORD: Aerial Center Realty Corp., a North Carolina corporation 


TENANT: GC Services Limited Partnership, a Delaware limited 
partnership


LEASE DATE: ___________, 20___


PREMISES: Suite _________


1. The Lease Commencement Date of the Lease is hereby established as
_______________________________.


2. The Rent Commencement Date of the Lease is hereby established as
_______________________________.


3. The Expiration Date of the Lease is hereby established as ___________________.


4. For purposes of calculating Base Rent, Tenant's Proportionate Share of Increased
Operating Costs, and any other amounts that are to be calculated under the Lease with reference 
to the rentable square footage of the Premises, and for all other purposes under the Lease, the 
rentable square footage of the Premises is 22,500 square feet.


[Signatures on the Following Page]


PREMISES:PREMISES: Suite _________Suite _________


The Lease Commencement Date of the Lease is hereby established asThe Lease Commencement Date of the Lease is hereby established as







WITNESSES: LANDLORD:


Aerial Center Realty Corp., 
a North Carolina corporation 


By: [FORM]


Name: 


Title: 


TENANT: 


GC Services Limited Partnership 
a Delaware limited partnership 
d/b/a InteLogix 


By: ORG GC GP Buyer, LLC 
a Delaware limited liability company 
its general partner 


By: [FORM]


Name: 


Title: 


a a Delaware limited partnershipDelaware limited partnership
d/b/a InteLogixd/b/a InteLogix


By: ORG GC ORG GC GP GP BuyerBuyer LLCLLC







EXHIBIT H 


Memorandum of Lease 


PREPARED BY AND 
AFTER RECORDING RETURN TO: 


Longleaf Law Partners (TCY) 
4509 Creedmoor Road  
Suite 302  
Raleigh, North Carolina 27612 


MEMORANDUM OF LEASE 


This Memorandum of Lease (this “Memorandum”) is made as of this _____ day of May, 
2024, between AERIAL CENTER REALTY CORP., a North Carolina corporation 
(“Landlord”), and GC SERVICES LIMITED PARTNERSHIP, a Delaware limited 
partnership, d/b/a InteLogix (“Tenant”). 


W I T N E S S E T H: 


Landlord and Tenant have entered into that Office Lease (the “Lease”), dated as of May 
___, 2024, whereby Landlord has leased to Tenant, upon the terms and conditions set forth in the 
Lease, all of which provisions are specifically made a part hereof as if fully set forth herein, that 
certain premises containing approximately 22,500 rentable square feet in Suite 200 (the 
“Premises”), of that certain office building located at 2501 Aerial Center Parkway, Morrisville, 
Wake County, North Carolina (the “Building”), and more specifically described in Exhibit A,
attached hereto and incorporated by reference.  All capitalized terms used herein but not defined 
shall have the meanings ascribed to them in the Lease.  The Lease contains provisions and rights 
applicable to the Premises, some of which are as follows: 


1. The Term of the Lease shall be a period of one hundred thirty-two (132) full
calendar months, and the Term shall commence on the Lease Commencement Date.  The Lease 
Commencement Date is August 1, 2024, the Rent Commencement Date is August 1, 2024, and 
the Expiration Date of the Lease is July 31, 2035.   


Longleaf Law Partners (TCY)Longleaf Law Partners (TCY)
4509 Creedmoor Road4509 Creedmoor Road


Raleigh, North Carolina 27612Raleigh, North Carolina 27612







2. Tenant has the option to extend the Term of the Lease for one (1) additional period
of five (5) years, as more particularly set forth and based upon the terms and conditions in the 
Lease.     


3. The covenants, conditions and agreements made and entered into by the parties
hereto shall be binding upon and inure to the benefit of their respective heirs, administrators, 
executors, representatives, successors and assigns. 


4. Tenant, at Tenant’s expense, shall cooperate upon Landlord’s request in causing
this Memorandum to be promptly terminated of record following the expiration or prior 
termination of this Lease, and Tenant agrees to execute and deliver to Landlord, within ten (10) 
days after request therefor by Landlord (but no earlier than thirty (30) days prior to the expiration 
or earlier termination of the Term), an appropriate document, in recordable form reasonably 
acceptable to Landlord, suitable to terminate this Memorandum of record, and Landlord shall be 
entitled to record such termination instrument in the public land records.  Nonetheless, this 
Memorandum may be terminated of record by unilateral action of Landlord upon the occurrence 
of an Event of Default under the Lease or the termination of the Lease for any reason prior to the 
expiration of the Term. 


5. This Memorandum is not a summary of the Lease or anything to be used in its place;
instead, it is solely for the purpose of recording a notification as to the existence of the Lease and 
shall not be construed to alter, modify, expand, diminish or supplement the provisions of the Lease. 
In the event of any inconsistency between the provisions of the Lease and this Memorandum, the 
provisions of the Lease shall govern.  Upon the expiration of the Term of the Lease, this 
Memorandum shall automatically terminate without further action or notice. 


[REMAINDER OF PAGE BLANK.  SIGNATURES ON FOLLOWING PAGES.] 


Memorandum may be terminated of record by unilateral action of Landlord upon the occurrenceMemorandum may be terminated of record by unilateral action of Landlord upon the occurrence
of an Event of Default under thof an Event of Default under the Lease or the termination of thLease or the termination of the Lease for any reason prior to the Lease for any reason prior to the 
expiration of the Term.expiration of the Term.


This Memorandum This Memorandum is not a summary of the Lease or anything to be used in its place;is not a summary of the Lease or anything to be used in its place; 







IN WITNESS WHEREOF, the parties hereto have executed this Memorandum as of the 
day and year first above written. 


LANDLORD: 


AERIAL CENTER REALTY CORP., 
a North Carolina corporation 


By: 


Name:


Title: 


STATE OF  


COUNTY OF 


I, , a Notary Public for said County and State, certify 
that , in his/her capacity as of Aerial Center 
Realty Corp., a North Carolina corporation, personally came before me this day and acknowledged 
the execution of the foregoing instrument as the act of the company. 


Date Notary Public 


(print name)


My commission expires: 


COUNTY OFCOUNTY OF


, a Notary Public for said County and State, certify , a Notary Public for said County and State, certify 







TENANT:


GC SERVICES LIMITED PARTNERSHIP, 
 a Delaware limited partnership 
d/b/a InteLogix 


By: ORG GC GP Buyer, LLC 
a Delaware limited liability company 
its general partner 


By: 


Name:


Title: 


STATE OF  


COUNTY OF 


I, , a Notary Public for said County and State, certify 
that , in his/her capacity as of ORG 
GC GP Buyer, LLC, a Delaware limited liability company, as the general partner of GC Services 
Limited Partnership, a Delaware limited partnership, personally came before me this day and 
acknowledged the execution of the foregoing instrument as the act of the company. 


Date Notary Public 


(print name)


My commission expires: 


Title:Title:







EXHIBIT A TO MEMORANDUM OF LEASE 


LEGAL DESCRIPTION 


BEING all of Lot 10, Aerial Center Executive Park, as shown on that plat entitled “Subdivision 
Plat, Property of Pizzagalli Properties, LLC, Lots 15, 16 & 17 Aerial Center,” recorded in Book 
of Maps 1999, Page 717, Wake County Registry, reference to said plat hereby made for greater 
certainty of description. 







EXHIBIT I


Reserved Parking Area 


Location of Tenant’s reserved parking spaces: 







RIDER 1 


(A) Option to Renew. Subject to the conditions herein, provided that (a) Tenant has not 
assigned the Lease or sublet any portion of the Premises (other than an assignment or sublease to 
an affiliate of Tenant for which Landlord’s consent is not required), and (b) Tenant is not in default 
under the Lease beyond any applicable grace period, Tenant shall have the right, at Tenant’s 
option, to elect to extend the Term of the Lease for one (1) period of five (5) years (the “Renewal 
Term”).  The Renewal Term, if properly exercised in accordance herewith, shall commence on 
the day immediately following the last day of the initial Term of this Lease.  The Renewal Term 
shall be exercised by Tenant giving written notice of the exercise thereof (the “Renewal Notice”) 
to Landlord on or before the day that is nine (9) months prior to the last day of the initial Term of 
this Lease.  Tenant shall have no right to extend the Term of the Lease, and the Renewal Notice 
shall not be effective, if (i) Tenant fails to timely give its Renewal Notice as provided herein, or 
(ii) a default by Tenant exists under the Lease (x) when Landlord receives the Renewal Notice, or 
(y) upon the expiration of the initial Term of this Lease prior to the commencement of the Renewal 
Term. 


In the event Tenant properly exercises the Renewal Term, within thirty (30) days of receipt of such 
Renewal Notice, Landlord shall provide the annual Base Rent at which Landlord is willing to lease 
the Premises to Tenant for the Renewal Term (the “Renewal Rent”), which Renewal Rent shall 
be based on the “prevailing market base rent” for buildings of comparable size, type and class 
located in the same area in the of Research Triangle Park/I-40 North Carolina submarket, under 
leases and renewal amendments being negotiated and entered into at or about the time the Renewal 
Rent is being determined, giving appropriate consideration to tenant concessions, length of the 
term, landlord or building services provided to a tenant, brokerage commissions, tenant 
improvement allowances and similar factors. 


If Tenant in its reasonable judgment determines that Landlord’s proposed Renewal Rent does not 
accurately reflect the prevailing market base rent rate, Tenant shall provide Landlord written notice 
of its objection to Landlord's determination of the Renewal Rent within thirty (30) days after 
Tenant's receipt of Landlord’s determination of Renewal Rent (if Tenant fails to timely deliver 
such notice, Tenant shall be deemed to have accepted Landlord’s determination of Renewal Rent 
for the Renewal Term, and shall have no further right to object to same) provided, however, 
notwithstanding anything else to the contrary contained herein, the Renewal Rent for the first lease 
year in the Renewal Term shall not be less than one hundred percent (100%) of the monthly Base 
Rent for the final Lease Year of the initial Term.  If Tenant timely delivers notice of its objection 
to Landlord’s determination of Renewal Rent as set forth above, then for a period of thirty (30) 
days after the date of Tenant’s notice, Landlord and Tenant shall work together in good faith to 
agree upon the Renewal Rent.  If Landlord and Tenant fail to agree on the Renewal Rent within 
such thirty (30) day period, either Landlord or Tenant, by written notice (an “Appraisal Notice”) 
to the other party, within five (5) days after the expiration of such thirty (30) day period, may have 
the Renewal Rent determined by appraisal in accordance with the following procedures. 


(i) If the Appraisal Notice is timely given, Landlord and Tenant, within ten (10) days 
after the date of the Appraisal Notice, shall each submit to the other, in a sealed envelope, 


(y) upon the expiration of the initial Term of this Lease prior to the commencement of the Renewal (y) upon the expiration of the initial Term of this Lease prior to the commencement of the Renewal


In the event Tenant properly exercises the Renewal Term, within thirty (30) days of receipt of such In the event Tenant properly exercises the Renewal Term, within thirty (30) days of receipt of such 
Renewal Notice, Landlord shall provide the annual Base Rent at which Landlord is willing to leaseRenewal Notice, Landlord shall provide the annual Base Rent at which Landlord is willing to lease 







its good faith estimate of the Renewal Rent (collectively referred to as the “Estimates”). 
If the higher of such Estimates is not more than one hundred five percent (105%) of the 
lower of such Estimates, then the Renewal Rent shall be the average of the two Estimates. 
If the Renewal Rent is not resolved by the Estimates as set forth in the preceding sentence, 
Landlord and Tenant, within seven (7) days after the exchange of Estimates, shall each 
select an appraiser to determine which of the two Estimates most closely reflects the 
Renewal Rent.  Each appraiser so selected shall be certified as an MAI appraiser or an ASA 
appraiser, shall have had at least five (5) years experience within the previous ten (10) years 
as a real estate appraiser working in the Raleigh/Durham, North Carolina area, with 
working knowledge of current rental rates and practices for office space, and shall not have 
been retained by the party selecting such appraiser during the prior five (5) year period. 
For purposes of this Lease, an “MAI” appraiser means an individual who holds an MAI 
designation conferred by, and is an independent member of, the American Institute of Real 
Estate Appraisers (or its successor organization, or in the event there is no successor 
organization, the organization and designation most similar), and an “ASA” appraiser 
means an individual who holds the Senior Member designation conferred by, and is an 
independent member of, the American Society of Appraisers (or its successor organization, 
or, in the event there is no successor organization, the organization and designation most 
similar).  Upon selection, Landlord’s and Tenant’s appraisers shall work together in good 
faith to agree upon which of the two Estimates most closely reflects the Renewal Rent. 
The Estimate chosen by such appraisers shall be binding on both Landlord and Tenant as 
the Base Rent for the Premises during the Renewal Term.  If either Landlord or Tenant 
fails to appoint an appraiser within the seven (7) day period referred to above, the appraiser 
appointed by the other party shall be the sole appraiser for the purposes of determining the 
Base Rent during the Renewal Term. 


(ii) If the two appraisers cannot agree upon which of the two Estimates most closely 
reflects the Renewal Rent within twenty (20) days after their appointment, then, within ten 
(10) days after the expiration of such twenty (20) day period, the two (2) appraisers shall 
select a third appraiser meeting the aforementioned criteria for appraisers.  Once the third 
appraiser has been selected as provided for above, then, as soon thereafter as practicable, 
but in any case within fourteen (14) days, such third appraiser shall make his determination 
of the Renewal Rent, provided, however, that such third appraiser's determination shall not 
be below the lowest of the two Estimates or higher than the highest of the two Estimates, 
and such third appraiser's determination shall be binding on both Landlord and Tenant as 
the Base Rent for the Premises during the Renewal Term.  If the appraiser believes that 
expert advice would materially assist him, he may retain one or more qualified persons, to 
provide such expert advice.  The parties shall share equally in the costs of the third 
appraiser and of any experts retained by such appraiser.  Any fees of any appraiser, counsel 
or experts engaged or selected by Landlord or Tenant, however, shall be borne by the party 
retaining such appraiser, counsel or expert.  In the event that the Renewal Rent has not 
been determined by the commencement date of the Renewal Term, Tenant shall in addition 
to all other payments due under this Lease, pay Base Rent at the initial Renewal Rent 
determined by Landlord, until such time as the Renewal Rent has been finally determined. 
Upon such determination, the Base Rent for the Premises shall be retroactively adjusted (if 
necessary) to the commencement of the Renewal Term.  If such adjustment results in an 


means an individual who holds the Senior Member designation conferred by, and is anmeans an individual who holds the Senior Member designation conferred by, and is an
independent member of, the American Society of Appraisers (or its successor organization, independent member of, the American Society of Appraisers (or its successor organization, 
or, in the event thereor, in the event there is no successor organization, the organization and designation most is no successor organization, the organization and designation most 
similar).  Upon selection, Landlord’s and Tenant’s appraisers shall work together in good similar).  Upon selection, Landlord’s and Tenant’s appraisers shall work together in good 
faith to agree upon which of the two Estimates most closely reflects the Renewal Rent.faith to agree upon which of the two Estimates most closely reflects the Renewal Rent. 







underpayment of Base Rent by Tenant, Tenant shall pay Landlord the amount of such 
underpayment within thirty (30) days after the determination thereof.  If such adjustment 
results in an overpayment of Base Rent by Tenant, Landlord shall credit such overpayment 
against the next installment of Base Rent due under the Lease and, to the extent necessary, 
any subsequent installments until the entire amount of such overpayment has been credited 
against Base Rent.


If within such five (5) day period, the Appraisal Notice is not given, Tenant shall be deemed to 
have accepted Landlord’s initial determination of Renewal Rent for the Renewal Term, and shall 
have no further right to object to same. 


