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l. 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, plans and transponders supported by NC
Quick Pass.

¢ Appendix C contains the North Carolinatoll legislation upon which these policies are based.

¢ Appendix D contains the Business Policy Modification Form.

Il. 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 workon
Turnpike Projects.

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

o 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).

e Customer Service Centers: The NCTA currently operates three (3) Customer Service
Centers, one each in Morrisville, 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 a transponder account, pay invoices, or perform other NC Quick
Pass business in person.

The Morrisville Customer Service Center, which serves the Raleigh/Durhamregion, is
located just south of the Raleigh/Durham International Airport and near the northern
terminus of the Triangle Expressway. The activities outlined below take place at the NC
Quick Pass Operations Center, which is co-located with the Morrisville Customer Service
Center facility:

o Customer account creation and closure, management and maintenance

o Tolltransaction processing (e.g. transponder-based, image-based and interoperable
transactions)

o NC Quick Pass Transponder inventory management, assignment, distribution and
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maintenance
o Account conversion management
o Data exchange interface management
o Customer account statement creation
o Bill by Mail and Bill by Email invoice creation
o Mail processing
o Payment processing, financial reconciliation and revenue tracking
o Interoperability support

o Customer service, and self-service channels management and support (e.g. Interactive
Voice Recognition (IVR), website email, text message and mobile device applications)

o Call center operations support

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

The NC Quick Pass Operations Center also provides office space for the Customer Service
Operations Contractor management team, NCTA’s Customer Service and Back-Office
System staff and consultant staff.

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.

o 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 [-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. 147 and Toll N.C. 540.
= TolIN.C. 147: 3.4 miles long between [-40 and Toll N.C. 540.

= TollN.C. 540: 15.4 miles long between N.C. 54 in western Cary and the N.C. 55
Bypass near Holly Springs.

o 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.

o |-77 Express Lanes

The I-77 Express Lanes are 26-miles of tolled Express Lanes on |-77 that, once
complete, will provide more reliable travel times into downtown Charlotte, NC from the
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Brookshire Freeway (Exit 11) in Mecklenburg County to N.C. 150 (Exit 36) in Iredell
County.

The |-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 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.

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:

2)

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

Customer service and customer interaction (website, IVR, email, text message, etc.)
Financial transactions and account replenishment

Financial and lane transaction reconciliations

Image review

Revenue management

Reporting

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 located in
Morrisville, 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:

Operations staffing and staff management
Call center operations support

Walk-in center staffing and operations including payment processing
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e Account management support

¢ Bill by Mail invoicing

e NC Quick Pass Transponder distribution

e Image review

e Financial management and reconciliation services

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

DSS) as

aLevel 1 Merchant.

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:

Policy 1.1:
Policy 1.1.1:
Policy 1.1.2:

Policy 1.1.3:

Policy 1.1.4:

Policy 1.1.5:

Policy 1.1.6:

Policy 1.2:
Policy 1.2.1:

Policy 1.2.2:

Policy 1.2.3:
Policy 1.2.4:

NC Quick Pass Transponder Accounts
NC Quick Pass Transponder Accounts utilize transpondersto pay tolls.

Customers must purchase or obtain a separate NC Quick Pass Transponder for
each vehicle they add to their account.

The number of vehicles assigned to an NC Quick Pass Transponder Account
cannot exceed the number of transponders assigned to the account.

NC Quick Pass Transponder Accounts are for individuals, businesses and
government agencies that have provided NC Quick Pass with contact information
(i.e. registered).

Vehicles associated with an NC Quick Pass Transponder Account in good financia
standing, with a properly mounted, valid transponder will receive the lowest toll rate
on all Turnpike Projects.

NC Quick Pass Transponder Accounts can be prepaid or postpaid.

NC Quick Pass Registered Video Accounts

NC Quick Pass Registered Video Accounts utilize vehicle license plate images to
pay tolls.

NC Quick Pass Registered Video Accounts are forindividuals, businesses and
government agencies that have provided NC Quick Pass with contact information
(i.e. registered).

NC Quick Pass Registered Video Accounts are prepaid.

NC Quick Pass Registered Video Accounts require the approval of an NC Quick
Pass Representative prior to being established.
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Policy 1.3: Bill by Mail

Policy 1.3.1: The Bill by Mail Program utilizes vehicle license plate images to invoice customers
for their toll usage.

Policy 1.3.2: Bill by Mail is for individuals that do not have a transponder, and who have not
provided NC Quick Pass with contact information prior to travel on a Turnpike
Project.

Policy 1.3.3: Bill by Mail is postpaid.

Policy 2: NC Quick Pass Transponder Accounts and Plans
Refer to this section for policies associated with NC Quick Pass Transponder Accounts.

When signing up for an NC Quick Pass Transponder Account, customers must choose one of
the following account types: Personal, Business or HOV.

Note: Refer to Appendix B for an illustration of the type of accounts, the type of plans that can
be assigned to the various accounts, and the transponders available with NC Quick Pass.
Policy 2.1: Personal Accounts

Policy 2.1.1: Personal Accounts are for customers that want to register five (5) 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: Standard Plan
Policy 2.1.4.1: Standard Plans are prepaid.

Policy 2.1.4.2: The Standard Plan supports the following transponder types:
¢ NC Quick Pass Sticker (interior and exterior)
e NC Quick Pass E-ZPass (interior and exterior)
e NC Quick Pass E-ZPass Flex
Policy 2.1.5: Motorcycle Plan

Policy 2.1.5.1: Motorcycle Plans are prepaid.

Policy 2.1.5.2: The Motorcycle Plan supports the following transponder types:
¢ NC Quick Pass Sticker (exterior)
e NC Quick Pass E-ZPass (exterior)

Policy 2.1.5.3:  Only motorcycle customers registered with the NC Quick Pass
Motorcycle Plan, and equipped with either an NC Quick Pass Exterior
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Sticker Transponder or an NC Quick Pass Exterior E-ZPass
Transponder will receive toll-free passage on the |I-77 Express Lanes.

Policy 2.1.5.4: Aside fromthe I-77 Express Lanes, vehicles enrolled in the NC Quick
Pass Motorcycle Plan will not receive toll-free passage on Turnpike
Projects.
Policy 2.2: Business Accounts

Policy 2.2.1: Business Accounts are for customers that want to register more than five (5)
vehicles on their account.

Policy 2.2.2: Business Accounts require two (2) contact persons to be registered on the
account.

Policy 2.2.3: NC Quick Pass may terminate a Business Account at any time due to non-
compliance or misuse of the account.

Policy 2.2.4: Standard Plan
Policy 2.2.4.1: Standard plans are prepaid.
Policy 2.2.4.2: The Standard Plan supports the following transponder types:
e NC Quick Pass Sticker (interior and exterior)
¢ NC Quick Pass E-ZPass (interior and exterior)
e NC Quick Pass E-ZPass Flex
Policy 2.2.5: Government Plan

Policy 2.2.5.1: Government plans are postpaid.

Policy 2.2.5.2: The Government Plan supports the following transponder types:
e NC Quick Pass Sticker (interior and exterior)

Policy 2.2.5.3: A Government Plan can only be assigned to a Business Account.

Policy 2.2.5.4: The Government Plan’s postpaid billing only applies to travel on
Turnpike Projects.

Policy 2.2.5.5: A Government Plan must be approved by an NC Quick Pass
Representative prior to being established.

Policy 2.2.5.6: NC Quick Pass will automatically invoice agencies with a Government
Plan on a monthly basis.

Policy 2.2.5.7: Governmental agencies with this plan type will have thirty (30) days to
pay their invoice.

Policy 2.2.5.8: Unpaid invoices from governmental agencies do not follow NC Quick
Pass’s Bill by Mail escalation process, and they will be escalated
operationally through NC Quick Pass if necessary to collect the tolls
due.
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Policy 2.2.6: Transit Plan

Policy 2.2.6.1:
Policy 2.2.6.2:

Policy 2.2.6.3:
Policy 2.2.6.4:
Policy 2.2.6.5:

Policy 2.2.6.6:

Policy 2.2.6.7:

Policy 2.2.6.8:

Policy 2.2.6.9:

Policy 2.2.6.10:

Policy 2.2.6.11:

Transit plans are postpaid.

The Transit Plan supports the following transponder types:

e NC Quick Pass Transit Sticker

¢ NC Quick Pass Sticker (interior and exterior)

A Transit Plan can only be assigned to a Business Account.

A Transit Plan allows transit agencies to post-pay for toll road use.

The Transit Plan’s postpaid billing only applies to travel on Turnpike
Projects.

A Transit Plan must be approved by an NC Quick Pass Representative
prior to being established.

NC Quick Pass will automatically invoice agencies with a Transit Plan
on a monthly basis.

Transit agencies with this plan type will have thirty (30) days to pay their
invoice.

Unpaid invoices from transit agencies do not follow NC Quick Pass’ Bill
by Mail escalation process, and they will be escalated operationally
through NC Quick Pass if necessary, to collect the tolls due.

A vehicle associated with a Transit Plan equipped with a valid
transponder is only eligible for toll-free passage on the |-77 Express
Lanes.

Aside fromthe I-77 Express Lanes, vehicles assigned to a Transit Plan
will not receive toll-free passage on Turnpike Projects.

Policy 2.2.7: First Responder Plan

Policy 2.2.7 1:
Policy 2.2.7.2:

Policy 2.2.7.3:
Policy 2.2.7 .4:

First Responder Plans are non-revenue.

The First Responder Plan supports the following transponder types:
e NC Quick Pass First Responder Sticker

e NC Quick Pass Sticker (interior and exterior)

A First Responder Plan can only be assigned to a Business Account.

Any organization that wants to open a Business Account with a First
Responder Plan, 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

e Provide proof the organization’s headquarters (e.g. police/fire
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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 2.2.7.5: All vehicles listed under the First Responder Plan 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 Plan.

Policy 2.2.7.6: NC Quick Pass may request vehicle registration information for any
vehicle assigned to a First Responder Plan from the organization
applying for the First Responder Plan.

Policy 2.2.7.7:  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 2.2.7.8: NC Quick Pass Business Accounts with a First Responder Plan must be
approved by an NC Quick Pass Representative prior to being
established.

Policy 2.2.7.9: A vehicle associated with a First Responder Plan equipped with a valid
transponder is eligible for toll-free passage on all North Carolina toll
roads.

Policy 2.2.7.10: The First Responder Plan does not allow for travel on interoperable toll
roads either paid or toll-free.

Policy 2.2.7.11:  Unauthorized use of a First Responder Transponder may subject the
account to suspension or permanent closure by NC Quick Pass.

Policy 2.3: HOV Accounts

Policy 2.3.1: HOV Accounts are for customers that travel exclusively on the |-77 Express Lanes
while meeting the occupancy requirements, as posted prior to the entrance to the |-
77 Express Lanes, to qualify for exempt transactions.

Policy 2.3.2: HOV Accounts do not require a pre-payment to open the account, or an account
balance to use the account.

Policy 2.3.3: Customers must obtain an NC Quick Pass Transponder for this account type.
Policy 2.3.4: An HOV Account can only be assigned one (1) transponder.

Policy 2.3.5: To qualify for exempt transactions, an HOV Account holder must declare their HOV
status before they travel on the |-77 Express Lanes using the NC Quick Pass HOV
Declaration Application.

Page 8 of 79



NC S

QUICIKK

INSS
NC Quick Pass Business Policies v6.1

Policy 2.3.6: In addition to the account owner, HOV 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 2.3.7: NC Quick Pass may terminate an account at any time due to non-compliance or
misuse of the account.

Policy 2.3.8: HOV Only Plan
Policy 2.3.8.1: The HOV Only Plan supports the following transponder types:

e NC Quick Pass Sticker (interior and exterior)
Policy 2.3.8.22 An HOV Only Plan can only be assigned to an HOV Account.

Policy 2.3.8.3: Customers with this plan do not have to prepay their tolls; however, if a
customer with this plan travels on any Turnpike Project other than the I-
77 Express Lanes and the customer’s transponderis read, the
customer will receive a bill in the mail, and the transactions will be billed
at the Bill by Mail toll rate.

Policy 3: NC Quick Pass Transponders

Policy 3.1: NC Quick Pass Transponder Basics

Policy 3.1.1: NC Quick Pass offers customers seven (7) 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 Transponder
Account at one time.

Policy 3.2: Personal Account Transponder Options

Policy 3.2.1: An NC Quick Pass Personal Account with a Standard Plan has the following

transponder options:
Standard Plan
Trar'\‘lsponder Description Transponder Picture Sales Price
ame
(‘é"fn’b‘k
NC Quick Pass Interior Sticker ovinikpass o $0.00 (Free)
LT
NC Quick Pass E- | Interior Hard (G $7.40 + tax
ZPass Case AT £z .
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NC Quick Pass E-
ZPass Flex

Interior Hard
Case —HOV
Declarable

(Switchable)

NC
QUICK
PASS

3 00000000
T it

=c
{n}

$16.49 + tax

NC Quick Pass
(exterior)

Exterior
Headlamp
Sticker

$0.00 (Free)

NC Quick Pass E-
ZPass (exterior)

Exterior Hard
Case

$13.49 + tax

Table 1: NC Quick Pass Personal Account - Standard Plan Transponder Options

An NC Quick Pass Personal Account with a Motorcycle Plan has the following transponder options:

Motorcycle Plan

Transponder

Name Description Transponder Picture Sales Price
: Exterior
z\gtglijolc;;( Pass Headlamp $0.00 (Free)
Sticker

NC Quick Pass E-
ZPass (exterior)

Exterior Hard
Case

$13.49 + tax

Table 2:

NC Quick Pass Personal Account - Motorcycle Plan Transponder Options

Policy 3.3: Business Account Transponder Options

Policy 3.3.1: An NC Quick Pass Business Account with a Standard Plan has the following

transponder options:

Standard Plan

Transponder
Name

Description

Transponder Picture

Sales Price

NC Quick Pass

Interior Sticker

NC o
‘! QUIICIK
NSS
www.ncquickpass.com

AR
033 00000000

$0.00 (Free)

NC Quick Pass E-
ZPass

Interior Hard
Case

NC T —
‘ ‘ QUICK
O
033 00000000
N 5272

$7.40 + tax
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NC Quick Pass E-
ZPass Flex

Interior Hard
Case —HOV
Declarable

(Switchable)

NC
QUICK
o

3 00000000
T it

=]
{n}

$16.49 + tax

NC Quick Pass
(exterior)

Exterior
Headlamp
Sticker

NN os2 cococo0  (GEE

$0.00 (Free)

NC Quick Pass E-
ZPass (exterior)

Exterior Hard
Case

$13.49 + tax

Table 3: NC Quick Pass Business Account - Standard Plan Transponder Options

An NC Quick Pass Business Account with a Government Plan has the following transponder options:

Government Plan

Transponder
Name

Description

Transponder Picture

Sales Price

NC Quick Pass

Interior Sticker

NC e
‘S QUICIK
NSS

www.ncquickpass.com

A
033 00000000

$0.00 (Free)

