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MESSAGE
FROM THE
CEO
Nic Barr
Chief Executive Officer

Dear stakeholders:
As we steer through new twists and turns, I
present our 2021 Sustainability Report on behalf
of ITR Concession Company (ITRCC) with a clear
vision for the future. Looking back on the past
year, I’m especially proud of how we managed
day-to-day uncertainty while prioritizing smart
investments in capital upgrades, modern
technologies, advanced infrastructure, and
innovative programs as indispensable building
blocks for the years ahead. I’m grateful for our
employees’ adaptability and their enduring
commitment to the communities we connect.
In the following pages, we highlight inspiring
examples of how our team’s passion for the
business and care for our customers led to new
and improved programs.
With safety top of mind, many of the Covid-19
policies and practices we instituted in 2020 to
minimize risks along the Toll Road continued
year-round. Regardless of the pandemic, we
remained committed to providing travelers
with a safe environment at each of our toll
plazas. We invested in advances along the
roadway, including the expansion of advanced
warning signage and evolving our truck rollover
prevention, wrong-way driver detection, and
early ice warning systems.
Out of concern for our employees, we navigated
mask mandates, vaccination rollouts, and
federal and regional health policies. We were
unafraid to react as needed, especially as the
highly contagious Delta and Omicron variants
caused us to reconsider our back-to-work plans
at our Elkhart headquarters. As difficult as
some of these moments were, our staff showed
themselves to be responsive and adaptable
in the face of change. I attribute much of
our success to clear decisions and timely
communications.
We also invested in customer safety and the
well-being of our employees in other ways.
Several early pilot programs evolved into fullscale safety initiatives, including the start of

our Roadway Academy and several proposals
developed as a result of our new employeerun, collaborative Road Safety Committee. By
the end of the year, we had invested over $1
million in safety efforts recommended by our
employees. The improvements we made and
the process behind them further strengthened
our culture of safety.
Many of the improvements we made to
modernize the roadway also helped forge
stronger connections across Northern Indiana.
We implemented Smart Truck Parking signage
and network data, which rapidly led to improved
travel experiences. In partnership with eX² we
delivered a first-of-its-kind fiber network to
greatly upgrade our Toll Road operations and
power our Intelligent Transportation Safety
initiatives. These improvements have already
helped local schools respond to the demands of
digital and remote learning, and they promise
greater connectivity and future developments
more widely across the region.
Building our business for the long haul also
requires us to be environmental stewards and
role models for a greener future. As our world
confronts the realities of climate change, we’re
making changes large and small. In line with the
global guidelines set by the Paris Agreement,
we made concrete commitments in 2021 to
reduce our carbon footprint with science-based
targets: a 50% reduction by 2030 and full carbon
neutrality by 2050. And in partnership with Tesla,
we supercharged our electric charging network,
laying the groundwork to make driving with an
electric vehicle easier and faster along the
Toll Road.
As we work to empower economic growth and
to keep our state and country moving forward
for many years to come, we recognize the
importance of hiring and supporting a diverse
and inclusive workforce, maintaining the highest
standards for the Toll Road, and keeping safety
at the heart of all of our efforts.
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Overview

ABOUT
ITRCC
Established in 2006, ITRCC is responsible for the construction,
maintenance, repair, and operation of the 157-mile Toll Road.
Headquartered in Elkhart, the Toll Road spans Northern Indiana, linking
Chicago with the Eastern Seaboard. Designated as part of Interstate
80/90, the Toll Road serves as a vital transportation link in the Midwest.

Overview
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OUR
INVESTORS
ITRCC is owned by a group of world-leading pension funds and other like-minded
investors with a focus on long-term and sustainable investment commitments,
combined with strategies to deliver results that directly support millions of public
employees, retirees, and their families.

Board of Directors

Dennis Oklak
Independent
Chairperson

Eve
Bernèche

Renae
Conley

Ken
Daley

Lisa Greer
Quateman

Michael
Kulper

May
Soh
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Safety

SAFETY

Safety

Coping with
Covid-19
When the first cases of Covid-19 appeared in
Northern Indiana nearly two years ago, we quickly
implemented plans and procedures to support the
needs of our employees and the communities we
connect. We minimized disruption by prioritizing
safety, communicating clearly, and staying
versatile as we established plans for the future.
Many of our initial commitments remained in
place as we began 2021, including additional
sick time for all employees, new health and
wellness screenings, flexible virtual meetings,
hybrid scheduling, and no job cuts or furloughs.
When vaccines became available for emergency
workers, our Road Safety Committee partnered
with the Indiana State Police to obtain early
vaccine access for the teams working alongside
first responders during incidents on the Toll Road.
All year, we carefully monitored the infection rates
in communities across Northern Indiana and
maintained flexible workspaces in accordance
with safety protocols: masks, face shields, hand
sanitizer, and cleaning supplies.

A dynamic safety culture is central to our operations, ensuring staff have the tools they need to remain
safe at work. We’re committed to piloting safety initiatives for customers and travelers, procuring modern
technologies and equipment, and adopting protocols that will minimize risks along the roadway. In 2021,
a new grassroots approach empowered employee committees to identify and address their safety needs,
bringing over $1 million of employee-led investments to the company. These investments play a vital role
for travelers, employees, and their families, creating a safe environment for everyone on the Toll Road.
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In early summer, we followed the guidelines set
forth by the Centers for Disease Control and
Prevention (CDC), lifting our indoor masking
requirement for vaccinated individuals. In August,
when the CDC again recommended the use
of masks indoors in regions with substantial
transmission risks, we reinstated our mask
mandate. Our Safety team developed a formal
mask tracker that analyzed data to notify
employees of localized risks and requirements for
face coverings.
Although our roadway and toll collection crews
returned to the Toll Road, most of our employees
at headquarters continued to work remotely
year-round with minimal operational impact.
We heard from employees who missed face-toface interactions and space to collaborate with
their colleagues, but minimizing the risks to our
staff remained our focus. By instituting a hybrid
approach, we allowed employees to choose
whether to continue working remotely or to return
to the office part-time or full-time. As we prepared
to transition back to fully in-person operations,
safety was front and center.

Caring for our customers
Despite the ever-changing Covid-19 landscape in 2021, our teams showed great flexibility while
maintaining the critical economic links made possible by the Toll Road. While toll collectors staffed
major toll plazas, we encouraged drivers to consider E-ZPass and automated payment machines to
help reduce the risk of virus transmission. As stay-in-place orders lifted and travelers returned to the
road, we continued to invest in maintaining facilities and procedures that prioritize health and safety
for the long term.
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Collaboration from
the ground up
While adapting to new challenges and
changing environments, the safety of our
customers and employees remained a
cornerstone for ITRCC. In late 2020, we
established a Road Safety Committee to
collaboratively identify targeted focus areas
that could benefit from further investments
and improvements in safety.

reviewed more than 25 safety proposals
— with 14 quickly approved and deployed
along the roadway, including:

Committee members reflected the range
of disciplines and skill sets found across
our employees. Their knowledge spanned
the entire length of the Toll Road from the
east to the west end, including roadway
maintenance and mechanical expertise. By
bringing such diverse experiences to their
discussions and recommendations, the
committee quickly made changes to
create an even safer environment for all
of our staff.

• Acquired new machinery to patch roads
as a way to reduce the risks for workers
during routine maintenance

From its beginning, the committee evaluated
new equipment needs, advanced training
and development, and investments in
new technologies. The group agreed on a
central goal of improving communication
and assessed internal safety needs. Within
its first months of operation, the committee

• In partnership with the Indiana State
Police, obtained early doses of Covid-19
vaccines for roadway staff who work
alongside first responders

Weathering
winter conditions
and employees, and stepped-down speed
limits. Together they provide a unified vision
around safety in all roadway operations,
including small and large projects, no matter
where they take place on the Toll Road.
The Road Safety Committee will continue to
identify new areas for improvement across
the roadway, with projects already underway
to create an even safer environment for road
workers and travelers alike.

• Identified new 360-degree light packages
for maintenance vehicles to make it
easier for drivers to recognize when these
vehicles are stopped

The committee was also instrumental in
developing a new Maintenance of Traffic
design for construction and maintenance
zones. This improvement now features
additional signage, better visibility for drivers

Learning at the
Roadway Academy
“From day one, our employees learn the
safest ways to work on the Toll Road,” said
Rick Fedder, COO of ITRCC. “Our trainings
have always emphasized operational
knowledge, and this initiative also
recognizes the importance of our culture.”

In addition to mandatory safety training
sessions attended by all ITRCC employees,
our Operations department developed
a new initiative: the ITRCC Roadway
Academy. Built on the expertise of the Toll
Road’s roadway staff — some of whom
have been with the company for more than
20 years — the Roadway Academy delivers
a structured introduction to the tasks
required to safely maintain our roadway.

