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TRANSITION TO CASHLESS TOLLING
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REVENUE 
PROTECTI

ON

• Completed conversion of 10 facilities in 11 months
• Eliminated Cash, Ticket, and Token Collection
• Created new back-office Customer Service Center
• Implemented Tolls by Mail program
• Deployed Vehicle Occupant Detection System

for 3+ carpool at Verrazzano-Narrows Bridge 

PRE-ORT QMT QUEENS PLAZA
POST-ORT QMT QUEENS PLAZA



CASHLESS TOLLING AND OUR GOALS
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REVENUE 
PROTECTI

ON

• SAFETY – of our customers and employees
• REVENUE PRESERVATION – collect our tolls: reinvest in facilities; support to 

mass transit
• CUSTOMER SERVICE – continue to provide excellent service

To continue meeting these goals, MTA B&T engaged in a multi-pronged, robust 
customer outreach and messaging campaign before each facility transitioned to 
Cashless Tolling, specifically targeting:

• Cash-Paying Customers
• E-ZPass Customers with Cash Replenishment Method
• Token- and Ticket-Paying Resident Plan Customers



CUSTOMER OUTREACH -
PRE-CONVERSION
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Television and Radio Ads

E-ZPass Statement 
Inserts

Multi-Lingual Mailers Handouts to Token Users



CUSTOMER OUTREACH –
PRE-CONVERSION
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Community Board Meetings 
and Elected Official Briefings

In-Lane Tag Sales

In-Lane Hand Outs -
Cash Customers

Targeted Mailings – Cash Replenishment



POST-CONVERSION TO CASHLESS TOLLING
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HIGHLIGHTS:
• E-ZPass market share increased from 86% to 95%
• Over 1 million E-ZPass tags were issued in 2017
• Travel time reduced by 26%
• Annual carbon emissions reduced by approximately 15.4K tons

CUSTOMER BEHAVIOR:
• Former cash customers became E-ZPass account holders
• Some E-ZPass customers became Tolls by Mail customers
• Some customers alternated between E-ZPass and Tolls by Mail



CUSTOMER FOCUS GROUPS
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TOLLS NY MOBILE APPLICATION
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REVENUE 
PROTECTI

ON



CUSTOMER FEEDBACK
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“It’s comprehensive
and has all the necessary features. I 
wouldn’t take anything out.”
-Jason

“It helps me not fall 
behind.
It shows me my activity, sends me 
notifications, and gives me quick 
options to pay.”
-Mohammad

“It’s simple, easy and 
quick.
It’s much faster than going through the 
website and navigating your way 
through.”
-Makie

“It’s reliable.
It makes me ready to cross a toll 
knowing I have a balance in my 
account.”
-Luis 

“I would definitely get 
an E-ZPass.
I’ll be saving so much more.”
-Juana

“A million others will 
use this, 
not only me.”
-Luis



TOLLS NY MOBILE APP RESULTS
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1M+
Downloads
Downloads

$75M+
Payments

Tolls Processed

4.8/5
App Store Rating
App Store Review Average
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