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Purpose: 

The purpose of this document is to outline the different invoices and letter templates used by THEA to 
collect and/or enforce payment of tolls.  
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1. THEA Toll Transaction Billing Life Cycle 
 

Toll-by-Plate accounts are escalated as per SOP 010920_1.7 THEA Billing Life Cycle. 
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2. Toll-by-plate Notices 
Toll-by-Plate invoices are issued, on behalf of THEA, by the Florida’s Department of Transportation.  

When non-SunPass customers drive the Selmon Expressway, pictures of the front and/or rear license 
plates are taken for toll billing purposes. After the pictures are processed by THEA’s toll systems, the 
extrapolated data is then sent to FTE for further processing. FTE then tries to match vehicle license-plate 
information to an existing Toll-by-Plate or SunPass account. If an account is not found, FTE works with the 
Florida’s Division of Highway Safety and Motor Vehicle (DHSMV) to obtain the customer’s name and 
mailing address provided on the vehicle registration. Once the information is found, a Toll-by-Plate 
account is then established, and a Toll-by-Plate invoice is issued within 14-days. After the first invoice is 
issued, the established toll account is configured with an invoice anniversary cycle of 30-days. 

Invoice issued after June 1, 2018: 

2.1. FDOT Toll Enforcement Invoice: Gray Top Banner invoice used by FTE, THEA and MDX to operate 
All Electronic Tolling (AET) facilities. 
Invoice Lifecycle (Applicable to all FTE issued notices): 
New customers: 14-days after toll account is established by FTE. 
Recurrent customers: 30-days. 

Fees: FTE charges an Administration Fee of $2.50 per issued invoice to compensate for billing costs. 

 

For information on the Invoices issued before June 1, 2018, please consult Appendix A. 
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2.1. Sample FDOT Toll Enforcement Invoices 
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3. THEA Customer Service Free SunPass Mini Programs 
In an effort to help toll customers save money and enhance customer service, THEA provides customers 
traveling the Selmon Expressway with the opportunity to receive a complementary SunPass mini 
transponder via promotional inserts delivered either by mail or at THEA office lobby.  

Below are coupons currently in use.  For a list of previsouly-used coupons and inserts, please see Appendix 
B. 
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4. Tampa-Hillsborough Expressway Authority (THEA) Debt Collector’s 
Notices 
Collection notices are issued, on behalf of THEA, by Credit Protection Association (CPA). There are 
currently six templates for notices issued by CPA, compliant with the Fair Debt Collection Practices Act 
(FDCPA) and are configured with an anniversary cycle of 45 days.   

Should there be an outstanding toll balance owed after the FTE Toll-By-Plate invoicing life cycle is 
complete, the account is then referred to THEA’s Debt Collector for further processing. The account will 
receive the first collection notice after a grace period of 14 days. Pursuant to Florida Law, and to prevent 
early escalation of unpaid tolls to the Clerk of Court for Florida registered toll accounts, THEA uses an 
interface with the DHSMV to suspend the ability to register or renew the registration of any vehicle under 
the customer’s name within the State of Florida until the toll violations have been resolved. For out of 
state accounts, a series of collection notices with notification of debt are sent. Uniform Traffic Citations 
(UTC) may be issued for both in state and out of state accounts. 

Notice Types: 

4.1. FIRST COLLECTION NOTICE (IN STATE AND OUT OF STATE): This notice is to notify the customer of a 
delinquent unpaid toll account placed into collections with THEA’s Debt Collectors and warning of ensuing 
registration hold. 

4.2. SECOND COLLECTION NOTICE (IN STATE): This notice is sent to customers with active delinquent 
accounts informing them that THEA has notified DHSMV to suspend the ability to register or renew the 
registration of any vehicle in their name.  

4.3. SECOND COLLECTION NOTICE (OUT OF STATE): This notice is sent to customers that remain with an 
active delinquent account and warn of an ensuing UTC. 

4.4. NOTICE OF ADDITIONAL UNPAID TOLL VIOLATIONS: This notice is sent to notify customers of an 
additional placement at collections that has accumulated. 