After a testing phase, the Roadway
Academy is scheduled to roll out early in
2022. Working with Toll Road veterans, new
employees will gather insight into day-today operations and learn an active safety
mindset even before stepping foot on the
Toll Road. The trainees will also receive
feedback from seasoned employees,
so they learn industry practices as well
as terminology and problem-solving
approaches that are unique to ITRCC.

Winters in Northern Indiana inevitably bring
a whirlwind of weather: As common as
snowstorms, hailstorms, icy conditions,
and frigid temperatures may be, they can
have consequences for the region that last
for weeks. While schools and workplaces
often shut down on account of severe
weather, the Toll Road remains open to
traffic as a crucial route for supplies and
first responders across the region. Most
drivers who travel along the roadway during
winter months end up seeing only one small
part of our operations: snowplows clearing
the roads and spreading salt. But the
complexity of our efforts involves planning
that begins each spring.
Every year, our Operations department
evaluates the previous winter and makes
predictions to inform future plans, including
anticipated salt usage, plow routes, and
weather tracking. With weather radios
broadcasting real-time information across
the Toll Road, our staff receives rapid
notification of spontaneous and severe
concerns. They also communicate regularly
with the Indiana State Police, National
Weather Service, and regional leaders to
ensure key stakeholders receive up-to-date
information on road conditions. This open
communication has proved essential to
promote active management and planning
efforts in the face of inclement weather.

• Purchased new guardrail mowers for
maintenance staff, improving their ability
to work safely while clearing grassy areas
and creating a healthier environment

Training is essential to equip our workforce
with the skills and safety needed in their
roles. Industry standards establish a
foundation, but advanced training in key
areas leads to a more secure working
environment.
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Current staff will also benefit from the
Roadway Academy, as the program
creates a shared knowledge base and a
smarter, safer, and more efficient workforce.
The program will develop smoother
communications between departments and
familiarity about working with the Indiana
State Police and dispatchers at ITRCC’s
Traffic Management Center.
“Employees feel more comfortable with
unusual and unscheduled tasks,” said
Fedder. “We want to ensure they’re capable
and confident when responding to any
challenge.”

During the days and weeks before a
severe weather event, we hold frequent
planning sessions focused on strategies to
maximize safety while minimizing the risk
of disruptions for drivers. Even if a storm
were to impact all 157 miles of the roadway,
not every sector would require the same
amount of attention and staffing. Staff at our
maintenance barns collaborate to distribute
their workload evenly and ensure effective
roadway patrols. Teams also prepare and
test their equipment prior to major storms.
The task of clearing snow from the Toll
Road begins before storms even start. Our
team regularly sprays the roadway with a
brine solution to prevent heavy ice from
forming on the pavement. While nature’s
elements eventually overpower the solution,
this preemptive planning decreases initial
snow accumulation and makes the process
of clearing the roadway easier and more
efficient. Additionally, our snowplows are
able to both clear heavy snowfall and
distribute salt on freshly plowed roadways.
By combining plowing and salting in one
vehicle, we’ve improved fuel efficiency and
increased the effectiveness of the salt we
use — leading to safer roads and less runoff
into the environment.

Traffic Management Center uses dynamic
message signs to alert travelers of
upcoming plows. Social media notifications
are proving to be indispensable for real-time
updates to customers about challenging
weather events and safety reminders.
Looking back on the winter of 2020-2021,
we faced a particularly challenging season.
Heavy snowstorms and low temperatures
led to a 66% year-over-year increase in
winter precipitation, totaling more than 400
inches of snow, ice, and hail on the Toll
Road. Even so, all of our team’s advance
planning led to a successful season.
Refinements to our salt management tactics
meant we were able to clear the roads more
quickly — and use 20% less salt per inch of
precipitation compared to the previous year.
By maintaining our standards for a clear and
safe roadway while being more efficient and
effective in our efforts, we’ve been able to
generate meaningful financial savings as
well. Refocusing these savings contributes
to other safety investments. We’re already
developing our strategies for winter
operations for winter 2022-2023, continuing
to invest in practices and technologies to
keep our customers and staff safe.

Since snowplows travel at reduced speeds
and operate in low-visibility weather, the

Amanda Castillo Toll Maintenance

Aaron Adams Infrastructure Field Engineer

“I regularly need to manage unavoidable hazards on the job — from
high-voltage equipment to challenging weather — so safety is always
on my mind. I’ve learned to stay on my toes, helping to protect
pedestrians and looking out for my teammates. Being involved with
the Safety Committee gives me a chance to voice my opinion on
what’s important. As ITRCC makes big investments in our safety,
I’m focused on researching the latest technologies and alternative
equipment to make the best possible suggestions so we all stay safe
at work on the roadway.”

“Working in infrastructure means I split my time on the Toll Road and in an
office, so I get to see everything with a bird’s eye view. We’re responsible
for identifying big-picture safety improvements while always keeping our
ears open for staff suggestions. Every little thing our teams do can create
opportunities to rethink our approach to creating a safe environment
for everybody. Whether it’s removing a tripping risk or purchasing new
protective equipment, management regularly listens to our suggestions
for improvement. It helps everyone do their job better. Our thoughts
matter, and we have a direct impact on the company culture.”
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$1M+

-44%

-68%

-27%

invested in employeeled safety initiatives

average monthly
truck rollover
incidents at
target ramps

average monthly
incidents with
enhanced curve
signage

average monthly
nighttime incidents
with enhanced
curve signage

13

-84%

secondary incidents
since ITS installation

23

wrong-way driver
events prevented

Safety program successes
In 2015, ITRCC realigned our strategic vision to engage executives and employees in support of a culture of safety based on results. Since then, we
have consistently decreased the rate of incidents along the Toll Road, DART measures (days away, restricted, or transferred), and employee injuries
resulting in lost time. Expanding our Safety team also improved our safety programs, including new initiatives targeting sectors of the roadway that
saw a high rate of incidents. Our incident frequency rate also remains lower than alternative routes. Our commitment to safety is grounded on the vast
knowledge and expertise of our teams, our investments in modern technologies, and a culture dedicated to results.

Advanced warning
signage on curves

Managing secondary
incidents

Truck rollover
prevention

Large sweeping curves along the Toll Road
are where frequent and severe incidents
take place, often due to driver inattention
or excessive speeds. In past years, we’ve
identified the most challenging curves
and installed new signage packages that
incorporate a coordinated set of flashing
lights to reinforce the need for drivers to
slow down while approaching and taking
these turns. LED lighting is particularly
effective during rain and snow, providing
clearer warnings in inclement weather.
These signage packages proved to be an
immediate success, drastically helping to
decrease the number of incidents at our
initial pilot site. Since then, we’ve expanded
to two additional curves with high incident
rates and continue to evaluate incident data
for future implementations. Since our first
installation, these updates have contributed
to a 44% reduction in the average number
of incidents along the Toll Road each month.

Secondary incidents often result from a lack
of information. Drivers may be unaware of
an incident affecting the roadway ahead of
them, or unexpected weather conditions
could make it difficult to see flashing lights
or signage. Since 2018, we’ve rolled out
our Intelligent Transportation System (ITS)
along the entire Toll Road, which now
features 32 overhead dynamic messaging
signs and 42 roadside cameras. These
capabilities provide our Traffic Management
Center with real-time traffic monitoring
and communication, making it possible to
notify drivers of disabled vehicles and lane
blockages. This proactive messaging also
allows for variable speed limit signage, with
our team able to quickly create lower-speed
zones in areas around incidents. Since
the deployment of our ITS, we have seen
an 84% reduction in monthly secondary
incidents. We’re continuing to add new
signage and cameras where needed.

Entry and exit ramps can pose unique
complications for heavy trucks. In the
worst cases, drivers who mishandle these
turns — especially at high speeds — have
rolled their vehicles. Not only do these
rollover incidents pose severe risks for the
drivers and others on the roadway, but
they increase the likelihood of secondary
incidents and create traffic that can back
up for miles. Similar to our approach for
adding advanced signage at challenging
curves, we studied the ramps with the
most incidents involving heavy trucks and
deployed a package of static lights, flashing
alert beacons, and dynamic alerts displaying
ramp speed to serve as an advance warning
system for drivers. After the program
succeeded at our pilot site, we rolled it out
to more than half a dozen additional ramps.
We’re evaluating future deployments, and
have already seen a 68% reduction in
average monthly rollover incidents.

Reflective curve
signage upgrades
While high-tech solutions have helped
illuminate new signage along challenging
curves, a low-tech approach proved to be
a helpful complement for most other curves
and bridges. By equipping these points with
reflective buttons and using reflective paint,
we improved the delineation of roadway
curvature for drivers at night. Since their
installation, these updates led to a 27%
reduction in average monthly incidents.

