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The Department of Motor Vehicles (DMV) is achieving its targeted customer wait 
time goals.  DMV remains committed to maintaining wait times to less than one hour 
(combined queue and pre-queue).  
 
DMV’s existing goals are for wait times (amount of time in the queue) not to exceed 
45 minutes for customers without an appointment or 15 minutes for customers with 
an appointment.  Additionally, DMV’s goal for non-appointment customers is to wait 
no more than 15 minutes to be issued a queue ticket upon arrival at the field office, 
and for appointment customers to wait no more than 3 minutes to be issued a 
queue ticket.   

 
WAIT TIMES IN FEBRUARY  
February wait times for non-appointment customers were below target levels, 
averaging 50 minutes (32 minutes queue time and 18 minutes pre-queue).  This is an 
improvement from January and is under the one-hour total wait time goal. DMV 
remains committed to further refining those strategies already in place and is 
working to implement additional strategies which will allow DMV to sustain these wait 
time levels. 

 
In this report, DMV continues tracking the pre-queue and queue wait times while 
continuing to assess all service options and how best to deliver them to our 
customers efficiently.  Pre-queue represents the amount of time a customer waits in 
line prior to being issued a queue ticket. Queue represents the amount of time a 
customer waits upon checking-in and receiving a queue number for DMV services. 
The month of August is the baseline for wait time measurement capturing a full 
month of pre-queue and queue wait time data.  
 
Monthly Top 20 – Average Wait Time for Non-Appointment Customers:  Wait times 
are now at their lowest point since August 2018 for our top 20 offices. This chart 
illustrates the average wait time for customers without an appointment at the 20 
offices with the highest wait times from August 1, 2018, through February 28, 2019.  
Between August and December 2018, wait times decreased at the top 20 offices 
each month. During this time, wait times reduced from 176 minutes in August to 79 
minutes in December. In January, wait times increased by 12 minutes compared to 
December, but in February, wait times were down 16 minutes from January.  During 
the months of August through February, a combined 98-minute reduction in pre-
queue and queue wait time at the top 20 offices has been achieved. 
 



2 | P a g e  
 

 
 
Statewide – Average Wait Time for Non-Appointment Customers: This chart 
compares the overall average statewide wait time for customers without an 
appointment during the months of August through February.  Between August and 
December 2018, wait times decreased each month. During this period, wait times 
were reduced from 114 minutes in August to 50 minutes in December. In January, 
wait times increased by 8 minutes compared to December, but in February, wait 
times were 7 minutes lower than in January.  During the seven-month period of 
August through February, a combined 64 minute reduction in pre-queue and queue 
wait time has been achieved.   
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Statewide Average Wait Time for Non-Appointment Customers Each Full Week in 
February:  This chart illustrates the type of variability that occurs during each week.  
There is a 7-minute difference in wait times between the highest week (January 28 
through February 2) and the lowest wait time week (February 11 through 16).   
 

 
 

To provide another context of wait time reductions, the following tables show the 
reduction in wait times for various grades (sizes) of field offices.   

• Grade I/II offices are small, mostly rural offices, serving an average of 300-1,200 
customer per week.   

• Grade III offices are mid-sized offices, serving an average of 1,500-2,000 customers 
per week.  

• Grade IV/V offices are large, mostly urban offices which serve an average of 
2,000-3,300 customers per week.   

 
Statewide – Month of August 2018: This table shows the average wait time in the 
various grades of field offices for the month of August.    
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Statewide – Month of February 2019: This table shows the average wait time in the 
various grades of field offices for the month of February.  
 

 
 

 
Difference Between Month of February 2019 and Month of August 2018: This table 
illustrates the difference between August and February.    
 

 
 
The overall ‘Appt/Non-Appt’ queue and pre-queue wait time decreased by 57 
minutes (106 minutes for August compared to 49 minutes for February) for Grade IV/V 
offices.  Smaller offices had an average wait time decrease of 33 minutes (62 minutes 
for August compared with 29 minutes for February) while mid-sized and larger offices 
had a wait time decrease of 48 minutes (82 minutes for August compared with 34 
minutes for February) for all customers.   
 