In the event Tenant properly exercises the Renewal Term and the Renewal Rent is determined, the 
terms of the Lease, as extended, shall be on the same terms, covenants, and conditions as set forth 
in the Lease, except (a) as modified by the Renewal Rent (which shall be incorporated into the 
Lease), (b) Landlord shall not provide to Tenant any allowances, and (c) Tenant shall have no 
further right to extend the Term of the Lease.  Additionally, Tenant shall, within twenty (20) days 
after Landlord’s request, execute and deliver an amendment to the Lease, prepared by and 
acceptable to Landlord, memorializing such exercise of the Renewal Term and the Renewal Rent.


(B) Right of First Offer. Provided that (i) Tenant is not then in default under this Lease and (ii) 
Tenant has not assigned this Lease or sublet all or any portion of the Premises, Tenant shall have 
a one-time right of first offer to lease any available space in the Building (the “First Offer Space”). 
Tenant’s first offer rights relative to the First Offer Space are subject to the following terms and 
conditions: 


(i) Offer by Landlord.  If Landlord receives notice that part or all the First Offer Space 
will be coming available for lease during the Lease Term, Landlord shall notify Tenant of 
the availability of such space and such notification from Landlord to Tenant also shall 
identify all of the economic terms upon which Landlord intends to market the space for 
lease, including the Base Rental rate. Tenant shall have ten (10) days after such notification 
is delivered to Tenant by Landlord to elect (by so notifying Landlord in writing) to lease 
all (but not less than all) of the portion of the First Offer Space which is to become available 
on all of the same terms and conditions (including, without limitation, Base Rental rate) as 
set forth in Landlord’s notice to Tenant.


(ii) Tenant’s Election of Rights.  If Tenant elects to lease from Landlord all the 
portion(s) of the First Offer Space which are to become available in accordance with this 
Section (C)(ii), Tenant and Landlord shall proceed diligently and in good faith to finalize 
and execute an amendment to this Lease for such purpose within fifteen (15) days after the 
expiration of the foregoing ten (10) day period.   


(iii) Tenant’s Failure to Exercise Rights.  If Tenant elects not to lease from Landlord 
the available portion(s) of the First Offer Space (as evidenced either by Tenant’s written 
notice to Landlord to that effect or by Tenant’s failure to respond to Landlord within the 
ten (10) day period referenced in Section (C)(ii) above), then, in such event, all of Tenant’s 
rights under this Section (C) shall immediately and automatically terminate relative to the 


further right to extend the Term of the Lease.  Additionally, Tenant shall, within twenty (20) days further right to extend the Term of the Lease.  Additionally, Tenant shall, within twenty (20) days
after Landlord’s request, eafter Landlord’s request, execute and deliver an amendment to the Lease, prepared by and xecute and deliver an amendment to the Lease, prepared by and 
acceptable to Landlord, memorializing such exercise of the Renewal Term and the Renewal Rent.acceptable to Landlord, memorializing such exercise of the Renewal Term and the Renewal Rent.


Right of First OfferRight of First Offer Provided that (i) Tenant is not then in default under this Lease and (ii)Provided that (i) Tenant is not then in default under this Lease and (ii) 







portion of the First Offer Space offered to Tenant, and Landlord shall be entitled, at any 
time after the expiration of such ten  (10) day period (without triggering any further rights 
of Tenant under this Section (C)), to enter into a lease agreement (containing substantially 
similar economic terms and conditions as those offered to Tenant pursuant to Section (C)(i) 
above) with any other party relative to all or any portion of First Offer Space which was 
offered to Tenant. 


(iv) Superior Rights. All rights of Tenant under this Section (C) are subject and 
subordinate to all prior rights previously granted by Landlord to other tenants in the 
Building and shall further not be triggered by any tenant’s exercise of a renewal term with 
respect to the First Refusal Space. Tenant’s rights under this Section (C) shall be of no force 
or effect (i) during any period that Tenant is in default of the Lease, and (ii) following any 
assignment of the Lease or a sublease of all or a portion of the Premises.   


(C) Tenant’s Early Termination Right. Provided that Tenant is not in default of the Lease 
beyond any applicable notice and cure periods, Tenant shall have the right to terminate the Lease 
on the day that is the eighty-fourth (84th) month anniversary of the Lease Commencement Date 
(the “Termination Date”) provided (i)) Landlord receives written notice thereof from Tenant on or 
before the day that is the seventy-second (72nd) month anniversary of the Lease Commencement 
Date and (ii) Tenant pays to Landlord no later than thirty (30) days prior to the Termination Date: 
(a) the unamortized portions of all Landlord’s transaction costs related to this Lease using an eight 
and a half percent (8.50%) interest rate at the time notice is given, and (b) two (2) months’ Rent 
(including Base Rent and Additional Rent) at the Base Rent rate that will be in effect on the 
Termination Date (collectively, the “Termination Payment”). 


beyond any applicable notice and cure periods, Tenant shall have the right to terminate the beyond any applicable notice and cure periods, Tenant shall have the right to terminate the
on the day that is the eightyon the day that is the eighty-fourth (84fourth (84thth) month anniversary of the Lease Commencement Date) month anniversary of the Lease Commencement Date
(the “Termination Date”) provided (i)) Landlord receives written notice thereof from Tenant on or (the “Termination Date”) provided (i)) Landlord receives written notice thereof from Tenant on or 
before the day that is the seventybefore the day that is the seventy--second (72second (72ndnd) month anniversary of the Lease Commencement) month anniversary of the Lease Commencement
Date and (ii) Tenant pays to Landlord no later than thirty (30) days prior to the Termination Date: Date and (ii) Tenant pays to Landlord no later than thirty (30) days prior to the Termination Date: 















ELECTRONIC RECORD AND SIGNATURE DISCLOSURE 


From time to time, McCaskill Law Group PLLC dba Longleaf Law Partners (we, us or 
Company) may be required by law to provide to you certain written notices or disclosures. 
Described below are the terms and conditions for providing to you such notices and disclosures 
electronically through the DocuSign system. Please read the information below carefully and 
thoroughly, and if you can access this information electronically to your satisfaction and agree to 
this Electronic Record and Signature Disclosure (ERSD), please confirm your agreement by 
selecting the check-


Getting paper copies 


At any time, you may request from us a paper copy of any record provided or made available 
electronically to you by us. You will have the ability to download and print documents we send 
to you through the DocuSign system during and immediately after the signing session and, if you 
elect to create a DocuSign account, you may access the documents for a limited period of time 
(usually 30 days) after such documents are first sent to you. After such time, if you wish for us to 
send you paper copies of any such documents from our office to you, you will be charged a 
$0.00 per-page fee. You may request delivery of such paper copies from us by following the 
procedure described below. 


Withdrawing your consent 


If you decide to receive notices and disclosures from us electronically, you may at any time 
change your mind and tell us that thereafter you want to receive required notices and disclosures 
only in paper format. How you must inform us of your decision to receive future notices and 
disclosure in paper format and withdraw your consent to receive notices and disclosures 
electronically is described below. 


Consequences of changing your mind 


If you elect to receive required notices and disclosures only in paper format, it will slow the 
speed at which we can complete certain steps in transactions with you and delivering services to 
you because we will need first to send the required notices or disclosures to you in paper format, 
and then wait until we receive back from you your acknowledgment of your receipt of such 
paper notices or disclosures. Further, you will no longer be able to use the DocuSign system to 
receive required notices and consents electronically from us or to sign electronically documents 
from us. 


All notices and disclosures will be sent to you electronically 


electronically to you by us. You will have the ability to download and print documents we sendelectronically to you by us. You will have the ability to download and print documents we send
to you through the DocuSign system during and immediately after the signing session and, if you to you through the DocuSign system during and immediately after the signing session and, if you 
elect to create a DocuSign accountelect to create a DocuSign account, you may access the documents for a limited period of time , you may access the documents for a limited period of time 
(usually 30 days) after such documents are first sent to you. After such time, if you wish for us to (usually 30 days) after such documents are first sent to you. After such time, if you wish for us to 
send you paper copies of any such documents from our office to you, you will be charged asend you paper copies of any such documents from our office to you, you will be charged a







Unless you tell us otherwise in accordance with the procedures described herein, we will provide 
electronically to you through the DocuSign system all required notices, disclosures, 
authorizations, acknowledgements, and other documents that are required to be provided or made 
available to you during the course of our relationship with you. To reduce the chance of you 
inadvertently not receiving any notice or disclosure, we prefer to provide all of the required 
notices and disclosures to you by the same method and to the same address that you have given 
us. Thus, you can receive all the disclosures and notices electronically or in paper format through 
the paper mail delivery system. If you do not agree with this process, please let us know as 
described below. Please also see the paragraph immediately above that describes the 
consequences of your electing not to receive delivery of the notices and disclosures 
electronically from us. 


How to contact McCaskill Law Group PLLC dba Longleaf Law Partners: 


You may contact us to let us know of your changes as to how we may contact you electronically, 
to request paper copies of certain information from us, and to withdraw your prior consent to 
receive notices and disclosures electronically as follows: 
To contact us by phone call: 919-645-4300 


To advise McCaskill Law Group PLLC dba Longleaf Law Partners of your new email 
address  


To let us know of a change in your email address where we should send notices and disclosures 
electronically to you, you must send an email message to us at  and in the body of such request 
you must state: your previous email address, your new email address.  We do not require any 
other information from you to change your email address.  


If you created a DocuSign account, you may update it with your new email address through your 
account preferences.  


To request paper copies from McCaskill Law Group PLLC dba Longleaf Law Partners  


To request delivery from us of paper copies of the notices and disclosures previously provided 
by us to you electronically, you must send us an email to  and in the body of such request you 
must state your email address, full name, mailing address, and telephone number.  


To withdraw your consent with McCaskill Law Group PLLC dba Longleaf Law Partners 


To inform us that you no longer wish to receive future notices and disclosures in electronic 
format you may: 


You may contact us to let us know of your changes as to howYou may contact us to let us know of your changes as to how we may contact you electronically,we may contact you electronically, 
to request paper copies of certain information from us, and to withdraw your prior consent to to request paper copies of certain information from us, and to withdraw your prior consent to 
receive notices and disclosures electronically as follows:receive notices and disclosures electronically as follows:
To contact us by phone call: 919To contact us by phone call: 919-645645-43004300







i. decline to sign a document from within your signing session, and on the subsequent page,
select the check-box indicating you wish to withdraw your consent, or you may; 


ii. send us an email to  and in the body of such request you must state your email, full name,
mailing address, and telephone number. We do not need any other information from you to 
withdraw consent..  The consequences of your withdrawing consent for online documents will be 
that transactions may take a longer time to process.. 


Required hardware and software 


The minimum system requirements for using the DocuSign system may change over time. The 
current system requirements are found here: https://support.docusign.com/guides/signer-guide-
signing-system-requirements.  


Acknowledging your access and consent to receive and sign documents electronically  


To confirm to us that you can access this information electronically, which will be similar to 
other electronic notices and disclosures that we will provide to you, please confirm that you have 
read this ERSD, and (i) that you are able to print on paper or electronically save this ERSD for 
your future reference and access; or (ii) that you are able to email this ERSD to an email address 
where you will be able to print on paper or save it for your future reference and access. Further, 
if you consent to receiving notices and disclosures exclusively in electronic format as described 
herein, then select the check-


By selecting the check-
that: 


You can access and read this Electronic Record and Signature Disclosure; and 
You can print on paper this Electronic Record and Signature Disclosure, or save or send 
this Electronic Record and Disclosure to a location where you can print it, for future 
reference and access; and 
Until or unless you notify McCaskill Law Group PLLC dba Longleaf Law Partners as 
described above, you consent to receive exclusively through electronic means all notices, 
disclosures, authorizations, acknowledgements, and other documents that are required to 
be provided or made available to you by McCaskill Law Group PLLC dba Longleaf Law 
Partners during the course of your relationship with McCaskill Law Group PLLC dba 
Longleaf Law Partners. 


Acknowledging your access and consent to receive and sign documents electronicallyAcknowledging your access and consent to receive and sign documents electronically


To confirm to us that you can access this infTo confirm to us that you can access this information electronically, which will be similar to ormation electronically, which will be similar to To confirm to us that you can access this infTo confirm to us that you can access this infTo confirm to us that you can access this inf
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STATE OF NORTH CAROLINA EXTRA WORK ORDER #2 


North Carolina Turnpike Authority 
A Part of the North Carolina Department of Transportation 


NC Quick Pass and NC Ferry 
Customer Service Center Operations 


NCTA CONTACT: Angela Queenland BAFO DATE: December 20, 2019 


 Manager of Customer Service EXTRA WORK ORDER DATE: December 22, 2021 


TELEPHONE: (919) 707-2719   


EMAIL: arqueenland@ncdot.gov PRICE: $83,000.00 


GC SERVICES CONTACT: Kathy O’Brien COMMODITY:  


 Project Manager Authorization to GC Services to enter into a lease 
agreement for 1533 N. Church Street, Rocky Mount, 
North Carolina 27804, Building 4 and the storage unit 
located to the rear of Building 4 for the purposes of 
providing space for an overflow call center. 


TELEPHONE: (512) 680-7314 


EMAIL: kathy.obrien@gcserv.com 


 


EXTRA WORK ORDER #2 to the NC Quick Pass and NC Ferry Customer Service Center Operations – GC Services Best 


and Final Offer (BAFO), by and between GC Services Limited Partnership (GC Services) and the North Carolina 


Turnpike Authority (NCTA), a Part of the North Carolina Department of Transportation (NCDOT), is made and 


entered into as the dates set forth within this document. 


WHEREAS, the BAFO provides that the Agreement (“Contract”) entered into by the parties may be amended by 


written Extra Work Orders duly executed by NCTA and GC Services; and 


WHEREAS, NCTA and GC Services have determined that the Agreement should be amended as set forth below. 


NOW THEREFORE, in consideration of the provisions, and other considerations stated herein, including the mutual 


covenants and conditions set forth herein, the parties hereto agree through execution below. 


CONTRACT SUMMARY 


The tables below summarize the Amendments, Change Orders and Extra Work Orders executed for this Contract. 


An executed copy of this Extra Work Order #2 will be forwarded to GC Services upon NCTA’s approval and 


execution of the document. This document including any and all attachments contains GC Services confidential and 


trade secret information and is intended for the sole use the North Carolina Department of Transportation. Any 


unauthorized review, use, disclosure, or distribution is prohibited. These documents shall constitute the continued 


written agreement between the parties. 


Amendments 


No. Date Amendment Title Amount 


1 Aug. 6, 2020 
Delay of Back Office System I Operations Phase Start 
Date 


$72,137.26 


2 Oct. 1, 2020 Modification of Bond Requirements $0.00 


3 July 28, 2021 Milestone Payment Update $0.00 


Subtotal - Amendments: $72,137.26 
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Change Orders 


No. Date Change Order Title Amount 


1 Aug. 6, 2020 Delay of Key Personnel Availability ($19,691.18) 


2 Aug. 18, 2021 Changes to Image Review Services $2,218,534.31 


Subtotal - Change Orders: $2,198,843.13 


 


Extra Work Orders 


No. Date Extra Work Order Title Amount 


1 Dec. 13, 2021 
Secondary Out of State Overflow Call Center Startup 
Services 


$47,913.00 


2 Dec. 22, 2021 
Lease for 1533 N. Church Street, Rocky Mount, North 
Carolina 27804, Building 4 and the storage unit located 
to the rear of Building 4 


$83,000.00 


Subtotal - Extra Work Orders: $130,913.00 


 


Contract Summary 


Contract Item Amount 


Contract TOTAL (BAFO - December 20, 2019) $53,868,916.38 


Subtotal - Amendments $72,137.26 


Subtotal - Change Orders $2,198,843.13 


Subtotal - Extra Work Orders $130,913.00 


Total Contract Amount: $56,270,809.77 


TERMS AND CONDITIONS 


Unless otherwise changed or modified by this Extra Work Order, all terms and conditions of the December 20, 


2019 BAFO shall remain in full force and effect. 


EXECUTION 


In compliance with this Extra Work Order, and subject to all the conditions herein, the undersigned offers and 


agrees to furnish and deliver any or all goods and services which are offered, at the prices agreed upon and within 


the time specified herein. Under the penalty of perjury, the undersigned Contractor certifies that this offer has not 


been arrived at collusively or otherwise in violation of Federal or North Carolina law and this offer is made without 


prior understanding, agreement, or connection with any firm, corporation, or person submitting an offer for the 


same commodity, and is in all respects fair and without collusion or fraud. 