Wrong-way driver
detection and alerts
While vehicles traveling the wrong way on
the Toll Road are incredibly rare, instances
of wrong-way driving are at the root of the
most dangerous incidents we’ve seen, with
a high likelihood of fatalities. In 2020, we
began to install a combination of high-tech
and low-tech safety measures on the ramps
at two of our toll plazas. This included new
signage, LED lighting, thermal detectors,
high-speed cameras, and automated
warnings to immediately alert drivers who
may be inadvertently approaching the
entrance of the Toll Road from the wrong

way on an exit ramp. The system also
notifies ITRCC and the Indiana State Police
in real time. Since deployment, we have
responded to eight wrong-way driver events
and 15 instances of vehicles reversing down
a ramp after the detection system informed
them of their need to change course.

Early ice warning
system
Winter conditions in Northern Indiana
can pose unique challenges to travelers,
including the considerable risks associated
with “black ice” — especially difficult to
identify at night. During the first quarter
of 2021, we piloted a new ice-detection
system designed to proactively alert drivers
and roadway staff when ice formed on
the Toll Road. LED-illuminated signage
notified drivers, and our staff received text
messages and email notifications. During
our test period, the system provided a total
of 49 alerts. We’re continuing to study the
effectiveness of this approach, gathering
additional data this winter to consider
further expansion in 2022.

Improving roadside
work zones
Small changes can have major impact.
In 2021, we undertook a comprehensive
review of signage, configuration, and
equipment used in work zones to improve
employee and customer safety. To protect
employees who are active on the roadway
and decrease the risk of drivers being
distracted in the presence of on-road
workers, we began testing new vehicles
and equipment that helped remove or
reduce tasks that previously required boots
on the ground. Rather than crews cutting
growth along guardrails on an open road
with manual weed trimmers, staff can now
complete the same maintenance task
from the safety of a protective vehicle. A
new road-patcher similarly allows for an
in-vehicle operator to clean, fill, and seal
potholes — without needing to step out into
the roadway. Extensive analysis of our plans
for Maintenance of Traffic and work-zone
traffic control also led to gradual steppeddown speed reductions, refreshed signage,
and new employee training. Within the year,
we reduced the exposure of staff to live
traffic by more than 330 hours.
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Certified for
inclusivity
As we continue to focus on hiring and employee
retention to reflect the diverse communities
throughout the Toll Road corridor, we recognize
diversity and inclusion are not simple checkmarks,
but constant goals. To further these aims, our
Human Resources department participated in
the 2021 DiversityFIRST™ certification program
run by the National Diversity Council, an initiative
designed to provide tools and insights for building
and fostering diverse and inclusive workplaces.
Launched in 2015, the DiversityFIRST program
prepares professionals to create and implement
successful strategies for organizational
excellence. A range of courses cover everything
from HR to management, providing guidance
on hiring and retaining diverse employees from
different regions and communities while also
exploring management styles, generational
differences, and the benefits of developing a
cohesive strategy.
Courtney Royer, Human Resources Assistant
Manager at ITRCC, said the program helped
expand the department’s mindset around hiring.
“So often businesses focus exclusively on hiring
diverse candidates and meeting their inclusion
goals, but success comes from building and
fostering a diverse environment,” said Royer.

Our teams deliver a world-class service to the travelers and communities who depend on the Toll Road.
During the challenges brought about by the pandemic, we worked to provide stability and support for our
employees as they navigated through uncertainty. Through a mix of wellness programs, digital learning
platforms, and diversity initiatives, ITRCC remains an employer of choice in the region, committed to
hiring and promoting a diverse, inclusive, and welcoming workplace.
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“How do you manage a diverse workforce? What
are the new tasks you can accomplish? How do
you deal with any unfamiliar problems that may
arise? These are the real measures of success.”
Based on the value our HR team saw in this
program, the majority of upper management and
employees in supervisory roles also enrolled to
pursue DiversityFIRST certification.
At ITRCC, more than 51% of our managers
are women, including two members of the
Executive Committee, and 11% of our staff are
veterans. To further support ITRCC’s current and
future employees who historically have been
underrepresented, including employees who
identify as LGBTQ+ and Black, Indigenous, and
People of Color (BIPOC), our HR team is pursuing
a unified effort to hire, develop, sustain, and
champion a diverse and inclusive workforce built
on strong connections and understanding.
“Diversity will only continue to grow within
ITRCC,” Royer said. “We remained focused on
creating a working environment that sustains
diverse viewpoints and the groundwork for future
success.”

$500 vaccine incentive
Employee vaccinations contributed to the fight against the pandemic in communities across Northern
Indiana. To increase vaccination rates across the region, we encouraged staff to get vaccinated with
a $500 cash incentive. The benefit was available to all full-time, part-time, and seasonal staff after
showing evidence of their vaccinations. The incentive was also provided to those with medical and
religious exemptions, all of which were supported by the documentation required as part of the Covid-19
Exemption Vaccination Form.
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Traffic management
meets learning
management

Wellness for our
workforce
When the first signs of Covid-19 forced
us to postpone planned activities and
in-person events, our Wellness Committee
approached these roadblocks as an
opportunity to reinvent their initiatives.
Instead of continuing to host programs
at our Elkhart headquarters, the team
transitioned to an entirely virtual model
designed to ensure accessibility for all of
our employees, no matter their location.
Building on the positive response from
last year, in 2021 our Wellness Committee
expanded our digital offerings to support
employees with regular meditation
sessions, virtual yoga studios, live cooking
demonstrations, and other workshops to
encourage and support healthy lifestyles.
Ashley Bennett, former head of ITRCC’s
Wellness Committee, understood the
logistical challenges of planning events for
our workforce across 157 miles of the Toll
Road. Organizing events at any location
by default made it convenient for some
employees but more challenging for others.
Some of our past wellness events involved
up to two hours of travel time.

When Covid-19 threatened to interrupt inperson trainings early in 2020, our Human
Resources department sped up the launch
of a new digital Learning Management
System (LMS). It enabled employees to
access a built-in library of courses, covering
everything from on-the-job essentials to
lessons in financial management. In 2021,
the Traffic Management Center (TMC)
further expanded our LMS platform by
digitizing its training materials.

“Adapting our events to be virtual has been
great for accessibility,” said Bennett. “After
every event, someone tells me how thankful
they are that they were able to attend online
when they never would have been able to
make the trip in person.”
Besides making events more accessible,
the Wellness committee worked to improve
engagement after noticing employee
engagement declined during extended
virtual workshops.
“Instead of delivering uninterrupted sessions
full of content, we designed new ways to
get our employees participating in activities
before, during, and after the meetings,”
said Bennett. “Bingo boards, presentation
quizzes, and live demos helped to increase
participation well beyond what we were
seeing with 60-minute presentations.”
The uptick in participation also inspired the
creation of our inaugural Wellness Week. In
June, we challenged employees to consider
how they could improve their wellness and
track their progress. Actions like completing
a workout, logging meals, learning a new

hobby, or reading a book earned points
which could be cashed in for healthy
prizes. Virtual sessions ran all week,
with topics around financial health, meal
planning, and work-life balance while
working remotely.
“Even as we see in-person events return,
virtual programs will remain an important
part of our approach to wellness from now
on,” said Bennett. “Inclusivity is also critical
to wellness, and we want our efforts to work
for all of our employees.”

Partner profile: Barbie Boules
A registered dietitian and expert in “mindful wellness,”
Barbie Boules worked closely with ITRCC to expand
the scope and impact of our wellness initiatives. After
first meeting our staff in 2020 to support employees
in establishing healthy eating habits, Boules became
an important partner in expanding our virtual wellness
initiatives including meditation sessions, live cooking
demonstrations, and breathing workshops.
Designing these programs as beginner-friendly meant
providing easy-to-follow steps to build long-lasting
habits. Boules believes holistic wellness is a key factor
in ITRCC’s ability to attract, retain, and support a healthy
and happy workforce.
“A mindful, well-rounded approach to wellness is
essential for any workplace,” said Boules. “I’m happy
to help ITRCC employees build sustainable and healthy
lives.”

17

“The LMS has created a comprehensive
way for our employees to learn digitally,
helping them better understand and perform
in their current roles and to keep growing,”
said Sue Oldenburg, manager of ITRCC’s
TMC. “Regardless of where our teams are
— at headquarters, working from home,
or out on the roadway — they can still go
through their training modules.”
For new hires, the LMS is part of a 90day onboarding process and features
an “on-rails” training course. When a
new dispatcher starts, the TMC training
includes a formal process reviewing one
module at a time, covering every task they
may experience and need to manage —
including dispatching terminology, incident
response guidelines, and social media
controls. The system can also be used
to deliver competency tests, ensuring
employees are processing the latest
information properly.
The modules are designed to provide simple
reminders that explain less common tasks.
Dispatchers have noted increased efficiency
with their responses as the LMS provides
them with resources to quickly look up and
verify information when in doubt.

A mindful, well-rounded
approach to wellness is
essential for any workplace.