NC Quick Pass
(exterior)

Exterior
Headlamp
Sticker

$0.00 (Free)

Table 4: NC Quick Pass Business Account - Government Plan Transponder Options

Policy 3.3.2: An NC Quick Pass Business Account with a Transit Plan has the following

transponder options:

Transit Plan

Transponder
Name

Description

Transponder Picture

Sales Price

NC Quick Pass

Interior Sticker

NC
“QUICK
NSS

‘www.nequickpass.com

A
033 00000000

$0.00 (Free)

NC Quick Pass
(exterior)

Exterior
Headlamp
Sticker

C INNMENONNE - oss oooooco0 (€552

$0.00 (Free)
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NC Quick Pass
Transit

Interior Sticker

I
033

00000000

$0.00 (Free)

Table 5: NC Quick Pass Business Account - Transit Plan Transponder Options

An NC Quick Pass Business Account with a First Responder Plan has the following transponder options:

First Responder Plan

Transponder
Name

Description

Transponder Picture

Sales Price

NC ™ e
‘s QUICK
NSS

NC Quick Pass Interior Sticker e necpass com $0.00 (Free)
. Exterior

NC Quick Pass Headlamp $0.00 (Free)

(exterior) Sticker

NC Quick Pass Interior Sticker $0.00 (Free)

First Responder

033 00000000

Table 6: NC Quick Pass Business Account - First Responder Plan Transponder Options

Policy 3.4: HOV Account Transponder Options
Policy 3.4.1: An NC Quick Pass HOV Account with an HOV Only Plan has the following

transponder options:

HOV Only Plan
Trar'l‘lsponder Description Transponder Picture Sales Price
ame
, QUICIK
. Interior ‘(PAss
NC Quick Pass ) e kg com $0.00 (Free
S (Free)
NC Quick Pass Headlamp .
. : e —_ 033 00000000 $0.00 (Free)
(exterior) Sticker I o ooonooc0 (G

Table 7: NC Quick Pass HOV Account - HOV Only Plan Transponder Options
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Policy 3.5: Transponder Cost

Policy 3.5.1:

Policy 3.5.2:

Policy 3.5.3:
Policy 3.5.4:
Policy 3.5.5:

Policy 3.5.6:

Policy 3.6:
Policy 3.6.1:

Policy 3.6.2:

Policy 3.6.3:

Policy 3.6.4:

Policy 3.6.5:

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.

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.

NC Quick Pass, at its discretion, may issue certain transponders at no cost to the
customer.

NC Quick Pass reserves the right to waive or discount the transponder purchase
cost for promotional or other operational purposes.

Individual transponder purchases are not eligible for discounts, and the purchase
of multiple transponders does not qualify a customer for adiscount.

Upon the completion of a sale, the transponder becomes the property of the
customer.
Lost or Stolen Transponders

NC Quick Pass customers may report atransponder lost or stolen via the following
NC Quick Pass customer communication channels:

¢ NC Quick Pass website

e Email
e Malil
e Fax

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

Once a transponder is reported lost or stolen, NC Quick Pass will immediately
deactivate the transponder.

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.

Customers are responsible for all toll transactions that occurred prior to their
notification to NC Quick Pass of a lost or stolen transponder.

Customers may be required to purchase areplacement transponder for alost 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 areplacement cost plus applicable state
and county sales tax for the same transponder type that was lost or stolen.
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Policy 3.7: Transponder Warranty
Policy 3.7.1: NC Quick Pass Sticker Transponders do not carry any warranty period.

Policy 3.7.2: New NC Quick Pass Transponders with a hard, plastic case carry a two-year
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
an NC Quick Pass CSC.

Policy 3.7.3: Damaged transponders are not covered under warranty period.

Policy 3.7.4: 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 awindshield or headlamp is considered customer-related
damage.

Policy 3.7.5: 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 3.7.6: Hard Case Transponder Malfunction

Policy 3.7.6.1: 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 3.7.6.2: 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.

Policy 3.8: Transponder Return and Exchange

Policy 3.8.1: Any purchased transponder may be returned to an NC Quick Pass CSC in person
or via mail within ten (10) business days of the date of purchase forafull refund.

Policy 3.8.2: For a transponder delivered via US mail, a customer has ten (10) business days
fromthe postmark of the transponder kit they received in the mail to return the
transponder.

Policy 3.8.3: If a customer returns a transponder via mail, the postmark date on the return
package must be within ten (10) business days from either:

Policy 3.8.3.1: The date of purchase if the transponder was purchased in person at an
NC Quick Pass CSC, or

Policy 3.8.3.2: The postmark date on the transponder kit the customer received in the
mail if the transponder was purchased online or by phone.

Policy 3.8.4: NC Quick Pass reserves the right to approve returns or exchanges beyond the ten
(10) daytime period.
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Policy 3.8.5: All customers must provide a proof of purchase (e.g. transponder purchase receipt)
when returning a transponder. Customers returning a transponder via mail must
include a proof of purchase, as well as a written return request that includes the
customer’s NC Quick Pass Account number.

Policy 3.8.6: 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 arefund (if purchased).

Policy 3.8.7: Any refundsrelated to transponder return will be issued as a credit to a customer’s
NC Quick Pass Account. If acustomer’s NC Quick Pass Accountis closed when a
transponder is returned, NC Quick Pass will send the customer arefund check by
mail.

Policy 3.8.8: 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: NC Quick Pass Transponder Account Establishment and
Opening

Policy 4.1: General Account Establishment Policies

Policy 4.1.1: When establishing a new NC Quick Pass Transponder 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 Bill by Mail 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 and/or complete an application
Policy 4.1.1.6:  Agree to the NC Quick Pass terms and conditions

Policy 4.1.2: A customer is not required to assign a vehicle when opening an account.

Policy 4.1.3: A customer with outstanding Bill by Mail invoices may open an NC Quick Pass
Transponder Accountif the license plate(s) registered on the new transponder
account does not match the license plate(s) associated with the unpaid Bill by Mail
invoice(s).

Policy 4.1.4: A customer is restricted from establishing a transponder account if alicense plate,
or identical address, is associated with an outstanding Bill by Mail invoice balance.
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Policy 4.2: Personal Account

Policy 4.2.1: Standard Plan

Policy 4.2.1.1: Customers can open an NC Quick Pass Personal Account with a
Standard Plan 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

Policy 4.2.2: Motorcycle Plan

Policy 4.2.2.1: Customers can open an NC Quick Pass Personal Account with a
Motorcycle Plan 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 4.3: Business Account

Policy 4.3.1: Standard Plan

Policy 4.3.1.1: Customers can open an NC Quick Pass Business Account with a
Standard Plan utilizing the following channels:

Online via the NC Quick Pass website

In person atan NC Quick Pass CSC

Over the phone with an NC Quick Pass CSR
Mail

Fax

Policy 4.3.2: Government Plan
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Policy 4.3.2.1: NC Quick Pass Business Accounts with a Government Plan must be
approved by an NC Quick Pass Representative prior to being
established.
Policy 4.3.2.2: Customers can open an NC Quick Pass Business Account with a

Government Plan utilizing the following channels:

e Inpersonatan NC Quick Pass CSC

e Over the phone with an NC Quick Pass CSR authorized to
administer these account types

Policy 4.3.3: Transit Plan

Policy 4.3.3.1:

Policy 4.3.3.2:

NC Quick Pass Business Accounts with a Transit Plan must be
approved by an NC Quick Pass Representative prior to being
established.

Customers can open an NC Quick Pass Business Account with a
Transit Plan utilizing the following channels:

e Inpersonatan NC Quick Pass CSC

e Over the phone with an NC Quick Pass CSR authorized to
administer these account types

Policy 4.3.4: First Responder Plan

Policy 4.3.4.1:

Policy 4.3.4.2:

NC Quick Pass Business Accounts with a First Responder Plan must be
approved by an NC Quick Pass Representative prior to being
established.

Customers can open an NC Quick Pass Business Account with a First
Responder Plan utilizing the following channels:

e Inpersonatan NC Quick Pass CSC

e Over the phone with an NC Quick Pass CSR authorized to
administer these account types

Policy 4.4: HOV Account
Policy 4.4.1: HOV Only Plan

Policy 4.4.1.1:

Customers can open an NC Quick Pass HOV Account with an HOV
Only Plan utilizing the following channels:

e Inpersonatan NC Quick Pass CSC

e Online via the NC Quick Pass website

e Over the phone with an NC Quick Pass CSR authorized to
administer these account types
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e Mail

e Fax

Policy 5: NC Quick Pass Transponder Account Applicationand
Agreement

Policy 5.1: NC Quick Pass Transponder Application and Agreement

Policy 5.1.1: When establishing a transponder account viathe 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 a transponder account in person at an NC Quick Pass CSC,
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 a transponder account by phone, a CSR will complete the
application 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 Transponder Account, a customer must provide the
following information:

e Accountowner’s name
o Secondary contact name (applies to Business Account only)
e Accountowner’s address
e Account owner’s contact information (e.g. phone number)
e Username
e Password
e Email address
e Security question answer
e PIN
e Statement and customer correspondence delivery option
e License plate number for each vehicle registered on the account

e Vehicle information (e.g. year, model, number of axles) for each vehicle
registered on the account

¢ Payment method (e.g. cash, check, money order, credit/debitcard, etc.)

Note: Does not apply to postpaid Transit, Government or First Responder
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plans, and HOV Only plans.

¢ Replenishment method (e.g. automatic or manual replenishment)

Note: Does not apply to postpaid Transit, Government or First Responder
plans, and HOV Only plans.

e 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 incomplete applications.

Policy 6: NC Quick Pass Transponder Account Opening Account
Balance (Prepaid Tolls)

Policy 6.1: Personal Accounts
Policy 6.1.1: Standard Plan

Policy 6.1.1.1: The opening account balance amount is $20.00 total for the first two (2)
transponders added to the account, and $10.00 for each additional
transponder.

Policy 6.1.2: Motorcycle Plan

Policy 6.1.2.1: The opening account balance amount is $20.00 total for the first two (2)
transponders added to the account, and $10.00 for each additional
transponder.

Policy 6.2: Business Accounts
Policy 6.2.1: Standard Plan

Policy 6.2.1.1:  The opening account balance is $20.00 for each transponder added to
the account.

Policy 6.2.2: Government Plan

Policy 6.2.2.1: Business Accounts with a Government Plan are postpaid, and do not
require an opening account balance.

Policy 6.2.3: Transit Plan

Policy 6.2.3.1: Business Accounts with a Transit Plan are postpaid, and do not require
an opening account balance.

Policy 6.2.4: First Responder Plan
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Policy 6.2.4.1: Business Accounts with a First Responder Plan do not require an

opening account balance.

Policy 6.3: HOV Accounts
Policy 6.3.1: HOV Only Plan

Policy 6.3.1.1: HOV Accounts with an HOV Only Plan do not require an opening

balance.

Policy 7: Payment Methods and Channels for NC Quick Pass
Transponder Accounts

The following section applies to all NC Quick Pass Transponder Accounts.

Policy 7.1: 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

Policy 7.2: Credit and Debit Card
Policy 7.2.1: The following creditand 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-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: Itis 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.
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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 anew 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.

Policy 7.3: Money Order

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

Policy 7.4: Cashier’s check

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

Policy 7.5: 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
e Telephone number
e Driver’s license number
Policy 7.5.3: Returned Check Fee

Policy 7.5.3.1: A Returned Check Fee of $25.00 will be charged when a payment by
check has been refused by a customer’s bank.

Policy 7.5.3.2: A Returned Check Fee will be applied to a customer’s account balance
and may result in a negative account balance.

Policy 7.5.3.3: NC Quick Pass will notify the customer of the Returned Check Fee for
non-payment.

Policy 7.5.3.4:  After two (2) Returned Check Fees within one year, NC Quick Pass will
flag the account, and will not accept check payments for the account.

Policy 7.6: Payment Channels

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

table below.
Credit/ Mone Cashier’s Personal
Channel Debit Card Ordery Check Check Cash
NC Quick Pass v
Website
CSC Phone, v
Interactive Voice
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Channel Credit/ Money Cashier’s Personal Cash
Debit Card Order Check Check
Response
CSC Phone,
Customer 4
Service Rep.
CSC v v v v v
Mail v v v v
Fax v

Table 8: Payment Types by Payment Channels

Policy 8: NC Quick Pass Transponder Account Replenishmentand
Balance Requirements

The following section applies to all prepaid NC Quick Pass Account plans that require
replenishment (Personal Account — Standard Plan, Personal Account — Motorcycle Plan,
Business Account — Standard Plan).

Policy 8.1: NC Quick Pass Transponder Account Replenishment Options

Policy 8.1.1: NC Quick Pass Transponder 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
Transponder 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:

Policy 8.1.5.2:

Policy 8.1.5.3:

Policy 8.1.5.4:

A credit or debit card is required to auto-replenish an account.

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.

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.

NC Quick Pass will automatically replenish an NC Quick Pass
Transponder Account setup for automatic replenishment utilizing the
credit or debit card on the account when the account balance reaches
the Replenishment Threshold Amount, and notify the customer that the
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Policy 8.1.5.5:

Policy 8.1.5.6:

account has been replenished.

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,
NC Quick Pass will notify the customer. The account will then convert to
manual replenishment status.

Itis 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:

Policy 8.1.6.2:

Policy 8.1.6.3:

Itis the customer’s responsibility to monitor and replenish the account
balance before the account goes negative.

When an account balance reaches the replenishment threshold amount,
NC Quick Pass 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.

A customer may make periodic manual payments as necessary.

Policy 8.2: Replenishment Amount

Policy 8.2.1: The initial replenishment amount is determined by the account type, account plan,
the number of transponders on the account, and/or the opening account balance.

Policy 8.2.2: Personal Accounts

Policy 8.2.2.1:

Policy 8.2.2.2:

Standard Plan: The initial replenishment amount is $20.00 total for the
first two (2) transponders added to the account, and $10.00 for each
additional transponder.

Motorcycle Plan: The initial replenishment amount is $20.00 total for the
first two (2) transponders added to the account, and $10.00 for each
additional transponder.

Policy 8.2.3: Business Accounts

Policy 8.2.3.1:

Standard Plan: The initial replenishment amount is $20.00 for each
transponder added to the account.

Policy 8.3: Replenishment Amount Adjustments

Policy 8.3.1: After the first thirty (30) days from the date of the account opening, the toll usage
on the account will be evaluated, and the replenishment amount will be adjusted
based on the customer’s usage during the first thirty (30) days.

Policy 8.3.2: After the first thirty (30) day evaluation, the toll usage on the account will be
evaluated every ninety (90) days to identify the average monthly toll usage during
that period, and the replenishment amount will be adjusted accordingly.
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Policy 8.3.3:

Policy 8.3.4:

Policy 8.3.5:

Policy 8.4:
Policy 8.4.1:

Policy 8.4.2:

Policy 8.4.3:

A customer can request a higher or lower replenishment amount by contacting an
NC Quick Pass CSC by phone. NC Quick Pass will continue to evaluate and adjust
(if necessary) the replenishment amount on the account every ninety (90) days
even if a customer has requested alower replenishment amount.

