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P ilo t  Sc o p e
• Concept grew out of I-880 outreach & Policy Advis ory 

Council input

• Toll dis count of 50% or more in the I-880 Expres s  Lanes

• Eligibility requirements  (s ame as  Clipper® STARTSM)
• Proof of hous ehold income at or below 200% Federal 

poverty level
• Bay Area mailing addres s
• Proof of identity

• Toll dis count applied to Fas Trak® account

• 12-month evaluation period (April 2023 –  March 2024)
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P ilo t  Go a ls  a n d  Ta rg e t  Me t ric s

Program Goals

Increase access to the 
I-880 express lanes 
(metrics 1-7)

Customers have a good 
experience - registering 
and using lanes 
(metrics 8-10)

Maintain operational 
integrity - speed, 
reliability, and efficiency 
(metrics 11-12)

Target Metrics Result

1) 16,000 Applications ×
2) 15,000 Approved Applications ×
3) 13,500 Enrolled Households ×
4) Existing FT customers increase use of express lanes 25% 

5) New FT customers make 1 or more express lane trips per month 

6) All ELS customers average 1 or more express lane trips per month 

7) Applicant race & ethnicity aligns with I-880 corridor residents 

8) Customers agree or strongly agree that applying for ELS is easy (rank >4) 

9) The # of monthly ELS customer calls to the FasTrak CSC <= 2% of customers 

10) 90% of ELS FasTrak® customer accounts are in “Good Standing” 

11) Pilot operating cost is $500 or less per enrollee ×
12) Express Lane speeds do not fall as a result of the pilot 



Exp re s s  La n e  Ac c e s s : 
e n ro llm e n t  a n d  t rip s
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Lower enrollment than targeted but more trips per user than targeted

Trip Making
• ELS participants  who were FasTrak cus tomers  before joining program increased their paid trips  by 

33% to 66% per quarter (target: 25%)
• ELS participants  who were new FasTrak cus tomers  made a  median of 4 paid trips  / quarter (target: 1 trip)
• 74% of enrollees  made an I-880 expres s  lane trip (1,434 of 1,931)
• 49% of enrollees  made an I-880 expres s  lane paid trip (966 of 1,931)



5

Exp re s s  La n e  Ac c e s s
Approved applicants reflect corridor’s ethnic diversity
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Cu s t o m e r Exp e rie n c e
All targets were met

Application Ease Score 
(Target >= 4.0 on scale of 1 to 5)

Share of ELS Cus tomers  Who 
Called FasTrak CSC
(Target = <2% of ELS Cus tomers)

Accounts  in Good Standing 
(Target = 90%)
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Exp re s s  La n e  Op e ra t io n s
Operating costs met expectations; express lane operations unaffected

Annual Operating Cos t Per Enrollee (Target = $500) 

Lane Speeds  & Tolls  Unaffected by ELS
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W h a t  e ls e  h a ve  w e  le a rn e d  s o  fa r?

P o t e n t ia l cu st o m e rs  a re  a  sm a lle r g ro u p  t h a n  e xp e c t e d

• Re g u la r I-8 8 0  d rive rs  w it h  e xp re ss  la n e  u se -ca se s (e .g ., in  a  ru sh )

• W illin g  t o  sp e n d  m o n e y in st e a d  o f u sin g  fre e  a d ja ce n t  la n e

• W illin g  t o  g e t  a n d  m a n a g e  a  Fa sTra k a cco u n t

Fa sTra k co u ld  b e  a  b a rrie r fo r t h e  p o t e n t ia l cu st o m e r b a se

• So m e  a p p ro ve d  a p p lica n t s  d id  n o t  t a ke  fin a l s t e p  t o  e n ro ll & lin k Fa sTra k

• P o ssib le  co n ce rn s o ve r p riva cy a n d /o r a cco u n t  m a n a g e m e n t

P re lim in a ry e vid e n ce  t h a t  p ro g ra m  m a y h e lp  re d u ce  vio la t io n  ra t e
• Fo r p a rt ic ip a n t s  w h o  h a d  Fa sTra k b e fo re  t h e  p ilo t , 22% fe w e r in cu rre d  I-8 8 0  

e xp re ss  la n e  vio la t io n s in  t h e  p ilo t  ye a r t h a n  in  t h e  p rio r ye a r
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Did  w e  m e e t  t h e  p ilo t  g o a ls ?