The LMS is structured to make updates
and other changes as easy as possible.
Particularly as we implement new policies
and technologies, the LMS is critical to how
our employees learn — such as explaining
procedures introduced during enhancements
to our wrong-way detection system.
As employees begin to return to inperson work, including a limited number
of in-person trainings, the LMS remains
a valuable tool for employees across the

organization. Other ITRCC departments
are creating their own online repositories
alongside quarterly training in safety,
diversity, and cybersecurity. This approach
means we can continue to elevate the
knowledge of our workforce without needing
to rely on centralized programs at a physical
location.

“For the first time, our entire knowledge set
is shareable and can help any dispatcher at
any time,” said Oldenburg. “The LMS gives
us a robust repository of information and
institutional expertise that covers everything
we need.”
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Our new Roadway
Supervisor
When Amie Pant applied for the position
of Roadway Supervisor at ITRCC, she said
she was happy in her role as an equipment
operator and enjoyed its challenges.
Depending on the day, Pant managed
mowing alongside the roadway’s guardrails,
maintained vehicles, handled welding in
the garage, cleared debris, monitored the
Toll Road, and responded to any incidents
or unexpected jobs when needed. But she
hoped to take another step forward in her
career by leading the roadway team.
“When I was offered the job, I was surprised
to learn I would be the first woman in the
role,” Pant said. “Looking at the other
women in leadership positions here, I feel
proud to be the next one up.”
During her interviews for the role, Pant
highlighted her work ethic and her
achievements. During her shifts as an

equipment operator, she was often the only
woman on site. She said she focused on
doing quality work and hoped to encourage
other women to work in the field. Pant
mastered the pothole patching machinery,
taking the task over from her teammates.

“Diversity brings different mindsets, different
outlooks, and different successes,” she
said. “When I look back on my own career, I
want to see more and more women not only
in supervisory and managerial roles, but
also in entry-level positions.”

“While it could have been a challenge to be
the only woman, everyone made me feel
welcome by acknowledging the strengths in
my work,” she said.

Pant said she’s frequently inspired by
how open Toll Road employees are to
growth opportunities. She often hears her
colleagues asking questions, learning more
about one another, and finding ways to grow
together. Her work to diversify our teams
further will contribute to an enriched and
cooperative workspace for all employees.

As Roadway Supervisor, Pant manages the
staff at the Barn. Having earned the trust
and respect of her colleagues, she knows
their responsibilities and how to support
them to get their jobs done safely and
well. She will also support traffic control,
supervise lane closures, and oversee many
of her former duties. As she hires for her
team, she cares about creating an inclusive
workforce.

ITRCC
BY THE
NUMBERS

51%

of management
positions held by
women

“I’m just working to make our teams
better, and diversity will help bring new
perspectives that will increase all of our
successes,” Pant said.

39%

11%

of our workforce
are women

of our workforce
are veterans

16%

of management
positions held by
minorities

Diversity brings different mindsets,
different outlooks, and different successes.

20%

of our workforce
are minorities
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CUSTOMERS

Whether visiting the region for a Notre Dame football game, driving long-haul routes, or commuting
between work and home, our customers remain our top priority. Our capital investments center on a
quality customer experience, including pavement upgrades, refreshed tolling equipment, and safe
localities to stop and rest. In 2021, we deployed the third phase of our pavement upgrade project to
continue upgrading the driving experience for motorists. The deployment of backend technologies will
lead to future tolling improvements as we prepare to refresh our in-lane technology across the corridor.

Customers
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Better tech for
better tolling
Travelers usually associate major improvements
on the Toll Road with visible construction
projects, but one of our biggest upgrades in 2021
happened behind the scenes. Throughout the
year, we laid the groundwork to refresh the in-lane
toll experience. This complete modernization of
all in-lane equipment includes new Automatic Toll
Payment Machines (ATPMs), new transponder
readers, new cameras, and a completely
reworked back-office system designed to deliver
quality-of-life improvements to toll collectors,
customer service agents, and customers alike.

Early testing is also important for our Toll
Maintenance crews, given their responsibility
for supporting and repairing the machines
for years to come. While the new ATPMs in
particular were remarkably easy to work with, our
early tests created valuable hands-on training
opportunities for our employees, who learned
how to manage new procedures, common fixes,
and future repairs. As the new machines feature
more commonplace components we can easily
procure, we expect to see further improvements
to maintenance and repair times.

Many of these enhancements with the InLane Refresh project will remain invisible to
our customers, but they’re all working toward
the same goal: speed. Travelers can expect to
proceed through the toll gates much more quickly
after the system is fully deployed in 2022. By
speeding up transactions and adding modern
payment methods, including Apple Pay, Google
Pay, and the tap-to-pay functionality built into
many credit cards, most customers can expect
their payment to take three seconds. For drivers
with E-ZPass transponders, new E-ZPass readers
at toll booths will also provide a more seamless
experience with virtually no wait times.

As well as technical enhancements, our in-lane
refresh will also provide the Customer Service
and Operations teams with a new back-office
system. With a new layer of analytics, teams will
be able to instantly analyze cash usage, E-ZPass
penetration, problematic lanes, and other traffic
patterns that influence our decision-making. An
aggregate view of this data will be more easily
accessible across the organization.

During the past year, we thoroughly tested our
system improvements. After deploying new
cameras and ATPMs at key testing locations, we
monitored their performance and worked rapidly
to identify and resolve any issues affecting the
experience for travelers on the roadway. As well
as testing the front-facing interface, our Customer
Service and Operations teams were also able to
see the new system at work and provide feedback
so we could better adapt the software to fit their
workflows.
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Paving a stronger
foundation
A smooth road is a safer road — and it is
the most important part of the customer
experience for travelers on the Toll Road. In
2015, we introduced our Pavement Upgrade
for a Superior Highway (PUSH) project.
Since then, we have upgraded hundreds
of lane miles throughout the most traveled
sectors of the roadway.
In 2021, we entered the third phase of
the project, known as PUSH 3.0, which
covers the distance between mile marker
93 and mile marker 123. Located between
Elkhart and Howe, this stretch had not been
remodeled in 25 years. The $65 million
project involved the reconstruction of 30
miles of pavement and 4 interchanges as
well as the proactive rehabilitation of 17
bridges.

$65M

pavement
upgrade

Safety is central to all of ITRCC’s projects,
and our continued partnership with RiethRiley, an employee-owned asphalt paving
company based in Goshen, prioritizes
compliance with rigorous safety standards.
Construction zones were equipped with
technology to monitor traffic flow in real
time and automatically communicate with
drivers and road crews, minimizing the risk
of incidents.
We’re proud to report that PUSH 3.0 was
completed on time and under budget,
maintaining the PUSH project’s standard of
quality.

120

reconstructed
lane miles

4

rebuilt
interchanges

17

rehabilitated
bridges

Pavement upgrades

Bridge rehabilitation

Our PUSH projects upgrade the pavement
along the Toll Road using a method
known as “crack and seat.” Before any
resurfacing work begins, we crack open
the existing concrete and “re-seat” the
base — a process that decreases the risk
of future cracks in the overlay. Cracks on
roadways tend to appear due to the Earth’s
movement and environmental factors,
including weather. But the crack and seat
approach reestablishes concrete panels that
strengthen the top layer of asphalt to better
resist the underlying forces that damage the
pavement.

Although none of the 17 bridges
rehabilitated during the PUSH 3.0 project
showed signs of structural damage,
we made improvements like patching
substructures, painting beams, replacing
bearings, and retrofitting fatigues. We also
replaced decks throughout the project
zone, including widening roads at various
locations.

Improving the resilience of the pavement
helps ensure travelers experience a smooth
trip on the Toll Road, and also plays an
important role in our daily operations.
Decreasing the need to repair cracks or
holes on an active road leads to greater
safety, efficiency, and effectiveness for our
maintenance crews. Even during challenging
winter conditions, segments of the roadway
improved by the PUSH project remain in
good condition, requiring less maintenance
and enabling smoother travel, including for
the fleets of plows that keep the road clear
during heavy snow.

Investing in proactive maintenance remains
critical for creating a better customer
experience while setting exemplary safety
standards for many years ahead.

24

Customers

Customers

25

Smarter parking for
heavy trucks
Both long-haul and short-trip truck
drivers view the Toll Road as a critical link
between the Midwest and the Northeast.
During the early stages of the pandemic,
our route proved to be essential for
delivering supplies across the country. To
accommodate drivers and their need to
rest and refresh during their journeys, we
provide designated parking areas for heavy
trucks, including at our travel plazas and
in exclusive truck-only lots. To help drivers
better plan their trips, we rolled out Smart
Truck Parking signage this year, using
sensors to detail the number of available
spaces.

