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Overall Satisfaction with the SunPass® Program

The Enterprise’s prepaid toll collection system, SunPass®, has provided customers with an efficient means to travel
the Turnpike System since the program’s inception in 1999. Over the past eight years, Florida's Turnpike has made
numerous improvements and continues to enhance the SunPass® program. In the 2007 Survey, customers (96%)
indicated they were satisfied with the SunPass® program, which is consistent with the 2006 Survey, and an increase
of 8% over the 88% satisfaction rating in the Baseline Survey (2002). Over the survey years, the intensity of customer
satisfaction with the SunPass® program has increased as the strongly agree comments scored 55% in 2007 and 2006,
an increase of 13% since 2002.

Overall, | Am Satisfied with the Value that | Receive from the SunPass® Program

Trend Data of Strongly Agree and Agree Responses
Baseline (2002), 2004, 2005, 2006, and 2007




CHAPTER 4: SUNPASS®™ PROGRAM & TOLL PLAZAS

Safety: Open Road Tolling Satisfies, Safeguards Customers

At Florida's Turnpike, the safety of customers is a priority. Over the years, customers have expressed some
concern about the gates in the SunPass® Only lanes at toll plazas. To help alleviate customer concern and
increase customer safety at toll plazas, Florida’s Turnpike has started to remove the gates from the SunPass®
Only lanes and construct ORT lanes at toll plazas. By eliminating the need for SunPass® customers to travel
through tollbooths equipped with gates and concrete barriers, ORT lanes help to increase safety, reduce
congestion and reduce traffic accidents. In 2007, ORT lanes were completed at the Bird Road toll plaza in
Miami-Dade County. By the end of 2008, customers will be able to benefit from ORT at the Lantana, Cypress
Creek and Homestead toll plazas.

The implementation of ORT highlights Florida’s Turnpike’s commitment to customer satisfaction and provides
customers with a safe and efficient method to pay their tolls at highway speeds. In the 2007 Survey, customers
(73%) conveyed their satisfaction towards gates in the SunPass® Only lanes and considered the gates an
effective device to reduce vehicle speed through the toll plazas.

I Think that the Gates in the SunPass® Only Lanes Are an Effective Device to Reduce Vehicle Speed
Through the Toll Plaza

Trend Data of Strongly Agree and Agree Responses
Baseline (2002), 2004, 2005, 2006, and 2007
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Courtesy: SunPass® Embraces Customer Service Philosophy

Florida’s Turnpike strives for customer service excellence with a motivating
yet succinct service philosophy: “We affect people’s lives by bringing a smile
to the face of everyone we serve.” Helping to achieve that philosophy and
inspire customers to smile, SunPass® Customer Service Representatives
provide friendly and timely responses to customers with questions about SunPass®. For the

second time in three years, J.D. Power and Associates awarded the Call Center Certification

designation to the SunPass® Customer Service Center for outstanding customer service in 2007. Each time customers
call 1-888-TOLL-FLA, they receive award-winning customer service from a representative dedicated to address
questions and concerns quickly and efficiently.

J.D. Power and Associates does not stand alone in their acknowledgement of the SunPass® Customer Service Center.
In 2007, three out of four customers (75%) reported they were satisfied when contacting the SunPass® Customer
Service Center and felt they were treated as valued customers.

When Contacting the SunPass® Customer Service Center, | Thought the Telephone Customer Service
Representatives Were Responsive and Friendly, and Treated Me as a Valued Customer

Trend Data of Strongly Agree and Agree Responses
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CHAPTER 4: SUNPASS®™ PROGRAM & TOLL PLAZAS

Presentation: SunPass® Saves You “Green”

Expanding on Florida’s Turnpike's “green” initiatives, the
SunPass® program contributes to the conservation

of resources and supports environmentally-friendly
transportation practices. SunPass® helps reduce
traffic congestion and associated vehicle pollution

by allowing customers to travel through toll

plazas without stopping. Florida’s Turnpike’s
commitment to the completion of ORT high-speed
SunPass® lanes further endorses environmentally-
sound practices and helps Florida’s Turnpike “go green.”