4.5. THEA’S COLLECTIONS CUSTOMER COMMUNICATIONS: The Backoffice Staff manages expectations 
for customer service by quickly resolving issues received via email, phone, fax and regular mail. Our goal 
is to resolve all customer disputes and/or requests within two business days.  

Fees: CPA charges a Collection Fee of $17.50 for the first notice plus any outstanding Toll-By-Plate invoice 
fees charged by FTE. If the first collection notice is not paid within the 30-days allowed, then CPA will issue 
a second collection notice with a total fee of $32.50 (which includes outstanding fees charged in the first 
notice) plus any outstanding Toll-By-Plate invoice fees charged by FTE. 
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4.1. FIRST COLLECTION NOTICE (IN STATE) Sample



13 
 

 
 

 



14 
 

 

 

 



15 
 

 

 

 



16 
 

4.2. SECOND COLLECTION NOTICE (IN STATE) Sample 
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4.3. FIRST COLLECTION NOTICE (OUT OF STATE) Sample 
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4.4. SECOND COLLECTION NOTICE (OUT OF STATE) Sample 
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4.5. Letter/e-mail Correspondence 
There are eleven (11) letter templates available for US Mail and e-mail correspondence. All contain a black 
and white logo, a barcode for returned mail processing, generic letter text, form filled account data, a 
static signature line; and editable information highlighted in yellow for easy review and modification. 
Examples of all letter template are as follows:  

4.5.1. Generic Correction to Account 

 

 

 

Date: August 18, 2016 

First and Last Name 

Street Address 
City, State & Zip Code 
 

Account Number: XXXXXXXXX 

 
Dear Sir or Madam: 
 

Thank you for your recent correspondence regarding invoice XXXX for license plate number XXXXXX (ST). 
We were able to track down the error(s) and have corrected the item(s) accordingly.  We sincerely 
apologize for any inconvenience this may have caused. 

If we can be of further assistance to you please contact the THEA Collections Center Monday through 
Friday 7 AM to 7 PM at 1-877-258-5205 or visit us online any time at www.PayTHEATolls.com. 

Sincerely,  

The THEA Collections Center  

Want to save money? Open a SunPass Prepaid Toll Account today! Fund your SunPass Account with 
cash, check, debit or credit card. Click here to see how easy it is and start saving money 
www.SunPass.com. 

 

http://www.paymdxtolls.com/
http://www.sunpass.com/
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4.5.2. Dispute Accepted 

 

 

  

Date: August 18, 2016 

 
First and Last Name 

Street Address 
City, State & Zip Code 
 

Account Number: XXXXXXXXX 

 

Dear Sir or Madam: 
 

Thank you for your recent correspondence regarding invoice XXXX for license plate number XXXXX (ST). 
This notification confirms that your dispute was accepted and that you are no longer liable for the 
item(s) in question. We apologize for any inconvenience this may have caused, and thank you for 
bringing this matter to our attention.  

If we can be of further assistance to you please contact the THEA Collections Center Monday through 
Friday 7 AM to 7 PM at 1-877-258-5205 or visit us online any time at www.PayTHEATolls.com. 

Sincerely,  

The THEA Collections Center 

Want to save money? Open a SunPass Prepaid Toll Account today! Fund your SunPass Account with 
cash, check, debit or credit card. Click here to see how easy it is and start saving money 
www.SunPass.com.   

 

http://www.paymdxtolls.com/
http://www.sunpass.com/
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4.5.3. Dispute Partially Accepted 

  

 

 

Date: August 18, 2016 

First and Last Name 
Street Address 
City, State & Zip code  

 

Account Number: XXXXXXXX 

Dear Sir or Madam: 

Thank you for your recent correspondence regarding invoice XXXX for license plate number XXXXXX (ST). 
Please note that your dispute was partially accepted. For additional information regarding this matter 
please log into your account online at www.PayTHEATolls.com and visit the Monitor Dispute page. 

If we can be of further assistance to you feel free to contact the THEA Collections Center Monday 
through Friday 7 AM to 7 PM at 1-877-258-5205. 

Sincerely, 

The THEA Collections Center 

Want to save money? Open a SunPass Prepaid Toll Account today! Fund your SunPass Account with 
cash, check, debit or credit card. Click here to see how easy it is and start saving money 
www.SunPass.com.  