When an account is setup 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.

NC Quick Pass will notify the customer when increasing or decreasing a
replenishment amount.
Replenishment Threshold Amount

The initial replenishment threshold amount is determined by the account type,
account plan, and the replenishment amount.

The minimum replenishment threshold amount for any automatically replenished
prepaid transponder-based account is 25% of the opening balance and/or
replenishment amount (depending a customer’s quarterly evaluation of toll usage
and replenishment amount adjustment, if any), or $10.00, whicheveris greater.

Initial Automatic Replenishment Threshold Amount

Policy 8.4.3.1: Personal Account: The initial automatic replenishment threshold fora

Personal Account with either the Standard or Motorcycle plan is 25% of
the replenishment amount, or $10.00, whicheveris greater.

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

Policy 8.4.4:

Business Account with the Standard plan is 25% of the replenishment
amount, or $10.00, whicheveris greater.

Initial Manual Replenishment Threshold Amount

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

Personal Account with either the Standard or Motorcycle plan is 50% of
the replenishment amount.

Policy 8.4.4.2: Business Account: The initial manual replenishment threshold fora

Policy 8.4.5:

Policy 8.5:
Policy 8.5.1:

Business Account with the Standard plan is 50% of the replenishment
amount.

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, whicheveris greater to
50% of the replenishment amount.

Negative Account Balance

When the account balance on a prepaid NC Quick Pass Transponder Accountis
below $0.00 but not below negative ten dollars (-$10.00), resulting in anegative
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Policy 8.5.2:

Policy 8.5.3:
Policy 8.5.4:

Policy 8.5.5:

Policy 8.5.6:

Policy 8.5.7:

Policy 8.5.8:

Policy 8.5.9:

account balance, the NC Quick Pass Account Owner will have forty-five (45) days
to bring the account current by replenishing the account to alevel above the
Replenishment Threshold.

If the account balance is not replenished to alevel above the Replenishment
Threshold within forty-five (45) days or the account balance is below negative ten
dollars (-$10.00), the transponder(s) assigned to the account are placed in an
“invalid” status, and the account is suspended.

Suspended NC Quick Pass Transponder Accounts are converted to Bill by Mail.

The first Bill by Mail invoice will include any new toll activity, and/or unpaid tolls
and/or fees from the converted NC Quick Pass Transponder Account.

The first Bill by Mail invoice will be sent to the NC Quick Pass Transponder
Account address.

The first Bill by Mail invoice will include the previous balance shown as the current
negative balance from the converted NC Quick Pass Transponder Account.

All Bill by Mail invoices generated will follow the Bill by Mail escalation procedures
as described in this policy document.

When the account balance on a postpaid NC Quick Pass Transponder Account
exceeds negative ten dollars (-$10.00), 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.

To reinstate a prepaid NC Quick Pass Account and transponder(s)to a valid
status, the NC Quick Pass Transponder Account balance must be replenishedto a
level above the Replenishment Threshold, and any Bill by Mail transactions, fees
and/or penalties must be paid in full.
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Policy 9: NC Quick Pass Transponder Account Statement Options

Policy 9.1: Account Statement Options

Policy 9.1.1: Customers are offered the following monthly account statement delivery options:

Policy 9.1.1.1:

Policy 9.1.1.2:

Policy 9.1.1.3:

Policy 9.1.1.4:

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.

Monthly Electronic Statements — Statements can be delivered via
email at no cost.

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.

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 10: NC Quick Pass Transponder Account Customer

Communications

Policy 10.1: Customer Correspondence Filing

Policy 10.1.1: Customer correspondence received at an NC Quick Pass CSC will be filed,
indexed and retained based on North Carolina’s Document Retention Schedule.

Policy 11: NC Quick Pass Transponder Account Maintenance

Policy 11.1: Account Maintenance

Policy 11.1.1: Customers are responsible for keeping their NC Quick Pass Transponder
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 11.1.1.1:

Policy 11.1.1.2:

NC Quick Pass provides secure account access through the NC Quick
Pass website.

NC Quick Pass supports customer account maintenance functions via
the following methods:

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

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

Policy 12: NC Quick Pass Transponder Account Fees and Penalties

Policy 12.1: NC Quick Pass Transponder Account Fees and Penalties

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

Policy 12.1.1: Fees can only be waived by authorized NC Quick Pass personnel.

Policy 12.1.2: 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 Check Fee

$25.00/Check

Insufficient funds, stop payment and closed
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

$25.00
(maximum of $25.00 for a

Invoices unpaid after sixty (60) days from

Civil Penalty six (6) month periodfor a | invoice date
registered owner)
Minimum of ten (10) I-Toll transactions in a
I-Toll Fee $5.00/Month month, and 15% of those transactions are I-

Tolls

Table 9: Policy 12: NC Quick Pass Transponder Account Fees and Penalties

Page 27 of 79




NC
QUICK

IAS S
NC Quick Pass Business Policies v6.1

Policy 13: NC Quick Pass Transponder AccountImage Toll (I-Toll)

Posting

Policy 13.1: |-Toll Process

Policy 13.1.1: If a transponder is not read as a vehicle passes through atoll 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 Transponder 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 atransponder cannot be read in the lane, orif a
transponder is malfunctioning, improperly installed or a missing altogether.

Policy 13.1.2: This process applies to NC Quick Pass Transponder Accounts and away agency
transponder accounts that are interoperable with NC Quick Pass.

Policy 13.2: I-Toll Toll Rates

Policy 13.2.1: Transactions posted to NC Quick Pass Transponder Accounts through the I-Toll
process are posted at the discounted NC Quick Pass toll rate.

Policy 13.3: I-Toll Fees

Policy 13.3.1:-If an NC Quick Pass Transponder Account has a minimum of ten (10)

Policy 13.3.2:

Policy 13.3.3:

Policy 13.3.4:

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.

For all NC Quick Pass Transponder Accounts, the I-Toll assessment and monthly
look back occurs on the 15t of each month. The account must be at least sixty
(60) days old at the time of the lookback.

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.

Business Accounts (with a Government, Transit and First Responder Plan) and
HOV Accounts are not subject to I-Toll fees. Should one of these account types
experience alarge 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).

Page 28 of 79



NC
QUICK

IAS S
NC Quick Pass Business Policies v6.1
Policy 14: Inactive NC Quick Pass Transponder Accounts
Policy 14.1: Inactive NC Quick Pass Transponder Accounts
Policy 14.1.1: Prepaid NC Quick Pass Transponder 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 14.1.2: An account deemed inactive will remain in an inactive status until a toll is posted
to the account.
Policy 14.1.3: 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 15: Uncollectible NC Quick Pass Transponder Accounts
Policy 15.1: Uncollectible Accounts
Policy 15.1.1: An NC Quick Pass Transponder Account is deemed uncollectible if it has tolls,
fees or penalties owed two (2) years after the last financial activity.
Policy 15.1.2: NC Quick Pass Transponder Accounts deemed uncollectible will be approved by
the NCDOT Fiscal Unit.
Policy 15.1.3: Accounts deemed uncollectible:
e Can:
o Be in North Carolina Division of Motor Vehicles (NCDMV) registration
hold
o Be flagged as nixie and skip trace accounts
o Contain either in-state and out-of-state plates
o Be automatically marked as such at the end of each fiscal year quarter
e Cannot:
o Be assigned to a collection agency
o Be sentadditional or special notifications
Policy 15.1.4: If an NC Quick Pass Transponder Account that has been previously deemed as

uncollectible receives new activity (e.g. new transactions post to the account),
the account will be reactivated, and the customer will be responsible for both the
new and old toll transactions, fees and penalties.
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Policy 16: Closing an NC Quick Pass Transponder Account

Policy 16.1: Account Closure Request

Policy 16.1.1: In order to close an NC Quick Pass Transponder Account, NC Quick Pass
customers must request an account be closed via one of the following
communication channels:
¢ NC Quick Pass website
e Fax
e Sending a letter to an NC Quick Pass CSC
e Walk-In (in person at an NC Quick Pass Customer Service Center)

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

Policy 16.1.2: 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.

Policy 16.2: Closed Pending Status

Policy 16.2.1: When an NC Quick Pass Transponder Account is closed, any transponder(s), if
applicable, assigned to the account will be deactivated within two (2) business
days.

Policy 16.2.2: To ensure all transactions are processed through the account beforeit is closed,
NC Quick Pass Transponder 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.

Policy 16.3: Account Closure Process (Positive Balance)

Policy 16.3.1: After an NC Quick Pass Transponder 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 16.3.2: Once NC Quick Pass issues the refund, the account will be automatically closed.

Policy 16.3.3:

Policy 16.4:
Policy 16.4.1:

Policy 16.4.2:

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.

Account Closure Process (Negative Balance)

NC Quick Pass Transponder Accounts with a negative balance after the account
has been in “Closed Pending” status for thirty (30) calendar days will not
automatically be closed.

If an NC Quick Pass Transponder 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.
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Policy 16.4.3: If NC Quick Pass is unable to charge the card assigned to the account, the
account will remain in “Closed Pending” status.

Policy 16.4.4: NC Quick Pass Transponder 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 16.4.5: For any NC Quick Pass Transponder 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 16.4.6: Once an NC Quick Pass Transponder 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 16.4.7: If an NC Quick Pass Transponder 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 16.4.8: Suspended NC Quick Pass Transponder Accounts are converted to Bill by Mail.

Policy 16.4.9: The first Bill by Mail invoice will include any new toll activity, and/or unpaid tolls
and/or fees from the converted NC Quick Pass Transponder Account.

Policy 16.4.10: All Bill by Mail invoices generated will follow the Bill by Mail escalation
procedures as described in this policy document.

Policy 16.4.11: Once an NC Quick Pass Transponder 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 16.4.12: 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.
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Policy 17: NC Quick Pass Transponder Account Refunds

Policy 17.1: Refunds

Policy 17.1.1:NC Quick Pass Transponder Accounts — Automatic Replenishment Refund

Policy 17.1.1.1:

Policy 17.1.1.2:

Policy 17.1.1.3:

If an NC Quick Pass Transponder Account is setup for automatic
replenishment, arefund 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.

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.

Should a refund to the primary and/or secondary creditor 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 17.1.2: NC Quick Pass Transponder Accounts — Manual Replenishment Refund

Policy 17.1.2.1:

If an NC Quick Pass Transponder Account is setup for manual
replenishment, the NCDOT Fiscal Unit will issue a refund check within
ten (10) business days.

Policy 18: NC Quick Pass Transponder Account Reinstatement

Policy 18.1: NC Quick Pass Transponder Account Reinstatement

Policy 18.1.1: An NC Quick Pass Transponder 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 18.1.2: A customer will be unable to open anew account if there are outstanding
balances owed on another NC Quick Pass Transponder Account or NC Quick
Pass Registered Video Account with the same license plate(s) and/or identical
address(es).

Policy 18.1.3: Closed accounts cannot be reinstated. A new account must be created.
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Policy 19: NC Quick Pass Transponder Account Bankruptcy

Policy 19.1: Bankruptcy

Policy 19.1.1: 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 19.1.2: NC Quick Pass reserves the right to file a proof of claim with the Bankruptcy
Court.

Policy 19.1.3: NC Quick Pass reserves the right to determine which claims to pursue. All
documentation is retained within the account.

Policy 19.1.4: 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 19.1.5: Tolls and fees incurred prior to the date of the Petition filing must remain on the
account until the bankruptcy case is resolved.

Policy 19.1.6: If the Bankruptcy Court notifies NC Quick Pass in writing of a Discharge or
Dismissal of a customer’s pending bankruptcy proceeding, the transactions
during the period covered by the Bankruptcy Petition are dismissed.

Policy 19.1.7: Any new tolls that occur after the discharge date are the responsibility of the
customer.

Policy 19.1.8: A Discharge or 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 20: NC Quick Pass Transponder Account - Returned US Mail
and Email

Policy 20.1: Forwarding Address Available

Policy 20.1.1: 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 20.1.2: NC Quick Pass will manually forward any returned correspondence with anew
address to the updated address.

Policy 20.2: Forwarding Address Not Available (Nixies)

Policy 20.2.1: NC Quick Pass, upon receiving areturned correspondence without a forwarding
address, will update the account with a flag stating it has a bad address.

Policy 20.2.2: Any future mailings will be suppressed until anew address is obtained, and the
bad address flag is removed.

Policy 20.2.3: If a customer has provided an email on the account, a notice will be sent via
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Policy 20.2.4:

Policy 20.2.5:

Policy 20.3:
Policy 20.3.1:

Policy 20.3.2:

Policy 20.3.3:

Policy 21:

Policy 21.1:
Policy 21.1.1:

Policy 21.1.2:

Policy 21.1.3:

Policy 21.1.4:

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.

Once a customer has provided anew address, all correspondence will continue
from the date the address was updated, and the bad address flag removed.

NC Quick Pass will not process or assess correspondence or fees retroactively.

Undeliverable Email

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 anew email address.

NC Quick Pass will notify the account owner by mail that they must update their
electronic address to avoid any possible fees or penalties.

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.

NC Quick Pass Transponder Account Interoperability

NC Quick Pass Transponder Account Interoperability Toll Program

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.

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.

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.

Depending on an account owner’s NC Quick Pass Transponder Account type,
account plan 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 electronictoll collection programs:

e E-ZPass

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

Page 34 of 79



NC
QUICK
NS S

NC Quick Pass Business Policies v6.1

Policy 21.1.5:

Policy 21.1.6:

Policy 21.1.7:

Policy 21.1.8:

Policy 21.1.9:

Policy 21.1.10

Policy 21.1.11

Policy 21.1.12

NC Quick Pass Customers will be subject to the rules, policies and regulations of
the Interoperable Authorities when using their toll road.

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.

Account owners with NC Quick Pass Transponder Accounts and plans that are
eligible for interoperability are automatically enrolled in the NC Quick Pass
interoperability program.

By establishing an NC Quick Pass Transponder 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.

Due to toll transponder technology varying from state to state, interoperability in
some cases Wwill 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 preventunnecessary 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, etc.) up to date.

: 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 Driver’s Privacy Protection Act), and will only be provided
to agencies and companies in which NC Quick Pass has reciprocal
agreements.

: 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.