The SunPass® program not only saves customers time and money, but also allows customers to contribute to
environmentally-sound practices. In 2007, customers conveyed their appreciation for the SunPass® program, as
customers (97%] reported they would recommend purchasing SunPass® to family and friends.

| Would Recommend Purchasing SunPass® to Family and Friends

Trend Data of Strongly Agree and Agree Responses
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Efficiency: SunPass® Available in Rental Cars

For almost a decade, Florida commuters have enjoyed the benefits of the SunPass® program
while traveling Florida’s toll roads and bridges. Beginning in 2007, Florida’s Turnpike
extended the convenience of SunPass® to many rental car customers traveling

on Florida’s toll roads and bridges. PlatePass® and Pass24, two license plate
recognition systems, enable rental car customers who specifically request
electronic tolling services from Avis, Budget, Hertz, Dollar and Thrifty

to use SunPass® Only lanes and bypass traffic congestion at cash
lanes. Even vehicles rented in other states can travel to Florida and
capitalize on this improvement to the SunPass® program.

The expansion of the SunPass® program to include rental car
customers demonstrates Florida’s Turnpike's commitment to produce
more efficient roadways and bridges for its customers. In 2007, customers
(97%) felt they saved time using SunPass®, compared to paying cash for tolls.

As a SunPass® Customer, | Feel that | Save Time Using SunPass®, Compared to Paying Cash for Tolls

Distribution of Responses Trend Dat.a of Strongly Agree and Agree Responses
83 EP’D Baseline (2002), 2004, 2005, 2006, and 2007
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Summary

In 2007, customers expressed their opinion about the Turnpike System by completing the 2007 Annual Customer
Satisfaction Survey. Fifty years after the Sunshine State Parkway opened in 1957, Florida’s Turnpike continues

to meet the transportation needs of Florida’s growing population. The 2007 Survey results found that 92% of
customers felt they received value for the toll paid and 96% of customers would recommend the Turnpike
System to family and friends.

On January 3, 2007, State of Florida Governor Charlie Crist emphasized
customer service in the first Executive Order of his administration.
Executive Order Number 07-01 mandated that the Office of the Governor
and each state agency increase their focus on customer service. Florida’s
Turnpike fully supported the Governor's commitment to Florida customers
as the mandate further validated Florida’s Turnpike’s concentration on
customer service excellence. For many years, Florida’s Turnpike has
demonstrated its commitment to customer service in the form of customer
service trainings, annual awards programs, and annual and quarterly
customer satisfaction surveys.

The legacy of exceptional customer service at Florida’s Turnpike does not
stop here. Paving the way in terms of customer service excellence, Florida’s
Turnpike meets Governor Crist’s challenge with a sense of enthusiasm

and passion. Florida’s Turnpike recognizes that superior customer

service requires innovative ideas, frequent measurement and continuous
improvement. Based on feedback obtained from customers in the 2007
Survey, Florida's Turnpike will continue its efforts to provide outstanding
customer service in all of its endeavors with a focus on safety, courtesy,
presentation and efficiency.




Survey Results Comparison
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The tables presented in this appendix present a complete comparison of satisfaction ratings.

Customer Satisfaction Ratings of Turnpike Road Conditions

Statement Satisfaction
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AFPENDIX

Customer Satisfaction Ratings with Service Plazas,
Respondents Who Stopped at a Service Plaza in the Last 12 Months *

Statement Satisfaction

2007

| v satisfod with the
cleantiness of the
sanvice plazas.
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cleantingss of the
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plazas.
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information avalable at

I think that the fevel of
socivily providod af the
sorvice plaras is
sirfficient,

| thiink that senice plazs
sIaff are frendly and
couripows, and freat me
a5 & vaued crsfomer,

Generaly, [ oo not have
T wait i famg fines at
I wowld recommand &
family and friends to
slop at & senace piasa
when fraveding ov ife
Tompike.
Overall, | am satisfisd
wilh the leved of senice

13%

13%

17%

14%

12%

13%

10%

* Data related to the last time customers stopped at a service plaza was first collected in the 2004 Survey (SP Baseline).
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Customer Satisfaction Ratings with the SunPass® Program & Toll Plazas

Statement Satisfaction Dissatisfaction No Opinion

As a SunPass customer,
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with the valug that |
recane from the

I wookd recommand
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