 

http://www.paymdxtolls.com/
http://www.sunpass.com/
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4.5.4. Dispute Rejected  

 

 

 

Date: August 18, 2016 

First and Last Name 
Street Address 
City, State & Zip code  

 

Account Number: XXXXXXXX 

Dear Sir or Madam: 

Thank you for your recent correspondence regarding invoice <Inv Num> for license plate number XXXXX 
(ST). Please note that your dispute was rejected for the following reasons: 

• Reason #1 
• Reason #2 

If we can be of further assistance to you please contact the Collections Center Monday through Friday 7 
AM to 7 PM at 1-877-258-5205 or visit us online any time at www.PayTHEATolls.com. 

Sincerely, 

The THEA Collections Center 

Want to save money? Open a SunPass Prepaid Toll Account today! Fund your SunPass Account with 
cash, check, debit or credit card. Click here to see how easy it is and start saving money 
www.SunPass.com. 

 

 

http://www.paytheatolls.com/
http://www.sunpass.com/
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4.5.5. Adjustment to Account Incorrect Tolls 

 

 

 

 

Date: August 18, 2016 

First and Last Name 
Street Address 
City, State & Zip code  

 

Account Number: XXXXXXXX 

Dear Sir or Madam: 

Thank you for your recent inquiry regarding toll transaction(s): 

• 7/11/2013 0:15:46 AM SR112 Airport Toll Plaza (at SR112)-Lane 2 
• 7/12/2013 0:15:46 AM SR112 Airport Toll Plaza (at SR112)-Lane 4 
• 7/13/2013 0:15:46 AM SR112 Airport Toll Plaza (at SR112)-Lane 8 
• 7/14/2013 0:15:46 AM SR112 Airport Toll Plaza (at SR112)-Lane 3 

We were able to track down the error(s) and have corrected the item(s) accordingly. We sincerely 
apologize for any inconvenience this may have caused. If we can be of further assistance to you please 
contact the THEA Collections Center Monday through Friday 7 AM to 7 PM at 1-877-258-5205 or visit us 
online any time at www.PayTHEATolls.com. 

Sincerely,  

The THEA Collections Center 

Want to save money? Open a SunPass Prepaid Toll Account today! Fund your SunPass Account with 
cash, check, debit or credit card. Click here to see how easy it is and start saving money 
www.SunPass.com. 

 

 

http://www.paytheatolls.com/
http://www.sunpass.com/
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4.5.6. Registration Hold Issued 

 

 

 

 

Date: August 18, 2016 

JOHN DYLAN 
898 PROMINTORY POINTE 
ABSHERVILLE, NC 75241 

 

Account Number: 10001316 

 

Dear Sir or Madam: 

This notice is to inform you that a Registration Hold will be filed with the Department of Highway Safety 
and Motor Vehicles in support of Florida Law. Please be advised that payments for Registration Holds 
must be received within 30 days from the citation Issue Date.  To make payment go to 
www.PayTHEATolls.com. 

Sincerely,  

The THEA Collections Center 

Want to save money? Open a SunPass Prepaid Toll Account today! Fund your SunPass Account with 
cash, check, debit or credit card. Click here to see how easy it is and start saving money 
www.SunPass.com. 

 

 
 

 

http://www.sunpass.com/
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4.5.7. Registration Hold (Collections) Notice Issued 

 

 

 

 

Date: August 18, 2016 

First and Last Name 
Street Address 
City, State & Zip code  

 

Account Number: XXXXXXXX 

Dear Sir or Madam: 

Please be advised that a Registration Hold was filed with the Department of Highway Safety and Motor 
Vehicles in support of Florida Law for collections notice <Notice Number>. As a result, all unpaid tolls, 
fines and fees must be paid directly to The Tampa Hillsborough Expressway Authority within 30 days 
otherwise additional fees will apply. 

Please remit payment immediately by cashier's check or money order to: Tampa Hillsborough 
Expressway Authority (THEA) PO Box 865460 Orlando, FL 32886-5460. To make a payment online please 
visit www.PayTHEATolls.com or contact the THEA Collections Center Monday through Friday 7 AM to 7 
PM at 1-877-258-5205.  

Thank you for your prompt attention to this matter. 

