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Partnering since 201

inois Tollway Call Center Now Managed by The Chicago Lighthouse

The Chicagn Lighthause antained a naw milesions on
Movember 5, 2013 with the formal dedication of a state-of-the-
art inols Tollway Customer gapvice Call Center that is being
prianaged by The Lightiouse. 1 2012, the agency competed
for and won a five-year gontract from the Hlinois Tolhway
Autharity 1o manage its call canter operations.

Housed an The University of Winods at Chicage campas, the

call center s providing critical employment uppurmnlua-stnr
individuals who are blind, visually impaired, atherwise disabled
o Vaterans. Furthermose, it enables the Tollway 0 make it
easher for ltsgmwmgnumber of HPASS customes to get
personalized, ore-on-ane asaistance whian they need hialp with
thelr accounts.

Lighthouse President & CEO Dr. Janet Szlyk poined Congress-
pryan Dy Diauis, Tolbway Board Chair Pala Wolff, Tollway
Exerutive Director Kristh Lafiewr and other guests in cutting

the ritabon to the new facility.

Dr. Sazlyk thanked fllinais Governor Fat Guion and Todlway
afficials for their vote of confidence in The Uighthouse. She also
s appmmmtnugmmuse Boand Chair Bruce
Hague and the rest of the agEn:fsBoardufmrecm for their
SUpPOIT.
Also addressing the audience was Marein Okreqlak, emplayed
in the call center’s maliroom. Okreglak, who s visually
impalred, gave a moving presentation on e masch hawing a
job fmeans to him after being unemployed fof Tupss and a hadl
years He thanked Dr, 52K andl the Tolbway fos ghing i this
opportunity.
I an interview with the Chicago Tritune, andother call cenler
hallenmanda Taylor also pxpressed appreciation for
hat paw position. 10 getting me back nto the worklarce, back
it the hang of things. she said.
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Transformation of the Space

Before Construction Now



the power of...a

Shown at their new jobs at the
lllinois Tollway Customer Service
Call Center are left to right: Marcin
Okreglak, Lonnie S. Jones Jr. and
Megan Craig.
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DEMOGRAPHICS

e Currently, there are 361 employees

e Positions include: customer service, mailroom, finance,
administration, special projects, supervision,
management

e Approximately 40% of the CSRs are disabled and/or
Veterans

- Ee ?" -—-.-:




Hlinois The Chicago
L]E’Jﬂwagy Lighthouse

Media Coverage

Okreglak, 26, spent 2 1/2
years looking for work
before finally getting hired
at the lllinois Tollway’s new
customer service call
center...

“I' have a tendency to calm my voice
down, talk to them regular, maybe
throw a little joke in there, just to
alleviate the situation.”
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Tollway Awards—2014 and 2015

f Lighthouse Salutes Tollway for Winning Top Honor

‘Ipr._.;;p-_j.-_;-_-:'; Committes sa

The Chicago Lighthouse was pleased to attend a special ceremony in Springfield Tuesday, which honored the Illinois
Tollway as 2014 Agency of the Year by the Interagency Committee on Employees with Disabilities (ICED) for its efforts
to expand opportunities for People with disabilities,

Fromating lindeprendence,
Access pond Oppog il ) . . A .

State Employess with D The Tollway was commended for employing a significantly higher percentage of people with disabilities than other

state agencies, offering extensive Jjob accommodations to people with disabilities and opening its new Customer

Service Call Center in partnership with The Chicago Lighthouse,

| Located on the University of lllinois at Chicago campus, the new center was built with specially designed facilities and
| workstations to accommodate people who are blind, visually impaired or physically disabled Currently, about 30

| percent of the call center’s nearly 290 employees are disabled or military veterans

|

[ The Tollway and The Lighthouse are working toward an October 2014 goal of having 50 percent of the workforce

Representing the agency at the event were Jeanette Bonzani, vice president of human resources, and Monique
Slaughter-Thurman, call center assistant director.

“We are thrilled to be with you today,” said Ms. Bonzani. “We are delighted to congratulate The Illinoijs Tollway on this
well-deserved award for their groundbreaking efforts in extending greater employment opportunities to people with
| disabilities and Veterans. We are so Very proud to partner with them!




2 tinois 7= The Chicago
L]EJM_V . Lighthouse

CUSTOMER SERVICE CALLS

2014

e Calls—2,656,384
e Monthly average — 221,365
e Daily average —7,378

2015 (6% higher than 2014)

e Calls—2,814,363

e Monthly average — 234,530
e Daily average —7,817

2015 to 2016 is a 22% increase from the first 2 months last
year to the first 2 months of this year.
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TOLLWAY KEY PERFORMANCE INDICATORS

Service Level 80% 77% 80%
% Abandoned 5% 1.97% 1.82%

Talk Time 6-7 minutes 6:48 6:67
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