: Personal Account Interoperability Options

Policy 21.1.12.1:  For Personal Account holders with a Standard Plan, refer to the table

below for the interoperability capabilities, by transponder type:

Standard Plan

Transbonder Interoperable with
N a?n e Description Transponder Picture toll roads that
accept:
“5&&7«, e SunPass
NC Quick Pass Interior Sticker rncaicepass com
LT O e PeachPass
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NC Quick Pass E-
/Pass

Interior Hard
Case

e T —
“QUICK
ANSS

WWW.NCQUICKPAss com

033 00000000
[T £z

e E-ZPass

SunPass

e PeachPass

NC Quick Pass E-
ZPass Flex

Interior Hard
Case —HOV
Declarable

(Switchable)

NC
QUICK
PASS

033 00000000
NIRRT RN &2 ARex

e E-ZPass
e SunPass

e PeachPass

NC Quick Pass
(exterior)

Exterior
Headlamp
Sticker

e SunPass

e PeachPass

NC Quick Pass E-
ZPass (exterior)

Exterior Hard
Case

e E-ZPass
e SunPass

e PeachPass

Table 10: NC Quick Pass Personal Account - Standard Plan Transponder Options Interoperability

Policy 21.1.12.2:

For Personal Account holders with a Motorcycle Plan, referto the

table below for the interoperability capabilities by transponder type:

Motorcycle Plan

Interoperable with

Trar;;r::gder Description Transponder Picture toll roads that
accept:
. e SunPass
NC Qgick Pass Eé;%r:grrnp
(exterior) Sticker e PeachPass
o E-ZPass
NC Quick Pass E- | Exterior Hard e SunPass
ZPass (exterior) Case
o PeachPass

Table 11: NC Quick Pass Personal Account - Motorcycle Plan Transponder Options

Policy 21.1.13: Business Account Interoperability Options

Policy 21.1.13.1:

For Business Account holders with a Standard Plan, refer to the table

below for the interoperability capabilities by transponder type:

Standard Plan

Transponder
Name

Description

Transponder Picture

Interoperable with
toll roads that
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accept:

NC Quick Pass

Interior Sticker

NC e
‘! QLIICK
NSS

‘www.ncquickpass.com

AR
033 00000000

SunPass

e PeachPass

e E-ZPas
NC Quick Pass E- | Interior Hard &Hj‘s”é e SunPass
ZPass Case W £:272ee
— s - e PeachPass
- e E-ZPass
Interior Hard QUICK

NC Quick Pass E- | Case — HOV 03300000000 . e SunPass
ZPaSS Flex DeCIarable NEREIIRTNIEIINN £ Aer

(Switchable)

e PeachPass

- e SunPass
NC Quick Pass Eé;%r:g;qp
(exterior) Sticker e PeachPass
e E-ZPass
NC Quick Pass E- | Exterior Hard e SunPass
ZPass (exterior) Case

e PeachPass

Table 12: NC Quick Pass Business Account - Standard Plan Transponder Options Interoperability

Policy 21.1.13.2:

Policy 21.1.13.3:

Policy 21.1.13.4:

Transponders associated with a Business Account with a Government
Plan are not interoperable with any other agency due to the postpaid
nature of this type of account.

Transponders associated with a Business Account with a Transit Plan
are not interoperable with any other agency due to the postpaid
nature of this type of account.

Transponders associated with a Business Account with a First
Responders Plan are not interoperable with any other agency.

Policy 21.1.14: HOV Account Interoperability Options

Policy 21.1.14.1:

Transponders associated with an HOV Account with an HOV Only
Plan are not interoperable with any other agency.
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Policy 21.2: Non-NC Quick Pass Account Owners Interoperability with NCTA
Turnpike Projects

Policy 21.2.1: The NC Quick Pass Interoperable Toll Program enables customers of E-ZPass,
SunPass, and Peach Pass Accounts to pay for travel on Turnpike Projects.

Policy 21.2.2: Customers that have transponder accounts with agencies whom have an
interoperable agreement with NC Quick Pass that travel on Turnpike Projects
with an interoperable transponder will be charged the current NC Quick Pass toll
rate.

Policy 21.3: Disputes and Refunds for Out-of-State Transactions

Policy 21.3.1: NC Quick Pass Transponder Account holders that want to dispute a toll, or
request arefund for tolls charged to their account by an out-of-state agency,
must notify NC Quick Pass with proper justification for the dispute.

Policy 21.3.2: NC Quick Pass may seek verification from the out-of-state agency regarding
disputed toll(s).

Policy 21.3.2.1:  If the toll(s) is verified, the customer will remain responsible for the tolls.
Policy 21.3.2.2: 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.

Policy 21.4: Out-of-State Customer Disputes and Refunds for NC Transactions

Policy 21.4.1: Out-of-state customers are required to dispute North Carolinatoll charges
through their home agency’s customer service center.

Policy 100: NC Quick Pass Registered Video Accounts and Plans
Refer to this section for policies associated with NC Quick Pass Registered Video Accounts.

When signing up for an NC Quick Pass Registered Video Account, customers must choose one
of the following account types: Personal or Business.

Policy 100.1: General Policies for NC Quick Pass Registered Video Accounts
The following policies apply to all NC Quick Pass Registered Video Accounts.

Policy 100.1.1: NC Quick Pass Registered Video Accounts do not require customersto use an
NC Quick Pass Transponder to pay for tolls.

Policy 100.1.2: NC Quick Pass Registered Video Accounts are prepaid, so customers must
prepay for tolls to use the account.

Policy 100.1.3: If alicense plate is already associated with an active NC Quick Pass Account,
Interoperable Account, or delinquent Bill by Mail invoice, the license plate
cannot be added to a new or existing NC Quick Pass Registered Video
Account.

Policy 100.1.4: Before alicense plate can be added to a new or existing NC Quick Pass
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Policy 100.1.5:

Policy 100.1.6:
Policy 100.1.7:

Policy 100.1.8:

Policy 100.2:
Policy 100.2.1:

Policy 100.2.2:

Policy 100.2.3:
Policy 100.2.4:

Registered Video Account, any delinquent invoice balances associated with the
license plate must be paid.

Itis the customer’s responsibility to keep information on NC Quick Pass
Registered Video Accounts 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 Bill by Mail invoice, and be subject
to additional fees and/or penalties.

NC Quick Pass Registered Video Accounts are avalid form of payment on
Turnpike Projects only.

An authorized NC Quick Pass Representative must approve anew NC Quick
Pass Registered Video Account.

NC Quick Pass may terminate an account at any time due to non-compliance
or misuse of the account.

Personal Accounts

Personal Accounts are for customers that want to register five (5) or less
vehicles on their account.

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.

Only a Standard Plan is available to Personal Accounts.
Standard Plan

Policy 100.24.1:  Vehicles associated with a Standard Plan will receive the Bill by Mail

Policy 100.3:
Policy 100.3.1:

Policy 100.3.2:
Policy 100.3.3:

Policy 100.3.4:
Policy 100.3.5:

toll rate on all Turnpike Projects.

Business Account

Business Accounts are for customers that want to register more than five (5)
vehicles on their account.

Business Accounts can have an unlimited number of vehicles assigned to it.

Business Accounts require two (2) contact persons to be registered on the
account.

Only a Standard Plan is available to Business Accounts.
Standard Plan

Policy 100.3.5.1:  Vehicles associated with a Standard Plan will receive the Bill by Mail

rate on all Turnpike Projects.
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Policy 101: NC Quick Pass Registered Video Account Establishment

and Opening

Policy 101.1: General Account Establishment Policies

Policy 101.1.1:  When establishing anew NC Quick Pass Registered Video Account, the
customer will be required to:

Policy 101.1.1.1: Pay all unpaid tolls, fees and penalties (including any balances with a
collection agency) associated with a Bill by Mail 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 and/or complete an application

Policy 101.1.1.5: Agree to the NC Quick Pass terms and conditions

Policy 101.1.2: A customer with outstanding Bill by Mail invoices may open an NC Quick Pass
Registered Video Account if the license plate(s) registered on the new account
does not match the license plate(s) associated with the unpaid Bill by Mail
invoice(s).

Policy 101.1.3: A customer is restricted from establishing an NC Quick Pass Registered Video
Account if a license plate, or identical address, is associated with an
outstanding Bill by Mail invoice balance.

Policy 101.2: Personal Account

Policy 101.2.1: Standard Plan

Policy 101.2.1.1:  Customers can open an NC Quick Pass Registered Video Personal
Account with a Standard Plan utilizing the following channels:
e Inperson atan NC Quick Pass CSC
e Phone (with an NC Quick Pass CSR authorized to administer
these account types)
Policy 101.3: Business Account
Policy 101.3.1: Standard Plan

Policy 101.3.1.1:  Customers can open an NC Quick Pass Registered Video Business

Account with a Standard Plan utilizing the following channels:

e Inpersonatan NC Quick Pass CSC

e Phone (with an NC Quick Pass CSR authorized to administer
these account types)
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Policy 102: NC Quick Pass Registered Video Account Application and
Agreement

Policy 102.1: NC Quick Pass Registered Video Account Application and
Agreement

Policy 102.1.1: When establishing an NC Quick Pass Registered Video Account in person at
an NC Quick Pass CSC, a customer must fill out an application, and agree to
the NC Quick Pass Terms and Conditions.

Policy 102.1.2: When establishing an NC Quick Pass Registered Video Account by phone, a
CSR will complete the application for a customer to open an account, and the
customer must provide verbal acceptance to the NC Quick Pass Terms and
Conditions.

Policy 102.1.3: To open an NC Quick Pass Registered Video Account, a customer must
provide the following information:

e Accountowner’s name
o Secondary contact name (applies to Business Account only)
e Accountowner’s address
e Accountowner’s contact information (e.g. phone number)
e Username
e Password
e Email address
e  Security question answer
e PIN
e Statement and customer correspondence delivery option
e License plate number for each vehicle registered on the account

e Vehicle information (e.g. year, model, number of axles) for each vehicle
registered on the account

e Payment method (e.g. cash, check, money order, credit/debit card, etc.)
e Prepaid replenishment method (e.g. automatic or manual replenishment)

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

Policy 102.1.4: A customer’s signature will be required to accept and process an application.
The signature can be either physical, electronic or recorded verbally.

Policy 102.1.5: NC Quick Pass will not process incomplete applications.
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Policy 103: NC Quick Pass Registered Video Account Opening
Account Balance

Policy 103.1: Personal Accounts
Policy 103.1.1: Standard Plan

Policy 103.1.1.1:  The opening account balance amount is $30.00 total for the first two
(2) license plates added to the account, and $15.00 for each
additional license plate.
Policy 103.2: Business Accounts
Policy 103.2.1: Standard Plan

Policy 103.2.1.1:  The opening account balance amount is $30.00 for each license plate
added to the account.

Policy 104: Payment Methods and Channels for NC Quick Pass
Registered Video Accounts

The following section applies to all NC Quick Pass Registered Video Accounts.

Policy 104.1: NC Quick Pass Payment Types

Policy 104.1.1: NC Quick Pass accepts the following payment types for NC Quick Pass
Registered Video Accounts:

e Creditcard

e Debitcard

e Money order

e Cashier’s check
e Personal check
e Cash

Policy 104.2: Credit and Debit Card
Policy 104.2.1: The following credit and debit card types are accepted:
e \Visa
e Master Card
e American Express
e Discover

Policy 104.2.2: When using a credit or debit card as a payment method, customers will be
required to provide avalid credit card number, expiration date and three-digit
security code.
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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:

Policy 104.2.4.2:

Policy 104.2.4.3:

Policy 104.2.4.4:

Itis the customer’s responsibility to keep the payment method
associated with their account up to date and valid.

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.

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.

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.

Policy 104.3: Money Order
Policy 104.3.1: Money orders must be made out to NC Quick Pass.

Policy 104.4: Cashier’s check
Policy 104.4.1: Cashier’s checks must be made out to NC Quick Pass.

Policy 104.5: 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:

e Mailing address

e Telephone number

e Diriver’s license number

Policy 104.5.3: Returned Check Fee
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Policy 104.5.3.1: A Returned Check Fee of $25.00 will be charged when a payment by
check has been refused by a customer’s bank.

Policy 104.5.3.2: A Returned Check Fee will be applied to a customer’s account
balance, and may result in a negative account balance.

Policy 104.5.3.3:  NC Quick Pass will notify the customer of the Returned Check Fee for
non-payment.

Policy 104.5.3.4:  After two (2) Returned Check Fees within one year, NC Quick Pass
will flag the account, and will not accept check payments for the
account.

Policy 104.6: Payment Channels

Policy 104.6.1: Customers are permitted to make payments via the various channels shown in
the table below.

Channel Credit/ Money Cashier’s Personal Cash
Debit Card Order Check Check
NC Quick Pass v
Website
CSC Phone,
Interactive Voice v
Response
CSC Phone,
Customer Service v
Rep.
CSC v v v W v,
Mail v v v v
Fax v

Table 13: Payment Types by Payment Channels

Policy 105: NC Quick Pass Registered Video Account Replenishment
and Balance Requirements

The following section applies to both Personal and Business Accounts.

Policy 105.1: NC Quick Pass Registered Video Account Replenishment Options

Policy 105.1.1: NC Quick Pass Registered Video Accounts can be replenished either
automatically or manually.

Policy 105.1.2: Upon account opening, the customeris required to choose between automatic
and manual replenishment.

Policy 105.1.3: A customer may change between automatic and manual replenishment at their
convenience.

Policy 105.1.4: Customers are responsible for monitoring and replenishing their NC Quick
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Pass Registered Video Account to preventthem 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 card or debit card 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 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 105.1.5.4:  NC Quick Pass will automatically replenish an NC Quick Pass
Registered Video Account setup for automatic replenishment utilizing
the credit or debit card 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, NC Quick Pass will notify the customer. The account
will then convert to manual replenishment status

Policy 105.1.5.6:  ltis 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:  ltis 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, NC Quick Pass will automatically send the customer aLow
Balance Notification to inform them that their account balance is 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.

Policy 105.2: Replenishment Amount

Policy 105.2.1: The initial replenishment amount is determined by the account type, account
plan, 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:  Standard Plan: The initial replenishment amount is $30.00 total for the
first two (2) license plates added to the account, and $15.00 for each
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Policy 105.2.3:

additional license plate.

Business Accounts

Policy 105.2.3.1:  Standard Plan: The initial replenishment amount is $30.00 for each

Policy 105.3:
Policy 105.3.1:

Policy 105.3.2:

Policy 105.3.3:

Policy 105.3 4:

Policy 105.3.5:

license plate added to the account.

Replenishment Amount Adjustments

After the first thirty (30) days from the date of the account opening, the toll
usage on the account will be evaluated, and the replenishment amount
adjusted based on the customer’s usage during the first thirty (30) days.

After the first thirty (30) days evaluation, the toll usage on the account will be
evaluated every ninety (90) days to identify the average monthly toll usage
during that period, and the replenishment amount will be adjusted accordingly.

A customer can request alower replenishment amount by contacting an NC
Quick Pass CSC. NC Quick Pass will continue to analyze and adjust (if
necessary) the replenishmentamount on the account every ninety (90) days
even if a customer has requested alower replenishment amount.

When an account is setup 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.

NC Quick Pass will notify the customer whenincreasing or decreasing a
replenishment amount.

Policy 105.4: Replenishment Threshold Amount

Policy 105.4.1:

Policy 105.4.2:

Policy 105.4.3:

The initial replenishment threshold amount is determined by the account type,
account plan, and the replenishment amount.

The minimum replenishment threshold amount for any automatically
replenished NC Quick Pass Registered Video Account is 25% of the opening
balance and/or replenishment amount (depending a customer’s quarterly
evaluation of toll usage and replenishment amount adjustment, if any), or
$15.00, whichever is greater.