Supercharging our
infrastructure with Tesla
As millions of drivers switch to electric
vehicles (EVs), we are continually evaluating
growth opportunities for our electric
charging network. As a critical link between
the Midwest and the Northeast, the Toll
Road corridor is ideally positioned for
providing quick-charging stations for EVs
on long road trips. In 2021, we announced
a new partnership with Tesla to install Tesla
Superchargers at our travel plazas, ensuring
the fastest EV-charging experience currently
available.
“Superchargers” are a proprietary charging
method designed for Tesla vehicles, which
deliver exceptionally fast energy charges.
The latest model, now installed along the
Toll Road, provides a maximum of 250
kW of charging power — a rate equal to
200 miles of distance within 15 minutes
of charging under ideal conditions. Since
EVs rarely need to charge above 80%,
Supercharging stops can be short and

convenient, with just enough time for
customers to visit a travel plaza for a
restroom, coffee, or meal, or just to stretch
their legs while their vehicle charges.
Tesla delivered the electric infrastructure
for these advanced levels of charging. To
support eight simultaneous stations, we
upgraded each plaza with equipment to
provide the fastest possible charge, even
at peak times. Tesla’s high-quality electrical
backend also notifies our maintenance team
in case of error.
While Superchargers are the best option for
Tesla drivers, EVs from other manufacturers
support Level 3 or “DC fast charging” open
standards. We worked with Tesla to ensure
their charging infrastructure could support
both Supercharger and Level 3 charging
stations. In 2020, this agreement enabled us
to deploy ITRCC-branded Level 3 chargers
to provide access to every EV driver

traveling along the Toll Road, regardless of
vehicle preference.
Tesla is currently evaluating unrestricted
access to its Supercharger network,
which would allow non-Tesla EVs access
to its high-power chargers. If this new
capability is deployed, we’ll ensure that
all Supercharger stations on the Toll Road
support the newest capabilities offered by
the automaker.
Our embrace of EVs and charging stations
along the Toll Road will continue to expand
with dedicated options for employees and
an increased focus on an electric fleet
throughout our operations. The current
infrastructure makes it even easier to deploy
innovative technologies, paving the path for
a greener, supercharged future.

Truck drivers need to know where parking is
available along their route. Not having this
information can complicate planning and
waste valuable time. With our new Smart
Truck Parking signage, a driver nearing the
Elkhart Travel Plaza, for example, might
see a listing of 22 available parking spots
for their vehicle, 52 spots at the next travel
plaza in Rolling Prairie, and another 52
spots open in the subsequent truck-only
parking lot. This specificity helps drivers
decide where and when to stop on their
route.

Powered by eX² Technology — also a
partner in developing our fiber corridor
(see p. 28 for details) — this smart system
connects and monitors a dozen sites along
the Toll Road as well as proprietary parking
data to provide real-time information.
Dynamic signs along the Toll Road display
this data, and future expansions will also
share updates through popular truckparking digital platforms. By prioritizing the
clarity and accuracy of information for these
vital drivers, we hope to make their travels
even safer and easier.

26

Community

COMMUNITY

ITRCC’s mission is to make a positive impact not only on those who use the Toll Road, but also in the
communities throughout the corridor. Our employees volunteer time and resources to support local
projects and organizations; we invest in relationships with disadvantaged individuals and groups; and we
offer employees a way to give back to their local communities through paid volunteer hours. In 2021, we
began deploying access for the fiber corridor network now installed along the Toll Road, helping bring
modern technologies to our communities, and we prioritized efforts to support the local environment.

Community
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Helping ospreys
atop a toll plaza
Accustomed to seeing pigeons outside the Bristol
Toll Plaza, Kim Ernsberger and Josh Shook did a
double-take two years ago when they first caught
sight of much larger birds circling overhead. They
appeared to be building a massive nest on top
of the radio tower. For Ernsberger and Shook,
their concern was twofold: they wanted to ensure
the animals remained safe, and they worried
the nest might interfere with communications or
emergency precautions along the Toll Road. After
finding no such impacts, they studied their guests
more closely and identified them as ospreys.

“I’m always glad to see how ITRCC cares about
the communities we’re in,” said Ernsberger.
“This was an awesome opportunity to help local
wildlife.”

Under state law, ospreys are a protected species
only recently reclassified from an endangered
species to a species of concern. Indiana’s
Department of Natural Resources (DNR) is actively
working to locate osprey nests to monitor for
population growth or decline. Acting as amateur
birdwatchers, Ernsberger and Shook agreed to
keep an eye on their new neighbors and notify the
DNR if the birds returned after their migration.

As much as the birds appeared to appreciate
their home at the Bristol Toll Plaza, so too did
other employees and visitors who admired the
ornithological attraction perched atop the tower
or flying nearby throughout the summer. As long
as the ospreys keep returning, Ernsberger, Shook,
and ITRCC will provide a welcome home.

One year after the first sighting, Ernsberger and
Shook were pleased to report in April 2021 that
the ospreys had returned to the same nest.
After notifying the DNR and working with a
professional, they relayed regular updates on the
birds’ behavior, the status of eggs in the nest, and
then the feeding of their fledglings.
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Creating a corridor of
connectivity
In 2019, ITRCC began designing and
installing conduit and fiber optic cable
along all 157 miles of the Toll Road. As part
of the second phase of our PUSH project,
we developed this $34 million initiative
with safety and operations at the forefront:
better connectivity is critical for enabling
innovative technologies to enhance our
systems.
In 2020 alone, for example, our Intelligent
Transportation System network, which relies
on this improved connectivity to provide
up-to-date information about roadway
conditions, helped decrease secondary
incidents along the Toll Road by 79%.
In addition to meeting operational needs,
we saw an opportunity for this fiber network
to dramatically improve connectivity in
nearby communities — advancing internet
infrastructure for more than 124 million
people living and working along the corridor.
After helping to design and install fiber
connectivity, our partner eX² Technology
is managing the digital infrastructure and
marketing the conduit to possible clients.
We also collaborated with infrastructure
experts Digital Crossroad to support
the conduit through its data center in
Hammond.

In August, ITRCC, eX²,
and Digital Crossroad
held launch events
throughout Indiana,
welcoming public
leaders and policy
makers to discuss
the conduit and learn
how it could help
their communities.
Lt. Gov. Suzanne
Crouch also
participated, noting
that the project will
help bring highquality networks
to underserved
communities.

Building business in
our communities
invest in local jobs and strengthen the
surrounding communities. Since 2015,
we have also allocated a portion of our
budget to work with enterprises certified by
the state as Minority-, Women-, Veteran-,
and/or Disabled-Owned Businesses, also
known as XBEs – striving for our business
relationships to better reflect the region we
serve.

Left to right: Tom Dakich (Digital Crossroad), Lt. Gov. Suzanne Crouch
(State of Indiana), Scott Bergs (Vivacity Networks), Ashley Holmes (ITRCC)

“We are so proud
to be supportive of
broadband efforts
going on all over the state of Indiana,”
Crouch said. “This revolutionary project
will bring the world’s fastest fiber networks
closer than ever to every community along
the Indiana Toll Road.”

As an early adopter, the Portage Township
School District upgraded its bandwidth
and network capacity to support more than
7,000 students learning virtually because of
the pandemic. This example demonstrates
the capabilities of the network and the
significance it could have throughout the
region.

“Even a small deployment of this new
connectivity can have great impact,”
said Nic Barr, CEO of ITRCC. “As more
partners and internet providers access our
network, we’ll see modern improvements
come to agriculture, education, and rural
communities.”
eX² Technology is enabling the conduit
for new commercial partners on a neutral
lease basis. Our primary goal is to enable
connectivity throughout the region: Any
funds generated from the fiber corridor’s
commercialization will be reinvested in
continued safety and customer experience
improvements throughout the Toll Road.

This revolutionary project will bring the world’s
fastest fiber networks closer than ever to every
community along the Indiana Toll Road.
Indiana Lt. Gov. Suzanne Crouch

All aspects of the Toll Road rely on the
vendors and suppliers who manufacture
and deliver the tools, materials, and
equipment necessary for us to operate and
maintain the roadway. As an organization,
we see our work with Indiana-based
businesses of all sizes as one way to

In support of these efforts, we collaborated
with the City of South Bend and the South
Bend Community School Corporation to
organize a 2021 Vendor Opportunity Fair.
During this event, we created networking
opportunities for regional XBEs and
small business owners. Members of our
leadership team also discussed future
projects and other plans. As well as
broadening the pool of potential partners,
these conversations help ensure our
future engagements build from a strong
foundation.
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$13.5M
invested in XBEs
in 2021

90%

of our investments
went to Indianabased businesses

Responding to local needs
As our employees witnessed the impact
of Covid-19 across Northern Indiana,
they suggested a new approach to our
annual donation programs. In the past, our
events committee led local partnerships
with larger organizations like Toys for Tots,
which distributes gifts to children in need
during the holidays. In 2021, staff requested
that we prioritize smaller organizations in
local communities as they grappled with
additional challenges due to the pandemic.
Supporting veterans, survivors of
domestic violence, and our neighbors
experiencing homelessness: In winter,
employees collected more than 1,200 items
including nonperishable foods and warm
clothing for the Rainbow Ark Shelter in Gary,
the Center for the Homeless in South Bend,
and Women In Transition in Angola.
Adopting, fostering, and feeding pets:
Seeing how stretched for resources local

pet shelters can be, employees donated
nearly 350 items, including pet food, treats,
litter, and toys to shelters like Heartland
Small Animal Rescue in Mishawaka.
Feeding people with underlying medical
conditions: Despite a summertime
drop in Covid-19 rates, an August
spike in infections increased the
health risks for members of our
communities who have underlying
medical conditions. Recognizing
the critical role food banks play
and the safety and convenience
they provide to people in need
(especially those with medical
challenges), our employees
donated generously.
Guaranteeing school supplies:
As the school year began, many
teachers in Northern Indiana faced
out-of-pocket costs for classroom

necessities. To help, employees generously
donated to Tools-4-Schools in Goshen
with more than 1,400 items, such as pens,
pencils, markers, glue sticks, notebooks,
scissors, and other supplies.
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Kindness across the
corridor

Because ITRCC’s operations cover 157 miles, members of our staff live and work across seven counties in Northern Indiana. They care deeply for their
communities and seek to make a difference in the region. We’re proud of how our employees volunteer, donate, and shape life for the better.

