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Enhancing Toll Collection Enforcement

Efficiency through Local Coordination
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SUSTAINABLE BUSINESS DEVELOPMENT

Improving toll income through industry advise

OUR MISSION AND APPROACH

Creating awareness of the
positive impact that toll collection
enforcement on foreign user can
have on the payment education
and morale.

KEY VALUE PROPOSITION

By applying the ethical strategy
and proximity scheme, we aim to
safeguard the toll operator in
every step of the collection
efforts
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BENEFITS FOR TOLL OPERATORS

Sustainable  profit-sharing  for
balanced and fair collaborations.
Higher redemption leads to higher
profitability over time
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e OURCOMMITMENT
e Advancing ASECAP’s strategic objectives

As a Supporting Partner, ETIKA Consulting commits to advancing ASECAP's strategic
objectives by:

,O Sharing actionable insights from years of experience in complex toll recovery projects.

Providing an independent perspective that helps toll operators identify the best
solutions, tailored to their unique needs and the best shared practices inside the

industry

—71 Assisting toll operators in navigating the transition towards new toll collection scheme to
E respond to the MLFF system
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FOREIGN TOLL COLLECTION PROJECTS ‘N

Key operational components:

MADRID 202

Country determination from the license plate

"Identification of vehicle owners/users/lessees with foreign license
plates

_* or foreign users with domestic license plates

Issuing payment notices

Local contact point and user relation management ]

Managing amounts and reporting

Facilitating coordination between the parties involved %i ‘ ETIKA
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CASE STUDY
Spanish user relation management

Drawing an overview of the operational aspects, we can take an average sample case of
10’000 claims processed in Spain. As a result, most of the collection success is driven by
good communication channels and back-office assistance.

Total number of payment notices 10°000

Number of emails received 4’587

Number of phone calls received 4°274

Total number of engagements 8’861

Source: database of ETIKA COLLECTION ESP. SL
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e  BREAK DOWN
Engagement analysis

CLUSTER EMAILS

RENT OR SALE (owner change) 2765
ETC DEVICE or other payment methods CLAIM 704
PAYMENT LINK REQUEST 486
PROOF OF PAYMENT 465
RENUENTS 363
GENERAL INFORMATION 120
TOTAL 4903

CLUSTER PHONE CALLS
RENT OR SALE (owner change) 834
ETC DEVICE or other payment methods CLAIM 762
PAYMENT LINK REQUEST 254
PROOF OF PAYMENT 347
RENUENTS 679

GENERAL INFORMATION 711 A4 | ETIKA
1418
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TOTAL 3587

Source: database of ETIKA COLLECTION ESP. SL
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COMPARISON ‘N

Inbound communications over Europe
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Percentage of users who reach out on a average sample of 10’000 payment notices

41

Source: database of ETIKA Consulting
A4 | ETIKA
P

Consulting




ASECAP DAYS

:§ \‘
A N

MADRID 2025

e BEST PRACTICES
e How the contact centre positively drives the enforcement

Timely

_ ‘ information
‘ Education

Deals through
‘ Interactions

Customer friendly
approach
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Luca Quistini
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Contact Us

¢

@ +41 76 470 5211

@ l.quistini@etika-consulting.com

www.etika-consulting.com
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