Initial Automatic Replenishment Threshold Amount

Policy 105.4.3.1:  Personal Account: The initial replenishment threshold amount fora

Personal Account is 25% of the replenishment amount, or $15.00,
whichever is greater.

Policy 105.4.3.2:  Business Account: The initial replenishment threshold amount for a

Policy 105.4.4:

Business Account is 25% of the replenishment amount.

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.
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Policy 105.4.4.2:  Business Account: The initial replenishment threshold amount for a

Policy 105.4.5:

Policy 105.5:
Policy 105.5.1:

Policy 105.5.2:

Policy 105.5.3:
Policy 105.5.4:
Policy 105.5.5:

Policy 105.5.6:

Business Account is 50% of the replenishment amount.

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

When the account balance on a NC Quick Pass Registered Video Account is
below $0.00 but not below negative ten dollars (-$10.00), resulting in a
negative account balance, the NC Quick Pass Registered Video Account
Owner will have forty-five (45) days to bring the account current by replenishing
the account to a level above the Replenishment Threshold..

If the account balance is not replenished to alevel above the Replenishment
Threshold within forty-five (45) days or the account balance is below negative
ten dollars (-$10.00), the account is suspended.

Suspended NC Quick Pass Registered Video Accounts are converted to Bill by
Mail.

The first Bill by Mail invoice will include any new toll activity, and/or unpaid tolls
and/or fees from the converted NC Quick Pass Registered Video Account.

All Bill by Mail invoices generated will follow the Bill by Mail escalation
procedures as described in this policy document.

To reinstate an NC Quick Pass Registered Video Account with a Standard
plan, any Bill by Mail balance must be paid, and the NC Quick Pass Registered
Video Account balance must be replenished to alevel above the
Replenishment Threshold.

Policy 106: NC Quick Pass Registered Video Account Statement

Options

Policy 106.1:
Policy 106.1.1:

Account Statement Options

Customers are offered the following monthly account statement delivery
options:
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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 Quick Pass Registered Video Accounts Customer
Communications

Policy 107.1: 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 Quick Pass Registered Video Account Maintenance

Policy 108.1: Account Maintenance

Policy 108.1.1: Customers are responsible for keeping their NC Quick Pass Registered Video
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:

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

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

e NC Quick Pass Website
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Policy 109: NC Quick Pass Registered Video Account Fees and

Penalties

Policy 109.1:

NC Quick Pass Registered Video 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 Check Fee

$25.00/Check

Insufficient funds, stop payment and closed
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 periodfor a
registered owner)

Invoices unpaid after sixty (60) days from
invoice date

Table 14: NC Quick Pass Registered Video Account Fees and Penalties
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Policy 110: Inactive NC Quick Pass Registered Video Accounts

Policy 110.1:
Policy 110.1.1:

Policy 110.1.2:
Policy 110.1.3:

Policy 110.1.4:

Policy 110.1.5:

Policy 111:

Policy 111.1:
Policy 111.1.1:

Policy 111.1.2:

Policy 111.1.3:

Policy 111.1.4:

Inactive NC Quick Pass Registered Video Accounts

NC Quick Pass Registered Video Accounts with no account activity (i.e. no toll
transactions posting to an account) for twenty-four (24) consecutive months are
considered inactive.

An account deemed inactive will remain in an inactive status until a toll is
posted to the account.

NC Quick Pass will notify customers whose accounts are deemed to be
inactive.

If no toll transactions are posted to the account within thirty (30) days of the
date of the notification of the inactive account status, a $1.00 inactive account
fee will be charged to the account.

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.

Uncollectible NC Quick Pass Registered Video Accounts

Uncollectible Accounts

An NC Quick Pass Registered Video Account is deemed as uncollectible if it
has tolls or fees owed two (2) years after the last financial activity.

NC Quick Pass Registered Video Accounts deemed uncollectible will be
approved by the NCDOT Fiscal Unit.

Accounts deemed uncollectible:
e Can:
o Be in NCDMV registration hold
o Be flagged as nixie and skip trace accounts
o Contain either in-state and out-of-state plates
o Be automatically marked as such at the end of each fiscal year quarter
e Cannot:
o Be assigned to a collection agency
o Be sentadditional or special notifications

If an NC Quick Pass Registered Video Account that has been previously
deemed as uncollectible receives new activity (e.g. new transactions post to
the account), the account will be reactivated and the customer will be
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responsible for both the new and old toll transactions, fees and penalties.

Policy 112: Closing an NC Quick Pass Registered Video Account

Policy 112.1:
Policy 112.1.1:

Policy 112.1.2:

Policy 112.2:
Policy 112.2.1:

Policy 112.3:
Policy 112.3.1:

Policy 112.3.2:

Policy 112.3.3:

Policy 112.4:
Policy 112.4 1:

Policy 112.4.2:

Account Closure Request

In order to close an NC Quick Pass Registered Video Account, NC Quick Pass
customers must request an account be closed via one of the following
communication channels:

e NC Quick Pass website

e Fax

e Sending a letter to an NC Quick Pass CSC

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

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

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

To ensure all transactions are processed through the account beforeitis
closed, NC Quick Pass Registered Video 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)

After an NC Quick Pass Registered Video 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.

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

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)

NC Quick Pass Registered Video Accounts with a negative balance after the
account has been in “Closed Pending” status for thirty (30) calendar days will
not automatically be closed.

If an NC Quick Pass Registered Video 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.
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Policy 112.4.3:

Policy 112.4 4:

Policy 112.4.5:

Policy 112.4 6:

Policy 112.4.7:

Policy 112.4.8:

Policy 112.4.9:

Policy 112.4.10:

Policy 112.4.11:

Policy 112.4.12:

If NC Quick Pass is unable to charge the card assigned to the account, the
account will remain in “Closed Pending” status.

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 “Closed Pending” status.

For any NC Quick Pass Registered Video 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).

Once an NC Quick Pass Registered Video 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.

If an NC Quick Pass Registered Video Accountin “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.

Suspended NC Quick Pass Registered Video Accounts are converted to Bill by
Mail.

The first Bill by Mail invoice will include any new toll activity, and/or unpaid tolls
and/or fees fromthe converted NC Quick Pass Registered Video Account.

All Bill by Mail invoices generated will follow the Bill by Mail escalation
procedures as described in this policy document.

Once an NC Quick Pass Registered Video Account in “Closed Pending’
status that carried a negative balance is brought to azero dollar ($0.00)
balance, the account will then be closed.

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.

Policy 113: NC Quick Pass Registered Video Account Refunds

Policy 113.1:
Policy 113.1.1:

Refunds
NC Quick Pass Regqistered Video Accounts — Automatic Replenishment Refund
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Policy 113.1.1.1:  If an NC Quick Pass Registered Video Account is setup for automatic

replenishment, arefund 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 113.1.1.2:  Should a refund to the primary credit or debit card on the account fail,

NC Quick Pass will attempt to issue the refund to asecondary 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 113.1.1.3:  Should a refund to the primary and/or secondary creditor debit card

Policy 113.1.2:

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.

NC Quick Pass Reaqistered Video Accounts — Manual Replenishment Refund

Policy 113.1.2.1:  If an NC Quick Pass Registered Video Account is setup for manual

replenishment, the NCDOT Fiscal Unit will issue a refund check within
ten (10) business days.

Policy 114: NC Quick Pass Registered Video Account Reinstatement

Policy 114.1:
Policy 114.1.1:

Policy 114.1.2:

Policy 114.1.3:

NC Quick Pass Registered Video Account Reinstatement

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.

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).

Closed accounts cannot be reinstated. A new account must be created.

Policy 115: NC Quick Pass Registered Video Account Bankruptcy

Policy 115.1:
Policy 115.1.1:
Policy 115.1.2:
Policy 115.1.3:

Policy 115.1.4:

Bankruptcy

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.

NC Quick Pass reserves the right to file a proof of claim with the Bankruptcy
Court.

NC Quick Pass reserves the right to determine which claims to pursue. All
documentation is retained within the account.

While awaiting the outcome of a bankruptcy proceeding, NC Quick Pass
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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 115.1.5: Tolls and fees incurred prior to the date of the Petition filing must remain on the
account until the bankruptcy case is resolved.

Policy 115.1.6: If the Bankruptcy Court notifies NC Quick Pass in writing of a Discharge or
Dismissal of acustomer’s pending bankruptcy proceeding, the transactions
during the period covered by the Bankruptcy Petition are dismissed.

Policy 115.1.7: Any new tolls that occur after the discharge date are the responsibility of the
customer.

Policy 115.1.8: A Discharge or 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 116: NC Quick Pass Registered Video Account - Returned US
Mail and Email

Policy 116.1:
Policy 116.1.1:

Policy 116.1.2:

Policy 116.2:
Policy 116.2.1:
Policy 116.2.2:

Policy 116.2.3:

Policy 116.2.4:

Policy 116.2.5:

Policy 116.3:
Policy 116.3.1:

Forwarding Address Available

NC Quick Pass will update the account with an updated address upon
notification from the Post Office of a mail forwarding or new address.

NC Quick Pass will manually forward any returned correspondence with anew
address to the updated address.

Forwarding Address Not Available (Nixies)

NC Quick Pass, upon receiving areturned correspondence without a
forwarding address, will update the account with aflag stating it has a bad
address.

Any future mailings will be suppressed until anew address is obtained, and the
bad address flag is removed.

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
accountis no longer valid, and a new address must be provided to avoid any
possible fees or penalties.

Once a customer has provided a new address, all correspondence will continue
fromthe date the address was updated, and the bad address flag removed.

NC Quick Pass will not process correspondence or assess fees retroactively.

Undeliverable Email

Should an email address associated with an account that has specified email
as the preferred method of communication become invalid, the NC Quick Pass
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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 anew email address.

Policy 116.3.2: 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 116.3.3: 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 117: NC Quick Pass Registered Video Account Interoperability

Policy 117 .1:
Policy 117.1.1:

Policy 117.1.2:

Registered Video Account Interoperability

NC Quick Pass Registered Video Accounts are a valid form of payment on
Turnpike Projects only.

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 Transponder Account.

Policy 118: NC Quick Pass Registered Video Account Conversion

Policy 118.1:
Conversion

Policy 118.1.1:

Policy 118.1.2:

NC Quick Pass Registered Video Account to Transponder Account

An NC Quick Pass Registered Video Account customer may convertto an NC
Quick Pass Transponder Account online, or by calling or visiting an NC Quick
Pass CSC.

When converting to an NC Quick Pass Transponder Account, the customer will
be required to:

Policy 118.1.2.1:  Pay all unpaid tolls, fees and penalties (including any balances with a

collection agency) associated with a Bill by Mail invoice

Policy 118.1.2.2:  Select an account type

Policy 118.1.2.3:  Pay the appropriate prepaid toll balance (if required)

Policy 118.1.2.4:  Purchase a transponder(s) (if necessary)

Policy 118.1.2.5:  Provide all required information and/or complete an application

Policy 118.1.2.6:  Agree to the NC Quick Pass terms and conditions

Policy 118.1.3:

When converting the NC Quick Pass Registered Video Account to an NC Quick
Pass Transponder Account, all currently listed vehicles/license plates under the
NC Quick Pass Registered Video Account will be added to the NC Quick Pass
Transponder Account.
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Policy 118.1.4: 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 118.1.5: Transactions that occurred prior to the conversion date will be posted to the NC
Quick Pass Transponder Account at the Bill by Mail toll rate.

Policy 118.1.6: Transactions that occur subsequentto the account conversion date will be
posted to the NC Quick Pass Transponder Account at the transponder rate.

Policy 118.1.7: A customer with outstanding Bill by Mail invoices may open an NC Quick Pass
Transponder Accountif the license plate(s) registered on the new transponder
account does not match the license plates associated with the unpaid Bill by
Mail invoice(s).

Policy 118.1.8: A customer is restricted from converting accounts if alicense plate, or identical
address, is associated with an unpaid Bill by Mail invoice.

Policy 200: Bill by Mail Program

Refer to this section for policies associated with the NC Quick Pass Bill by Mail Program.

Bill 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 whenthe 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 Driver’s Privacy Protection Act.

Policy 200.1: General Policies for the Bill by Mail Program
Policy 200.1.1: The Bill by Mail Program is postpaid.

Policy 200.1.2: Because a customer does not register for the Bill 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 Bill by Mail 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
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).
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Policy 200.2: Bill by Mail Process

Policy 200.2.1:

Policy 200.2.2:

Policy 200.2.3:

Policy 200.2 4:

Policy 200.2.5:

Policy 200.2.6:

The Bill by Mail process is initiated when one of the following occurs:

o Afirst-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 Registered Video Accounthas 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.

e Tolls are accrued after an NC Quick Pass or interoperable transponder
accountis closed.

When a vehicle passes under atolling point and the roadside toll collection
system (RTCS) does not detect avalid NC Quick Pass or interoperable
transponder, multiple images of the vehicle’s front and rear license plates are
captured.

The license plate images are reviewed to identify the license plate numbers,
jurisdiction of issuance and license plate type, if applicable.

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 Bill by
Mail invoice or NC Quick Pass Account (e.g. Transponder, or Registered
Video) in good financial standing.

If an existing invoice or account is identified, transactions associated with the
license plate are posted (i.e. I-Tolled) to the account.

If an existing NC Quick Pass account or Bill by Mail 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 200.2.6.1:  NC Quick Pass may utilize both national lookup databases, and the

Policy 200.2.7:

Policy 200.2.8:

Policy 200.2.9:

NCDMYV to obtain information about the registered owner of in-state
and out-of-state vehicles.

Once the owner of the vehicle is identified, the vehicle owner is sent a new Bill
by Mail invoice.

Any toll transactions incurred by the owner of the vehicle are then posted to the
invoice.

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
incurred, or the customer converts to an NC Quick Pass Account (e.g.
Transponder, or Registered Video).
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Policy 201: Pre-Invoice Payment Option

Policy 201.1.1:

Policy 201.1.2:

Policy 201.1.3:

Policy 201.1 4:

A customer that has traveled on a Turnpike Project without an NC Quick Pass
Transponder or Registered Video Account has the option to contact an NC
Quick Pass CSC, prepay for their tolls, and avoid receiving an invoice in the
mail.

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).

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. Bill 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.

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: Bill by Mail Invoice Policies

Policy 202.1:
Policy 202.1.1:

Policy 202.1.2:
Policy 202.1.3:

Policy 202.1 4.

Policy 202.1.5:

Bill by Mail Invoicing

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.

The first Bill by Mail invoice will include any tolls incurred and processed during
the first thirty (30) day billing period, beginning with the initial transaction.

All subsequent billing periods are set at, and invoices mailed, approximately
thirty (30) days after the first invoice.

A Bill by Mail 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.

Transactions that occurred during a billing period that do not get included on an
invoice will be invoiced in the subsequentbilling cycle.