Sincerely,  

The THEA Collections Center 

Want to save money? Open a SunPass Prepaid Toll Account today! Fund your SunPass Account with 
cash, check, debit or credit card. Click here to see how easy it is and start saving money 
www.SunPass.com. 

 

http://www.paytheatolls.com/
http://www.sunpass.com/
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4.5.8. Government Account Letter # 1 

  

 

 

Date: August 18, 2017 

First and Last Name 
Street Address 
City, State & Zip code 

 

Account Number: XXXXXXX 

Dear Entity Name: 

I am writing you on behalf of License Plate LPN #. This vehicle has outstanding toll balances that have 
been incurred on the Selmon Expressway. As a courtesy from THEA, this vehicle has been placed in a 
hold status to prevent local governmental entity accounts from incurring additional fees and collections 
activity.  

Please be advised however, that accounts not paid in full by DATE will be excluded from the hold 
process; resulting in the escalation of the account into a collections status whereby your account is 
subject to additional fees and the potential for registration suspension.  

We appreciate your direct attention regarding this matter and respectfully expect for appropriate action 
to be taken to resolve this matter as quickly as possible.  Should you have any questions, please do not 
hesitate to contact me directly. My contact information is indicated below for your future reference. 

Want to save money? Open a SunPass Prepaid Toll Account today! Fund your SunPass Account with 
cash, check, debit or credit card. Click here to see how easy it is and start saving money 
www.SunPass.com. 

Sincerely,  

Toll Enforcement Officer 
Office: 813-272-6740 Ext. 209 
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4.5.9. Government Account Letter # 2  

 

 

Date: August 18, 2017 

First and Last Name 

Street Address 

City, State & Zip code 

Account Number: XXXXXXXX 

Dear Entity Name: 

Please be advised that ## vehicles registered in your company’s name have incurred outstanding toll 
balances on the Selmon Expressway. As a courtesy from THEA, we are contacting you in an effort to 
resolve this matter quickly and to prevent the further escalation of the following accounts.  Please also 
note that accounts not paid in full within ## days are subject to additional fees and the possibility of 
registration suspension.  

Account #1  LPN #1   
Account #2 LPN #2   
Account #3 LPN #3   
Account #4 LPN #4   

We appreciate your direct attention regarding this matter and respectfully expect for appropriate action 
to be taken to resolve this matter as quickly as possible.  Should you have any questions, please do not 
hesitate to contact me directly. My contact information is indicated below for your future reference. 

Want to save money? Open a SunPass Prepaid Toll Account today! Fund your SunPass Account with 
cash, check, debit or credit card. Click here to see how easy it is and start saving money by going to 
www.SunPass.com.Want to save money? Open a SunPass Prepaid Toll Account today! Fund your 
SunPass Account with cash, check, debit or credit card. Click here to see how easy it is and start saving 
money www.SunPass.com. 

Sincerely,  

Toll Enforcement Officer 
Office: 813-272-6740 Ext. 209 
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4.5.10. Commercial Accounts- Delinquent Letter # 1 

 

 

 

Date: August 18, 2017 

 
Name  
Title 
USPS Mailing Address  
City, State Zip Code  

Dear Entity Name: 

Please be advised that ## vehicles registered in your company’s name have incurred outstanding toll 
balances on the Selmon Expressway. As a courtesy from THEA, we are contacting you in an effort to 
resolve this matter quickly and to prevent further escalation of the following accounts.  Please also note 
that accounts not paid in full within DAYS are subject to additional fees and the possibility of registration 
suspension.  

Account #1  LPN #1   
Account #2 LPN #2   
Account #3 LPN #3   
Account #4 LPN #4   

We appreciate your immediate attention regarding this matter, and respectfully expect for appropriate 
action to be taken to resolve this matter as quickly as possible.  Should you have any questions, please 
do not hesitate to contact the THEA Collections Center Monday through Friday 7 AM to 7 PM at 1-877-
258-5205, or log into your account(s) online at www.PayTHEATolls.com where you can review license 
plate images, confirm transactions, and make payment in full via credit or debit card 24 hours a day. 

Want to save money? Open a SunPass Prepaid Toll Account today! Fund your SunPass Account with 
cash, check, debit or credit card. Click here to see how easy it is and start saving money 
www.SunPass.com. 