An authorized representative of GC Services shall affix his/her signature in the space provided below. If the NCTA 


accepts this Extra Work Order offer, an authorized representative of the NCTA shall affix his/her signature within 


the appropriate signature block below. This Extra Work Order may be executed in counterparts. In the event that 


any signature is delivered by facsimile transmission or by email delivery of a ".pdf" format data file, such signature 


shall create a valid and binding obligation of the party executing (or on whose behalf such signature is executed) 


with the same force and effect as if such facsimile or ".pdf" signature was an original thereof. 
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Extra Work Order #2 accepted and executed by authorized representatives of GC Services and NCTA below: 


CONTRACTOR 


CONTRACTOR: 
GC Services Limited Partnership 


FEDERAL ID OR SOCIAL SECURITY NO. 
76-0199626 


STREET ADDRESS: 
6330 Gulfton Drive 


PO BOX: 
 


ZIP: 
77081 


CITY & STATE: 
Houston, TX 


TELEPHONE NUMBER: 
(713) 776-6636 


TYPE OR PRINT NAME & TITLE OF PERSON SIGNING: 
Michael Jones, Chief Financial Officer 


FAX NUMBER: 
(713) 776-6641 


AUTHORIZED SIGNATURE: 
 


DATE: 
 EMAIL: 


Michael.jones@gcserv.com 


NORTH CAROLINA STATE AGENCY 


AUTHORITY: 
North Carolina Turnpike Authority 


 


STREET ADDRESS: 
NCDOT Transportation Building – 1 South Wilmington Street 


PO BOX: 
 


ZIP: 
27601 


CITY & STATE: 
Raleigh, North Carolina 


FAX NUMBER: 
(919) 715-5511 


TYPE OR PRINT NAME & TITLE OF PERSON RECOMMENDING: 
Angela Queenland, NCTA Manager of Customer Service 


TELEPHONE NUMBER: 
(919) 707-2719 


RECOMMENDED BY SIGNATURE: 
 


DATE: 
 EMAIL: 


arqueenland@ncdot.gov 


TYPE OR PRINT NAME & TITLE OF PERSON APPROVING: 
Manish Chourey, NCTA Chief Technology Officer 


TELEPHONE NUMBER: 
(984) 302-1875 


APPROVED BY SIGNATURE: 
 


DATE: 
 EMAIL: 


mgchourey@ncdot.gov 


TYPE OR PRINT NAME & TITLE OF PERSON SIGNING AUTHORIZATION: 
James J. Eden, NCTA Executive Director 


TELEPHONE NUMBER: 
(919) 707-2715 


AUTHORIZED SIGNATURE: 
 


DATE: 
 EMAIL: 


jjeden@ncdot.gov 


 


  


December 23, 2021


December 23, 2021


December 23, 2021


December 23, 2021
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BACKGROUND 


The NC Quick Pass and NC Ferry Customer Service Center Operations Contract, specifically, RFP Section II, Section 


4.4, Facility Management, provides, in part, that the Operations Contractor shall be responsible for the operations 


and maintenance of all NC Quick Pass facilities, coordinating with facility owners / landlords to negotiate enter into 


lease agreements, and to accommodate growth that surpasses the current capacity of the Morrisville Operations 


Center.  


NCTA has identified the need for an expanded overflow call center. The building at 200 Sorrell Grove Church Road 


that currently houses the NC Quick Pass Operations Center and walk-in NC Quick Pass Customer Service Center 


does not meet existing or future capacity needs. A new space, located at 1533 North Church Street in Rocky 


Mount, NC, 27804, has been determined to be a good fit for an expanded overflow call center. By expanding call 


center operations to a new facility in Rocky Mount, NC, the Operations Center will have access to a new labor 


market to fulfill staffing requirements and to help meet call center capacity needs. The Rocky Mount facility will 


also serve as a backup call center to support if any outages should occur in the Operations Center. The overflow 


call center will also help support the training and transition of the Back Office System that is planned for 2022. 


Per this Extra Work Order, NCTA requests that GC Services execute a lease agreement for the facility located at 


1533 N. Church Street, Rocky Mount, North Carolina 27804, Building 4 and the storage unit located to the rear of 


Building 4. The lease agreement is included as Attachment A. Future Extra Work Orders and Change Orders with 


GC Services are expected to be developed that will provide for the buildout of the overflow call center space, and 


any necessary extensions or terminations of the Sorrell Gove Church Road building lease, and transition of the call 


center and customer service center operations to the new facility. 


PROJECT SCHEDULE 


There are no changes to the Project Schedule of the current NC Quick Pass operations because of this Extra Work 


Order. 


The table below provides anticipated key milestones for of the project. 


Table 1: Milestone Schedule 


Task Date1 


Building Selection October 2021 


Lease  December 2021 


Begin Construction Buildout January 2022 


Certificate of Occupancy June 2022 


Building Go-Live July 2022 
1Dates are preliminary and subject to change 


GC SERVICES RESPONSIBILITIES 


1. Provide Project Manager support for the selection and lease of the Rocky Mount call center.  


2. Coordinate with NCTA on building requirements. 


3. Meet with NCTA to provide details regarding space/facility considerations, cost-of-ownership pricing, 


estimated buildout costs, etc. 
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4. Execute a lease for the Rocky Mount call center. 


5. Work with Landlord’s architect to expedite the completion of the construction drawings and bill NCTA for 


associated Landlord’s architect costs on a pass-through invoice. 


6. Bill NCTA for rent and associated facility costs through the Building Go-Live milestone on a separate pass-


through invoice. 


7. Bill NCTA for rent and associated facility costs after the Building Go-Live milestone on the typical monthly 


invoice. 


NCTA RESPONSIBILITIES 


1. Participate in project meetings throughout the duration of the project. 


2. Review and approve the building lease. 


3. Provide rack layout for the network room that that includes a list of equipment, heat loads and electrical 


requirements. 


4. Reimburse GC Services, consistent with the payment provisions of the Contract. 


5. In the event GC Services’ contract with NCTA ends prior to the then-current lease term for the Rocky Mount 


call center, NCTA will promptly take all applicable actions required to wholly assume the Rocky Mount call 


center lease, or cause a replacement vendor to wholly assume the Rocky Mount call center lease, and fully 


relieve GC Services from any further obligations on the Rocky Mount call center lease. 


KEY PERFORMANCE MEASUREMENTS  


There are no changes to the Key Performance Measurements to the Contract because of this Extra Work Order. 


PRICING SUMMARY 


Compensation to GC Services for Work described in this Extra Work Order is as follows: 


Table 2: GC Services Costs 


Item Amount 


Project Manager Support from GC Services $75,000.00 


Project Manager Travel Expenses $8,000.00 


GC Services Cost Amount $83,000.00 


 


Pass-through compensation to GC Services for Work described in this Extra Work Order is as follows: 


Table 3: Landlord Architect Costs 


Item Amount 


Landlord Architect Costs $102,000.00 


Landlord Architect Cost Amount $102,000.00 
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Table 4: Lease Budget 


Year Cost per SF1 Annual Base Rent2 TICAM3 Total 


1 $12.26 $110,438.08 $7,724.00 $118,162.08 


2 $12.63 $113,751.22 $7,724.00 $121,475.22 


3 $13.01 $117,163.76 $7,724.00 $124,887.76 


4 $13.40 $120,678.67 $7,724.00 $128,402.67 


5 $13.80 $124,299.03 $7,724.00 $132,023.03 


6 $14.21 $128,028.00 $7,724.00 $135,752.00 


7 $14.64 $131,868.84 $7,724.00 $139,592.84 


 7-Year Total $846,227.61 $54,068.00 $900,295.61 


 


PAYMENTS 


GC Services related costs shown in Table 2 are payable to GC Services upon execution of this Extra Work Order.  


Architect related costs shown in Table 3 are expected to be invoiced as work is performed.  GC Services will invoice 
on the regular monthly invoice cycle using supporting documentation provided to NCTA for activities performed 
during that month.   


Lease related costs shown in Table 4 will be invoiced on the regular monthly invoice cycle using supporting 
documentation provided to NCTA.  Supporting documentation must be submitted for reimbursement.   


 


  


 
1 Based on lease agreement term that on the first day of the second Lease Year and on the first day of each Lease 
Year thereafter the Minimum Rental will increase by Three percent (3.0%) annually over the Minimum Rental 
payable in the immediately preceding Lease Year. 
2 Based on 9,008 rentable SF. 
3 Based on the lease agreement that the Landlord and Tenant agree that the rentable square footage of the Premises 
is 216,906 and the rentable square footage of Building 4 is 9,008. Therefore, whenever in this Lease Tenant is entitled 
to a “Prorated Share” of a certain amount for the Property Taxes, Common Area Maintenance and shared waste 
removal, Tenant’s Prorated Share thereof shall be 4.15%.   
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 LEASE AGREEMENT 
 
 
 THIS LEASE AGREEMENT (the “Lease”) made and entered into as of the _____ day of  
_______________, 2021, by and between Prime Properties RMT, LLC a North Carolina limited liability company, 
hereinafter called “Landlord”; and GC Services Limited Partnership, a Delaware limited partnership, hereinafter 
called “Tenant”: 
 


W I T N E S S E T H:  
 
 1. DESCRIPTION OF PREMISES.   
 Landlord hereby leases to Tenant, and Tenant hereby accepts and rents from Landlord approximately 9,008 
rentable square feet known as Building 4 and the storage unit located to the rear of Building 4, with an address 
of 1533 N. Church Street, Rocky Mount, North Carolina 27804, more particularly described on Exhibit A 
attached hereto, together with all shared parking areas and driveways sidewalks and other shared improvements and 
facilities located on the Land as depicted on the site plan attached as Exhibit B (said Land and other shared 
improvements and facilities together with the Tenant space described on Exhibit A, hereinafter together referred to 
as the “Premises”). 
 
 2. TERM.   
 The term of this Lease shall commence on the date the Tenant Improvements are complete, as provided in 
Section 22 herein, (the “Commencement Date”), and shall end at midnight on the date which is seven (7) Lease 
Years from the Commencement Date (the “Expiration Date”).  As used herein, the term “Lease Year” shall mean 
each consecutive twelve-month period of the Lease term, beginning with the Commencement Date (as same may 
be adjusted as hereinbelow provided) or any anniversary thereof. 
 
 Provided Tenant is not in breach of any provisions of this Lease, Tenant will have two (2) five (5) year  
options (each an “Option Term”) to extend this Lease, exercisable by written notice to Landlord provided no later 
than twelve (12) months (but in no event earlier than 18 months) prior to the end of the initial Term and, if 
applicable, the first Renewal Term, on the same terms and conditions as herein contained except the Minimum 
Rental shall be at a rate that reflects the then current market rate for similar properties in the Rocky Mount market. 
In the event the parties are unable to agree on the Minimum Rental within thirty (30) days of Tenant’s notice to 
Landlord of Tenant’s exercise of the extension option, the current extension option and any future extension option 
shall terminate. Time is of the essence in exercising any such extension option.   
 
    
 3. RENTAL.   
 During the full term of this Lease, Tenant shall pay to Landlord, without notice, demand, reduction, setoff 
or any defense, a total rental (the “Annual Rental”) consisting of the sum total of the following:   
 
 (a) Minimum Rental.   
 
 Commencing with date that is the earlier of (i) the date the Tenant Improvements are complete as provided 
in Section 22 herein, and continuing through the termination of this Lease, Tenant shall pay a minimum annual 
rental (the “Minimum Rental”) in advance on or before the first day of each month (the “Due Date”) as follows: in 
advance on or before the first day of each month as follows: the Minimum Rental for the first Lease Year will be in 
the amount of One Hundred Ten Thousand Four Hundred Thirty Eight and 08/100 Dollars ($110,438.08), payable 
in equal monthly installments of Nine Thousand Two Hundred Three and 18/100 Dollars ($9,203.18) (which 
amount represents $12.26 per rentable square foot on a triple net (“NNN”) basis). It is the intent of both Tenant and 
Landlord that this Lease be absolutely net to the Landlord, except as noted in Section 11 of this Lease, and that 
Tenant pay all expenses associated with this Lease, including but not limited to, any and all operating expenses, 
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insurance costs, and other bona fide costs of any kind whatsoever chargeable to Landlord concerning the Premises. 
The Annual Rental shall be paid by ACH transfer if so requested by Landlord. If the Commencement Date is a date 
other than the first day of a calendar month, the Minimum Rental shall be prorated daily from such date to the first 
day of the next calendar month and paid on the Commencement Date. Upon the determination of the Rent 
Commencement Date, the parties agree to promptly enter into that certain Rent Commencement Date Agreement, 
the form of which is attached hereto as Exhibit C. 
 
 (b) Annual Escalation 
 
 Commencing on the first day of the second Lease Year and on the first day of each Lease Year thereafter, 
the Minimum Rental will increase by Three percent (3.0%) annually over the Minimum Rental payable in the 
immediately preceding Lease Year.  
 
 (c) Additional Rent: Tenant’s Payment of Taxes and Common Area Maintenance.   
 


 Landlord and Tenant agree that the rentable square footage of the Premises is 216,906 and the rentable 
square footage of Building 4 is 9,008. Therefore, whenever in this Lease Tenant is entitled to a “Prorated Share” of 
a certain amount for the Property Taxes, Common Area Maintenance and shared waste removal, Tenant’s Prorated 
Share thereof shall be 4.15%..  If additional improvements shall be built on the Land after the date of this Lease, 
Tenant’s Prorated Share shall be adjusted so that Tenant’s Prorated Share will be equal to the quotient obtained by 
dividing the rentable square footage of the Premises by the total rentable square footage of improvements located 
on the Land.  


In addition to the Minimum Rental provided for herein, commencing on the Commencement Date, Tenant 
shall pay to Landlord with each monthly payment of Minimum Rental as additional rent ("Additional Rent"), the 
following: 


(i) One-twelfth (1/12th) of the prorated amount of taxes and assessments (the 
“Property Taxes”) that, Landlord, in its reasonable judgment, notifies Tenant in writing that 
Landlord estimates will be levied upon the parcel where the Premises is located for said calendar 
year. Subject to the provisions above, Tenant's prorated amount ("Prorated Portion of Taxes") 
shall be 4.15 % of said Property Taxes. 


(ii)  One-twelfth (1/12th) of the prorated amount of the costs and expenses that, Landlord, 
in its reasonable judgment, notifies Tenant in writing that Landlord estimates Landlord will incur 
during said calendar year to maintain the Common Areas ("Prorated Portion of Common Area 
Costs"). Tenant's Prorated Portion of Common Area Costs shall be 4.15% of said Common Area 
Costs. "Common Area Costs" as used herein shall be the reasonable costs and expenses incurred by 
Landlord to operate, maintain, and repair the Common Areas including, but not limited to, utilities; 
liability insurance; grass mowing, shrub care and general landscaping, ice and snow removal and 
irrigation systems; waste removal, and maintenance to drives, access areas, parking and pedestrian 
areas; and property management fees not to exceed four percent (4%) of the total of all other 
Common Area Costs.  Notwithstanding the foregoing, Common Area Costs shall not include the 
cost of capital improvements (except as set forth herein); depreciation; principal payments of 
mortgage and other non-operating debts of Landlord; the cost of repairs or other work to the extent 
Landlord is reimbursed by insurance or condemnation proceeds; costs in connection with leasing 
space in the Buildings, including brokerage commissions; lease concessions, rental abatements and 
construction allowances granted to specific tenants; costs incurred in connection with the sale, 
financing or refinancing of the Buildings and/or the Land; fines, interest and penalties incurred due 
to the late payment of the Property Taxes or the Common Area Costs; or any penalties or damages 
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that Landlord pays to Tenant under this Lease or to other tenants in the Buildings under their 
respective leases. 