Wait Times by Range: The following charts show the number and percentage of 
customers whose queue wait time were 0-30 minutes, 31-60 minutes, 61-90 minutes, 
etc. (in thirty-minute increments) for the months of August through February.   
 
DMV made significant progress in the past seven months on reducing the amount of 
time customers are waiting in DMV field offices.  For example, in August, 16 percent 
of customers had a wait time of more than two hours.  In February, that dropped to 
0.2 percent.  Similarly, customers waiting one hour or less improved from 58.5 percent 
in August to 88.5 percent in February.  These tables are reflective of the efforts that 
have been made to date to lessen the amount of time customers are waiting at 
DMV field offices. 
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Tables at the end of this report reflect wait times for each individual field office and 
region across the state.   

 
REAL ID CUSTOMERS AND WORKLOAD 
The table below shows the number of REAL ID cards that have been produced each 
month since the program began on January 22, 2018.  To date, more than 3.1 million 
REAL ID driver license and ID cards have been produced and issued.  The table also 
shows the number of federal non-compliant cards produced along with the 
percentage of each.  
 
Between January 2018 and January 2019, the percentage of REAL ID cards to total 
cards produced had increased steadily each month.  February saw a decrease in 
the total number of REAL ID driver license and identification cards produced for the 
month, with more than 315,000 REAL ID cards produced and issued.  The 
percentage of REAL IDS cards being produced in January decreased from 41.6 
percent of all cards produced to 33.6 percent of all cards produced in February.  
This was due to a one-time production issue in which Renewal by Mail (RBM) cards, 
which are non-compliant, were prioritized over REAL ID cards. DMV anticipates that 
March volumes will return to a consistent upward trend in the number of REAL ID 
cards produced every month. 
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HIRING AND ABSENTEEISM 
Hiring: In the month of February, DMV continued to hire new staff.   
 
• As of February 28, 2019, the following job offers have been made since July 1, 

2018:  
 

o 1,230 Civil Service Appointments made – 762 have already started 
o 781 Emergency Hires made – 378 have already started 
o 148 Retired Annuitants hired – 142 have already started 

 
• The new hires filled the authorized REAL ID positions and field office positions that 

are vacant through transfers, promotions, and retirements.   
 

Absenteeism:  The expanded Absenteeism Task Force met in February. The Task Force 
determined there is a lack of comparative absenteeism data both internally and 
externally.  With the roll-out of the Wellness Expansion program, DMV will continue to 
collect the absenteeism data to determine if the program is helping to lower 
absenteeism, which continues to be at 6.1 percent. 
 
DMV continues work on the Wellness Expansion Initiative.  The February 2019 All-
Employee Wellness Survey received 4,500 employee responses.  Overall, DMV 
employees indicated a commitment to making healthy lifestyle changes.  Employees 
would like more lunch time opportunities to participate in physical activities, wellness 
presentations, healthy eating options, and health-related challenges.  Staff meetings 
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were cited as a preferred delivery channel for the designated Wellness Boosters to 
reach out to staff to provide relevant wellness related information.  Based on the 
survey results, the DMV will be adjusting its 2019 Wellness Calendar, and local 
Wellness Boosters will be provided materials on a quarterly basis to present at 
selected staff meetings throughout each quarter. 
 
INFORMATION TECHNOLOGY MODERNIZATION  
During the month of January, DMV discussed plans with its self-service terminal kiosk 
vendor to add 200 more kiosks in 2019; 25 in field offices and 175 in retail locations 
throughout California.  The goal is to have 100 kiosks deployed by May and the 
remaining 100 by July 2019.  Currently there are 162 kiosks statewide: 70 in DMV field 
offices, 77 retail locations, 3 in libraries, 1 at University of California, Irvine, 1 in the 
Mendota City Hall, and 10 at AAA locations in Northern California.  Additionally, DMV 
plans to add 10 languages to the kiosks in spring of 2019: Arabic, Chinese, Farsi, Hindi, 
Korean, Punjabi, Russian, Tagalog, and Vietnamese.   
 