Policy 202.2: Bill by Mail Invoice Requirements
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Policy 202.2.1: A Bill by Mail invoice will include the following items each billing period:

Policy 202.2.1.1:

Policy 202.2.1.2:

Policy 202.2.1.3:

Policy 202.2.1.4:

Policy 202.2.1.5:

Policy 202.2.1.6:

Policy 202.2.1.7:

Policy 202.2.1.8:

Policy 202.2.1.9:

Policy 202.2.1.10:

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.

The date and time a transaction occurred.

A description of the toll zone of the Tumpike Project where a toll
transaction occurred.

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.

The amount charged for each toll incurred during the invoice period,
based on the Bill by Mail toll rate.

The total amount due for the currentinvoice period, an explanation of
how payment may be made, and, if applicable, any delinquent
invoices, and an explanation of payment options.

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.

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), NCDMYV registration
holds and/or submission to a collection agency until all amounts owed
to NC Quick Pass are paid in full.

A clear and concise explanation of how to dispute responsibility fora
toll.

If applicable, a copy of the sworn affidavit submitted by the registered
owner of avehicle identifying the person with care, custody and
control of the motor vehicle when the toll transaction occurred.
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Policy 203: Bill by Email

Policy 203.1: Bill by Email Invoice Generation

Policy 203.1.1: Bill by Mail customers have the option of receiving a Bill by Mail 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 subsequentinvoices by email.

Policy 203.1.3: To receive future invoices by email, a customer must:

1. Opt-in to receiving Bill by Mail invoices via email on the NC Quick Pass
website,

2. Provide a valid email address, and
3. Agree to the Bill 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 Bill by Mail Invoices

Policy 204.1: Bill by Mail 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 Bill by Mail
invoices.

Policy 204.1.3.2:  An overpayment made to a Bill by Mail invoice will be used to pay for
future transactions incurred by the vehicle owner.
Policy 204.2: Bill by Mail Invoice Payment Types
Policy 204.2.1: NC Quick Pass accepts the following payment types for Bill by Mail invoices:
e Creditcard
e Debit card
o Money order

e Cashier’s check
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e Personal check
e Cash

Policy 204.3: Credit and Debit Card

Policy 204.3.1: The following credit and debit card types are accepted:
e Visa
e Master Card
e American Express
e Discover

Policy 204.3.2: When using a credit or debit card as a payment method, customers will be
required to provide avalid credit card number, expiration date and three-digit
security code.

Policy 204.4: Money Orders

Policy 204.4.1: Money orders must be made out to NC Quick Pass.

Policy 204.5: Cashier’s check

Policy 204.5.1: Cashier’s checks must be made out to NC Quick Pass.

Policy 204.6: 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:
e Mailing address
e Telephone number
e Driver’s license number

Policy 204.6.3: Returned Check Fee

Policy 204.6.3.1: A Returned Check Fee of $25.00 will be charged when a payment by

check has been refused by a customer’s bank.

Policy 204.6.3.2: A Returned Check 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 Check Fee for

non-payment.

Policy 204.6.3.4:  After two (2) Returned Check Fees within one year, NC Quick Pass

Policy 204.7:
Policy 204.7 1:

will not accept check payments from the customer.

Payment Channels

Customers are permitted to make payments via the various channels shown in
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Table 15.
Credit/ Money Cashier’s Personal
Cgmrel Debit Card Order Check Check Cash
NC Quick Pass v
Website
CSC Phone,
Interactive Voice v
Response
CSC Phone,
Customer Service v
Rep.
CSC v v v v v
Mail v v 4 4
Fax 4

Table 15: Bill by Mail Payment Types by Payment Channels

Policy 205: Invoice Escalation

NC Quick Pass will apply the following invoice escalation process.

Policy 205.1: 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.
Policy 205.2: Second Invoice (Delinquent Balance from Previous Invoice)

Policy 205.2.1: If a Bill 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

Policy 205.3: 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,
NC Quick Pass will send the customer a third invoice, which will include:
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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)

Policy 205.4: 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 Bill by Mail customers with delinquent balances are subject to
NCDMV registration hold and collections.

¢ In-state Bill by Mail customers with delinquent balances of less
than $500.00 will be placed on NCDMYV registration hold, and
remain on NCDMV registration hold for thirteen (13) months.

o If the debt associated with an unpaid, delinquent Bill by Mail
invoice is not paid after thirteen (13) months, the debt will be
sent to collections.

¢ In-state Bill 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, Bill by Mail customers with delinquent balances will be
sent to collections.

Policy 206: Bill by Mail Fees and Penalties

Policy 206.1: Bill by Mail Fees and Penalties
Refer to the table below for more information on Bill 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

Insufficient funds, stop payment and closed

Returned Check Fee $25.00/Check
account, etc.

$6.00

(maximum of $48.00 for a | Invoices unpaid after thirty (30) days from
twelve (12) month period | invoice date

for a registered owner)

Invoice Processing Fee
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Fee Fee Amount Reason for Fee
$25.00
Civil Penalty (maX|mum of $25..OO fora !nvo!ces unpaid after sixty (60) days from
six (6) month periodfor a | invoice date
registered owner)
Table 16: Bill by Mail Fees and Penalties

Policy 206.2: Bill by Mail Invoice 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 atoll within the allotted timeframe.

Policy 206.2.2: By Statute, the Invoice Processing Fee cannot exceed $48.00 in atwelve (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 a NC Quick Pass
Transponder 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.

Policy 206.3: 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
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of a Civil Penalty imposed.

Policy 207: Bill by Mail Payment Order of Precedence

Policy 207.1.1:

The following is the order of precedence for payments to be applied to
delinquent Bill by Mail invoice balances:

1. Previous invoice amounts (toll, fees, penalties)
2. Currenttolls

3. Currentfees
4

Current civil penalty

Policy 208: NCDMV Registration Hold and Release

Policy 208.1:
Policy 208.1.1:

Policy 208.1.2:
Policy 208.1.3:
Policy 208.1 4:
Policy 208.1.5:
Policy 208.1.6:

Policy 208.1.7:

Policy 208.1.8:

Policy 208.1.9:

Bill by Mail NCDMV Registration Hold and Release

Failure to pay a fourth invoice will result in the suspension of a customer’s
vehicle registration renewal for vehicles registered in North Carolina.

NC Quick Pass notes NCDMV registration hold eligibility on all invoices.

For a registrant with multiple vehicles registered in North Carolinathat are
associated with a delinquent Bill by Mail_invoice, NC Quick Pass can suspend
the registration renewal for each vehicle registered in North Carolina.

Vehicle registration will be held from renewal until all unpaid tolls, fees, and
penalties are paid in full.

Payment can be made with a credit card (by phone), or by cash, check, money
order, or credit card payment at an NC Quick Pass CSC Walk-In Center.

Once the full payment is verified and approved, NC Quick Pass will process a
registration release to NCDMV.

With the exception of check payments over $250, an NC Quick Pass CSC will
remove a NCDMYV registration hold within two (2) business days of receipt of
the payment.

In the event payment is made by check in the amount of $250 or more, NC
Quick Pass will remove the NCDMV registration hold within ten (10) business
days in order to verify clearance of the check.

In the event a check of any amount is returned, NC Quick Pass will re-establish
the NCDMV registration hold.
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Policy 209: Bill by Mail Collection Process

Policy 209.1: General Collections Policies

Policy 209.1.1: After aBill by Mail_customer neglects to pay tolls, fees, and/or penalties that
have escalated to a fourth invoice, the customer will be placed in collections.

Policy 209.1.2: All fees and penalties invoiced are eligible for collections.

Policy 209.1.3: All delinquent tolls, fees and penalties must be paid in full to be removed from
collections.

Policy 209.1.4: NC Quick Pass can place in-state customers on NCDMYV registration hold and
into collections simultaneously.

Policy 209.2: Collection Agency

Policy 209.2.1: The collection agency will have one (1) year to collect a debt from the time a
debtis placed in collections.

Policy 209.2.2: After one (1) year, the account debt reverts back to NC Quick Pass.

Policy 209.2.3: The collection agency will initiate letters for all past due Bill by Mail_invoice
balances received from NC Quick Pass.

Policy 209.2.4: NC Quick Pass will send unpaid Bill by Mail_invoices with a debt greater than
$500 to the collection agency after the fourth unpaid invoice.

Policy 209.2.5: In-state unpaid Bill by Mail_invoices with amounts less than $500 will be sent to
collections after being in NCDMV registration hold status for thirteen (13)
months.

Policy 209.2.6: Bill by Mail invoices associated with out-of-state customers are not subject to
NCDMV registration hold, but will advance directly to collections after the fourth
unpaid invoice.

Policy 209.2.7: When an in-state Bill by Mail customer is placed on NCDMV registration hold
and into collections simultaneously, the collection agency and NC Quick Pass
will coordinate with the customer to ensure that all past due amounts are paid
in full prior to removing the delinquent invoice balances from collections and/or
NCDMYV registration hold.

Policy 209.2.8: Any delinquent invoice balance transferred to a collection agency is not noted
on subsequent invoices sent to the customer.

Policy 209.2.9: While in the collections process, customers have access to view Bill by Mail

invoices that have been sent to collections, but do not have the ability to make
payments for invoices that have been sent to collections. The customer will
need to deal directly with the collection agency to settle delinquent invoice
balances.
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Policy 210: Uncollectible Invoice

Policy 210.1:
Policy 210.1.1:

Policy 210.1.2:

Policy 210.1.3:

Policy 210.1.4:

Uncollectible Invoice

A Bill by Mail invoice is deemed as uncollectible if it has tolls or fees owed two
(2) years after the last financial activity.

Bill by Mail invoices deemed uncollectible will be approved by the NCDOT
Fiscal Unit.

A Bill by Mail invoice deemed uncollectible:
e Can:

o Be in NCDMV registration hold

o Be flagged as nixie and skip trace accounts

o Contain either in-state and out-of-state plates

o Be automatically marked as such at the end of each fiscal year quarter
e Cannot:

o Be assigned to a collection agency

o Be sentadditional or special notifications

If a Bill by Mail invoice that has been previously deemed as uncollectible
receives new activity (e.g. new transactions), the invoice will be reactivated and
the customer will be responsible for both new and old toll transactions, fees
and penalties.

Policy 211: Bill by Mail Bankruptcy

Policy 211.1:
Policy 211.1.1:

Policy 211.1.2:
Policy 211.1.3:

Policy 211.1 4:

Policy 211.1.5:

Bill by Mail Bankruptcy Policies

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 properinformation in the customer’s account.

NC Quick Pass reserves the right to file a proof of claim with the Bankruptcy
Court.

NC Quick Pass reserves the right to determine which claims to pursue. All
documentation is retained within the account.

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.

Tolls and fees incurred prior to the date of the Petition filing must remain on the
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account until the bankruptcy case is resolved.

Policy 211.1.6: If the Bankruptcy Court notifies NC Quick Pass in writing of a Discharge or
Dismissal of acustomer’s pending bankruptcy proceeding, the transactions
during the period covered by the Bankruptcy Petition are dismissed.

Policy 211.1.7: Any new tolls that occur after the discharge date are the responsibility of the
customer.

Policy 211.1.8: A Discharge or Discharge reinstates the customer’s responsibility for paying all

tolls, fees, and penalties that were not pursued while the bankruptcy
proceeding was taking place.

Policy 212: Bill by Mail Refunds

Policy 212.1:
Policy 212.1.1:

Policy 212.1.2:

Policy 212.1.3:

Refunds

When an overpayment is made to a Bill by Mail_invoice, NC Quick Pass will not
generate a refund unless requested by the customer.

Should a customer request arefund after making an overpayment to a Bill by
Mail invoice, the NCDOT Fiscal Unit will issue a refund check within ten (10)
days after receiving the request.

If a customer requests arefund, but continuesto drive on the road, the refund
amount will be reduced by any newly posted transactions.

Policy 213: Bill by Mail Customer Communications

Policy 213.1:
Policy 213.1.1:

Customer Correspondence Filing

Customer correspondence received at an NC Quick Pass CSC will be filed,
indexed and retained based on North Carolina’s Document Retention
Schedule.

Policy 214: Bill by Mail - Returned US Mail and Email

Policy 214 .1:
Policy 214.1.1:

Policy 214.1.2:

Policy 214.2:
Policy 214.2.1:

Policy 214.2.2:

Forwarding Address Available

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.

NC Quick Pass will manually forward any returned correspondence with anew
address to the updated address.

Forwarding Address Not Available (Nixies)

NC Quick Pass, upon receiving areturned invoice withouta forwarding
address, will update the Bill by Mail invoice with a flag stating it has a bad
address.

Any future mailings will be suppressed until anew address is obtained, and the
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bad address flag is removed.

Policy 214.2.3: If a customer has provided an email, a notice will be sent via email informing
the customer the mailing address associated with their Bill by Mail invoices is
no longer valid, and a new address must be provided to avoid any possible
fees or penalties.

Policy 214.2.4: Once a customer has provided anew address, all correspondence will continue
from the date the address was updated, and the bad address flag removed.

Policy 214.2.5: NC Quick Pass will not process or assess correspondence or fees
retroactively.

Policy 214.3: Undeliverable Email

Policy 214.3.1: Should an email address associated with the Bill by Email program 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 anew email address.

Policy 214.3.2: 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 214.3.3: 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.

Policy 215: Bill by Mail Interoperability

Policy 215.1:
Policy 215.1.1:

Policy 215.1.2:

Bill by Mail Interoperability

The NC Quick Pass Bill by Mail_Programis only applicable on Turnpike
Projects.

If a customer intends to travel on an interoperable toll road in another state, the
customer must convert to an NC Quick Pass Transponder Account.

Policy 216: Bill by Mail Conversion

Policy 216.1:
Policy 216.1.1:

Policy 216.1.2:

Bill by Mail Converted to NC Quick Pass Transponder Account

A Bill by Mail customer may convert to an NC Quick Pass Transponder
Account online, or by calling or visiting an NC Quick Pass CSC.

When converting to an NC Quick Pass Transponder Account, the customer will
be required to:
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Policy 216.1.2.1:  Pay all unpaid tolls, fees and penalties (including any balances with a

collection agency) associated with a Bill by Mail invoice.

Policy 216.1.2.2:  Select an account type

Policy 216.1.2.3:  Pay the appropriate prepaid toll balance (if required)

Policy 216.1.2.4:  Purchase a transponder(s) (if necessary)

Policy 216.1.2.5:  Provide all required information and/or complete an application

Policy 216.1.2.6:  Agree to the NC Quick Pass terms and conditions

Policy 216.1.3:

Policy 216.1.4:

Policy 216.1.5:

Policy 216.1.6:

Policy 216.1.7:

Policy 216.2:
Policy 216.2.1:

Policy 216.2.2:

When converting from Bill by Mail to an NC Quick Pass Transponder Account,
all license plates currently assigned to Bill by Mail will be added to the NC
Quick Pass Transponder Account.

Tolls posting to Bill by Mail with a transaction date prior to the conversion date
will be posted at the Bill by Mail toll rate.

Bill by Mail tolls that have not been invoiced will be reduced to the NC Quick
Pass rate when a customer converts to an NC Quick Pass Transponder
Account.