(iii) No later than December 15th of each calendar year commencing with December 15, 
2022, Landlord shall deliver to Tenant a statement setting forth the actual amount of Tenant's 
Prorated Portion of Common Area Costs and Tenant's Prorated Portion of Property Taxes 
(collectively, the "Pass-Through Expenses") payable by Tenant pursuant to this Lease for the 
preceding calendar year or portion thereof within the Term determined after giving effect to the 
limitations on such expenses as are set forth in this Lease and a statement of the amount of estimated 
payments paid by Tenant for such expenses and for such calendar year or portion thereof (the 
"Annual Reconciliation Statement"). On or before February 1 of each year, Landlord shall 
reimburse Tenant for any overpayment, or Tenant shall make additional payments of Additional 
Rent to Landlord, as may be required to make the actual payments of Additional Rent for the 
preceding calendar year equal to the amount of Additional Rent due and payable for said calendar 
year. 


(iv) At any time within ninety (90) days after its receipt of an Annual Reconciliation 
Statement and not thereafter, Tenant shall have the right, by notice to Landlord, to dispute the 
inclusion and amount of any item or items in the Annual Reconciliation Statement. If Landlord 
and Tenant cannot resolve the dispute over the inclusion and amount of all such items shown in 
such Annual Reconciliation Statement within thirty (30) days of Tenant's notice to Landlord of 
such dispute, then the dispute shall be resolved by arbitration conducted in accordance with the 
North Carolina Uniform Arbitration Act. In addition, Tenant shall have the right at any time to 
examine and copy and to have an audit conducted of all books and records of Landlord or its 
property manager pertaining to the Pass-Through Expenses, and Landlord shall maintain accurate 
books and records of all such expenses for a period of at least three (3) years. Such audit may be 
conducted by an employee of Tenant or by an independent auditing firm selected by Tenant and 
approved by Landlord, such approval not to be unreasonably withheld, conditioned, or delayed. 
All expenses of the audit shall be borne by Tenant unless such audit discloses that Landlord 
overstated the total amount of the Pass-Through Expenses for any calendar year of fifteen percent 
(15.0%) or more in which event Landlord shall reimburse Tenant for the reasonable costs and 
expenses incurred by Tenant in connection with the audit. If the audit determines that Tenant has 
overpaid the amount of Tenant's Prorated Share of Pass-Through Expenses for any calendar year, 
then Landlord shall reimburse Tenant for the amount of such overpayment within thirty (30) days 
after Tenant's written demand therefor. If Landlord disputes the results of the audit and the parties 
cannot resolve such dispute within thirty (30) days, either party may elect to have the dispute 
resolved through arbitration pursuant to the North Carolina Uniform Arbitration Act. 


 
 (d) Tenant Insurance.   
 
 Tenant shall maintain, during the Term, at its sole cost and expense, the following insurance on the 
Premises: Insurance against loss of or damage to the Improvements and the Equipment under a broad coverage 
insurance policy, which shall include coverage against all risks of direct physical loss or damage (which shall 
include windstorm insurance, earthquake insurance, if the Premises is located in an area where earthquake insurance 
is customarily maintained for similar commercial properties, and flood insurance if the Premises is located within 
either a Special Flood Hazard Area or a Non-Special Flood Hazard Area as determined by FEMA flood zone ratings 
of A or V coverage, and blanket contractual liability coverage. The policy will name Landlord and Landlord’s bank 
as “Additional Insured” and proof of such insurance will be provided upon the Rent Commencement Date and at 
any request of any lender and Landlord will be notified when any policy is cancelled or not renewed by the insurance 
company and Tenant.  
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 At all times during the Term of this Lease, Tenant shall at its own expense keep in force adequate public 
liability insurance under the terms of a commercial general liability policy (occurrence coverage) in the amount of 
not less than $2,000,000.00 coverage and with such company(ies) licensed to do business in the State of North 
Carolina as shall from time to time be reasonably acceptable to Landlord (and to any lender having a mortgage 
interest in the Premises) and naming Landlord as an additional insured and lender as mortgagee.  Such insurance 
shall include, without limitation, personal injury and contractual liability coverage for the performance by Tenant 
of the indemnity agreements set forth in this Lease.   
 
 All insurance shall be written by companies having a claim paying ability rating of not less than A, and a 
financial size category of at least “VIII”, and all such companies shall be authorized to do an insurance business in 
North Carolina, or otherwise agreed to by Landlord.  
 
 Tenant shall first furnish to Landlord copies of policies or certificates of insurance evidencing the 
required coverage prior to the Rent Commencement Date and thereafter upon request, prior to each policy 
renewal date.  All policies required of Tenant hereunder shall contain a provision whereby the insurer is not 
allowed to cancel or change materially the coverage without first giving thirty (30) days’ written notice to 
Landlord 


  
   (e) Late Payment. 
 
 If any monthly installment of Minimum Rental, Additional Rental or any other sum due and payable 
pursuant to this Lease remains due and unpaid five (5) days after the Due Date, Tenant shall pay as additional rent 
hereunder a late payment charge equal to a sum equal to one percent (1%) of the unpaid Minimum Rental, 
Additional Rental or any other sum due and payable pursuant to this Lease.  All Minimum Rental, Additional Rental 
or any other sum due and payable pursuant to this Lease and owed by Tenant to Landlord under this Lease shall 
bear interest from the fifth (5th) day after the Due Date thereof until paid at the lesser of eight percent (8%) per 
annum or the maximum interest rate per annum allowed by law.  If any Minimum Rental is not paid by the 15th of 
the month when due, such nonpayment shall be an Event of Default under this Lease. Acceptance by Landlord of 
any payment from Tenant hereunder in an amount less than that which is currently due shall in no way affect 
Landlord’s rights under this Lease and shall in no way constitute an accord and satisfaction.  
 
 
 4. DELIVERY OF POSSESSION. 
 Except as specified in the Landlord’s Work as defined in Section 22, Landlord shall deliver the Premises 
to Tenant in “as is” and “where is” condition.  The Premises shall be deemed delivered, as of the earlier of: (a) the 
date Tenant takes possession of the Premises, or (b) three (3) business days after notification by the Landlord to 
Tenant that the Landlord’s Work has been substantially completed. Except for the Landlord’s Work, Landlord has 
no obligation to construct or make any improvements to the Premises and Tenant hereby expressly acknowledges 
that the Premises is being delivered to and made available to Tenant in its existing AS-IS, WHERE-IS condition. 
Tenant's entering into possession of the Premises, including any occupancy or possession by any employees, 
contractors or agents of Tenant, represents to the Landlord that Tenant has examined and inspected the same, finds 
them to be as represented by the Landlord, and satisfactory for Tenant's intended use; and evidences Tenant's 
acceptance of the Premises in all respects "AS IS" and "WHERE IS". Landlord shall not be liable to Tenant for any 
injury to person or damage caused to Tenant and its property due to the Premises or any other portions of the 
Building or Center, or any part or appurtenance of either, being improperly constructed or being or becoming out 
of repair, or arising from the any defect or failure of equipment, sprinkler systems, pipes, wiring, broken glass, or by 
the backing up of drains, or by gas, water, steam, electricity or oil leaking, escaping or flowing into the Premises (except 
where due to the negligence or willful misconduct of Landlord, its agents, employees, or contractors, including, any 
willful failure to make repairs required to be made by it hereunder, after the expiration of a reasonable time after written 
notice to Landlord of the need for such repairs), nor shall Landlord be liable for any interruption whatsoever in utility 
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services not furnished by it, nor for interruptions in utility services furnished by it which are due to force majeure 
or in order to make alterations, repairs or improvements 
 
 
 5. ALTERATIONS AND IMPROVEMENTS BY TENANT. 
 Tenant shall make no structural changes respecting the Premises and shall make no changes of any kind 
respecting the Premises that are visible from the exterior of the Premises.  Any other nonstructural changes or other 
alterations, additions, or improvements to the Premises shall be made by or on behalf of Tenant only with the prior 
written consent of Landlord, which consent shall not be unreasonably withheld or delayed; provided, however, that 
Tenant shall be allowed to make up to $100,000.00 of non-structural improvements annually to the interior of the 
premises without Landlord consent. All alterations, additions or improvements, including without limitation all 
partitions, walls, railings, carpeting, floor and wall coverings and other fixtures attached to the Property (excluding, 
however, Tenant’s trade fixtures and equipment as described in the paragraph entitled “Trade Fixtures and 
Equipment” below) made by, for, or at the direction of Tenant shall, when made, become the property of Landlord 
and remain upon the Premises at the expiration or earlier termination of this Lease, or will be removed and the 
building restored if requested by the Landlord.  Tenant will not be responsible for removing or restoring any 
Landlord approved initial alterations, additions or improvements to the Premises at the expiration or earlier 
termination of the Lease.   
 
 6. Intentionally Deleted. 
 
  
 7. USE OF PREMISES. 
 
 (a) Tenant shall use the Premises only for the provision of general office uses 24 hours per day, 365 
days per year, and for no other purposes without Landlord’s consent, which shall not be unreasonably withheld. 
Tenant shall comply with all laws, ordinances, orders, regulations or zoning classifications of any lawful 
governmental authority, agency or other public or private regulatory authority (including insurance underwriters 
or rating bureaus) having jurisdiction over the Premises.  Tenant shall not do any act or follow any practice 
relating to the Premises which shall detract in any way from the reputation of the Premises as a first-class real 
estate development.  Tenant’s duties in this regard shall include allowing no noxious or offensive odors, fumes, 
gases, smoke, dust, steam or vapors, or any loud or disturbing noise or vibrations to originate in or emit from the 
Premises. 
 
 (b)  Without limiting the generality of (a) above, the Premises shall not be used for the treatment, 
storage, transportation to or from, use or disposal of toxic or hazardous wastes, materials, or substances, or any 
other substance that is prohibited, limited or regulated by any governmental or quasi-governmental authority or that, 
even if not so regulated, could or does pose a hazard to health and safety of the occupants of the Premises or 
surrounding property, except in a manner and quantity necessary for the ordinary performance of Tenant’s permitted 
use and in compliance with all applicable laws.   
 
 (c) Intentionally Deleted. 
 
 (d) Tenant shall exercise due care in its use and occupancy of the Premises and shall not commit or 
allow waste to be committed on any portion of the Premises; and at the expiration or earlier termination of this 
Lease, Tenant shall deliver the Premises to Landlord in as good condition as same were on the Commencement 
Date, ordinary wear and tear, casualty and acts of God alone excepted. 
 
 (e) Tenant shall save Landlord harmless from any claims, liabilities, penalties, fines, costs, expenses 
or damages resulting from the failure of Tenant to comply with the provisions of this paragraph 7.  This 
indemnification shall survive the termination or expiration of this Lease.   







3550681v12.ARC.30414.T28731 


 
 (f) Tenant, for the use of its employees, invitees and patrons, shall have the non-exclusive use of 
parking on the Premises pursuant to the terms of a separate Memorandum of Understanding with the NC Division 
of Motor Vehicles (“MOU”), and any other tenant on the Premises, and as permitted by the MOU, Landlord will 
permit Tenant to designate 10 (ten) parking spaces to be used for its exclusive use directly surrounding the Premises.  
 
 (g) After the Commencement Date and as soon as the local utility company installs the proposed  
generator equipment to the Premises, Tenant will be connected and provided back-up power by the Landlord as 
soon as reasonably possible to the Building.  In event the generator is not installed by the local utility or there are 
technical difficulties preventing such connection to the Building, the Tenant may request and the Landlord shall 
approve the installation of a temporary back-up power generator and associated fuel tanks (“Generator 
Equipment”) on the Property immediately to the rear of the Premises in a location deemed acceptable by Landlord, 
and such approval by Landlord shall not be unreasonably withheld, conditioned, or delayed. Tenant’s use of the 
generator shall be limited to (a) emergencies, and (b) scheduled tests of the Generator Equipment as specified herein. 
The cost of acquiring, installing, and maintaining the Generator Equipment shall be borne solely by Tenant.  


 
 (h)  After the Commencement Date, Tenant may request Landlord’s approval to install a vehicle 
charging station (“Charging Station”) on the Property near the Premises in a location deemed acceptable by 
Landlord, and such approval by Landlord shall not be unreasonably withheld, conditioned, or delayed. During the 
Lease Term, the Tenant must maintain the Charging Station in good condition and repair.  Landlord shall have no 
obligation to ensure that the Charging Station is used only by Tenant’s employees or patrons.  The cost of acquiring, 
installing, and maintaining the Charging Station shall be borne solely by Tenant.  
 
 
 8. OTHER TAXES 
 Tenant shall pay any taxes, documentary stamps or assessments of any nature imposed or assessed upon 
this Lease, Tenant’s occupancy of the Premises or Tenant’s trade fixtures, equipment, machinery, inventory, 
merchandise or other personal property located on the Premises and owned by or in the custody of Tenant as 
promptly as all such taxes or assessments may become due and payable without any delinquency.   
 
 9. EXTRA HAZARDOUS ACTIVITIES. 
 Tenant shall not do or cause to be done or permit on the Premises anything deemed extra-hazardous on 
account of fire and Tenant shall not use the Premises in any manner which will cause an increase in the premium 
rate for any insurance in effect on the Premises or a part thereof.  If, because of anything done, caused to be done, 
permitted or omitted by Tenant or its agent(s), contractor(s), employee(s), invitee(s), licenses(s), servant(s) 
subcontractor(s) or subtenant(s) the premium rate for any kind of insurance in effect on the Premises or any part 
thereof shall be raised, Tenant shall pay Landlord on demand the amount of any such increase in premium which 
Landlord shall pay for such insurance and if Landlord shall demand that Tenant remedy the condition which caused 
any such increase in an insurance premium rate, Tenant shall remedy such condition within ten (10) days after 
receipt of such demand.  Tenant shall maintain and pay for all fire and extended coverage insurance on its contents 
in the Premises, including trade fixtures, equipment, machinery, merchandise or other personal property belonging 
to or in the custody of Tenant. 
 
 10. TENANT’S COVENANT TO REPAIR. 
 
 Except for the Landlord’s Repair Obligations, Tenant shall be responsible for the repair, replacement and 
maintenance in good order and condition of all parts and components of the Premises, including without limitation 
to the plumbing, wiring, electrical systems, HVAC system, glass and plate glass, equipment and machinery 
constituting fixtures maintenance and repair to loading areas, sidewalks, exterior lighting, garbage collection and 
disposal, water and sewer, plumbing, signs and utilities that serve the Premises (“Tenant Repair Obligations”), 
unless such repairs or replacements are required as a result of the negligence, misconduct or intentional acts or 
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omissions of Landlord, its agent(s), contractor(s), employee(s), invitee(s), or subcontractor(s) in which event 
Landlord shall be responsible for such repairs Tenant’s duty to maintain the Premises shall also include annual 
power washing the Building, annual window washing and maintaining landscaping on the Premises in good 
condition.  At the end of the term of this Lease, Tenant shall return the Premises to Landlord in as good condition 
as they were when received, excepting only normal wear and tear, acts of God and repairs required to be made by 
Landlord hereunder. Tenant’s duty to maintain the HVAC system shall specifically include the duty to enter into 
and maintain at Tenant’s sole expense during the entire term of this Lease a contract(s) for the quarterly maintenance 
and regular inspection of such HVAC system, the replacement of filters as recommended and the performance of 
other recommended periodic servicing in accordance with applicable manufacturer’s standards and 
recommendations.  Such contract (a) shall be with a reputable contractor reasonably satisfactory to Landlord; (b) 
shall satisfy the requirements for routine and periodic maintenance, if any, necessary to keep all applicable 
manufacturer’s warranties in full force and effect; and (c) shall provide that in the event this Lease expires or is 
earlier terminated for any reason whatsoever that said contract shall be immediately terminable by Landlord or 
Tenant without any cost, expense or other liability on the part of Landlord.   
 