A gift from someone’s
favorite road
Brandon Napiwocki was born with propionic
acidemia, a rare metabolic disorder that
prevents his body from breaking down
certain proteins and presents the risk of
serious health issues. He uses a digital
talking device to communicate, and his
family and friends are now accustomed to
him typing out a common request: “I want
to go on the Toll Road.”
For Napiwocki, even a simple cold can be
dangerous. He has been in and out of the
hospital throughout his life, and in March
2021, he experienced a particularly difficult
period while admitted to Riley Children’s
Hospital in Indianapolis.
When Kathy Lenzo, Toll Supervisor at
ITRCC, heard about Napiwocki being

Much more than
maintenance
Our roadway crews are responsible for
maintenance tasks across Northern Indiana.
Usually, their red pickup trucks are visible
as teams work to patch potholes, repair
guardrails, clear debris, and manage other
duties. As our eyes on the Toll Road, they
also report dangerous or unusual issues
to the Traffic Management Center for
investigation or assistance. For this reason,
roadway crews are among the first to
respond to vehicles on the side of the road.
It’s not unusual for members of this team to
have stories of helping travelers in need, but
Chrystal Lehman is frequently mentioned by
name in letters and social media messages
submitted to the Toll Road as going above
and beyond in providing outstanding
customer service.

One driver wrote about his family getting a
flat tire on the Toll Road as a thunderstorm
approached. After the family stopped under
a bridge to stay dry, Lehman pulled up with
warning lights to alert other drivers about
the disabled vehicle. The driver had to
unpack a full vehicle to access the spare
tire. Knowing how inclement weather can
make tire changes difficult, Lehman offered
to install the spare herself. She then helped
the family re-pack to get them quickly on
their way.
Because of actions like this, ITRCC has
recognized Lehman with multiple internal
awards. We’re proud of the example she
sets to help travelers on the roadway.

discharged from the hospital in a weakened
state, she told Jennifer Cronin, Operations
Assistant Manager, about his deep affection
for the Toll Road. To aid his recovery and
make his days a little brighter, they gathered
a collection of branded t-shirts, pens, lunch
boxes, and other gear, including a hard hat
adorned with an ITRCC logo.
The care package from “Brandon’s favorite
road” made the day for this super fan and
connected Lenzo and Cronin to his family.
As Napiwocki continues to recover, he
enjoys watching movies and playing video
games.
We look forward to seeing him back for a
visit on the Toll Road again soon.

A safe delivery on the
Toll Road
Along the Toll Road, Indiana State Police
officers regularly patrol construction
zones, respond to incidents, and provide
assistance at our travel plazas. In a moment
celebrated in local news coverage, one
Trooper also supported a mother in labor.

During a routine patrol of the roadway in
LaPorte County, Indiana State Trooper
Thomas Maymi noticed a disabled vehicle
with the driver waving for attention. He
positioned his cruiser to ensure its
360-degree lighting alerted oncoming traffic
and approached the disabled vehicle.
Inside, the passenger was in active labor.
Maymi radioed for an ambulance, but
quickly realized the situation was even more
urgent.
Before EMTs could get there, Maymi kept
the soon-to-be parents calm despite their
unexpected delivery environment. Just as
emergency services arrived, Maymi helped
to deliver the baby safely. After the birth, the
family were transported to a local hospital.
ITRCC recognized Trooper Maymi with a
2021 Outstanding Service Award. In his
honor, the parents gave their son the middle
name Thomas.
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Toward a carbonneutral future
Continuing our investment in sustainable
business practices and setting an example
for our communities, this year we made major
commitments to ensure a greener future: ITRCC
formally established a pathway to reduce carbon
emissions by 50% by 2030 as part of our goal of
carbon neutrality by 2050.
To meet this commitment we will focus on Scope
1 and Scope 2 emissions — those directly related
to ITRCC (e.g., from vehicles and furnaces owned
and operated by ITRCC) and emissions within our
control but resulting from more indirect ownership
and operations (e.g., the result of electricity
usage). Our new emission targets align with the
sustainability priorities of company shareholders
and the climate change targets established in the
Paris Agreement.
Building on past improvements, in 2021 we
developed an even more cohesive strategy. In the
wake of our recent fleet modernization efforts,
gasoline and diesel used by more than 160 of
ITRCC’s operational vehicles still account for a
substantial portion of our emissions.

A sustainable business is essential to ITRCC’s long-term success, and in 2021 we established a pathway
to an improved future: ITRCC will reduce carbon emissions by 50% by 2030 and achieve carbon neutrality
by 2050. These goals align not only with our investors’ vision, but with Paris Agreement guidelines. In
addition, we have developed programs and initiatives to increase electric charging infrastructure, energy
efficiency, and science-based targets. We’re also supporting the local environment with a new multi-year
tree planting program to diversify the natural flora along the Toll Road.
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In addition to shifting to more fuel-efficient
vehicles, we increased our investment in electric
vehicles (EVs) for standard staff vehicles. For
our snowplows, pothole patchers, and other
complex machinery, we continue to evaluate
the marketplace for the right innovations. While
modern technologies are emerging quickly, we
must consider the heavy usage and longevity of
these vehicles. Before investing in replacing this
fleet, we need to ensure high-quality, long-life
electric equivalents maintain or improve our
operational priorities.

Smaller improvements at our toll plazas and
maintenance barns also play a significant role
in achieving long-term improvements. Our
Administration Building in Elkhart and LEEDcertified travel plazas now include smart lighting
and smart HVAC systems, and we’re in the
process of ensuring the installation of similar
technologies at all of our operations. We’re also
improving access to electric charging stations for
employees and encouraging them to consider
EVs for their transportation needs.
These tactics to reduce our carbon emissions
depend on both emergent technologies and
our steadfast commitment. As clean energy
alternatives become more widely available and
state and federal policies also evolve, these
improvements are not only the right thing to
embrace; they add value to our business and
communities.

ITRCC has formally
established a
pathway to reduce
carbon emissions
by 50% by 2030
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Strengthening
our roots
Since 2015, ITRCC employees have
volunteered to plant trees along the Toll
Road to beautify the environment and
improve carbon sequestration. Each year,
we have organized a single annual event,
adding more trees and observing the growth
of those planted during previous years. In
2021, Matt McLaughlin, a member of the
Environmental, Health, and Safety team,
suggested a new approach.
In addition to scoping out possible planting
locations, McLaughlin modeled a multi-year
program built on a deeper understanding of
the environment.
In April, we rolled out the first phase of this
program, adding more than 300 trees near
the Mishawaka Toll Plaza at Mile Marker 83.
Partnering with a local nonprofit, our staff

Quantifying a
greener horizon
In the face of climate change, our
environmental policies continue to be
shaped by regional, national, and even
global expertise and expectations. While we
made great strides in reducing our footprint
in recent years by investing in electrification,
paper reduction, and solar energy, until this
past year we lacked an effective way to
continuously track our goals and progress.
The introduction of new science-based
carbon reduction targets helps us establish
a clear and measurable approach to reach
our investors’ global carbon goals.

we now measure carbon output with greater
accuracy, then make informed decisions to
improve our efforts.