By December 31, 2019, the following new services will be added to self-service 
terminal kiosks: 
 

• Driver record 
• Vehicle record  
• Replacement registration card  
• Replacement vehicle registration sticker 

 
The following chart identifies the number of transactions completed at the self-
service kiosks since October 2017, with notable increases in transactions at retail 
outlets. 
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Self-Service Terminal Kiosk Transactions 
 

      

  
DMV Field 

Offices 
Retail 

Locations Libraries UC Irvine Mendota TOTAL 
Oct-17 122,358 10,043 N/A 92 N/A 132,493 
Nov-17 114,602 10,598 N/A 94 N/A 125,294 
Dec-17 113,140 12,889 N/A 86 N/A 126,115 
Jan-18 131,496 17,155 N/A 151 N/A 148,802 
Feb-18 139,654 22,487 N/A 149 N/A 162,290 
Mar-18 164,073 29,886 N/A 184 N/A 194,143 
Apr-18 136,052 27,942 N/A 184 N/A 164,178 
May-18 154,238 32,195 N/A 239 N/A 186,672 
Jun-18 141,716 32,825 N/A 236 N/A 174,777 
Jul-18 139,563 34,511 N/A 245 N/A 174,319 
Aug-18 141,483 33,979 9 270 N/A 175,741 
Sep-18 119,632 34,666 75 199 N/A 154,572 
Oct-18 119,112 33,663 123 203 N/A 153,101 
Nov-18 110,526 35,771 194 157 27 146,675 
Dec-18 100,144 39,380 238 103 23 139,888 
Jan-19 126,200 46,863 288 150 117 173,618 
Feb-19 127,110 50,568 281 184 159 178,302 
 

DMV is also reviewing how to enhance services available via the DMV Web site.  By 
August 31, 2019, the following new services will be added to the DMV Web site:  
 

• Duplicate registration card 
• Duplicate vehicle registration sticker  

 
DMV is excited to offer many more self-service kiosks and looks forward to identifying 
additional ways in which the kiosks and DMV Web site can be used to allow 
customers to complete their DMV transactions.   
 
CONTINUED PROCESS IMPROVEMENTS: 
Customer Experience Consultant 
 
DMV, in partnership with the DMV Reinvention Strike Team, is currently finalizing a 
procurement for a Customer Design and Experience Consultant to provide 
consultative services to transform the DMV customer experience, in particular as it 
relates to the implementation of REAL ID. Through user-centered design practices, 
the consultant will integrate REAL ID services and increased customer volume with 
continued and increased customer satisfaction in all DMV transactions.   
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The consultant will assess and understand the REAL ID workflow processing 
infrastructure and determine improvements in the following ways: 
 

• Develop customer service tools, resources, and workflows for REAL ID and a 
roadmap for scaling them across DMV locations. 

• Gain a deeper understanding of the types of REAL ID customers and how the 
DMV can effectively and efficiently meet those customers’ needs. 

• Develop a prototype and assessment for creating customer service 
improvements at the most critical moments for REAL ID issuance. 

 
The work under this contract will be divided into three “Sprints”: 
 

Sprint 1. REAL ID Communication Assessment and Prototyping: The consultant will 
review DMV’s current internal and external communication regarding REAL ID, 
including the DMV Web site and outreach materials. The consultant will then 
prototype potential improvements and provide final recommendations to be 
implemented by DMV. 

Sprint 2. Training for REAL ID Implementation Assessment and Prototyping: The 
consultant will assess the training that occurs for customer-facing DMV staff. 
The consultant will then prototype recommendations for improvement and 
provide final recommendations to be implemented by DMV. 

Sprint 3. Field Office REAL ID Customer Service Experience Assessment and 
Prototyping:  The consultant will assess REAL ID processes and customer 
experiences in the San Francisco field office to understand what it takes for 
DMV field office staff to deliver superior REAL ID customer service. The 
contractor will develop “as-is” journey maps for the top 5 REAL ID customer 
journeys (possible journeys may include new driver, elderly driver, license/ID 
renewal eligible by mail, license/ID renewal not eligible by mail, or license/ID 
not in renewal cycle). These maps will detail all DMV touchpoints from the time 
a customer is aware of the need to obtain a REAL ID license or identification 
card through the point of fulfillment. From these maps, the consultant will 
identify potential “pain points” where process improvements are needed, and 
will prototype potential solutions. At the end of this sprint, the consultant will 
create a set of “to-be” journey maps incorporating their final 
recommendations to be implemented by DMV. 
 