A customer with outstanding Bill by Mail invoices may open an NC Quick Pass
Transponder Accountif the license plate(s) registered on the new transponder
account does not match the license plates associated with the unpaid Bill by
Mail invoice(s).

A customer is restricted from converting accounts if a license plate, or identical
address, is associated with an unpaid Bill by Mail invoice.
Bill by Mail Converted to a Registered Video Account

After receiving authorization from NC Quick Pass, a Bill by Mail customer may
convert to an NC Quick Pass Registered Video Account by calling or visiting an
NC Quick Pass CSC.

The customer will be required to:

Policy 216.2.2.1:  Pay all unpaid tolls, fees and penalties (including any balances with a

collection agency) associated with a Bill by Mail invoice

Policy 216.2.2.2:  Select an account type

Policy 216.2.2.3:  Pay the appropriate prepaid toll balance (if required)

Policy 216.2.2.4:  Provide all required information and/or complete an application

Policy 216.2.2.5:  Agree to the terms and conditions agreement

Policy 216.2.3:

When converting Bill by Mail to a Registered Video Account, all license plates
currently assigned to Bill by Mail will be added to the Registered Video
Account.
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Policy 216.2.4:

NC Quick Pass Registered Video Accounts must be approved by NC Quick
Pass.

Policy 300: Disputes

Policy 300.1:
Policy 300.1.1:

Policy 300.1.2:
Policy 300.1.3:

Customer Disputes General Information

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.

Customers are entitled to dispute any toll incurred in North Carolina.

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

Policy 300.2:
Policy 300.2.1:

Policy 300.2.2:

Policy 300.2.3:

Policy 300.2.4:

Policy 300.2.5:

account.

Dispute Process Timeline

A request for an informal review of atoll and/or fee(s) or a Sworn Affidavit must
be submitted within thirty (30) days of the date on the customer statement or
Bill by Mail invoice, or the vehicle owner waives the right to dispute the toll or
fee. Avehicle owner can only dispute atoll 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 Transponder Account.

Recipients of a Bill by Mail 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.

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
Transponder Account.

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 areview has expired.

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.
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Policy 300.3: Request for Informal Review

Policy 300.3.1: A vehicle owner may dispute responsibility for atoll 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:

e Mall

e Email

e Fax

e In-person viaan NC Quick Pass CSC

Policy 300.4: 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 adecision 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.

Policy 300.5: 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
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 afinal 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 Bill by Mail invoice balance.

Policy 300.5.1.3:  The vehicle owner is found notresponsible 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
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Policy 300.5.1.4:

Policy 300.6:
Policy 300.6.1:

Policy 300.6.1.1:

Policy 300.6.1.2:

Policy 300.6.1.3:

Policy 300.6.2:

them of the decision. No payment will be required from the vehicle
owner.

The vehicle owner is found notresponsible 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

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:

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 along-
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.

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.

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 swom affidavit requires
signature of both parties in order for NC Quick Pass CSC
management to review the disputed toll.

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
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.
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Policy 400: I-77 Express Lanes

Policy 400.1: 1-77 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
(SQV).

Policy 400.2: 1-77 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 400.2.1.1:  “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 [-77 Express
Lanes.

Policy 400.2.1.2:  “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 400.2.1.3:  “Motorcycles” means motor vehicles with two (2) or three (3) wheels
not larger than a Single-Occupancy Vehicle.

Policy 400.2.1.4:  “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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Policy 400.3: 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 a NC Quick Pass E-ZPass Flex transponder, or via the
NC Quick Pass HOV Declaration Application that is linked to an NC
Quick Pass Transponder 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:  Firstresponders’ vehicles (i.e. law enforcement, emergency fire and

Policy 400.3.2:

Policy 400.3.3:

Policy 400.3.4:

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.

Exempt vehicles shall receive a discount of 100% of the applicable toll rate on
the |-77 Express Lanes.

A toll will be applied without a discount for any vehicle meeting HOV
requirements if the vehicle is not equipped with avalid, properly installed NC
Quick Pass Transponder, regardless of the number of occupants in the vehicle.

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
Bill 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

Policy 401.1:
Policy 401.1.1:

Policy 401.1.2:

Policy 401.2:
Policy 401.2.1:

HOV Declaration

Only NC Quick Pass customers with transponder 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.

The I-77 Express Lanes will only acknowledge NC Quick Pass transponders for
HOV declaration.
Occupancy Requirements for HOV Declaration

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:
Policy 401.2.3:

Policy 401.2 4:

Policy 401.3:

Policy 401.3.1:

Policy 401.3.2:

Policy 401.4:
Policy 401.4 1:

Each adult and child passenger in a vehicle count as one (1) occupant.

Pets, infants still in the womb, and other inanimate objects are not considered
valid occupants.

Violators of the |-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 Transponder Account Required for HOV
Declaration

To declare HOV occupancy status on the I-77 Express Lanes, customers will
need to open an NC Quick Pass Transponder 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.

Customers that choose any transponder otherthan 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

NC Quick Pass provides valid NC Quick Pass Transponder Account holders
the following two (2) optionsto declare their HOV occupancy status for the I-77
Express Lanes:

. 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

The NC Quick Pass HOV Declaration Application, which allows valid NC Quick
Pass Transponder Account holders to declare occupancy status viathe mobile
application provided they have any NC Quick Pass transponder. NC Quick
Pass Transponder Account customers that have registered with the mobile
application can declare their occupancy through the following mechanisms:

e Online
o Via the HOV Declaration Application website
o Via the HOV Declaration Mobile Application
e Walk-In (in person at an NC Quick Pass Customer Service Center)

e Phone-in (by calling an NC Quick Pass Customer Service Center)
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Policy 401.5: 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 acustomer can declare their HOV occupancy on the |-77 Express Lane
using a NC Quick Pass E-ZPass Flex transponder, they must have aregistered
NC Quick Pass Transponder Accountin 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 a 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.

Policy 401.6: HOV Declaration Application

Policy 401.6.1: Before acustomer can register with the HOV Declaration Application, they
must have an NC Quick Pass Transponder 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

Policy 500.1: Privacy Policies

Policy 500.1.1:

Policy 500.1.2:

Policy 500.1.3:

Policy 500.1.4:

Policy 500.1.5:

Policy 500.1.6:

Policy 500.1.7:

Except as permissible by state and federal law Information regarding,
information related to NC Quick Pass Transponder Accounts, NC Quick Pass
Registered Video Accounts and the Bill by Mail Program will not be disclosed to
third parties without prior written consent from the primary account holder.

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 Driver's Privacy
Protection Act.

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 atoll
or user fee fromaperson, 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.

NC Quick Pass may use account information only for the purpose of collecting
and enforcingtolls.

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 Driver’s
Privacy Protection Act), and will only be provided to agencies in which NC
Quick Pass has reciprocal agreements.

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.

Account information may be disclosed to the public if such disclosure is
required by law or by court order from a court of competentjurisdiction.

Policy 600: Business Policy Modification Process

Policy 600.1:
Policy 600.1.1:

Modification Policies

NC Quick Pass will complete an annual review of its Business Policies at the
end of each fiscal year.
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Policy 600.1.2:

Policy 600.1.3:

Policy 600.1.4:

Policy 600.1.5:

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.

The need for modification of these policies may be identified through day-to-
day toll operations, toll program growth or legislative changes.

Policies should be focused on providing greater efficiency, improving customer
service and/or adding new or expanding currenttoll roads.

All modifications will be processed through the DTO, and the following process
will be utilized.

Policy 600.1.5.1:  The NC Quick Pass staff member requesting a modification is

required to complete the Business Policy Modification Form (BPMF),
and submit the completed formto the DTO for further action.

Policy 600.1.5.2:  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.

Policy 600.1.5.3: A meeting will be scheduled to discuss the modifications submitted,

and make any further adjustments to finalize the change in policy.

Policy 600.1.5.4: The Committee will then make a recommendation to the NCTA

Executive Director.

Policy 600.1.5.5:  The Business Policy Review/Approval form will be used to document

the meeting, and the final determination by the NCTA Executive
Director.

Policy 600.1.5.6:  The DTO will update the BPMF (if applicable), and incorporate the

approved modifications into arevised Business Policy document
(redline and clean versions).

Policy 600.1.5.7:  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.

Page 79 of 79



"4 Turnpike Authority

Pl NORTH CAROLINA

Program Policies for Tolling System Operations

Version 2.1

August2020



Document Revision History

Version

Date Modification Author
Original - N.A. NCTA (Andy)
Formatting
1.0 January 2020 revisions & wrote Eliza & Seth
outall policies
Review & finalize
2.0 February =March |0 L ien policiesin | Eliza, Seth, Andy
2020 .
Section IV
21 August 2020 Release for [-485 Andy

RFP




P NORTH CAROLINA
f ‘ Turnpike Authority

I. Introduction

This document presents a high-level overview of the policies by which the North Carolina
Turnpike Authority (NCTA) operates its statewide toll facilities.

These policies are based on the following North Carolina General Statutes and policies.

e Article 6H of Chapter 136 of the North Carolina General Statutes

e G.S.136-18(39a) I-77 Express Lane Authorization Statute

e Express Lane Tolling Methodologies adopted by the Turnpike Authority Board, March
28,2018

e 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. (G.S. 136-89.183(2))

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

e Toll Facilities: With the exception of the [-77 Express Lanes, which is operated by a private
developer in conjunction with the NCDOT, NCTA is responsible for the operation of all
Turnpike Projects throughout North Carolina.

o Triangle Expressway (Open to Traffic)

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 1-40 to the
N.C. 55 Bypass. The Triangle Expressway is an All Electronic Tolling (AET) toll
road with 11 interchanges and 16 toll zones (4 mainline toll zones and 12 ramp toll
zones).

The Triangle Expressway consists of two segments: Toll N.C. 147 and Toll N.C. 540
= Toll N.C. 147: 3.4 miles long between [-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.

o Monroe Expressway (Open to Traffic)

The Monroe Expressway is 19.8-mile long toll road located southeast of Charlotte
and is an alternative route to the U.S. 74 corridor through the Monroe area. The

Monroe Expressway, which opened to traffic in November 2018, is an AET toll road
with 8 interchanges and 7 mainline toll zones.
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The Monroe Expressway consists of one segment: Toll U.S. 74 Bypass

= Toll U.S. 74 Bypass: 19.8 miles long between U.S. 74 in Stallings and U.S. 74
between the towns of Wingate and Marshville.

o I-77 Express Lanes (Open to Traffic)

The I-77 Express Lanes are 26-miles of tolled express lanes on [-77 that provide an
alternative to the [-77 general purpose lanes from downtown Charlotte to Iredell
County. The I-77 Express Lanes, which opened fully in November 2019, 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.

The I-77 Express Lanes consists of one section: I-77 Express Lanes

= [-77 Express Lanes: 26.0 miles long from the Brookshire Freeway (Exit 11) in
Mecklenburg County to N.C. 150 (Exit 36) in Iredell County.

o 1-485 Express Lanes (Under Construction)

The 1-485 Express Lanes project is one of several projects planned for a network of
Express Lanes in the Charlotte Region. The project will add one Express Lane in each
direction for approximately 17 miles on [-485 (Charlotte Outer Loop) between [-77
and U.S.74 (Independence Boulevard). The project will also add one general-purpose
lane in each direction of [-485 between Rea Road and N.C. 16 (Providence Road). It
will include a total of 5 All-Electronic Tolling (AET) zones in each direction, for a
total of 10 tolling locations.

The I-485 Express Lanes will consist of one section: [-485 Express Lanes

= [-485 Express Lanes: 17.0 miles long from I-77 and U.S. 74 (Independence
Boulevard)

o Triangle Expressway Extension (Under Construction)

The Complete 540 project, also known as the Triangle Expressway Southeast
Extension, will extend the Triangle Expressway system approximately 28.6 miles
from the N.C. 55 Bypass in Apex to U.S. 64/U.S. 264 (I-87) in Knightdale,
completing the 540 Outer Loop around the greater Raleigh area.

The Complete 540 is being implemented in two phases:

= Phase 1 will extend the Triangle Expressway from N.C. 55 Bypass to [-40, a
distance of approximately 17.8 miles

= Phase 2 will extend the Triangle Expressway from I-40 to U.S. 64/264 Bypass
(I-495), a distance of approximately 10.8 miles
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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 (i.e.
open road tolling system as defined in G.S. 136-89.210.) When customers travel toll facilities
operating 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). (G.S. 136-89.212; G.S. 136-89.214)

Customer Service Centers: The NCTA currently operates three (3) Customer Service
Centers, one each in Morrisville, 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 a transponder account, pay invoices, or perform other NC Quick
Pass business in person. (G.S. 136-89.213(b))

o The Morrisville Customer Service Center, which serves the Raleigh/Durham region,
is located just south of the Raleigh/Durham International Airport and near the
northern terminus of the Triangle Expressway. The activities outlined below take
place atthe NC Quick Pass Operations Center, which is co-located with the
Morrisville Customer Service Center facility:

= Customer account creation and closure, management and maintenance

= Toll transactions processing (e.g. transponder-based, image-based and
interoperable transactions)

= NC Quick Pass Transponder inventory management, assignment, distribution
and maintenance

= Accountconversion management

= Data exchange interface management

= Customer account statement creating

* Bill by Mail and Bill by Email invoice creation

* Mail processing

» Payment processing, financial reconciliation and revenue tracking
= Interoperability support

= Customer service, and self-service channels management and support (e.g.
Interactive Voice Recognition (IVR), website email, text message and mobile
device applications)

= (all center operations support

= Walk-in center customer service (e.g. dispute resolution, account payments
and replenishments)
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o The NC Quick Pass Operations Center also provides office space for the Customer

Service Operations Contractor management team, NCTA’s Customer Service and
Back-Office System staff and consultant staff.

Because the [-77 Express Lanes were developed under a public-private partnership, a
concessionaire operates the roadside toll collection system, and NCTA is responsible
for the management of the transponder program and back office processing of the I-
77 Express Lanes transactions.

e 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”. (G.S. 136-89.213)

e Toll-Free Passage: Toll-free passage is allowed per North Carolina general statues and
project-specific operating agreements regarding first responders and HOV travel. (G.S. 136-
89.199; G.S. 136-89.211)

II. 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:

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

Customer service and customer interaction (website, [IVR, email, text message, etc.)
Financial transactions and account replenishment

Financial and lane transaction reconciliations

Image review

Revenue management

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 located in
Morrisville, 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:

Operations staffing and staff management
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e (all center operations support

e Walk-in center staffing and operations including payment processing
e Account management support

e Bill by Mail invoicing

e NC Quick Pass Transponder distribution

e Image review

e Financial management and reconciliation services

The CSC operator complies with Payment Card Industry Data Security Standards (PCIDSS)
as a Level 1 Merchant.