INCREASED ACCESS?
• Ye s , fo r t h o se  w h o  jo in e d

• Ye s , p ro g ra m  d e sig n  lo w e rs  t h e  b a r t o  e xp re ss  la n e  e n t ry fo r t a rg e t e d  g ro u p

• No , fo r lo w -in com e  h o u se h o ld s b ro a d ly

GOOD EXP ERIENCE?
• Ye s , p a rt ic ip a n t s  fo u n d  p ro g ra m  va lu a b le  a n d  e a sy t o  u se

• No , t w o -st e p  p ro ce ss  & Fa sTra k a cco u n t  co n ce rn s co n t rib u t e  t o  lo w  e n ro llm e n t

• Ye s , p ro g ra m  e n ro llm e n t  d e c re a se d  t h e  ra t e  o f cu st o m e r vio la t ion s

OP ERATIONAL INTEGRITY?
• Mixe d , o p e ra t in g  co st s  a re  fa llin g  b u t  co st  t o  p ro vid e  b e n e fit  w ill re m a in  

h ig h e r t h a n  t h e  b e n e fit  fo r t h e  n e xt  ye a r a n d  like ly b e yo n d .

• Ye s , t ra ffic  o p e ra t ion s w e re  n o t  n e g a t ive ly a ffe c t e d
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Alig n in g  o u r s t ra t e g y w it h  
o t h e r a g e n c y a n d  re g io n a l e ffo rt s

• MTC’s Me a n s-Ba se d  Co lla b o ra t ive  w ill m a ke  re com m e n d a t ion s  
w in t e r 20 24 -20 25 fo r Clip p e r START, EL START, & fu t u re  SR-37 
p ilo t s

• Op t io n s t o  e xt e n d  e n ro llm e n t  t o  m o re  e lig ib le  p a rt ic ip a n t s
• Im p ro ve m e n t s  t o  o p e ra t ion s p ro ce sse s

• Ch a n g e s t o  m a ke  Fa sTra k m ore  a cce ssib le  a n d  a t t ra c t ive
• Re g io n a l e ffo rt  t o  e n co u ra g e  u p t a ke  fo r a ll t o lle d  fa c ilit ie s

• Coord in a t ion  w it h  p a rt n e rs  & s t a ke h o ld e rs  w ill con t in u e
• Ga t h e r in p u t  w h e n  im p le m e n t in g  p o licy ch a n g e s & a n y e xp a n sion
• Be g in  d iscu ssion  o f w h e t h e r/h o w  t o  e xp a n d  b e yo n d  I-8 8 0
• En su re  e q u it y e ffo rt s  co n t in u e  t o  co m p le m e n t  o n e  a n o t h e r
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Du rin g  t h e  re m a in in g  18  m o n t h s  o f
t h e  p ilo t , h o w  c a n  w e  im p ro ve  t h e  p ro g ra m  
t o  in c re a s e  u p t a k e  a n d  m e e t  o u r g o a ls ?

Options Being Considered Access Experience Integrity

Expand program reach to meet the untapped opportunity at the 
current threshold (per Means-Based Collaborative effort)   

Work with Bay Area partners on potential approach to rolling out 
benefit to other express lanes in the region  n/a n/a

Expand & coordinate marketing efforts   n/a
Coordinate with agency-wide efforts to improve access to FasTrak 
and help customers address violations   

Improve customer reminders about FasTrak registration & 
account linking process; explore option to require FasTrak first   
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