 11. LANDLORD’S REPAIR OBLIGATIONS AND PERFORMANCE OF TENANT’S REPAIR 
OBLIGATIONS.  


 
Landlord shall be responsible for the repair, replacement, and maintenance in good order and condition the 


roof and exterior structure of the Premises (excluding doors and windows) (the “Landlord Repair Obligations”).  If 
Tenant does not perform its maintenance, repair or replacement obligations in a timely manner, commencing the 
same within thirty (30) days after receipt of notice from Landlord specifying the work needed, and thereafter 
diligently and continuously pursuing the work until completion, then Landlord shall have the right, but not the 
obligation, to perform such work. Any amounts expended by Landlord on such maintenance or restoration shall be 
Additional Rent to be paid by Tenant to Landlord upon demand. 
  
 12. TRADE FIXTURES AND EQUIPMENT.   
 So long as Tenant is not in default under this Lease beyond applicable notice and cure period, any trade 
fixtures, furniture, equipment, and furnishings installed in the Premises at Tenant’s expense shall remain Tenant’s 
personal property and Tenant shall have the right at any time during the term of this Lease to remove such trade 
fixtures.  Upon removal of any trade fixtures, Tenant shall immediately restore the Premises to substantially the 
same condition as they were when received by Tenant and repair all damage caused by such removal. Any trade 
fixtures not removed by Tenant at the expiration or an earlier termination of the Lease shall become, at Landlord’s 
sole election, either (i) the property of Landlord, in which event Landlord shall be entitled to handle and dispose of 
same in any manner Landlord deems fit without any liability or obligation to Tenant or any other third party with 
respect thereto, or (ii) subject to Landlord’s removal of such property from the Premises at a reasonable charge and 
storage of same for a reasonable period and for a reasonable charge until its disposal, sale or other disposition, all 
at Tenant’s expense.  Without limiting the generality of the foregoing, the following property shall in no event be 
deemed to be “trade fixtures” and Tenant shall not remove any such property from the Premises under any 
circumstances, regardless of whether installed by Landlord or Tenant:  (a) any air conditioning, air ventilating or 
heating fixtures or equipment; (b) any lighting fixtures or equipment; (c) any dock levelers; (d) any carpeting or 
other permanent floor coverings; (e) any paneling or other wall coverings; (f) plumbing fixtures and equipment; or 
(g) permanent shelving. 
 
 13. UTILITIES AND SERVICES 
 Tenant shall contract for and pay all utilities or services related to the Premises including without limitation 
electricity, gas, heat, water, sewer, telephone, data, janitorial services, and waste removal.  Landlord shall not be 
responsible for the stoppage or interruption of utilities services, nor shall Landlord be liable for any damages caused 
by or from the plumbing and sewer systems. In the event electricity cannot be separately metered, Tenant’s share 
shall be allocated pursuant to the terms of a separate Memorandum of Understanding with the NC Division  of 
Motor Vehicles, and any other tenant on the Premises. 







3550681v12.ARC.30414.T28731 


 
 14. DAMAGE OR DESTRUCTION OF PREMISES 
 
 If the Premises are damaged by fire or other casualty, but are not rendered untenantable for Tenant’s 
business, Landlord shall cause such damage to be repaired without unreasonable delay and the Annual Rental shall 
not be abated.  If by reason of such casualty the Premises are rendered untenantable in Tenant’s business, either in 
whole or in part, Landlord shall cause the damage to be repaired or replaced without unreasonable delay, and, in 
the interim, the Annual Rental shall be proportionately reduced as to such portion of the Premises as is rendered 
untenantable.  Any such abatement of rent shall not, however, create an extension of the term of this Lease.  
Provided, however, if by reason of such casualty, the Premises are rendered wholly untenantable, and the amount 
of time required to repair the damage using due diligence is determined to be or is in excess of two hundred forty 
(240) days, then either party shall have the right to terminate this Lease by giving written notice of termination 
within sixty (60) days after the date of casualty, and the Annual Rental shall abate as of the date of such casualty.  
Notwithstanding the other provisions of this paragraph, in the event there should be a casualty loss to the Premises 
to the extent of fifty percent (50%) or more of their replacement value or if the Premises are rendered untenantable 
for the conduct of Tenant’s business operations during the last two Lease Years of the initial term or any extended 
term, Tenant may, at its option, terminate this Lease by giving written notice within sixty (60) days after the date 
of the casualty and this Lease shall terminate as of the date of such notice.  Except as provided herein, Landlord 
shall have no obligation to rebuild or repair in case of fire or other casualty, and no termination under this paragraph 
shall affect any rights of Landlord or Tenant hereunder because of prior defaults of the other party. Tenant shall 
give Landlord immediate notice of any fire or other casualty in the Premises.  
 
  15. GOVERNMENTAL ORDERS. 
 
 Tenant agrees, at its own expense, to comply promptly with all laws, ordinances and regulations (including 
without limitation the Americans with Disabilities Act) and with all requirements of any legally constituted public 
authority that may be in effect from time to time made necessary by reason of Tenant’s use or occupancy of the 
Premises.   
 
 16. MUTUAL WAIVER OF SUBROGATION.   
 For the purpose of waiver of subrogation, the parties mutually release and waive unto the other all rights to 
claim damages, costs or expenses for any injury to property caused by a casualty of any type whatsoever in, on or 
about the Premises if the amount of such damage, cost or expense has been paid to such damaged party under the 
terms of any policy of insurance.  All insurance policies carried with respect to this Lease, if permitted under 
applicable law, shall contain a provision whereby the insurer waives, prior to loss, all rights of subrogation against 
either Landlord or Tenant. 
 
 17. INDEMNIFICATION. 
 Tenant shall indemnify and save Landlord harmless against any and all claims, suits, demands, actions, 
fines, damages, and liabilities, and all costs and expenses thereof (including without limitation reasonable attorneys’ 
fees) arising out of injury to persons (including death) or property occurring in, on or about, or arising out of the 
Premises if caused or occasioned wholly or in part by any act(s) or omission(s) of Tenant, its agent(s), contractor(s), 
employee(s), invitee(s), licensee(s), servant(s), subcontractor(s) or subtenant(s), except if caused by any act(s) or 
omission(s) on the part of Landlord its agent(s), contractor(s), employee(s), invitee(s), or subcontractor(s).Tenant 
shall give Landlord immediate notice of any such happening causing injury to persons or property.   
 
 
 18. LANDLORD’S RIGHT OF ENTRY. 
 Landlord, and those persons authorized by it, shall have the right to enter the Premises at all reasonable 
times and upon no less than twenty-four (24) hours prior notice for the purposes of inspecting the Premises, effecting 
repairs in accordance with paragraph 11 or showing the same to prospective purchasers and/or lenders, as well as 
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at any time in the event of emergency involving possible injury to property or persons in or around the Premises. 
The Tenant may request that Landlord be accompanied by a Tenant representative during any such inspection.  
Landlord reserves the right to inspect the Premises or to have a qualified third party inspect the Premises annually 
to confirm that Tenant is adequately maintaining the Premises in good condition. Further, during the last six (6) 
months of the initial or of any extended term, Landlord and those persons authorized by it shall have the right at 
reasonable times and upon reasonable notice to show the Premises to prospective tenants.   
 
 19. EMINENT DOMAIN. 
 If any substantial portion of the Premises is taken under the power of eminent domain (including any 
conveyance made in lieu thereof) and Tenant is unable to operate its business, then either party shall have the right 
to terminate this Lease by giving written notice of such termination within thirty (30) days after such taking.  If 
neither party elects to terminate this Lease, Landlord shall repair and restore the Premises to the best possible 
tenantable condition and the Minimum Rental shall be proportionately and equitably reduced. Rent and other 
charges under this Lease shall be prorated as of the date of termination. All compensation awarded for any taking 
(or the proceeds of a private sale in lieu thereof) shall be the property of Landlord whether such award is for 
compensation for damages to the Landlord’s or Tenant’s interest in the Premises, and Tenant hereby assigns all of 
its interest in any such award to Landlord; provided, however, Landlord shall not have any interest in any portion 
of the award allocated to Tenant’s loss of business, moving expense or the taking of Tenant’s leasehold 
improvements, trade fixtures or equipment. 
 
 20. EVENTS OF DEFAULT AND REMEDIES. 
 (a) Upon the occurrence of any one or more of the following events (the “Events of Default,” any one 
an “Event of Default”), the Landlord shall have the right to exercise any rights or remedies available in this Lease, 
at law or in equity.  Events of Default shall be: 
 
  (i)  Tenant’s failure to pay when due any rental or other sum of money payable hereunder 


within 15 days after the Due Date;  
 
  (ii) Tenant’s failure to perform any of the terms, covenants or conditions contained in this 


Lease other than the payment of money, and Tenant has not remedied such default within thirty 
(30) days after receipt of written notice by Landlord, or if such default cannot be remedied within 
such period, as long as Tenant diligently commences such cure, Tenant shall have up to sixty (60) 
days after written notice to remedy the default; 


 
  (iii) Tenant shall become bankrupt or insolvent, or file any debtor proceedings, or file 


pursuant to any statute a petition in bankruptcy or insolvency or for reorganization, or file a petition 
for the appointment of a receiver or trustee for all or substantially all of Tenant’s assets and such 
petition or appointment shall not have been set aside within sixty (60) days from the date of such 
petition or appointment, or if Tenant makes an assignment for the benefit of creditors, or petitions 
for or enters into an arrangement; 


 
  (iv) Tenant allows its leasehold estate to be taken under any writ of execution and such 


writ is not vacated or set aside within thirty (30) days. 
 
 (b) In addition to its other remedies, Landlord, upon an Event of Default by Tenant, shall have the 
immediate right, after any applicable grace period expressed herein, to terminate and cancel this Lease and/or to 
reenter and remove all persons and properties from the Premises and dispose of such property as it deems fit, all 
without being guilty of trespass or being liable for any damages caused thereby.  If Landlord reenters the Premises, 
it may either terminate this Lease or, from time to time without terminating this Lease, make such alterations and 
repairs as may be necessary or appropriate to relet the Premises and relet the Premises upon such terms and 
conditions as Landlord deems advisable without any responsibility on Landlord whatsoever to account to Tenant 







3550681v12.ARC.30414.T28731 


for any surplus rents collected.  No retaking of possession of the Premises by Landlord shall be deemed as an 
election to terminate this Lease unless a written notice of such intention is given by Landlord to Tenant at the time 
of reentry; but, notwithstanding any such reentry or reletting without termination, Landlord may at any time 
thereafter elect to terminate for such previous default.  In the event of an elected termination by Landlord, whether 
before or after reentry, Landlord may recover from Tenant damages, including the costs of recovering the Premises, 
and Tenant shall remain liable to Landlord for the total Annual Rental (which may at Landlord’s election be 
accelerated to be due and payable in full as of the Event of Default and recoverable as damages in a lump sum) as 
would have been payable by Tenant hereunder for the remainder of the term less the rentals actually received from 
any reletting or, at Landlord’s election, less the reasonable rental value of the Premises for the remainder of the 
term.  In determining the Annual Rental which would be payable by Tenant subsequent to default, the Annual 
Rental for each Lease Year of the unexpired term shall be equal to the Annual Rental payable by Tenant for the last 
Lease Year prior to the default.  If any rent owing under this Lease is collected by or through an attorney and if any 
remedies of Landlord are pursued by an attorney, Tenant agrees to pay Landlord’s reasonable attorneys’ fees to the 
extent allowed by applicable law. 
 
 (c) In the exercise of each and every remedy set forth herein for damages (expressly not including 
termination of this Lease or Tenant’s right of possession), Landlord shall be required to use commercially 
reasonable efforts to mitigate its damages, including making reasonable efforts to re-lease the Premises at market 
rental; provided, however, all reasonable expenses of Landlord in repairing, restoring, or altering the Premises for 
reletting as office space, together with leasing fees or commissions, and all other expenses in seeking and obtaining 
a new Tenant, shall be charged to and be a liability of Tenant.   
 
 21. SUBORDINATION. 
 
 This Lease is subject and subordinate to any and all mortgages or deeds of trust now or hereafter placed 
on the property of which the Premises are a part, and this clause shall be self-operative without any further 
instrument necessary to effect such subordination; however, if requested by Landlord, Tenant shall promptly 
execute and deliver to Landlord any such certificate(s) as Landlord may reasonably request evidencing 
subordination of this Lease to or the assignment of this Lease as additional security for such mortgages or deeds 
of trust.  Provided, however, in each case the holder of the mortgage or deed of trust shall agree that this Lease 
shall not be divested by foreclosure or other default proceedings thereunder so long as Tenant shall not be in 
default under the terms of this Lease beyond any applicable cure period set forth herein.  Tenant shall continue its 
obligations under this Lease in full force and effect notwithstanding any such default proceedings under a 
mortgage or deed of trust and shall attorn to the mortgagee, trustee or beneficiary of such mortgage or deed of 
trust, and their successors or assigns, and to the transferee under any foreclosure or default proceedings.  Tenant 
will, upon request by Landlord, execute and deliver to Landlord or to any other person designated by Landlord, 
within ten (10) business days after request, any commercially reasonable instrument or instruments (each, an 
“SNDA”) required to give effect to the provisions of this paragraph.    
 
 22. TENANT IMPROVEMENTS. 
 
 Landlord agrees to furnish or perform, at Tenant’s sole cost and expense, those items of construction and those 
improvements (the “Tenant Improvements”) pursuant to the terms of the Workletter attached hereto as Lease 
Addendum Number One.  After the Commencement Date Tenant shall, upon demand, execute and deliver to 
Landlord a letter of acceptance of delivery of the Premises.   The failure of Tenant to take possession of or to occupy 
the Premises shall not serve to relieve Tenant of obligations arising on the Commencement Date or delay the 
payment of Rent by Tenant.   
 
 23. ASSIGNING AND SUBLETTING.   
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 23.1  Tenant Assignment:  Tenant shall not assign, in whole or in part, this Lease, or allow it to be 
assigned, in whole or in part, by operation of law or otherwise (including without limitation by merger, dissolution 
or transfer of a controlling interest in Tenant, which merger, dissolution, or transfer shall be deemed an assignment; 
or the sale of all or substantially all of Tenant’s assets) or mortgage or pledge the same, or sublet the Premises, in 
whole or in part, without the prior written consent of Landlord, and in no event shall any such assignment or sublease 
ever release Tenant or any guarantor from any obligation or liability hereunder.  No assignee or sub-lessee of the 
Premises or any portion thereof may assign or sublet the Premises or any portion thereof  


 23.2 Conditions of Tenant Assignment:  If Tenant desires to assign or sublet all or any part of the 
Premises; it shall so notify Landlord in writing at least 30 days in advance of the date on which Tenant desires to 
make such assignment or sublease.  Tenant shall provide Landlord with a copy of the proposed assignment or 
sublease and such information as Landlord might request concerning the proposed sub-lessee or assignee to allow 
Landlord to make informed judgments as to the financial condition, reputation, operations, and general desirability 
of the proposed sub-lessee or assignee.  Within 30 days after Landlord's receipt of Tenant's proposed assignment or 
sublease and all required information concerning the proposed sub-lessee or assignee, Landlord shall have the 
following options:  


a) Cancel this Lease as to the Premises or portion thereof proposed to be assigned or sublet; 
b) Consent to the proposed assignment or sublease; or  
c) Refuse, which refusal shall be deemed to have been exercised, in its reasonable discretion and judgment 


as provided herein, to consent to the proposed assignment or sublease unless Landlord gives Tenant 
written notice stating otherwise.   
 


