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September 2015: Board Adopted the 
Following Vision, Mission & Core Values  

MISSION: To provide the region with a world-
class, integrated mobility network that drives 
economic prosperity and quality of life.

VISION: To build, operate and maintain a 
mobility network through accountability, fiscally 
sound practices and with a community focus.
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Three Year Strategic Plan 
Resulting from CFX’s Vision, Mission & Core Values

MISSION: To provide the region with a world-class, 
integrated mobility network that drives economic 

prosperity and quality of life.

VISION: To build, operate and maintain a mobility network 
through accountability, fiscally sound practices and with a 

community focus.



CENTRAL FLORIDA EXPRESSWAY AUTHORITY 

BACKGROUND
The Evolution of CFX’s Products & Services 
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The Products & Services Of CFX

“To provide safe efficient roadway alternatives to central FL 
motorists. Without this system, residents would be 

waaaaay crankier.”

“Better maintained. You 
get what you pay for.”

“I appreciate the 
cleanliness and the great 
condition of the roads.”
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The Evolution Of Electronic Tolling 

Timeline
1994: E-PASS 

1999: SunPass 

2002: Interoperability agreement

2014: Wekiva Parkway 
Interoperability Agreement



CENTRAL FLORIDA EXPRESSWAY AUTHORITY 

In The Numbers

Accounts 289,333

Private $0-$45

Commercial $0-$45

Transponders 517,551

Private 2

Commercial 9

Toll 
Transactions
Estimated

$10 
million 

Private 39

Commercial 240 
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WHAT DOES THIS MEAN TO A 
CUSTOMER-DRIVEN ORGANIZATION

Planning the future
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Strategies & Tools Used To Build A Customer-
Driven Organization

Ensure the highest level of quality 
service for customers 

Increase awareness of E-PASS 
benefits to existing and potential 
customers 

Increase customer value and service 
offerings 

Expand distribution and payment 
options for customers

Building a Customer-
Driven Organization

Customer Service Center 
Enhancements in progress Promotional, educational outreach plan 

Customer loyalty programs Mobile technologies, retail, online
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To Build A Customer-Driven Organization: Offer 
Exclusive Customer Loyalty Discounts 

Discontinue current volume discount program. Implement an 
exclusive customer loyalty discount program for E-PASS customers 

that frequently use the pre-paid toll program and CFX system. 

CURRENT DISCOUNT PROGRAM Volume
Discount

Beltway
Discount*

Total 
Discount

20-39 CFX Beltway tolls 5% 5%
40-79 CFX Beltway tolls 5% 5% 10%
80+ CFX Beltway tolls 10% 5% 15%

5%
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• Creative campaigns using 
traditional and non-traditional 
media and promotions that is 
easy, engaging and memorable

• CFX website & E-PASS 
microsite with toll calculators,  
maps, 24/7 account access, and  
links to the region’s mobility 
options 

• Distribute E-PASS information 
at cash toll lanes, in CFX 
service centers and with Pay-
By-Plate invoices

To Build A Customer-Driven Organization: 
Increase Awareness Of E-PASS Benefits
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To Build A Customer-Driven Organization: Increase 
Awareness Of E-PASS Benefits

• Print and online ads that speak 
to the efficiency, ease and 
benefits of the CFX system

• A geo-targeted online campaign 
for Brevard, Lake, Orange, 
Osceola, Seminole and Polk 
county residents

• Traffic radio during the morning 
and afternoon commute 
reminding drivers of mobility 
options 
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To Build A Customer-Driven Organization: 
Increase Awareness Of E-PASS Benefits

• Presentations to city and county 
municipalities, HOAs, local 
organizations and businesses 

• Provide information to 
stakeholders (e.g. Chambers)

• Participation at local community 
events in Lake, Orange, Osceola, 
Seminole, Polk and Volusia 
Counties and the City of Orlando 

• Monthly e-Newsletters to more 
than 24,000 subscribers

• Media stories
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To Build A Customer-Driven Organization: Increase    
E-PASS Awareness And Expand Distribution Channels
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Measuring & Tracking Performance 

1. Exceed service metrics

2. Exceed 90% in customer 
satisfaction

3. Pilot two new customer 
programs

4. Launch mobile partnerships

5. New accounts
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APPROVAL REQUEST

Adopt Strategic Plan, and Visibility and Outreach Plan and 
initiatives as presented including authorization to 
discontinue current volume discounts and implement new 
E-PASS Loyalty Discount Program; authorization for 
Executive Director to enter into retail and promotion 
agreements 
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