This will be a 5-month engagement with a possible 3-month extension. McKinsey & 
Company has been selected as the contractor and the contract start date is  
March 25, 2019. 
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Lean Six Sigma: In October 2018, the San Jose Driver License Processing Center 
(DLPC) became the first office to implement a new Centralized Document Review 
(CDR) process as its operational standard.  This process includes the prescreening of 
documents such as birth certificates, passports, residency, and social security cards 
at a centralized location while customers wait for their queue number to be 
called.  When the applicant arrives at a technician window, this document review is 
already complete and reduces the transaction processing time.  This new process 
had previously been piloted in the San Jose DLPC and proved to have efficiencies in 
the processing of a driver license or ID card transaction.  In November 2018, this 
model was implemented in the Stanton DLPC.  The Granada Hills DLPC and 
Hollywood-Cole field office both adopted this as their operational standard in 
December 2018.  In January, the Pasadena field office became the fifth field office 
to adopt the CDR process.  The effort has revealed that this model of document pre-
screening is most effective in those offices whose primary workload is driver licensing.  
These five offices that have converted to the CDR methodology are either all driver 
license-only field offices, or those offices that process a high volume of driver license 
transactions.  Ongoing evaluation of offices is underway to identify additional field 
locations that are best suited to adopt the CDR process. 
 
Additional Lean Six Sigma efforts are scheduled in March for the Los Angeles field 
office.  This effort will focus on the customer experience, customer path of travel in 
the office as well as recommendations for process improvement.  The Los Angeles 
field office is DMV’s only two-story facility and as such, poses unique opportunities for 
improvement and process flow.  
 
Moving forward, DMV will continue to identify offices with higher REAL ID volumes 
and will implement the centralized document review process developed by the 
Lean Six Sigma team in those offices. 
 
Consistency Training: DMV has continued its efforts to develop training material, 
including training videos, to reinforce the importance of consistency in the customer 
service initiatives implemented at the field offices.  In December 2018, two new 
training videos were completed that focus on specific details of triaging the 
customer wait lines and proper queue management.  These new videos were used 
as part of statewide employee training on January 16 and January 23.  Future 
consistency training is scheduled to be released in April that will serve as a REAL ID 
refresher training course and will coincide with DMV requiring two residency 
documents for REAL ID applicants.  

 
Speaker’s Bureau: The DMV Speakers Bureau offers in-person presentations for large 
groups.  The topic is currently focused on the REAL ID driver license and identification 
card program. The goal is to have REAL ID applicants visit a DMV office with all the 
correct documentation. Three sessions were held in February and five are scheduled 
for March.  Through March 11, 434 participants have attended these presentations.  
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Airport Messaging:  Revised REAL ID marketing materials are being distributed to 
California airports in the form of posters, digital/electronic messaging, videos and 
web-based materials.  The following airports are collaborating with the DMV to share 
information with passengers in order to make them aware of the new federal ID 
requirements and how to apply for a REAL ID driver license or identification card.  
These airports include:  

 
• Burbank 

• Fresno 

• Humboldt 

• John Wayne (Orange County) 

• Los Angeles International 

• Long Beach 

• Oakland 

• Ontario 

• Palm Springs 

• Sacramento 

• San Diego 

• San Jose 

• Santa Barbara 

• Santa Rosa 

• San Francisco 

• Stockton 

 
On March 29, the Department of Finance’s Office of State Audits and Evaluations 
issued a Performance Audit of DMV.  The DMV is currently reviewing the findings of 
the Department of Finance Performance Audit and is preparing a corrective action 
plan to address each of the audit’s findings.  
 