Quantifiable carbon-reduction targets
are defined as “science-based” when
they’re in line with the latest climate
science to advance the Paris Agreement,
an international treaty on climate change.
Rather than pursuing projects that are
merely “green” or “environmentally friendly,”

• Scope 3 emissions are indirect in nature,
such as the emissions generated by
travelers on the Toll Road

For these purposes, we followed the three
scope emission categories as defined by
the international protocols:
• Scope 1 emissions are from sources
owned or controlled by ITRCC
• Scope 2 emissions are associated with
the purchase of energy, such as electricity

Based on this categorization, our sciencebased targets prioritize reducing our Scope
1 and Scope 2 carbon emissions by 50%

by 2030. Our efforts are on track toward
carbon neutrality by 2050, living up to the
expectations of our investors and achieving
the targets set out in the Paris Agreement.
A variety of carbon-reduction efforts will
support our progress toward these goals.
Technological advances have made
electric charging a possibility for passenger
vehicles, and we’re actively investing in
the ongoing transition and electrification
of the vehicles used for operations and
maintenance on the Toll Road. We’re
also further improving the efficiencies of
electricity and natural gas usage in our
buildings by reducing passive carbon waste
generated as a result of older designs. Plans
for solar panels will further generate clean
energy and offset our carbon footprint.

planted saplings of Eastern Red Cedars,
a perennial resistant to drought, heat, and
cold — ideal for seasonal conditions on the
Toll Road. As these trees grow, they will also
act as snow fences to protect the roadway
in the future.
In addition to the ecological benefits of
planting trees and improving the biodiversity
of fauna, snow fences can dramatically
reduce the impact our operations have
on the environment. Trees decrease the
effects of snowfall and heavy winds on the
roadway, reducing the need for snowplows
and salt deployment. Operating fewer plows
leads to less fuel being used, and reducing
salt in winter lessens the risk to local
waterways and wildlife. Beyond creating an
adequate snow fence, McLaughlin explored
additional ways to maximize our positive

environmental impact in the area.
Soil tests and a lack of biodiversity created
a challenging environment for drainage that
detracted from the carbon-reduction efforts
of planting trees. To reclaim this habitat,
McLaughlin developed a forward-looking
plan: employees will return to the same area
to plant more trees in 2022, followed by the
addition of shrubbery in 2023 and 2024.
This stairstep strategy will create a stronger
buffer by further enhancing the snow
fence capability of the trees, increasing
biodiversity, and using local species to
strengthen the quality of the soil.
After completion, we’ll evaluate the
enhanced tree planting and consider new
locations for similar efforts.
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Upgrading our
systems
Our IT team is no stranger to managing
distributed computing systems. Across
22 toll plazas, 5 maintenance barns, and
numerous administrative facilities along
the corridor, our workstations play an
essential role, often remaining powered and
functioning 24/7. To minimize our carbon
footprint and improve our environmental
impact, in 2021 we completely reassessed
our computer needs and replaced
equipment for all facilities. These upgrades
delivered a total power-consumption
savings of nearly 66,000 kWh (kilowatt
hours) per year, equal to an annual carbon
reduction of more than 60,000 pounds.
When IT Help Desk Supervisor Georgi
Banchev began to take inventory of our
equipment, he identified workstations that
were underpowered and energy-inefficient.
He also found redundant equipment that
used multiple devices for the same task.
By helping departments across ITRCC
reevaluate their computing needs, he was
quickly able to eliminate workstations and
upgrade machines for a wider array of tasks.

“We’re already seeing the massive impact
of standardizing and upgrading our
systems,” said Banchev. “By running fewer
workstations, reducing the demands for
support, better using our resources, and
decreasing our energy reliance with a
smaller hardware footprint, it really is a case
of less being more.”
In 2021, we replaced a total of 153 desktop
workstations, most of which were upgraded
with more modern equipment. In other
cases, we refurbished equipment identified
for future replacement or redundancy as
a result of our in-lane technology refresh
currently underway. As well as improving
their speed and functionality, the upgraded
workstations consistently use roughly three
times less energy than previous machines.
“We run a 24/7 operation, so employees
need these stations to be powered on
and available in an instant,” Banchev said.
“By prioritizing the purchase of energyconscious equipment and eliminating
redundant workstations, we have already

By running fewer
workstations, reducing
the demands for support,
better using our resources,
and decreasing our energy
reliance with a smaller
hardware footprint, it really
is a case of less being more.

begun to greatly reduce our environmental
footprint.”
Rather than recycling the retired equipment
or stripping it for parts, Banchev recognized
its usefulness for families or organizations
with less demanding computer needs.
After removing hard drives and sensitive
data, ITRCC sold the old devices to C&P
Distributing in Mishawaka to refurbish and
reuse in the community.
“This is one of those ‘win-win-win’ projects,”
said Banchev. “We now have more reliable
and energy-efficient workstations, C&P
employs local workers while reusing our old
machines, and the equipment gets to have a
new life in our local communities.”

Total yearly power consumption
savings of nearly 66,000 kWh

Estimated annual carbon
reduction of 60,000+ pounds
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FUTURE
Safety
Whether our employees are responding to an incident on the roadway or working together in
person as we return to our Administration Building in Elkhart, their safety is front and center.
Regardless of their roles, our staff must constantly adapt to new challenges and changing
environments, which requires us to provide the tools to do so safely and successfully. In 2022, we
will continue to seek out employee expertise to identify areas for further investment and growth,
especially in projects that directly affect their workspaces. Ongoing investments in modernizing
equipment will further reduce the need for boots on the ground, enabling staff to redirect their
time away from active roadways. We will also keep escalating safety for our customers, deploying
new and improved pilot programs to improve driving safety, winter weather warnings, and
incident response efforts.

Diversity
During the year ahead, ITRCC will continue to prioritize the needs of the communities we connect, those
who travel along the Toll Road, and the employees who make it all possible. Investing in modern safety
improvements, sustainable environmental projects, employee diversity initiatives, and other critical areas,
we remain committed to making a positive financial impact on Northern Indiana while providing a safe
and trusted corridor with deep roots in the region.

Building on a framework introduced in 2021 with DiversityFIRST certifications, our management
team will continue to foster an inclusive environment for all staff while recruiting, retaining, and
promoting employees representative of communities across Northern Indiana. New and existing
partnerships with minority- and women-led businesses and organizations will support these
efforts and ensure we expand our commitment to diverse vendors, which includes securing a
percentage of project funds for underrepresented business owners. By working with a diversity
consultant with expertise in procurement, we will assist up-and-coming businesses working to
earn state certifications — who can then become longstanding partners for ITRCC and other
businesses across Indiana.

39

40

Future

Future

41

Employees

Customers

From the beginning of the Covid-19 pandemic, we committed to giving our employees the flexibility they needed to deliver on their projects as they
managed new challenges in their families and communities. Recognizing the ripple effects from loss, fear, and uncertainty, in 2022 we will expand our
mental health and wellness offerings. To support our employees at work and at home, we will coordinate a range of health workshops and meditation
sessions as well as ensure access to a registered dietician and additional advice for physical and mental health. We look forward to transitioning our
remote staff back into the office in a hybrid capacity, balancing the benefits of in-person collaboration with the flexibility of virtual workspaces. We are
proud of the team culture we have sustained despite the pandemic and look forward to celebrating in person.

As our in-lane refresh project continues throughout 2022, behind-the-scenes tech upgrades will bring additional benefits along the roadway.
Customers can expect to see new test equipment more frequently, including contactless payment systems and improved E-ZPass transactions at
certain toll plazas. The refresh project is designed to minimize waiting times at upgraded plazas, delivering a more seamless experience to motorists
across the Northern Indiana corridor. We’ll continue to deploy targeted upgrades across the roadway through new pilot programs, such as expanded
curve signage and winter weather advisory improvements that rapidly communicate critical information to travelers. Toll plaza beautification plans will
also enhance our interaction points with customers for a more memorable and enjoyable journey.
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Community

Environment

Given how much Covid-19 affected local volunteerism over the past two years, we’re especially excited to support our employees as they work to
strengthen their local communities during the year ahead. Not only are members of our staff dedicating time, labor, and financial assistance to those
more adversely affected by the pandemic, but also they’re engaging again in a wide range of individual volunteer projects and large-scale community
events. To support these kinds of initiatives and the Indiana communities they benefit, we will continue to be a corporate partner to organizations like
Acts of Service and Tradewinds Services.

After announcing a formal pathway to cut ITRCC’s carbon emissions in half by 2030 and achieve carbon neutrality by 2050, during 2022 we will
take crucial steps toward these goals. Building on past improvements and our cohesive strategy for the future, we will begin to deploy projects that
advance the aims of the Paris Agreement, improve day-to-day fuel efficiency by modernizing our vehicles, machinery, and other equipment, and
continue to invest in electric vehicles and electric charging infrastructure at our facilities. Our new science-based targets now allow for more accurate
tracking of ITRCC emissions, which will provide continuous data for new improvements and initiatives.
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Appendix A.

GRI
CONTENT
INDEX
This section reports the GRI Content Index information relating to
ITR Concession Company LLC. The information is organized by these
reporting areas: general, environmental, social, and governance
disclosures.
Within this Index, information and content reported in ITRCC’s
Sustainability Report 2021 are linked to GRI disclosure standards based on
the nature of the topic reported; this Index does not represent an audit
of the information reported or an indication of adherence of data and/or
information reported to the GRI standard.