 Upon the occurrence of an Event of Default by Tenant under this Lease, if all or any part of the Premises 
are then assigned or sublet, Landlord, in addition to any other remedies provided by this Lease or provided by law, 
may, at its option, collect directly from the assignee or sub-lessee all rents becoming due to Tenant by reason of the 
assignment or sublease, and Landlord shall have a security interest in all properties belonging to Tenant on the 
Premises to secure payment of such sums.  No collection directly by Landlord from the assignee or sub-lessee shall 
be construed to constitute a novation or a release of Tenant or any guarantor from the further performance of its 
obligations under this Lease.  All legal fees and expenses incurred by Landlord in connection with the review by 
Landlord of Tenant's requested assignment or sublease pursuant to this Section, together with any legal fees and 
disbursements incurred in the preparation and/or review of any documentation of an amount not less than $500.00 
to reimburse Landlord’s Property Manager, shall be the responsibility of Tenant and shall be paid by Tenant within 
five days of demand for payment thereof.  In no event shall Landlord be obligated to execute such Assignment or 
Sublease Agreement if Tenant has not paid to Landlord such legal fees.  If the rent due and payable by any assignee 
or sub-lessee under any such permitted assignment or sublease (or a combination of the rent payable under such 
assignment or sublease plus any bonus or any other consideration or any payment incident thereto) exceeds the Rent 
payable under this Lease for such space, Tenant shall pay to Landlord all such excess rent and other excess 
consideration within 10 days, following receipt thereof by Tenant.  Any unauthorized assignment or sublease shall 
constitute a default under the terms of this Lease.  In addition to its other remedies for default, Landlord may elect 
to increase Base Rent to 150%. 


 Notwithstanding any provision contained herein,  provided Tenant is not in default under this Lease beyond 
any applicable notice cure period, Tenant shall be entitled, without Landlord’s consent, to (i) assign this Lease to 
any entity owned by, or under common corporate control with Tenant; (ii) transfer this Lease to any company or 
entity that acquires all, or substantially all, of Tenant’s assets or stock or into which Tenant is merged; provided, 
however, any such permitted assignee must have equal to or better financial strength of Tenant at the time of 
execution of the Lease; and (iii) in the event Tenant’s contract with the North Carolina Department of Transportation 
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and/or North Carolina Turnpike Authority expires, terminates, or ceases to be binding prior to the expiration of this 
lease, Tenant may assign and/or transfer this Lease to a third-party service provider selected by the NCTA or 
NCDOT, or as authorized by law, to the NCTA or NCDOT, until a third-party service provider is selected (each a 
“Permitted Transfer”).  If available, no later than thirty (30) days prior to any Permitted Transfer, the Tenant shall 
provide Landlord written notice of the Permitted Transfer and provide Landlord with reasonable documentation of 
the financial strength of such assignee. 


  
 
 24. TRANSFER OF LANDLORD’S INTEREST.   
 If Landlord shall sell, assign or transfer all or any part of its interest in the Premises or in this Lease to a 
successor in interest which expressly assumes the obligations of Landlord hereunder, then Landlord shall thereupon 
be released or discharged from all covenants and obligations hereunder, and Tenant shall look solely to such 
successor in interest for performance of all of Landlord’s obligations.  Tenant’s obligations under this Lease shall 
in no manner be affected by Landlord’s sale, assignment, or transfer of all or any part of such interest(s) of Landlord, 
and Tenant shall thereafter attorn and look solely to such successor in interest as the Landlord hereunder.   
 
 
 25. COVENANT OF QUIET ENJOYMENT.   
 Landlord represents that it has full right and authority to lease the Premises, and Tenant shall peacefully 
and quietly hold and enjoy the Premises for the full term hereof so long as Tenant does not default in the performance 
of any of the terms hereof.   
 
 
 26. ESTOPPEL CERTIFICATES.   
 Within ten (10) days after a request by Landlord, Tenant shall deliver a written estoppel certificate, in form 
supplied by or acceptable to Landlord, certifying any facts that are then true with respect to this Lease, including 
without limitation that this Lease is in full force and effect, that no default exists on the part of Landlord or Tenant, 
that Tenant is in possession, that Tenant has commenced the payment of rent, and that Tenant claims no defenses 
or offsets with respect to payment of rentals under this Lease.  Likewise, within ten (10) days after a request by 
Tenant, Landlord shall deliver to Tenant a similar estoppel certificate covering such matters as are reasonably 
required by Tenant. 
 
 
 27. PROTECTION AGAINST LIENS.   
 Tenant shall do all things necessary to prevent the filing of any mechanics’, materialmen’s or other types 
of liens whatsoever, against all or any part of the Premises by reason of any claims made by, against, through or 
under Tenant.  If any such lien is filed against the Premises, Tenant shall either cause the same to be discharged of 
record within twenty (20) days after notice of filing or, if Tenant in its discretion and in good faith determines that 
such lien should be contested, it shall furnish such security as may be necessary to prevent any foreclosure 
proceedings against the Premises during the pendency of such contest.  If Tenant shall fail to discharge such lien 
within said time period or fail to furnish such security, then Landlord may at its election immediately seek any right 
or remedy available in law or equity, or in accordance with paragraph 20 above. 
 
 28. MEMORANDUM OF LEASE.   
 If requested by Tenant, Landlord shall execute a recordable Memorandum or Short Form Lease, prepared 
at Tenant’s expense, specifying the exact term of this Lease and such other terms as the parties shall mutually 
determine. 
 
 29. FORCE MAJEURE.   
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 In the event Landlord or Tenant shall be delayed, hindered or prevented from the performance of any act 
required hereunder, by reason of governmental restrictions, scarcity of labor or materials, strikes, fire, pandemic, or 
any other reasons beyond its reasonable control, the performance of such act shall be excused for the period of 
delay, and the period for performance of any such act shall be extended as necessary to complete performance after 
the delay period.  However, the provisions of this paragraph shall in no way be applicable to Tenant’s obligations 
to pay Annual or Monthly Rental when due or any other sums, monies, costs, charges or expenses required by this 
Lease.   
 
 30. SIGNAGE 
 
 Tenant shall have the right to install, at Tenant's sole cost and expense, exterior signage as permitted by 
the City of Rocky Mount, subject to in all respects, however, Tenant having obtained prior written approval by the 
City of Rocky Mount and Landlord, Landlord's approval not to be unreasonably withheld. At the end of the term 
of the Lease, the Tenant, at its sole cost and expense, shall remove all signage on the building and repair any and 
all damage to the Premises. 
 
 31. REMEDIES CUMULATIVE -- NONWAIVER.   
 Unless otherwise specified in this Lease, no remedy of Landlord or Tenant shall be considered exclusive of 
any other remedy, but each shall be distinct, separate and cumulative with other available remedies.  Each remedy 
available under this Lease or at law or in equity may be exercised by Landlord or Tenant from time to time as often 
as the need may arise.  No course of dealing between Landlord and Tenant or any delay or omission of Landlord or 
Tenant in exercising any right arising from the other party’s default shall impair such right or be construed to be a 
waiver of a default.   
 
 32. HOLDING OVER.   
 
 If Tenant remains in possession of the Premises or any part thereof after the expiration of the term of this 
Lease, whether with or without Landlord’s acquiescence, Tenant shall be deemed only a tenant at will and there 
shall be no renewal of this Lease without a written agreement signed by both parties specifying such renewal.  The 
“monthly” rental payable by Tenant during any such tenancy at will period shall be one hundred fifty percent (150%) 
of the monthly installments of Annual Rental payable during the final year immediately preceding such expiration 
and Tenant shall surrender the Premises within thirty (30) days of written notice by Landlord.  Tenant shall also 
remain liable for any and all damages, direct and consequential, suffered by Landlord as a result of any holdover 
without Landlord’s unequivocal written acquiescence.   
 33. NOTICES. 
  
 Any notice allowed or required by this Lease shall be deemed to have been sufficiently served if the same 
shall be in writing and placed in the United States mail, via certified mail or registered mail, return receipt requested, 
with proper postage prepaid or by recognized overnight delivery service and addressed as follows: 
 
 
 AS TO LANDLORD: Prime Properties RMT, LLC 
  Attn: Scott McLaughlin 
  8930 Highway 39 South 
  Zebulon, NC 27597 
 
  
 AS TO TENANT: GC Services Limited Partnership  
  Attention: Michael Jones  
    Copy to:  Law Department  
    6330 Gulfton  
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    Houston, Texas 77081 
    Email:  michael.jones@gcserv.com 
    Phone: 713-776-6874      
 
 The addresses of Landlord and Tenant and the party, if any, to whose attention a notice or copy of same 
shall be directed may be changed or added from time to time by either party giving notice to the other in the 
prescribed manner.   
 
 34. BROKERS.  Landlord and Tenant each hereby covenants, warrants and represents that no brokers 
are involved in the negotiation and making of this Lease.  Landlord shall be solely responsible for paying any 
commissions due to the Brokers for the initial Lease Term only and not for any Option Term, pursuant to the terms 
of a separate written agreement.  Landlord and Tenant each agrees to indemnify, defend and hold the other harmless 
from and against any brokerage commissions or finder's fees, or claims therefor, by any party, other than the 
Brokers, claiming to have dealt with the indemnifying party, or any officers or agents of the indemnifying party, or 
anyone acting on its behalf, and all costs, expenses and liabilities in connection therewith, including, without 
limitation, reasonable attorneys' fees and expenses, for any breach of the foregoing.  The indemnification obligations 
set forth in this Section 34 shall survive the expiration of the Term or any earlier termination of this Lease for any 
reason. 
 
 35. MISCELLANEOUS.   
 
 (a) Evidence of Authority.   
 
 If requested by Landlord, Tenant shall furnish appropriate legal documentation evidencing the valid 
existence and good standing of Tenant and the authority of any parties signing this Lease to act for Tenant.  
 
 (b) Limitation of Landlord’s Liability.   
 
 If Landlord shall fail to perform any covenant, term or condition of this Lease upon Landlord’s part to be 
performed, and, as a consequence of such default, Tenant shall recover a money judgment against Landlord, such 
judgment shall be satisfied solely out of the proceeds of sale received upon execution of such judgment levied 
thereon against the right, title and interest of Landlord in the Premises as the same may then be encumbered; and 
neither Landlord nor, if Landlord be a partnership, any of the partners comprising Landlord shall have any personal 
liability for any deficiency.  It is understood and agreed that in no event shall Tenant or any person claiming by or 
through Tenant have the right to levy execution against any property of Landlord other than its interest in the 
Premises as hereinbefore expressly provided.   
 
  
 (c) Nature and Extent of Agreement.   
 
 This Lease, together with all exhibits hereto, contains the complete agreement of the parties concerning the 
subject matter, and there are no oral or written understandings, representations, or agreements pertaining thereto 
which have not been incorporated herein.  This Lease creates only the relationship of landlord and tenant between 
the parties, and nothing herein shall impose upon either party any powers, obligations or restrictions not expressed 
herein.  This Lease shall be construed and governed by the laws of the state in which the Premises are located.   
 
 (d) Binding Effect.   
 
 This Lease shall be binding when executed by Landlord and Tenant.  No amendment or modification to 
this Lease shall be binding upon Landlord unless same is in writing and executed by Landlord and Tenant.   
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 (e) Captions and Headings.   
 
 The captions and headings in this Lease are for convenience and reference only, and they shall in no way 
be held to explain, modify, or construe the meaning of the terms of this Lease.    
 
 (f)  Attorney’s Fees.  


 This Lease shall be construed according to, and be governed by, the laws of the State of North Carolina. 
In any dispute regarding this Lease or in any action or proceeding which either party brings against the other to 
enforce its rights hereunder, the non-prevailing party shall pay all costs incurred by the prevailing party, 
including reasonable attorneys’ fees and costs.  Any judgment or order entered in any final judgment shall 
contain a specific provision providing for the recovery of all costs and expenses of suit, including reasonable 
attorneys’ fees (collectively “Costs”) incurred in enforcing, perfecting and executing such judgment.  For the 
purposes of this paragraph, Costs shall include, without limitation, attorneys’ fees, costs and expenses incurred 
in (1) post-judgment motions, (2) contempt proceeding, (3) garnishment, levy, and debtor and third party 
examination, (4) discovery, and (5) bankruptcy litigation. 


 (g) Business Days. 
 
 “Business days” (or in the singular, “business day”) are Mondays through Fridays, exclusive of any holidays 
observed by commercial banks in the State of North Carolina 
 
 35. SEVERABILITY.   
 If any term or provision of this Lease or the application thereof to any person or circumstance shall, to any 
extent, be invalid or unenforceable, the remainder of this Lease, or the application of such term or provision to 
persons or circumstances other than those as to which it is held invalid or unenforceable, shall not be affected 
thereby, and each term and provision of this Lease shall be valid and enforced to the fullest extent permitted by law 
notwithstanding the invalidity of any other term or provision hereof. 
 


[Signature Page Follows] 
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 IN WITNESS WHEREOF, the parties have caused this Lease to be duly executed pursuant to authority 
duly given as of the day and year first above written.   
 
LANDLORD      
 
PRIME PROPERTIES RMT, LLC, 
a North Carolina limited liability company 
 
 
By: ____________________________________________ 
G. Scott McLaughlin, Member-Manager 
 
By: Monarch Financial, LLC, a North Carolina limited 
liability company, Member-Manager 
 
By: _________________________________________ 
 David S. Hicks, Manager 
 
                                                
 
TENANT 
 
GC Services Limited Partnership,    
By:  ORG GC GP Buyer, LLC, a Delaware  
limited liability company, as general partner 
 
By:_____________________________________________  
  
Printed Name: ____________________________________ 
    
Title: ___________________________________________                                       
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Exhibit A 
 
 


Property Description 
 


 
 
 
 
 
 
1533 N. Church St., Rocky Mount NC, being Building 4 containing 9,008 rentable square feet and the 
storage unit to the rear 
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Exhibit  B 
 


The Premises 
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EXHIBIT C 
 


FORM OF RENT COMMENCEMENT DATE AGREEMENT 
 


RENT COMMENCEMENT DATE AGREEMENT 
 
 THIS RENT COMMENCEMENT DATE AGREEMENT is made as of ________________________, 
2021, by and between PRIME PROPERTIES RMT, LLC, a North Carolina limited liability company (hereinafter 
referred to as “Landlord”); and GC SERVICES LIMITED PARTNERSHIP, a Delaware limited partnership 
(hereinafter referred to as “Tenant”). 
 


W I T N E S S E T H 
 
 WHEREAS, pursuant to that Lease Agreement (the “Lease”) dated _____________________, 2021, 
Landlord leased unto Tenant that certain building containing approximately 9,008 rentable square feet located 
on that tract of land located at 1533 N. Church St., Building 4 Rocky Mount, NC 27804 (the “Premises”); and 
 
 WHEREAS, the initial Term has commenced pursuant to Section 2 thereof; and 
 
 WHEREAS, pursuant to Section 3(a) of the Lease, Landlord and Tenant desire to confirm, inter alia, 
the Rent Commencement Date. 
 
 NOW, THEREFORE, in consideration of the Premises, Landlord and Tenant confirm the following: 
 


1. The Commencement Date is ____________________. 
2. The Rent Commencement Date is _________________. 
3. The Expiration Date is ______________. 
4. The Lease is in full force and effect and is hereby ratified and confirmed. 


 
[ SIGNATURES ON FOLLOWING PAGE(S) ] 
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IN WITNESS WHEREOF, the parties hereto have caused these presents to be executed the date and year first 
above written. 
  