Progress has been made over the past several months in reducing wait times at DMV 
field offices.  Average wait times remain below targeted levels.  DMV remains 
committed to focusing on and working with those field offices with the highest wait 
times and to work to maintain appropriate and acceptable service levels at all 
offices.  DMV continues to look at any additional opportunities to further lower wait 
times and make the process of completing transactions at field offices as convenient 
and efficient as possible, while also finding more ways to offer these services outside 
of the field offices. 
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FIELD OFFICE AVERAGE WAIT TIMES  
 

Region I 
 

 
 

 
 
 
 
 
 
 

Region II 
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	The following chart identifies the number of transactions completed at the self-service kiosks since October 2017, with notable increases in transactions at retail outlets. 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	Self-Service Terminal Kiosk Transactions 
	Self-Service Terminal Kiosk Transactions 
	Self-Service Terminal Kiosk Transactions 
	Self-Service Terminal Kiosk Transactions 
	 


	 
	 
	 

	 
	 

	 
	 

	 
	 

	 
	 

	 
	 


	  
	  
	  

	DMV Field Offices 
	DMV Field Offices 

	Retail Locations 
	Retail Locations 

	Libraries 
	Libraries 

	UC Irvine 
	UC Irvine 

	Mendota 
	Mendota 

	TOTAL 
	TOTAL 


	Oct-17 
	Oct-17 
	Oct-17 

	122,358 
	122,358 

	10,043 
	10,043 

	N/A 
	N/A 

	92 
	92 

	N/A 
	N/A 

	132,493 
	132,493 


	Nov-17 
	Nov-17 
	Nov-17 

	114,602 
	114,602 

	10,598 
	10,598 

	N/A 
	N/A 

	94 
	94 

	N/A 
	N/A 

	125,294 
	125,294 


	Dec-17 
	Dec-17 
	Dec-17 

	113,140 
	113,140 

	12,889 
	12,889 

	N/A 
	N/A 

	86 
	86 

	N/A 
	N/A 

	126,115 
	126,115 


	Jan-18 
	Jan-18 
	Jan-18 

	131,496 
	131,496 

	17,155 
	17,155 

	N/A 
	N/A 

	151 
	151 

	N/A 
	N/A 

	148,802 
	148,802 


	Feb-18 
	Feb-18 
	Feb-18 

	139,654 
	139,654 

	22,487 
	22,487 

	N/A 
	N/A 

	149 
	149 

	N/A 
	N/A 

	162,290 
	162,290 


	Mar-18 
	Mar-18 
	Mar-18 

	164,073 
	164,073 

	29,886 
	29,886 

	N/A 
	N/A 

	184 
	184 

	N/A 
	N/A 

	194,143 
	194,143 


	Apr-18 
	Apr-18 
	Apr-18 

	136,052 
	136,052 

	27,942 
	27,942 

	N/A 
	N/A 

	184 
	184 

	N/A 
	N/A 

	164,178 
	164,178 


	May-18 
	May-18 
	May-18 

	154,238 
	154,238 

	32,195 
	32,195 

	N/A 
	N/A 

	239 
	239 

	N/A 
	N/A 

	186,672 
	186,672 


	Jun-18 
	Jun-18 
	Jun-18 

	141,716 
	141,716 

	32,825 
	32,825 

	N/A 
	N/A 

	236 
	236 

	N/A 
	N/A 

	174,777 
	174,777 


	Jul-18 
	Jul-18 
	Jul-18 

	139,563 
	139,563 

	34,511 
	34,511 

	N/A 
	N/A 

	245 
	245 

	N/A 
	N/A 

	174,319 
	174,319 


	Aug-18 
	Aug-18 
	Aug-18 

	141,483 
	141,483 

	33,979 
	33,979 

	9 
	9 

	270 
	270 

	N/A 
	N/A 

	175,741 
	175,741 


	Sep-18 
	Sep-18 
	Sep-18 

	119,632 
	119,632 

	34,666 
	34,666 

	75 
	75 

	199 
	199 

	N/A 
	N/A 

	154,572 
	154,572 


	Oct-18 
	Oct-18 
	Oct-18 

	119,112 
	119,112 

	33,663 
	33,663 

	123 
	123 

	203 
	203 

	N/A 
	N/A 

	153,101 
	153,101 


	Nov-18 
	Nov-18 
	Nov-18 

	110,526 
	110,526 

	35,771 
	35,771 

	194 
	194 

	157 
	157 

	27 
	27 

	146,675 
	146,675 


	Dec-18 
	Dec-18 
	Dec-18 

	100,144 
	100,144 

	39,380 
	39,380 

	238 
	238 

	103 
	103 

	23 
	23 

	139,888 
	139,888 


	Jan-19 
	Jan-19 
	Jan-19 

	126,200 
	126,200 

	46,863 
	46,863 

	288 
	288 

	150 
	150 

	117 
	117 

	173,618 
	173,618 


	Feb-19 
	Feb-19 
	Feb-19 

	127,110 
	127,110 

	50,568 
	50,568 

	281 
	281 

	184 
	184 

	159 
	159 

	178,302 
	178,302 



	 
	DMV is also reviewing how to enhance services available via the DMV Web site.  By August 31, 2019, the following new services will be added to the DMV Web site:  
	 