Table 1. General Disclosures
GRI Standard
No. (Year)

GRI Standard Name

Topic in ITRCC Sustainability Report

102-1

Name of the Organization

ITR Concession Company LLC
(Cover), p. 1
(Message from the CEO), p. 4-5

Table 2. Environmental Disclosures
GRI Standard
No. (Year)

GRI Standard Name

Topic in ITRCC Sustainability Report

302-4 (2016)

Energy: Reduction of energy
consumption

A number of initiatives may be taken to reduce energy consumption (e.g.,
operational, behavioral, or process changes); the following initiatives are
representative of ITRCC’s efforts to reduce energy consumption:
• Reducing electricity usage in operations (Toward a carbon-neutral future),
p. 33
• LEED certified Administrative Building and travel plazas (Toward a carbonneutral future), p. 33
• Replacing and upgrading desktop workstations (Upgrading our systems),
p. 36

304-2 (2016)

Biodiversity: Significant impacts of
activities, products, and services on
biodiversity

Management of biodiversity includes strategies to mitigate significant direct and
indirect impacts on biodiversity. ITRCC’s work managing these impacts can be
found in the following sections:
• Tree planting and snow fence development (Strengthening our roots), p. 35

304-4 (2016)

Biodiversity: IUCN Red List species and
national conservation list species with
habitats in areas affected by operations

Identification of activity that poses a threat to endangered plants and animals
enables appropriate steps to avoid species harm or extinction. ITRCC has taken
action through the following:
• Osprey monitoring at the Bristol Toll Plaza (Helping ospreys atop a toll plaza),
p. 27

305-5 (2016)

Emissions: Reduction of GHG
emissions

A number of initiatives may be taken to reduce Scope 1, 2, and 3 emissions (e.g.,
behavioral or process changes, fuel switching, or offsets); the following initiatives
are representative of ITRCC’s efforts to reduce emissions:
• Solar panels installed at Administrative Building (About ITRCC), p. 6
• Partnership with Tesla to install EV charging infrastructure at travel plazas
(Supercharging our infrastructure with Tesla), p. 24
• Reducing carbon emissions from fleet vehicles and furnaces owned and
operated by ITRCC and resulting from electricity usage in operations (Toward
a carbon-neutral future), p. 33
• Introduction of science-based carbon reduction targets in support of IFM’s
global carbon goals (Quantifying a greener future), p. 34
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Table 3. Social Disclosures
GRI Standard
No. (Year)

Table 3. Social Disclosures continued

GRI Standard Name

Topic in ITRCC Sustainability Report

401-2 (2016)

Employment: Benefits provided to fulltime employees

• Offered paid volunteer hours for employees to give back to local communities,
p. 26

403-2 (2018)

Occupational Health and Safety:
Hazard identification, risk assessment,
and incident investigation

• Developed new Maintenance of Traffic design which included the creation of
additional road signage, better visibility, and lower speed limits to increase
safety amongst drivers and employees (Collaboration from the ground up),
p. 10
• Beginning in 2021, reduced exposure of staff to live traffic by 330+ hours due
to in-depth analysis of Maintenance of Traffic and work-zone traffic control, p. 13

403-4 (2018)

Occupational Health and Safety:
Worker participation, consultation, and
communication on occupational health
and safety

• Created initiative for staff to identify and address safety needs, p. 8
• Created employee-run Road Safety Committee with employees from every
discipline, skill set, and experience in the company, p. 10
• Purchased machinery used to reduce risk to workers during routine road
maintenance, p. 10
• Purchased new guardrail mowers, p. 10
• Developed new protocols for construction and maintenance zones, p. 10
• Invested over $1 million in employee-led safety initiatives, p. 13

403-5 (2018)

Occupational Health and Safety:
Worker training on occupational health
and safety

• Developed ITRCC Roadway Academy to train staff on ways to safely maintain
roadways, p. 10
• Maintained safety meetings surrounding severe weather events,
p. 11
• Expanded digital Learning Management System (LMS) to enable employees to
access trainings and courses while working remotely, p. 17

403-6 (2018)

Occupational Health and Safety:
Promotion of worker health

• Implemented Covid-19 support including additional sick time, health and
wellness screenings, flexible virtual meetings, and hybrid schedules, p. 9
• Followed CDC guidelines regarding masking and vaccine requirements, p. 9
• Encouraged automated payment machines to reduce risk of Covid-19
transmission, p. 9
• Obtained early doses of Covid-19 vaccines for roadway staff, p. 10
• Created vaccination incentive program, p. 15
• Wellness Committee hosted virtual programs supporting healthy lifestyles,
including meditation, yoga, cooking, and breathing exercises, p. 16
• Created Wellness Week to challenge employees to improve wellness while
tracking their progress. Logged wellness efforts could be cashed in for prizes
to increase participation, p. 16

403-9 (2018)

Occupational Health and Safety: Workrelated injuries

• Decreased rates of incidents on the Toll Road (i.e., days away, restricted, or
transferred) and employee injuries resulting in time lost, p. 12
• 84% decrease in secondary incidents since Intelligent Transportation System
(ITS) installation in 2018. ITS includes 32 overhead dynamic messaging signs
and 42 roadside cameras to provide Traffic Management Center with realtime traffic monitoring and communication to proactively change speed limits
around incidents, p. 12-13
• 68% decrease in truck rollovers due to installation of static lights, flashing alert
beacons, and dynamic alerts on six entry and exit ramps, p. 12-13
• 44% decrease in average monthly incidents since increasing signage and 27%
decrease in average monthly incidents from installation of reflective buttons
and reflective paint, p. 13
• Since 2020, prevented eight wrong-way driver incidents due to detection
system that notifies ITRCC and Indiana State Police in real-time, p. 13
• Piloted ice-detection system in 2021 that proactively alerts drivers, p. 13

404-2 (2016)

Training and Education: Programs
for upgrading employee skills and
transition assistance
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• Mandatory safety training for all staff, p. 10
• ITRCC Roadway Academy implements program for new employees to follow
veteran staff, which facilitates empowerment of staff to handle unusual and
unscheduled tasks, p. 10

GRI Standard
No. (Year)

GRI Standard Name

Topic in ITRCC Sustainability Report

405-1 (2016)

Diversity and Equal Opportunity:
Diversity of governance bodies and
employees

• HR team participated in National Diversity Council’s 2021 DiversityFIRST
certification program to prioritize inclusion and diversity in the hiring process.
DiversityFIRST provides individuals with guidance on hiring and retaining
diverse employees (Certified for inclusivity), p. 15
• More than 51% of managers are women, including two members of the
Executive Committee; 39% of the overall workforce are women; 11% of
staff are veterans; 16% of management positions are held by minority staff,
and 20% of the overall workforce are minority staff, p. 15,19
• HR team working toward hiring, developing, and sustaining diverse and
inclusive workforce specifically focusing on underrepresented individuals
including those who identify as LGBTQ+ and Black, Indigenous, and
People of Color (BIPOC), p. 15
• Majority of upper management and supervisors enrolled to pursue
DiversityFIRST certification, p. 15

413-1 (2016)

Local Communities: Operations with
local community engagement, impact
assessments, and development
programs

• Installation of fiber optic cable has the potential to improve connectivity for
more than 124 million people; including that it will help bring quality network to
underserved communities (Creating a corridor of connectivity), p. 28
• Organized a Vendor Opportunity Fair to create networking opportunities for
Indiana-based minority-, women-, veteran- and/or disabled-owned business
(XBEs) (Building business in our communities), p. 29
• Annual donation program focused on supporting smaller local organizations
(Responding to local needs), p. 29
• Employees collected over 1,200 food and clothing items and donated
them to the Rainbow Ark Shelter, the Center for the Homeless, and
Women in Transition to support veterans, individuals experiencing
homelessness, and survivors of domestic violence, p. 29
• Employees donated pet food, treat, litter, and toys to Heartland Small
Animal Rescue and other shelters, p. 29

Table 4. Governance Disclosures
GRI Standard
No. (Year)
201-2 (2016)

GRI Standard Name

Topic in ITRCC Sustainability Report

Economic Performance:
Financial implications and other risks
and opportunities due to climate
change

Risks related to climate change include increased probability of pandemics
and extreme weather. ITRCC’s work addressing these risks can be found in the
following sections:
• Coping with Covid-19, p. 9
• Weathering winter conditions, p. 11
• Early ice warning system, p. 13
Opportunities related to climate change include growth opportunities for our
electric charging network; ITRCC is addressing these opportunities through the
following:
• Supercharging our infrastructure with Tesla, p. 24
Managing the risks and opportunities due to climate change includes the use
of renewable energy and improved fuel efficiency. The following activity is
representative of ITRCC’s efforts to manage risks:
• Weathering winter conditions, p. 11
• Toward a carbon-neutral future, p. 33
• Quantifying a greener future, p. 34
• Upgrading our systems, p. 36
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