 
LANDLORD      
 
PRIME PROPERTIES RMT, LLC, 
a North Carolina limited liability company 
 
 
By: ____________________________________________ 
G. Scott McLaughlin, Member-Manager 
 
By: Monarch Financial, LLC, a North Carolina limited 
liability company, Member-Manager 
 
By: _________________________________________ 
 David S. Hicks, Manager 
 
                                                
 
TENANT 
 
GC Services Limited Partnership,     
By:  ORG GC GP Buyer, LLC, a Delaware  
limited liability company, as general partner 
 
By:_____________________________________________  
  
Printed Name: ____________________________________ 
    
Title: ___________________________________________ 
 
  







 


3550681v12.ARC.30414.T28731 


LEASE ADDENDUM NUMBER ONE 
 


TENANT IMPROVEMENTS WORKLETTER 


 This Lease Addendum Number One sets forth the rights and obligations of Landlord and Tenant with respect 
to schematic planning, engineering, final construction drawings, and the construction and installation of 
improvements to the Premises (the "Tenant Improvements"), to be completed before the Commencement Date in 
accordance with the terms of this Lease Addendum Number One.  Landlord agrees, at Tenant’s sole expense, to 
design, engineer, install, supply and otherwise to construct the Tenant Improvements, subject to and in accordance 
with this Lease Addendum Number One.  


  1)  Design.  Within __ business days of execution of the Lease, Tenant and Landlord shall choose an 
Architect which shall attend a reasonable number of meetings with Tenant and Landlord and will prepare one 
complete schematic plan (the "Schematic Plan") for the Tenant Improvements which Schematic shall include, 
without limitation, walls, electrical and data outlets and any other special items that the parties determine are 
necessary for the preparation of final construction plans for the Tenant Improvements (the "Final Plans," and 
collectively with the Schematic Plan, the "Plans").  Tenant shall approve such Schematic Plan within five (5) 
business days after receipt of the Schematic Plan (the "Schematic Plan Approval Date").  Once both Landlord and 
Tenant approve the Schematic Plan, the Architect shall prepare Final Plans, which shall be approved by Tenant 
within five (5) business days after receipt of such Final Plans (the "Final Plans Approval Date").  The Final Plans 
shall be the basis for the construction budget prepared by Landlord and presented to Tenant for review and approval.  
Tenant shall approve the construction budget within five (5) business days after receipt of same.  


  All Plans for the construction and completion of the Tenant Improvements shall be subject to Landlord's 
prior written approval.  Any changes or modifications Tenant desires to make to the Plans shall also be subject to 
Landlord's prior approval.  Landlord agrees that it will not unreasonably withhold its approval of the Plans, or of 
any changes or modifications thereof; provided, however, Landlord shall have sole and absolute discretion to 
approve or disapprove any improvements that will be visible to the exterior of the Demised Premises or the Building, 
or which may affect the structural integrity of the Building.  Any approval of the Plans by Landlord shall not 
constitute approval of any delays caused by Tenant and shall not be deemed a waiver of any rights or remedies that 
may arise as a result of such delays. 


2)  Commencement Date. 


a. The Commencement Date under the Lease shall be the date when the work to be performed by 
Landlord pursuant to the Plans approved by Landlord and the Tenant Improvements have been substantially 
completed (excluding items of work and adjustment of equipment and fixtures that can be completed after 
the Demised Premises are occupied without causing material interference with Tenant's use of the Demised 
Premises -- i.e., Punchlist items). 


b. Notwithstanding the foregoing, if Landlord shall be delayed in substantially completing Tenant 
Improvements as a result of: 


i. Tenant’s failure to approve the Schematic Plan or the Final Plans for the Tenant 
Improvements within the times specified; 


ii. Tenant's request for changes in or modifications to the Plans subsequent to the 
Schematic Plan Approval Date or the Final Plans Approval Date, as applicable; 







 


3550681v12.ARC.30414.T28731 


iii. Inability to obtain non-building standard materials, finishes or installations requested 
by Tenant;  


iv. The performance of any work by any person, firm or corporation employed or retained 
by Tenant; or 


v. Any other act or omission by Tenant or its agents, representatives, and/or employees; 


then, in any such event, for purposes of determining the Commencement Date, Tenant Improvements shall 
be deemed to have been substantially completed on the date that Landlord and its Architect determine that 
the Demised Premises would have been substantially completed and ready for delivery if such delay or 
delays had not occurred. 


3) Materials and Workmanship.  Landlord covenants and agrees that all work performed in connection 
with the construction of the Tenant Improvements shall be performed in a good and workmanlike manner 
and in accordance with all applicable laws and regulations and with the final approved Plans.  Landlord 
agrees to exercise due diligence in completing the construction of the Tenant Improvements.  


4) Repairs and Corrections.  Landlord’s Contractor will provide a one-year warranty from the date of 
delivery of the Premises, transferable to Tenant, for defective workmanship and materials.  Landlord shall 
transfer to Tenant all manufacturers’ and builders’ warranties with respect to the Tenant Improvements, 
without recourse to the Landlord.  Tenant shall repair or correct any defective work or materials installed 
by Tenant or any contractor other than Landlord's Contractor, or any work or materials that prove defective 
as a result of any act or omission of Tenant or any of its employees, agents, invitees, licensees, subtenants, 
customers, clients, or guests. 


5) Inspection of Demised Premises; Possession by Tenant.  Prior to taking possession of the Premises, 
Tenant and Landlord shall inspect the Tenant Improvements, and Tenant shall give Landlord notice of any 
defects or incomplete work ("Punchlist").  Tenant’s possession of the Premises constitutes acknowledgment 
by Tenant that the Premises are in good condition and that all work and materials provided by Landlord are 
satisfactory as of such date of occupancy, except as to (i) any defects or incomplete work set forth in the 
Punchlist, (ii) latent defects, and (iii) any equipment that is used seasonally if Tenant takes possession of 
the Premises during a season when such equipment is not in use 


6) Access During Construction.  During construction of the Tenant Improvements and with prior approval 
of Landlord, Tenant shall be permitted reasonable access to the Premises and the Building for the purposes 
of taking measurements, making plans, installing trade fixtures, and doing such other work as may be 
appropriate or desirable to enable Tenant to assume possession of and operate in the Premises; provided, 
however, that such access does not interfere with or delay construction work on the Premises and does not 
include moving furniture or similar items into the Premises.  Prior to any such entry, Tenant shall comply 
with all insurance provisions of the Lease.  All waiver and indemnity provisions of the Lease shall apply 
upon Tenant’s entry of the Premises. 
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STATE OF NORTH CAROLINA EXTRA WORK ORDER #8 


North Carolina Turnpike Authority 
A Part of the North Carolina Department of Transportation 


NC Quick Pass and NC Ferry 
Customer Service Center Operations 


NCTA CONTACT: 


 
 


TELEPHONE: 


EMAIL: 


Angela Queenland 


Manager of Customer Service 


(919) 707-4941 


arqueenland@ncdot.gov 


BAFO DATE: 


EXTRA WORK ORDER DATE: 


 
PRICE: 


December 20, 2019 


November 1, 2023 


 
 


$81,000.00 


GC SERVICES CONTACT: John Hertweck COMMODITY: 


 
 


TELEPHONE: 


EMAIL: 


Project Manager 


(317) 294-3381 


john.hertweck@intelogix.com 


Authorization to GC Services to enter into a lease 
agreement for 5635 W. Hanes Mill Road, Winston-
Salem, NC 1533 and to pass-through expenses 
associated with lease payments, facility maintenance, 
and costs incurred by GC for Project Management effort 
and Project Manager airfare. 


 
EXTRA WORK ORDER #8 to the NC Quick Pass and NC Ferry Customer Service Center Operations – GC Services Best 


and Final Offer (BAFO), by and between GC Services Limited Partnership (GC Services) and the North Carolina 


Turnpike Authority (NCTA), a Part of the North Carolina Department of Transportation (NCDOT), is made and 


entered into as the dates set forth within this document. 


WHEREAS, the BAFO provides that the Agreement (“Contract”) entered into by the parties may be amended by 


written Extra Work Orders duly executed by NCTA and GC Services; and 


WHEREAS, NCTA and GC Services have determined that the Agreement should be amended as set forth below. 
 


NOW THEREFORE, in consideration of the provisions, and other considerations stated herein, including the mutual 


covenants and conditions set forth herein, the parties hereto agree through execution below. 


 
CONTRACT SUMMARY 


The tables below summarize the Amendments, Change Orders and Extra Work Orders executed for this Contract. 


An executed copy of this Extra Work Order #8 will be forwarded to GC Services upon NCTA’s approval and 


execution of the document. This document including any and all attachments contains GC Services confidential and 


trade secret information and is intended for the sole use the North Carolina Department of Transportation. Any 


unauthorized review, use, disclosure, or distribution is prohibited. These documents shall constitute the continued 


written agreement between the parties. 
 


Amendments 


No. Date Amendment Title Amount 


1 Aug. 6, 2020 
Delay of Back Office System I Operations Phase Start 
Date 


$72,137.26 


2 Oct. 1, 2020 Modification of Bond Requirements $0.00 


3 July 28, 2021 Milestone Payment Update $0.00 


Subtotal - Amendments: $72,137.26 
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 Change Orders 


No. Date Change Order Title Amount 


1 Aug. 6, 2020 Delay of Key Personnel Availability ($19,691.18) 


2 Aug. 18, 2021 Changes to Image Review Services $2,218,534.31 


3 Jan. 27, 2022 
Lease Extension for 200 Sorrell Grove Church Road, 


Morrisville, NC 27560 
$0.00 


4 Jan. 28, 2022 CSC Staff Hourly Rate Changes $5,489,910.57 


5 Mar. 30, 2022 Lease Extension for 3034 Winston Avenue, Monroe, NC 0.00 


6 Feb. 28, 2023 Rocky Mount Call Center Staffing $776,540.42 


7 June 30, 2023 CSC Staff Hourly Rate Changes #2 $0.00 


Subtotal - Change Orders: $8,465,294.12 


 


 


Extra Work Orders 


No. Date Extra Work Order Title Amount 


1 Dec. 13, 2021 
Secondary Out of State Overflow Call Center Startup 


Services 
$47,913.00  


2 Dec. 22, 2021 


Lease for 1533 N. Church Street, Rocky Mount, North 


Carolina 27804, Building 4 and the storage unit located to 


the rear of Building 4 


$83,000.00  


3 Feb. 16, 2022 
Initial Funding for Rocky Mount Overflow Call Center 


Buildout 
$500,000.00 


3 Apr. 13, 2022 
Remaining Not to Exceed Funding for Rocky Mount 


Overflow Call Center Buildout 
$1,425,946.86 


5 May 13, 2022 Secondary Overflow Operations Center Occupancy Costs $120,175.00 


6 June 30, 2022 
Not to Exceed Funding for NC Quick Pass Operations 


Center Building Updates 
$447,500.00 


7 March 1, 2023 
Phase II - Secondary Overflow Operations Center 


Occupancy Costs 
$143,000.00 


8 Nov. 1, 2023 Winston-Salem Call Center: Negotiate and Execute Lease $81,000.00 


Subtotal - Extra Work Orders: $2,848,534.86 


 


Contract Summary 


Contract Item Amount 


Contract TOTAL (BAFO - December 20, 2019) $53,868,916.38 


Subtotal – Amendments $72,137.26 


Subtotal - Change Orders $8,465,294.12 


Subtotal - Extra Work Orders $2,848,534.86 


Total Contract Amount: $65,254,882.62 
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TERMS AND CONDITIONS 


 


TERMS AND CONDITIONS 


Unless otherwise changed or modified by this Extra Work Order, all terms and conditions of the December 20, 


2019 BAFO shall remain in full force and effect. 


 
EXECUTION 


In compliance with this Extra Work Order, and subject to all the conditions herein, the undersigned offers and 


agrees to furnish and deliver any or all goods and services which are offered, at the prices agreed upon and within 


the time specified herein. Under the penalty of perjury, the undersigned Contractor certifies that this offer has not 


been arrived at collusively or otherwise in violation of Federal or North Carolina law and this offer is made without 


prior understanding, agreement, or connection with any firm, corporation, or person submitting an offer for the 


same commodity, and is in all respects fair and without collusion or fraud. 


An authorized representative of GC Services shall affix his/her signature in the space provided below. If the NCTA 


accepts this Extra Work Order offer, an authorized representative of the NCTA shall affix his/her signature within 


the appropriate signature block below. This Extra Work Order may be executed in counterparts. In the event that 


any signature is delivered by facsimile transmission or by email delivery of a ".pdf" format data file, such signature 


shall create a valid and binding obligation of the party executing (or on whose behalf such signature is executed) 


with the same force and effect as if such facsimile or ".pdf" signature was an original thereof. 
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Extra Work Order #8 accepted and executed by authorized representatives of GC Services and NCTA below: 
 


CONTRACTOR 


CONTRACTOR: 
GC Services Limited Partnership 


FEDERAL ID OR SOCIAL SECURITY NO. 
76-0199626 


STREET ADDRESS: 
6330 Gulfton Drive 


PO BOX: ZIP: 
77081 


CITY & STATE: 
Houston, TX 


TELEPHONE NUMBER: 
 713-776-6158 


TYPE OR PRINT NAME & TITLE OF PERSON SIGNING: 
Mario Baddour, CEO and President 


FAX NUMBER: 
 713-776-6630 


AUTHORIZED SIGNATURE: DATE: 


 


EMAIL: 
Mario.baddour@intelogix .com 


NORTH CAROLINA STATE AGENCY 


AUTHORITY: 
North Carolina Turnpike Authority 


 


STREET ADDRESS: 
NCDOT Transportation Building – 1 South Wilmington Street 


PO BOX: ZIP: 
27601 


CITY & STATE: 
Raleigh, North Carolina 


FAX NUMBER: 
(919) 715-5511 


TYPE OR PRINT NAME & TITLE OF PERSON RECOMMENDING: 
Angela Queenland, NCTA Manager of Customer Service 


TELEPHONE NUMBER: 
(919) 707-2719 


RECOMMENDED BY SIGNATURE: DATE: 


 
EMAIL: 


arqueenland@ncdot.gov 


TYPE OR PRINT NAME & TITLE OF PERSON APPROVING: 
Manish Chourey, NCTA Chief Technology Officer 


TELEPHONE NUMBER: 
(984) 302-1875 


APPROVED BY SIGNATURE: DATE: 
 
 


EMAIL: 
mgchourey@ncdot.gov 


TYPE OR PRINT NAME & TITLE OF PERSON SIGNING AUTHORIZATION: 
James J. Eden, NCTA Executive Director 


TELEPHONE NUMBER: 
(919) 707-2715 


AUTHORIZED SIGNATURE: DATE: 


 


EMAIL: 
jjeden@ncdot.gov 


11/09/2023


11/09/2023


11/09/2023
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BACKGROUND 


The NC Quick Pass and NC Ferry Customer Service Center Operations Contract, specifically, RFP Section II, Section 


4.4, Facility Management, provides, in part, that the Operations Contractor shall be responsible for the operations 


and maintenance of all NC Quick Pass facilities, coordinating with facility owners / landlords to negotiate enter into 


lease agreements, and to accommodate growth that surpasses the current capacity of the Morrisville Operations 


Center. 


NCTA has identified the need to relocate its primary call center from Morrisville, NC to a facility located in 


Winston-Salem, NC.  The building at 200 Sorrell Grove Church Road in Morrisville  that currently houses the NC 


Quick Pass Operations Center and walk-in NC Quick Pass Customer Service Center does not meet existing or 


future capacity needs.  In addition, the Morrisville facility is located in an area that has proven to be difficult to 


attract and retain quality call agents such that the existing the NC Quick Pass CSC labor force suffers from high 


turnover rates and NCTA . NCTA has determined that, upon relocating the call center to Winston-Salem, the 


Morrisville facility can be better utilized by NCTA as a location for some of its Administrative staff along with most 


of the existing GC Services Production staff, the existing Walk-in Center (WIC), and some GC Services 


Administration.   