	• Duplicate registration card 
	• Duplicate registration card 
	• Duplicate registration card 

	• Duplicate vehicle registration sticker  
	• Duplicate vehicle registration sticker  


	 
	DMV is excited to offer many more self-service kiosks and looks forward to identifying additional ways in which the kiosks and DMV Web site can be used to allow customers to complete their DMV transactions.   
	 
	CONTINUED PROCESS IMPROVEMENTS: 
	Customer Experience Consultant 
	 
	DMV, in partnership with the DMV Reinvention Strike Team, is currently finalizing a procurement for a Customer Design and Experience Consultant to provide consultative services to transform the DMV customer experience, in particular as it relates to the implementation of REAL ID. Through user-centered design practices, the consultant will integrate REAL ID services and increased customer volume with continued and increased customer satisfaction in all DMV transactions.   
	The consultant will assess and understand the REAL ID workflow processing infrastructure and determine improvements in the following ways: 
	 
	• Develop customer service tools, resources, and workflows for REAL ID and a roadmap for scaling them across DMV locations. 
	• Develop customer service tools, resources, and workflows for REAL ID and a roadmap for scaling them across DMV locations. 
	• Develop customer service tools, resources, and workflows for REAL ID and a roadmap for scaling them across DMV locations. 

	• Gain a deeper understanding of the types of REAL ID customers and how the DMV can effectively and efficiently meet those customers’ needs. 
	• Gain a deeper understanding of the types of REAL ID customers and how the DMV can effectively and efficiently meet those customers’ needs. 

	• Develop a prototype and assessment for creating customer service improvements at the most critical moments for REAL ID issuance. 
	• Develop a prototype and assessment for creating customer service improvements at the most critical moments for REAL ID issuance. 


	 
	The work under this contract will be divided into three “Sprints”: 
	 
	Sprint 1. REAL ID Communication Assessment and Prototyping: The consultant will review DMV’s current internal and external communication regarding REAL ID, including the DMV Web site and outreach materials. The consultant will then prototype potential improvements and provide final recommendations to be implemented by DMV. 
	Sprint 1. REAL ID Communication Assessment and Prototyping: The consultant will review DMV’s current internal and external communication regarding REAL ID, including the DMV Web site and outreach materials. The consultant will then prototype potential improvements and provide final recommendations to be implemented by DMV. 
	Sprint 1. REAL ID Communication Assessment and Prototyping: The consultant will review DMV’s current internal and external communication regarding REAL ID, including the DMV Web site and outreach materials. The consultant will then prototype potential improvements and provide final recommendations to be implemented by DMV. 

	Sprint 2. Training for REAL ID Implementation Assessment and Prototyping: The consultant will assess the training that occurs for customer-facing DMV staff. The consultant will then prototype recommendations for improvement and provide final recommendations to be implemented by DMV. 
	Sprint 2. Training for REAL ID Implementation Assessment and Prototyping: The consultant will assess the training that occurs for customer-facing DMV staff. The consultant will then prototype recommendations for improvement and provide final recommendations to be implemented by DMV. 