Sincerely,  

The THEA Collections Center 

 

http://www.paytheatolls.com/
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4.5.11. Commercial Accounts Delinquent Letter # 2 

 

 

 

Date: August 18, 2017 

 
Name  
Title 
USPS Mailing Address  
City, State Zip Code  

Dear: (CFO or Accounts Payable Name here): 

This notice is to inform you that the Tampa Hillsborough Expressway Authority (THEA) has (# of LPNs) 
vehicles registered to your company with delinquent account balances. Please contact us to resolve this 
matter immediately otherwise Registration Holds could be filed on each vehicle with the Department of 
Highway Safety and Motor Vehicles in support of Florida Law.   

To make a payment, please access our website www.PayTHEATolls.com using the account and license 
plate number indicated below. If we can be of further assistance feel free to contact the THEA 
Collections Center Monday through Friday 7 AM to 7 PM at 1-877-258-5205. Additionally, if interested in 
our making a single payment for all accounts please inquire about our Fleet Service option.    

Account #1  LPN #1   
Account #2 LPN #2   
Account #3 LPN #3   
Account #4 LPN #4   

Sincerely,  

The THEA Collections Center 

Want to save money? Open a SunPass Prepaid Toll Account today! Fund your SunPass Account with 
cash, check, debit or credit card. Click here to see how easy it is and start saving money 
www.SunPass.com. 
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4.5.12. Commercial Accounts - Registration Hold Letter # 3  

 

 

 

Date: August 18, 2017 

 
 
Name 
Title 
USPS Mailing Address  
City, State Zip Code  

Dear Entity Name: 

Please be advised that in support of Florida Law Registration Hold(s) were filed with the Department of 
Highway Safety and Motor Vehicles on the following license plate numbers for outstanding toll balances 
incurred on the Selmon Expressway. We appreciate your immediate attention regarding this matter and 
respectfully request that appropriate action to be taken within ## of days to resolve this situation. 
Additionally, if interested in our making a single payment for all accounts please inquire about our Fleet 
Service option.    

Account #1  LPN #1   
Account #2 LPN #2   
Account #3 LPN #3   
Account #4 LPN #4   

Should you have any questions, please do not hesitate to contact the THEA Collections Center Monday 
through Friday 7 AM to 7 PM at 1-877-258-5205, or log into your account(s) online at 
www.PayTHEATolls.com where you can review license plate images, confirm transactions, and make 
payment in full via credit or debit card 24 hours a day. 

Want to save money? Open a SunPass Prepaid Toll Account today! Fund your SunPass Account with 
cash, check, debit or credit card. Click here to see how easy it is and start saving money 
www.SunPass.com. 

Sincerely,  

The THEA Collections Center 

 

http://www.paytheatolls.com/
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4.5.13. Internal Use Only: Registration Hold Release 

 
 
THEA Collections Center 
PO Box 865460 
Orlando, FL 32886-5460 
1-877-258-5205 
 
 

 

Date Issued:  6/23/2014 
To:  Tag Agency 
From:  THEA Toll Collection Firm 
Re:  Registration Hold 
Issued To:  John Doe 
License Plate Number:  FL ABC123 

Registration Hold Release 

 
This is an official receipt from the Tampa-Hillsborough Expressway Authority for payment of monies 
owed by the party indicated above. THIS RECEIPT WILL BE VALID FOR 3 BUSINESS DAYS FROM THE 
DATE OF ISSUANCE.  If a Hold Release is not resolved within the allotted timeframe, please contact 
THEA Collections Center for a new Hold Release. 
 
This receipt confirms payment of all outstanding balances to the Tampa-Hillsborough Expressway 
Authority.  Therefore, the Registration Hold for the above stated customer can be removed. 
 
This document confirms the Registration Hold is cleared. 
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5. THEA Registration Hold Insert program 
In an effort to help toll customers save money and enhance customer service, THEA provides the 
opportunity to receive a complementary SunPass mini transponder to those who satisfy their delinquent 
account(s). This is done through promotional inserts mailed with the second collection notice.  THEA also 
periodically sends post cards to inform customers of their delinquent account(s).  Below are examples of 
current inserts.  See Appendix C for previous registration hold inserts and post cards. 