The Winston-Salem facility, located at 5635 W. Hanes Mill Road, Winston-Salem, NC 27105, is in an area 


identified as having an ample supply of labor well suited for call center work.  The selected facility will be 


outfitted as a modern call center and will have more than adequate parking for all employees which has typically 


been an issue at Morrisville.  The call center will occupy the ground floor of the building with approximately 


14,000 square feet available.  When the Winston-Salem facility has been fully staffed, NCTA plans to discontinue 


the services currently in use at the El Paso overflow call center with the Rocky Mount call center remaining in 


place as the overflow call center and potential disaster recovery/business continuity site. 


The Winston-Salem facility will be reconfigured, outfitted, and staffed to provide a working call center.  Tasks 


associated with these efforts will be under a separate EWO. 


Therefore, as per this Extra Work Order #8, NCTA authorizes GC Services to negotiate and execute the lease to 


acquire the Winston-Salem Call Center facility, to pass-through lease payments and facility maintenance expenses 


to NCTA, to bill NCTA for Project Management and Project Manager airfare, and for NCTA approved costs related 


to construction drawings. 


 
PROJECT SCHEDULE 


There are no changes to the Project Schedule of the current NC Quick Pass operations because of this Extra Work 


Order. 


The table below provides anticipated key milestones for of the project. 
 


Table 1: Milestone Schedule 
 


Task Date1 


Building Selection Completed 


Lease November 2023 


Begin Construction Buildout May 2024 


Certificate of Occupancy December 1, 
2023 
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Building Go-Live January 1, 2024 
1Dates are preliminary and subject to change 


 


GC SERVICES RESPONSIBILITIES 


1. Provide Project Management duties  for the site selection and lease negotiations of the Winston-Salem facility. 


2. Coordinate with NCTA on building requirements. 


3. Meet with NCTA to provide details regarding space/facility considerations, cost-of-ownership pricing, 


estimated buildout costs, etc. 


4. Execute a lease for the Winston-Salem facility 


5. Work with architect to expedite the completion of the construction drawings and bill NCTA for 


associated architect costs on a pass-through invoice. 


6. Bill NCTA for lease payments and costs of supplies and services necessary to secure and maintain the 


facility on a separate pass- through invoice.  All invoices and requests for reimbursement must be 


supported by adequate documentation. 


7. Participate in regularly scheduled project meetings throughout the duration of the project. 
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NCTA RESPONSIBILITIES 


1. Participate in project meetings throughout the duration of the project. 


2. Review and approve the building lease. 
3. Reimburse GC Services, consistent with the payment provisions of the Contract, related to pass-through expenses. 


4. In the event GC Services’ contract with NCTA ends prior to the then-current lease term for the Winston-Salem 


call center, NCTA will promptly take all applicable actions required to wholly assume the Winston-Salem 


center lease, or cause a replacement vendor to wholly assume the Winston-Salem call center lease, and fully 


relieve GC Services from any further obligations on the Winston-Salem call center lease. 


 
KEY PERFORMANCE MEASUREMENTS 


There are no changes to the Key Performance Measurements to the Contract because of this Extra Work Order. 


 
PRICING SUMMARY 


Compensation to GC Services for Work described in this Extra Work Order is as follows: 
 


Table 2: GC Services Costs 
 


Item Amount 


A. Project Manager Support from GC Services $75,000.00 


B. Project manager Travel Expenses (airfare) $6,000.00 


GC Services Cost Amount $81,000.00 


 
Pass-through compensation to GC Services for Work described in this Extra Work Order is as follows: 


 


Table 3: Architect Costs 
 


Item Amount 


 Architect Costs (Estimated) $30,000.00 


                  Architect Cost Amount $30,000.00 


 
Table 4: Lease Security Deposit 


 


Item Amount 


Lease Security Deposit $17,243.33 


   Lease Security Deposit Amount $17,243.33 
 


Table 5: Lease Budget 
 


Year Cost per SF1 Annual Base Rent2 TICAM3 Total 


1 $14.00 $206,919.96 $0 $206,919.96 


2 $14.35 $212,093.04 TBD $212,093.04 
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3 $14.71 $217,413.84 TBD $217,413.84 


4 $15.08 $222,882.36 TBD $222,882.36 


5 $15.46 $228,498.84 TBD $228,498.84 


6 $15.85 $234,263.04 TBD $234,263.04 


7 $16.25 $240,174.96 TBD $240,174.96 


 7-Year Total $1,562,246.04 $TBD $1,562,246.04 


 


 


PAYMENTS 
GC Services related costs shown in Table 2, Item A are payable to GC Services upon execution of this Extra Work Order.   


 
Costs associated with Table 2 Item B, Table 3, and Table 4 shall be invoiced by GC Services to NCTA and payable to GC 
Services upon submission of proper supporting documentation as part of a separate pass-through invoice. 
 
Lease related costs shown in Table 5 will be invoiced on the regular monthly invoice cycle using supporting 
documentation provided to NCTA. Supporting documentation must be submitted for reimbursement. 


 
 
 
 
 
 
 
 
 
 
 
 
 


1 Based on lease agreement term that on the first day of the second Lease Year and on the first day of each Lease 
Year thereafter the Minimum Rental will increase by Three percent (2.5%) annually over the Minimum Rental 
payable in the immediately preceding Lease Year. 
2 Based on 14,780 rentable SF. 
3 In addition to Base Rent, Tenant shall pay as Rent all sums and charges due and payable by Tenant under this Lease 
(“Additional Rent”), including, but not limited to Tenant's Proportionate Share of the increase in Landlord's 
Operating Expenses in excess of the Base Year
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ATTACHMENT A – LEASE AGREEMENT 
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Exhibit A 
 


Property Description 
 


 


(Official / Legal Description to be added if necessary) 
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Exhibit B 


 


Proposed Floor Plan  


 


5635 W. Hanes Mill Road, Winston-Salem, NC (First Floor Only) - Approximately 14,000 SF 


 


 
Figure 1 - Proposed Floor Plan 


DocuSign Envelope ID: FCD18AF1-F3D7-4BFC-85BA-3B685D569D18







 


 


 


NC Quick Pass and NC Ferry         Extra Work Order #8 
Customer Service Center Operations                                      Winston-Salem Call Center: Negotiate and Execute Lease 


 


 


Exhibit C  
 


Building Images 
 


 


 


Figure 2 - Aerial View 


 


 


Figure 3 - Street View 
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		Winston-Salem Call Center - Lease

		Terms and Conditions



				2023-11-15T12:18:46-0800

		Digitally verifiable PDF exported from www.docusign.com










1

		CASE MONITORING FORM









		AGENT NAME:																 NOTES: 

		CASE NUMBER:

		ACCOUNT NUMBER:

		CASE RECEIVED DATE:

		CASE CLOSED DATE

		DATE QC'D:

		SUMMARY:





				ACCOUNT																		TOTAL		Y/N		PTS		WT		DEFINITIONS

		1		Addressed all additional accounts as needed																		20		Y		20				1. Agent handled the correct account and worked all additional accounts associated with the customer and/or the CASE as needed.  Research completed as required for name, addresses, license plates numbers, phone numbers and email addresses to identify additional accounts.

																						20		FALSE		20.00		20%

		COMMENTS:

				COMMUNICATION																		TOTAL		Y/N		PTS		WT		DEFINITIONS

		2		Agent provided an accurate and complete response.																		5		Y		5				2. Agent provided correct and complete information to address the customer's CASE including any necessary supporting documents for the customer.  The manual response (when applicable) addressed all issues identified in the CASE.  Ex. The customer has requested to update their vehicle and advised that contact can be made at a certain email address; email address added to the account (when applicable) and acknowledged                                                                                                                                                                                                  3. Response only had minor errors such as additional and/or missed punctuation.  Incorrect grammar that presents a different understanding than should be received would be deducted.  Format created and/or pre-made template used was appropriate for the dispute scenario addressed.                                                                                                                                                                                           4. Response was positive, non-accusatory and/or blaming .  Communication should be clear to understand and not include Jargon                                                                                                                                        5. The correct customer was addressed to include correct spelling of the name                                                                                                                                                                                6. The response was sent to the correct address and/or email address                                                                                                                                     7.  Response represents the NCTA/NCQP brand in an appropriate way; responses that would create negativity toward the brand would be deducted

		3		Response was grammatically correct, using an appropriate format																		5		Y		5

		4		Response displayed professional, non-call center, positive language and active words																		5		Y		5

		5		Correct customer addressed (to include correct spelling of name)																		5		Y		5

		6		Response was sent to correct address (and/or email address)																		5		Y		5

		7		Response appropriately represented the NCQP/NCTA brand																		5		Y		5

																						30		30.00		30.00		30%

		COMMENTS:

				METHODS AND PROCEDURES																		TOTAL		Y/N		PTS		WT		DEFINITIONS

		8		Actions taken were justified and appropriate based on CASE																		5		Y		5				8. Correct actions taken based on the TYPE of CASE submitted/received and to include resolving FLAGS on the account.  If reassigning is required, CASE was reassigned to correct recipient. .                                                                                                                       9. Agent did not just address the CASE as received, but also recognized any underlying additional issues in the process and made necessary corrections                                                                                                                            10. CASE completed in a timely manner from the time processing by that agent began in accordance with the SOP/KPI requirements.  If reassigning of the request is required, this was also done in a timely manner to allow recipient to process as required.                                                                                                                                                         11. Actions taken contribute to First Contact Resolution (FCR) and will not result in INCREASED CUSTOMER EFFORTS including an UNNECESSARY CALLBACK from the customer and/or UNNECESSRY ESCALATION regarding customer service presented 

		9		Accurately identified any underlying root causes																		5		Y		5

		10		CASE handled within correct timeframe/adhered to SOP's																		10		Y		10

		11		Upheld First Contact Resolution (FCR)																		10		Y		10

																						30		30.00		30.00		30%

		COMMENTS:

				NOTATIONS																		TOTAL		Y/N		PTS		WT		DEFINITIONS

		12		Notes were accurately placed on all affected accounts																		5		Y		5				12. All associated accounts were noted accurately                                                                                                                                13. Notes corrrectly advise of all actions taken  and were complete to include A. status of processes being handled B. Actions taken during research that allow viewers to understand fully where NC Quick Pass is in the process of pending or completed CASES                                                                                                                                           14. Notes advise of next steps (when applicable) to include any follow up required by the customer with a correct due date                                                                                                                                          15. Notes are grammatically correct (with proper spelling); no slang or negative remarks visible.  Incorrect grammar presenting a different understanding than should be received would be deducted

		13		Notes were complete to include all steps taken																		5		Y		5

		14		Notes advised of next steps required																		5		Y		5

		15		Notes are grammatically correct, using appropriate formats																		5		Y		5

																						20		20.00		20.00		20%

		COMMENTS:

																						TOTAL GRADE

																						100.00%





		BOTTOM																																										RIGHT








Monitoring Form

		CALL CENTER  MONITORING FORM









		AGENT NAME:

		EVALUATOR:

		ACCT/ INVOICE NUMBER:

		MASTER ID:

		CALL DATE/ TIME:

		DATE QC'D/ CALIBRATION:

				OPENING																		TOTAL		Y/N		PTS		WT		COMMENTS

		1		Greeting/Pursue of Next Customer																		5		Y		5		20%

		2		Customer Identification / Account Verification																		15		Y		15

																						15		FALSE		20.00

				PROCESS																		TOTAL		Y/N		PTS		WT		COMMENTS

		3		PCI Compliance																		10		Y		10

		4		Hold/ Dead Air																		5		Y		5

		5		Accuracy																		5		Y		5

		6		Notes																		5		Y		5

		7		Policies and Procedures (Impacting)																		11		Y		11

		8		Policies and Procedures (Non-Impacting)																		4		Y		4

																						40		40.00		40.00		40%

				SOFT SKILLS																		TOTAL		Y/N		PTS		WT		COMMENTS

		8		Assurance Statement																		5		Y		5

		9		Friendliness																		5		Y		5

		10		Professionalism																		5		Y		5

		11		Conversation Skills																		5		Y		5

		12		First Call/ Contact Resolution																		10		Y		10

																						30		30.00		30.00		30%

				CLOSING																		TOTAL		Y/N		PTS		WT		COMMENTS

		11		Finalization				*RECAP
*FURTHER ASSISTANCE
*BRANDED CLOSING														10		Y		10

																						10		10.00		10.00		10%

		SUMMARY:







		ERROR:#REF!		QA METRICS																		TOTAL										COACHING/COMMENTS

				Exceeds Expectations:								95% and above										100%





				Meets Expectations:								90%-94%

				Does Not Meet Expectations:								89% and below%












Monitoring Form

		WIC MONITORING FORM









		AGENT NAME:

		EVALUATOR:

		EVALUATION DATE:

		ACCT/ INVOICE NUMBER:

		TYPE OF ACCOUNT:

		DATE QC'D/ CALIBRATION:

				OPENING																		TOTAL		Y/N		PTS		WT		COMMENTS

		1		Greeting/Pursue of Next Customer																		5		Y		5		20%

		2		Customer Identification / Account Verification																		15		Y		15

																						15		FALSE		20.00

				PROCESS																		TOTAL		Y/N		PTS		WT		COMMENTS

		3		PCI Compliance																		10		Y		10

		4		Hold/ Step Away																		5		Y		5

		5		Accuracy																		5		Y		5

		6		Notes																		5		Y		5

		7		Policies and Procedures 																		15		Y		15

																						40		40.00		40.00		40%

				SOFT SKILLS																		TOTAL		Y/N		PTS		WT		COMMENTS

		8		Assurance Statement																		5		Y		5

		9		Friendliness																		5		Y		5

		10		Professionalism																		5		Y		5

		11		Conversation Skills																		5		Y		5

		12		First Contact Resolution																		10		Y		10

																						30		30.00		30.00		30%

				CLOSING																		TOTAL		Y/N		PTS		WT		COMMENTS

		11		Finalization				*RECAP
*FURTHER ASSISTANCE
*BRANDED CLOSING														10		Y		10

																						10		10.00		10.00		10%

		SUMMARY:







		ERROR:#REF!		QA METRICS																		TOTAL										COACHING/COMMENTS

				Exceeds Expectations:								95% and above										100%





				Meets Expectations:								90%-94%

				Does Not Meet Expectations:								89% and below%












Case Scenarios

								Pre-Condition										Post-Condition

		Case #		Test Description		Call Tree Ref No		Test Data		Account Type		ANI Identification		Invoice Status		Account Balance		Expected Results		Test Status		Observation #		BR # & Requirements Mapping

		Cur-1		Validate that the IVR is presenting the correct recording, and the correct balance when balance is good.		2.3,8.1		A/C: 949405; PIN: 2344		NC Quick Pass		TRUE				Good		Should Play 1812 Message with correct balance. Database balance should match that being presented by the IVR.		Pass				Policy 5.1.5 

		Cur-2		Validate that the IVR is presenting the correct recording, and the correct balance when balance is low.		3.3,8.5		A/C: 28168; PIN: 0000		NC Only 		TRUE		N/A		Low		Should Play 1813 Message with correct balance. Database balance should match that being presented by the IVR.		Pass				Policy 106.3

		Cur-3		Validate that the IVR is presenting the correct recording, and the correct balance when the account is suspended.		2.1,4.1		A/C: 66228669; PIN: 0000		NC Business		TRUE		N/A		Suspended		Should Play 1814 Message with correct balance. Database balance should match that being presented by the IVR.		Pass				Policy 5.3.2

		Cur-4		Validate that the IVR is presenting the correct recording, and the correct balance when the account is negative.		5.3,3.1		Invoice # 14225799673; Zip # 27519		Toll Invoice		False 
(Manual Entry of Invoice number and zip code)		Open		Negative		Should Play 1711 Message. Database balance should match that being presented by the IVR.		Pass				Policy 11.1.1.2

		Cur-5		Validate that the IVR is presenting the correct recording, when customer account is not found		4.3,1.1		A/C: 1006577; PIN: None		Transit		False 
(Phone number not on the account)		N/A		No Payment Record		Should Play 1817 Message 		Fail		Observation #53		Policy 108.1