	Sprint 3. Field Office REAL ID Customer Service Experience Assessment and Prototyping:  The consultant will assess REAL ID processes and customer experiences in the San Francisco field office to understand what it takes for DMV field office staff to deliver superior REAL ID customer service. The contractor will develop “as-is” journey maps for the top 5 REAL ID customer journeys (possible journeys may include new driver, elderly driver, license/ID renewal eligible by mail, license/ID renewal not eligible by
	Sprint 3. Field Office REAL ID Customer Service Experience Assessment and Prototyping:  The consultant will assess REAL ID processes and customer experiences in the San Francisco field office to understand what it takes for DMV field office staff to deliver superior REAL ID customer service. The contractor will develop “as-is” journey maps for the top 5 REAL ID customer journeys (possible journeys may include new driver, elderly driver, license/ID renewal eligible by mail, license/ID renewal not eligible by


	 
	This will be a 5-month engagement with a possible 3-month extension. McKinsey & Company has been selected as the contractor and the contract start date is  
	March 25, 2019. 
	 
	 
	 
	 
	 
	Lean Six Sigma: In October 2018, the San Jose Driver License Processing Center (DLPC) became the first office to implement a new Centralized Document Review (CDR) process as its operational standard.  This process includes the prescreening of documents such as birth certificates, passports, residency, and social security cards at a centralized location while customers wait for their queue number to be called.  When the applicant arrives at a technician window, this document review is already complete and re
	 
	Additional Lean Six Sigma efforts are scheduled in March for the Los Angeles field office.  This effort will focus on the customer experience, customer path of travel in the office as well as recommendations for process improvement.  The Los Angeles field office is DMV’s only two-story facility and as such, poses unique opportunities for improvement and process flow.  
	 
	Moving forward, DMV will continue to identify offices with higher REAL ID volumes and will implement the centralized document review process developed by the Lean Six Sigma team in those offices. 
	 
	Consistency Training: DMV has continued its efforts to develop training material, including training videos, to reinforce the importance of consistency in the customer service initiatives implemented at the field offices.  In December 2018, two new training videos were completed that focus on specific details of triaging the customer wait lines and proper queue management.  These new videos were used as part of statewide employee training on January 16 and January 23.  Future consistency training is schedul
	 
	Speaker’s Bureau: The DMV Speakers Bureau offers in-person presentations for large groups.  The topic is currently focused on the REAL ID driver license and identification card program. The goal is to have REAL ID applicants visit a DMV office with all the correct documentation. Three sessions were held in February and five are scheduled for March.  Through March 11, 434 participants have attended these presentations.  
	 
	Airport Messaging:  Revised REAL ID marketing materials are being distributed to California airports in the form of posters, digital/electronic messaging, videos and web-based materials.  The following airports are collaborating with the DMV to share information with passengers in order to make them aware of the new federal ID requirements and how to apply for a REAL ID driver license or identification card.  These airports include:  
	 
	• Burbank 
	• Fresno 
	• Humboldt 
	• John Wayne (Orange County) 
	• Los Angeles International 
	• Long Beach 
	• Oakland 
	• Ontario 
	• Palm Springs 
	• Sacramento 
	• San Diego 
	• San Jose 
	• Santa Barbara 
	• Santa Rosa 
	• San Francisco 
	• Stockton 
	 On March 29, the Department of Finance’s Office of State Audits and Evaluations issued a Performance Audit of DMV.  The DMV is currently reviewing the findings of the Department of Finance Performance Audit and is preparing a corrective action plan to address each of the audit’s findings.  
	 
	Progress has been made over the past several months in reducing wait times at DMV field offices.  Average wait times remain below targeted levels.  DMV remains committed to focusing on and working with those field offices with the highest wait times and to work to maintain appropriate and acceptable service levels at all offices.  DMV continues to look at any additional opportunities to further lower wait times and make the process of completing transactions at field offices as convenient and efficient as p
	FIELD OFFICE AVERAGE WAIT TIMES  
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