 

6. THEA SunPass Advertisement Program 
In an effort to help toll customers save money, time, and enhance customer service, THEA provides the 
opportunity to receive a complementary SunPass mini transponder to customers visiting local 
Hillsborough County Tax Collector Offices via digital marketing promotional offers. 
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7. Tampa-Hillsborough Expressway Authority (THEA) Mailings 
Mailings are issued to toll customers to address customer service issues and as enforcement of tolls. 
Mailings consist of invoices for rejected transactions due to technical or user issues, SunPass mini 
transponder vouchers for customers who have satisfied their account(s), informational letters on how to 
prevent issues in the future, escalated customer toll disputes, and escalated notices for toll users with 
outstanding unpaid toll balances. Additional mailings are sent to help inform customers of unpaid toll 
accounts prior of the escalation to the Clerk of Court and law enforcement infractions. All escalation 
processes are in accordance with the Toll Enforcement Officer (TEO) Business Rules.  There are no fees 
currently assessed with these mailings. These mailings are issued by the TEO and have an initial due date 
of 30 business days from the date of the mailing. 

 

Mailing Types: 

1. Customer Service Letters 
1.1 APOLOGY LETTER: Letter issued to a customer that received an invoice with valid disputed 

transactions. 
1.1.1. From internal audits: incorrect posting discovered by daily audits on video 

transactions. 
1.1.2. From toll disputes: toll(s) disputed by customers - misread and other issues. 
1.1.3. From axle adjustments: reported by CCSS team and/or THEA’s daily audits. 

1.2. Letter to address excessive Image Toll (I-TOLL) transactions 
1.3. Letter replying to the person reporting an issue on behalf of the customer 
1.4. Letter to address a Better Business Bureau (BBB) complaint 

 
2. Enforcement Letters 

2.1. ENFORCEMENT LETTER: Letter issued to a customer with an unreadable license plate due 
to plate cover, defaced plate, damaged plate, and physical obstruction. 

2.2. NOTICE OF INTENT TO SUSPEND VEHICLE REGISTRATION(S): Sent by the TEO to provide the 
customer with an opportunity to resolve any outstanding balance. 

2.3. NOTICE OF INTENT TO ISSUE UNIFORM TRAFFIC CITATION (UTC) In state: Sent by the TEO 
to provide the customer with an opportunity to resolve any outstanding toll balance before 
possible issuance of a UTC. 

2.4. NOTICE OF INTENT TO ISSUE UNIFORM TRAFFIC CITATION (UTC) Out of state: Sent by the 
TEO to provide the customer with an opportunity to resolve any outstanding toll balance 
before possible issuance of a UTC. 

2.5. REGISTRATION HOLD INSERT E-MAIL RESPONSE: Sent by the TEO to provide the customer 
with instructions on how to receive his or her free SunPass mini transponder. E-mail is based 
on satisfaction of the account in collections. See Appendix D for past registration hold 
inserts e-mail response. 
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3. Invoices 

3.1. REJECTED TRANSACTION INVOICE: Sent by the TEO to a customer that may have had 
transactions rejected due to technical issues. 
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1.1.1. APOLOGY LETTER – From THEA’s Audits 
 

 

Date 
 
 
 
Name 
Address 
City, State   Zip Code 
 
Reference: Incorrect posting discovered by THEA’s internal audits, LPN 
 
Dear (Name): 
 
The Tampa Hillsborough Expressway Authority’s daily audits determined that a misread transaction was 
posted to your Toll-By-Plate account and therefore we have dismissed it. In addition, to help prevent 
these types of issues from occurring in the future, we have addressed potential training related issues 
with our Image Review Team. 
 
Please be advised that effective immediately, we have taken the necessary steps to ensure that you will 
no longer receive a misdirected Toll-By-Plate invoice for tolls processed by THEA. 
 
We apologize for any inconvenience this error may have caused. Should you have any questions or 
concerns, please do not hesitate to contact us. 
 
