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WSDOT Toll Back Office System Replacement

OVERVIEW

In December 2016, the Washington State Department of Transportation will issue a request for proposals (RFP)

for a vendor to design, operate and maintain a toll back office system for its statewide Good To Go! program.

The toll back office system concept combines two distinct, yet integrated subsystems:

e The operational back office performs toll transaction management

e The commercial back office is planned to be an integrated enterprise resource planning (ERP) and customer
relationship management (CRM) environment.
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SEPARATE CUSTOMER SERVICE VENDOR PROCUREMENT*

COTS = Commercial Off the Shelf

DOL = Department of Licensing DMV = Department of Motor Vehicles

* Following award of the system contract, WSDOT will release a separate RFP for the Good to Go! customer service operations vendor.
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Scope of toll back office system

e |nfiscal year 2015 WSDOT processed 37.6 million toll
transactions and $138 million in revenue

e |Inthe next 10 years, WSDOT projects to process 742 million
toll transactions and $2.3 billion in potential revenue

e Ability to integrate with Washington State Ferries to offer
Good To Go! as an alternate payment method for ferry trips.

¢ Design, develop and test a tolling data warehouse as an
optional element.

e WSDOQOT intends to maximize industry potential by encouraging
partnering between tolling, financial and customer management
integrators.

e WSDOT intends to maximize COTS integration into the
commercial back office, while specifically avoiding a fully
customized “in-house” double entry general ledger
accounting solution.



Elements of new toll back office system N
e Systems integration services including software, development pg"“ | 8]
and configuration customizations, interfaces, data conversions, S ‘ o
testing, training, organizational change management. s 4 A
e Establishment and ongoing management and operations of a [ =
development testing environment, production and disaster ‘3 767 LM T T
recovery environment. ‘ 1105 Express ol Lancs
e Establishment and ongoing operations of the customer service ‘1\ S
center telephone system including the interactive voice @ =t @
response system. - Ayl 6
e Provision of local area network, work stations and other ;7 @ lesagai}
equipment for the customer service center and ’ﬁ E&?Ex&ﬁlzgﬂ:anes
all customer walk-in offices. L fl Che
e Ongoing support of the application system and all aspects of \EES. W3 e
the technical environment including work stations and other L AA A4
equipment at the customer service center. Tacommfi muy e A
Back Office System Goals R ——
Goal 1: Implement back office infrastructure that is - SNOX
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the full-term of the contract including all potential con-
tract extensions.

Goal 2: Implement an integrated solution that maximizes the use of commercial off-the-shelf products
to provide multi-user and multi-tasking capabilities.

Goal 3: Provide data that is transparent, flexible and meets the needs of all users.

Goal 4: Optimize the use of modern adaptive technology to enhance customer service functionality
to the benefit of the customer, which is customer driven and incorporates continuous improvement of
the customer experience.

Goal 5: Support the capability to integrate with multimodal systems, including ferries, and
potentially future parking and transit systems, and be interoperable with other toll agencies.
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Americans with Disabilities Act (ADA) Information: This material can be made available in an alternate format by emailing the Office of Equal Opportunity at wsdotada@wsdot.wa.gov or by calling toll free,
855-362-4ADA(4232). Persons who are deaf or hard of hearing may make a request by calling the Washington State Relay at 711.

Title VI Notice to Public: It is the Washington State Department of Transportation’s (WSDOT) policy to assure that no person shall, on the grounds of race, color, national origin or sex, as provided by Title
VI of the Civil Rights Act of 1964, be excluded from participation in, be denied the benefits of, or be otherwise discriminated against under any of its federally funded programs and activities. Any person
who believes his/her Title VI protection has been violated, may file a complaint with WSDOT’s Office of Equal Opportunity (OEO). For additional information regarding Title VI complaint procedures and/or
information regarding our non-discrimination obligations, please contact OEQ'’s Title VI Coordinator at (360) 705-7082.
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