II1. Toll Facility Operating Procedures

The North Carolina Turnpike Authority will comply with and support the following operating
policies:

Policy 1: Toll Collection Methods

Policy 1.1: Triangle Expressway
Policy 1.1.1: The Triangle Expressway tolls can be collected utilizing NC Quick Pass transponders

Policy 1.1.2: The Triangle Expressway tolls can be collected utilizing the E-ZPass, SunPass, and Peach
Pass transponders

Policy 1.1.3: The Triangle Expressway tolls can be collected utilizing Bill by Mail
Policy 1.2: Monroe Expressway
Policy 1.2.1: The Monroe Expressway tolls can be collected utilizing NC Quick Pass transponders

Policy 1.2.2: The Monroe Expressway tolls can be collected utilizing the E-ZPass, SunPass, and Peach
Pass transponders

Policy 1.2.3: The Monroe Expressway tolls can be collected utilizing Bill by Mail
Policy 1.3: I-77 Express Lanes
Policy 1.3.1: The I-77 Express Lanes tolls can be collected utilizing NC Quick Pass transponders

Policy 1.3.2: The I-77 Express Lanes tolls can be collected utilizing the E-ZPass, SunPass, and Peach
Pass transponders

Policy 1.3.3: The I-77 Express Lanes tolls can be collected utilizing Bill by Mail
Policy 1.4: 1-485 Express Lanes
Policy 1.4.1: The 1-485 Express Lanes tolls can be collected utilizing NC Quick Pass transponders

Policy 1.4.2: The 1-485 Express Lanes tolls can be collected utilizing the E-ZPass, SunPass, and Peach
Pass transponders

Policy 1.4.3: The 1-485 Express Lanes tolls can be collected utilizing Bill by Mail

Policy 2: Toll Rate— By Collection Method
Policy 2.1: Triangle Expressway
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Policy 2.1.1: The Triangle Expressway has two toll rates: The transponder toll rate and the Bill by Mail
toll rate

Policy 2.1.2: The Bill by Mail toll rate on the Triangle Expressway is the Base Rate

Policy 2.1.3: The transponder toll rate on the Triangle Expressway equals a 35% discount from the Base
Rate

Policy 2.1.4: The transponder toll rate on the Triangle Expressway corresponds to NC Quick Pass, E-
ZPass, SunPass, and Peach Pass transponders
Policy 2.2:Monroe Expressway

Policy 2.2.1: The Monroe Expressway has two toll rates: The transponder toll rate and the Bill by Mail
toll rate

Policy 2.2.2: The Bill by Mail toll rate on the Monroe Expressway is the Base Rate

Policy 2.2.3: The transponder toll rate on the Monroe Expressway equals a 35% discount from the Base
Rate

Policy 2.2.4: The transponder toll rate on the Monroe Expressway corresponds to NC Quick Pass, E-
ZPass, SunPass, and Peach Pass transponders

Policy 2.3:1-77 Express Lanes

Policy 2.3.1: The I-77 Express Lanes have two toll rates: The transponder toll rate and the Bill by Mail
toll rate

Policy 2.3.2: The Bill by Mail toll rate on the I-77 Express Lanes is the Base Rate

Policy 2.3.3: The transponder toll rate on the I-77 Express Lanes equals a 35% discount from the Base
Rate

Policy 2.3.4: The transponder toll rate on the I-77 Express Lanes corresponds to NC Quick Pass, E-
ZPass, SunPass, and Peach Pass transponders

Policy 2.4: 1-485 Express Lanes

Policy 2.4.1: The 1-485 Express Lanes have two toll rates: The transponder toll rate and the Bill by Mail
toll rate

Policy 2.4.2: The Bill by Mail toll rate on the 1-485 Express Lanes is the Base Rate

Policy 2.4.3: The transponder toll rate on the [-485 Express Lanes equals a 35% discount from the Base
Rate

Policy 2.4.4: The transponder toll rate on the [-485 Express Lanes corresponds to NC Quick Pass, E-
ZPass, SunPass, and Peach Pass transponders

Policy 3: Toll Rate — By Vehicle Classification

Policy 3.1: Triangle Expressway

Policy 3.1.1: 2-Axle vehicles on the Triangle Expressway are tolled at the toll rates

Policy 3.1.2: 3-Axle vehicles on the Triangle Expressway are tolled at the toll rates multiplied by 2

Policy 3.1.3:  4-Axle vehicles on the Triangle Expressway are tolled at the toll rates multiplied by 4
Policy 3.2: Monroe Expressway

Policy 3.2.1: 2-Axle vehicles on the Monroe Expressway are tolled at the toll rates

Policy 3.2.2: 3-Axle vehicles on the Monroe Expressway are tolled at the toll rates multiplied by 2

Policy 3.2.3: 4-Axle vehicles on the Monroe Expressway are tolled at the toll rates multiplied by 4
Policy 3.3: I-77 Express Lanes
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Policy 3.3.1: 2-Axle vehicles on the I-77 Express Lanes that are less than 22 feet long are tolled at the
toll rates

Policy 3.3.2: 2-Axle vehicles on the I-77 Express Lanes that are greater than 22 feet long are tolled at
the toll rates multiplied by the Extended Vehicle Multiplier

Policy 3.3.3: 2-Axle vehicles with a single-axle trailer on the [-77 Express Lanes are tolled at the toll
rates multiplied by the Extended Vehicle Multiplier

Policy 3.4: 1-485 Express Lanes

Policy 3.4.1: 2-Axle vehicles on the 1-485 Express Lanes that are less than 22 feet long are tolled at the
toll rates

Policy 3.4.2: 2-Axle vehicles on the [-485 Express Lanes that are greater than 22 feet long are tolled at
the toll rates multiplied by the Extended Vehicle Multiplier

Policy 3.4.3: 2-Axle vehicles with a single-axle trailer on the [-485 Express Lanes are tolled at the toll
rates multiplied by the Extended Vehicle Multiplier

Policy 4: Extended Vehicle Multiplier

Policy 4.1:Triangle Expressway

Policy 4.1.1:  On the Triangle Expressway, the Extended Vehicle Multiplier is not used
Policy 4.2:Monroe Expressway

Policy 4.2.1: On the Monroe Expressway, the Extended Vehicle Multiplier is not used
Policy 4.3:1-77 Express Lanes

Policy 4.3.1:  On the I-77 Express Lanes, the Extended Vehicle Multiplier varies no more frequently than
every 30 minutes and shall change no more frequently than once every seven (7) days

Policy 4.4:1-485 Express Lanes

Policy 4.4.1: On the [-485 Express Lanes, the Extended Vehicle Multiplier varies no more frequently
than every 30 minutes and shall change no more frequently than once every seven (7) days

Policy 5: Toll Rate Rounding

Policy 5.1: Triangle Expressway

Policy 5.1.1:  On the Triangle Expressway, toll rates are rounded to the nearest cent
Policy 5.2: Monroe Expressway

Policy 5.2.1:  On the Monroe Expressway, toll rates are rounded to the nearest cent
Policy 5.3: I-77 Express Lanes

Policy 5.3.1:  On the I-77 Express Lanes, toll rates are rounded to the nearest 5 cents
Policy 5.4: 1-485 Express Lanes

Policy 5.4.1:  On the [-485 Express Lanes, toll rates are rounded to the nearest 5 cents

Policy 6: Toll Rate — Motorcycles

Policy 6.1: Triangle Expressway

Policy 6.1.1:  On the Triangle Expressway, motorcycles are tolled
Policy 6.2: Monroe Expressway

Policy 6.2.1:  On the Monroe Expressway, motorcycles are tolled
Policy 6.3: I-77 Express Lanes
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Policy 6.3.1: On the I-77 Express Lanes, motorcycles are exempt from tolls
Policy 6.4: 1-485 Express Lanes

Policy 6.4.1:  On the [-485 Express Lanes, motorcycles are exempt from tolls

Policy 7: Toll Rate — Transit Vehicles

Policy 7.1: Triangle Expressway
Policy 7.1.1:  On the Triangle Expressway, transit vehicles are tolled
Policy 7.2: Monroe Expressway
Policy 7.2.1:  On the Monroe Expressway, transit vehicles are tolled
Policy 7.3: I-77 Express Lanes
Policy 7.3.1:  On the I-77 Express Lanes, transit vehicles are exempt from tolls
Policy 7.4: 1-485 Express Lanes
Policy 7.4.1:  On the I-485 Express Lanes, transit vehicles are exempt from tolls

Policy 8: Toll Rate — First Responders

Policy 8.1:Triangle Expressway

Policy 8.1.1:  On the Triangle Expressway, First Responder vehicles are exempt from tolls
Policy 8.2: Monroe Expressway

Policy 8.2.1:  On the Monroe Expressway, First Responder vehicles are exempt from tolls
Policy 8.3: I-77 Express Lanes

Policy 8.3.1:  On the I-77 Express Lanes, First Responder vehicles are exempt from tolls
Policy 8.4: 1-485 Express Lanes

Policy 8.4.1: On the [-485 Express Lanes, First Responder vehicles are exempt from tolls

Policy 9: Toll Rate— Electric Vehicles

Policy 9.1: Triangle Expressway

Policy 9.1.1:  On the Triangle Expressway, electric vehicles are tolled
Policy 9.2: Monroe Expressway

Policy 9.2.1:  On the Monroe Expressway, electric vehicles are tolled
Policy 9.3: I-77 Express Lanes

Policy 9.3.1: On the I-77 Express Lanes, electric vehicles are tolled
Policy 9.4: 1-485 Express Lanes

Policy 9.4.1: On the I-485 Express Lanes, electric vehicles are tolled

Policy 10: Toll Rate - Hybrid Vehicles

Policy 10.1: Triangle Expressway

Policy 10.1.1: On the Triangle Expressway, hybrid vehicles are tolled
Policy 10.2:Monroe Expressway

Policy 10.2.1: On the Monroe Expressway, hybrid vehicles are tolled
Policy 10.3:1-77 Express Lanes

Policy 10.3.1: On the I-77 Express Lanes, hybrid vehicles are tolled
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Policy 10.4:1-485 Express Lanes
Policy 10.4.1: On the 1-485 Express Lanes, hybrid vehicles are tolled

Policy 11: Toll Rate— Registered HOV 3+ Vehicles

Policy 11.1: Triangle Expressway
Policy 11.1.1: On the Triangle Expressway, registered HOV 3+ vehicles are tolled
Policy 11.2:Monroe Expressway
Policy 11.2.1: On the Monroe Expressway, registered HOV 3+ vehicles are tolled
Policy 11.3:1-77 Express Lanes
Policy 11.3.1: On the I-77 Express Lanes, registered HOV 3+ vehicles are exempt from tolls
Policy 11.4:1-485 Express Lanes
Policy 11.4.1: On the 1-485 Express Lanes, registered HOV 3+ vehicles are tolled

Policy 12: Toll Rate — Registered Rideshare Vehicles

Policy 12.1: Triangle Expressway
Policy 12.1.1: On the Triangle Expressway, registered Rideshare vehicles are tolled
Policy 12.2:Monroe Expressway
Policy 12.2.1: On the Monroe Expressway, registered Rideshare vehicles are tolled
Policy 12.3:1-77 Express Lanes
Policy 12.3.1: On the I-77 Express Lanes, registered Rideshare vehicles are tolled
Policy 12.4:1-485 Express Lanes
Policy 12.4.1: On the [-485 Express Lanes, registered Rideshare vehicles are exempt from tolls

Policy 13: Tolling Scheme
Policy 13.1: Triangle Expressway

Policy 13.1.1: On the Triangle Expressway, individual tolls are assessed at each toll zone
Policy 13.2:Monroe Expressway

Policy 13.2.1: On the Monroe Expressway, individual tolls are assessed at each toll zone
Policy 13.3:1-77 Express Lanes

Policy 13.3.1: On the I-77 Express Lanes, individual tolls are assessed at each toll zone
Policy 13.4:1-485 Express Lanes

Policy 13.4.1: On the [-485 Express Lanes, individual tolls are assessed at each toll zone

Policy 14: Toll Rate Signing — Express Lane Rate Changes

Policy 14.1: Triangle Expressway
Policy 14.1.1: The Triangle Expressway does not include Express Lanes and toll rate signs are not
updated

Policy 14.2:Monroe Expressway

Policy 14.2.1: The Monroe Expressway does not include Express Lanes and toll rate signs are not
updated
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Policy 14.3:1-77 Express Lanes

Policy 14.3.1: On the I-77 Express Lanes, vehicles are tolled at the toll rate shown on the variable toll
message sign when last visible to the driver

Policy 14.4:1-485 Express Lanes

Policy 14.4.1: On the [-485 Express Lanes, vehicles are tolled at the toll rate shown on the variable toll
message sign when last visible to the driver

Policy 15: Toll Rate Change — Schedule Mode

Policy 15.1: Triangle Expressway

Policy 15.1.1: On the Triangle Expressway, the toll rate is fixed throughout the day
Policy 15.2:Monroe Expressway

Policy 15.2.1: On the Monroe Expressway, the toll rate is fixed throughout the day
Policy 15.3:1-77 Express Lanes

Policy 15.3.1: On the I-77 Express Lanes, the scheduled toll rate cannot change more than once during a
24-hour period, and is scheduled by day of the week in 30-minute intervals; the definition
of schedule mode is documented in Exhibit 4, Part I'V of the [-77 Comprehensive
Agreement

Policy 15.4:1-485 Express Lanes

Policy 15.4.1: On the [-485 Express Lanes, the scheduled toll rate cannot change more than once during a
24-hour period, and is scheduled by day of the week in 30-minute intervals

Policy 16: Toll Rate Change — Dynamic Mode

Policy 16.1: Triangle Expressway

Policy 16.1.1: The Triangle Expressway does not operate in dynamic mode
Policy 16.2:Monroe Expressway

Policy 16.2.1: The Monroe Expressway does not operate in dynamic mode
Policy 16.3:1-77 Express Lanes

Policy 16.3.1: On the I-77 Express Lanes, the toll rate may not change more frequently than every five (5)
minutes, and must be between the established minimum and maximum toll rate; the
definition of dynamic mode is documented in Exhibit 4, Part V of the I-77 Comprehensive
Agreement

Policy 16.4:1-485 Express Lanes

Policy 16.4.1: On the 1-485 Express Lanes, the toll rate may not change more frequently than every five
(5) minutes, and must be between the established minimum and maximum toll rate

Policy 17: Toll Rate Change — Express Lane Performance

Policy 17.1: Triangle Expressway

Policy 17.1.1: The Triangle Expressway does not include Express Lanes and toll rates do not change
based on average speed

Policy 17.2:Monroe Expressway

Policy 17.2.1: The Monroe Expressway does not include Express Lanes and toll rates do not change
based on average speed
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Policy 17.3:1-77 Express Lanes
Policy 17.3.1: On the I-77 Express Lanes, toll rates are adjusted to manage traffic demand while
maintaining average speed at or above 80% of the posted speed limit, but at no time less
than 45 miles per hour; the definition of toll rate change is documented in the [-77
Comprehensive Agreement

Policy 17.4: 1-485 Express Lanes

Policy 17.4.1: On the I-485 Express Lanes, toll rates are adjusted to manage traffic demand while
maintaining average speed at or above 80% of the posted speed limit, but at no time less
than 45 miles per hour
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