Respectfully, 
 
 
 
Toll Operations Specialist 
813-272-6740 ext. 209 
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1.1.2. APOLOGY LETTER – From Toll Disputes 

 

Date 
 
 
 
Name 
Address 
City, State   Zip Code 
 
Reference: Misdirected Toll-By-Plate invoice, License Plate Number – Plate, State 
 
Dear (Name): 
 
On behalf of the Tampa Hillsborough Expressway Authority’s (THEA)Team, please accept my sincere 
apology for the inconvenience for the Misdirected Toll-By-Plate invoice may have caused  
you.  Please be assured that THEA’s customer service team will remain available to address  
your concerns related to the use of the Lee Roy Selmon Expressway. 
 
Please be advised that effective immediately, I have taken the necessary steps to ensure that you will no 
longer receive misdirected toll invoices for tolls incurred on the Selmon Expressway. 
 
I have enclosed a coupon for a free SunPass mini transponder which will help prevent delays in posting 
toll transactions onto your SunPass account. This transponder can help you better manage your account 
balance and prevent Toll-By-Plate added fees. Should you have any questions or concerns in resolving 
this matter, please do not hesitate to contact me directly. 
 
 
Respectfully, 
 
 
 
Toll Operations Specialist 
813-272-6740 ext. 209 
Enclosure  
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Date 
 
 
 
Name 
Address 
City, State   Zip Code 
 
Reference: Toll Dispute received on Date, License Plate Number – Plate, State 
 
Dear (Name): 
 
On behalf of the Tampa Hillsborough Expressway Authority’s (THEA) Team, please accept my sincere 
apology for the inconvenience that this issue may have caused you.  Please be assured that THEA’s 
customer service team will remain available to address your concerns related to the use of the Lee Roy 
Selmon Expressway. 
 
Resolution: 
1. 
2. 
 
I have enclosed a coupon for a free SunPass mini transponder which will help prevent delays in posting 
toll transactions onto your SunPass account. This transponder can help you better manage your account 
balance and prevent Toll-By-Plate added fees. Should you have any questions or concerns in resolving 
this matter, please do not hesitate to contact me directly. 
 
 
Respectfully, 
 
 
 
Toll Operations Specialist 
813 -272-6740 ext. 209 
Enclosure   
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1.1.3. APOLOGY LETTER – Axle adjustment 
 

 

 
 
 
Date 
 
 
 
Name 
Address 
City, State   Zip Code 
 
Reference: Axle count dispute – License plate number/Account Plate, state, Account 
 
Dear (Name): 
 
On behalf of the Tampa Hillsborough Expressway Authority’s (THEA) Team, please accept my sincere 
apologies for the inconvenience that this issue may have caused you.  Please be assured that THEA’s 
customer service team will remain available to address your concerns related to the use of the Lee Roy 
Selmon Expressway. 
 
We have validated your dispute and have corrected the axle count on the disputed transactions. 
 
We appreciate you bringing this matter to our attention and apologize for any inconvenience this error 
has caused. Should you have any questions or concerns in resolving this matter, please do not hesitate 
to contact me directly. 
 
Respectfully, 
 
 
 
Toll Operations Specialist 
813-272-6740 ext. 209 
 
Enclosure  
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1.2. EXCESSIVE ITOLS LETTER 
 

 

 

 

 

 

Date 
 
 
 
Name 
Address 
City, State   Zip Code 
 
Dear (Name): 
 
Based on your recent travel on the Lee Roy Selmon Expressway, we have noticed that your vehicle may 
not be equipped with a SunPass transponder. Should this be the case and as a token of our appreciation, 
the Tampa-Hillsborough Expressway Authority (THEA) is willing to provide you with a free SunPass mini 
transponder for your vehicle. Activating a SunPass transponder will help prevent delays in posting toll 
transactions onto your SunPass account. This transponder can help you better manage your account 
balance and prevent Toll-By-Plate added fees. 
 
To take advantage of THEA’s offer, please email us at freesunpass@tampa-xway.com.  
Thank you again for your business and safe travels! 
 
Respectfully, 
 
 
 
The Tampa-Hillsborough Expressway Authority Team 
  

mailto:freesunpass@tampa-xway.com
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1.3. REPLYING TO A PERSON REPORTING CUSTOMER ISSUE 
 

 
 
Date 
 
 
 
Name 
Address 
City, State, Zip 
 
Reference: Customer’s dispute received from (Lawyer, DMV staff) 
 
Dear (Lawyer, DMV staff): 
 
Thank you for contacting us on behalf of customer, (Customer Name).  We have escalated the issue to 
the appropriate group. 
 
Issue:  
 
Resolution: 
1. 
2. 
 
We appreciate you bringing this matter to our attention and apologize for any inconvenience this error 
has caused. Should you have any questions or concerns in resolving this matter, please do not hesitate 
to contact me directly. 
 
Respectfully, 
 
 
 
Toll Operations Specialist 
813-272-6740 ext. 209  
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1.4. Better Business Bureau (BBB) COMPLAINT RESOLUTION 
LETTER 

 

 
Date 
 
 
 
On behalf of the Tampa Hillsborough Expressway Authority’s (THEA) Team, please accept my sincere 
apology for the inconvenience that this issue has caused you.  Please be assured that THEA’s customer 
service team will remain available to address your concerns related to the use of the Lee Roy Selmon 
Expressway and the payment of incurred tolls. 
 
Resolution: 
1. 
2. 
 
If you have any issues with the SunPass website in making a payment or updating your license plate 
information, please make sure to contact SunPass at 888-865-5352.  To make a payment on a collection 
notice received please call 1-877-258-5205 or use the website, www.PayTHEATolls.com.    
 
Again, we apologize for the inconvenience this may have caused and we hope this is a satisfactory 
resolution. 
 
Should you have any other questions and/or concerns, please do not hesitate to contact me. 
 
 
 
THEA’s Toll Operations Specialist 
813-272-6740 ext. 209 
  

http://www.paytheatolls.com/
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2.1. ENFORCEMENT LETTER 

 

 

 
February 18, 2019 
 
 
John Doe 
1104 East Twiggs St, Suite 300 
Tampa, FL 33602 
 
RE:  Video-Toll Transactions, License Plate Number – ABC123, FL 

Dear Mr./Mrs. Doe: 
 
The Tampa-Hillsborough Expressway Authority (THEA) would like to notify you that the noted condition 
of the license plate installed on your vehicle is preventing our automated system from processing and 
generating invoices for your video-based toll transactions. The license plate includes one or more of the 
following conditions: 

 
_ Defaced 
X Damaged 
_ License plate frame/cover 
_ Removable physical obstruction  

 
In an effort to prevent you from incurring additional costs and to provide you with the opportunity for 
future savings on tolls, I have enclosed a coupon for a free SunPass mini transponder which will allow 
you to register an account for your vehicle.  Should you not wish to register for a SunPass account but 
intend to continue traveling on our facility, we request that you take the proper steps to ensure that 
your vehicle’s license plate is clearly displayed for proper processing of video-toll transactions. 
 
We appreciate your patronage and stand ready to assist you. Should you have any questions or concerns 
in resolving this matter, please do not hesitate to contact me directly.   
 
Respectfully, 
 
 
Toll Enforcement Officer 
813-272-6740 ext. 209 
 
Enclosure
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2.2. NOTICE OF INTENT TO SUSPEND VEHICLE 
REGISTRATION(S) Sample 
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2.3. NOTICE OF INTENT TO ISSUE UNIFORM TRAFFIC 
CITATION (IN STATE) Sample 
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2.4. NOTICE OF INTENT TO ISSUE UNIFORM TRAFFIC CITATION 
(OUT OF STATE) Sample
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3.1. REJECTED TRANSACTION INVOICE Sample 
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Appendix A. FDOT Invoices issued before June 1, 2018 
 

FDOT TOLL-BY-PLATE INVOICE: Green Top Banner invoice used by FTE and THEA to operate All 
Electronic Tolling (AET) facilities. 

FDOT UNPAID TOLL VIOLATION: Red Top Banner notice used by FTE to operate non-AET facilities. 
Depending on the toll account anniversary date, customers may receive an unpaid toll violation 
including Selmon Expressway tolls. 

 

 

  



60 
 

 

 

 



61 
 

 

 

 



62 
 

 

 

  



63 
 

Appendix B.  Previous THEA Customer Service Free SunPass Mini 
Transponder Programs 
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Appendix C. Previous registration hold inserts and post cards 
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Appendix D. Previous registration hold E-mail response 
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