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DEPARTMENT OF MOTOR VEHICLES MONTHLY STATUS UPDATE 

EXECUTIVE SUMMARY 
The Budget Act of 2018 (SB 862, Chapter 449, Statutes of 2018) requires the 
Department of Motor Vehicles (DMV) to submit monthly reports to the Legislature 
regarding the state of field office wait-times and efforts to improve business processes.   
 
October 2019 Highlights: 
- DMV issued 467,614 REAL ID compliant driver licenses or identification cards this 

month, for a grand total of 6,317,237 REAL IDs since implementation in January 
2018.  

- DMV installed 23 new DMV Now Kiosks in locations statewide.  

- October wait times for non-appointment customers were 27 minutes below target 
levels, averaging 33 minutes.  October represents the first month with the statewide 
elimination of the pre-queue. 
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REAL ID CUSTOMERS AND WORKLOAD 
As of October 31, 2019, DMV produced and issued more than 6.3 million REAL ID driver 
license and identification cards.     
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DMV WORK ACTION PLAN UPDATES 
During the month of October, DMV completed the following Work Action Plan items:  

Wait Time Reporting: Repeaters/Tablets/Text/Queue/Appointments 

DMV’s goal is to standardize the collection and capture of real-time data that reflects 
the actual wait time customers experience prior to being served.  To accomplish this 
goal, the department installed repeaters and connectors that expand Wi-Fi 
capabilities in field offices, allowing employees with tablets to check customers into 
the queue system while in line.  Technicians also use the tablets to send customers text 
notifications, allowing the customer the option to leave the office and return when 
their number will be called.   
 
Repeaters, tablets, and the capture of pre-que wait time is occurring in every field 
office.  Text messages sent to customers have increased from a monthly total of 
approximately 69,000 in March to approximately 800,000 in October 2019.   
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STAFFING 
Hiring Status: DMV has made offers on 732.5 of 784 new positions. The following chart 
reflects the status of these hires as of October 2019. 

Region 
Number 

Authorized 
Offers 
Made 

Awaiting 
Fingerprints Started 

On-
boarding 
In-Office 
Training 

Expedite 
In-Office 
Training 

Basic Driver 
License 
Training 

I 57.0 52.0 0.0 49.0 40.0 40.0 45.0 
II 124.0 109.5 46.0 66.0 18.0 6.0 3.0 
III 81.0 81.0 12.0 65.0 18.0 14.0 27.0 
IV 52.0 49.0 2.0 50.0 45.0 43.0 43.0 
V 95.0 95.0 0.0 95.0 34.0 25.0 10.0 
VI 134.0 117.0 8.0 109.0 57.0 0.0 52.0 
VII 110.0 110.0 12.0 98.0 94.0 94.0 68.0 
VIII 131.0 119.0 1.0 118.0 113.5 113.5 45.0 

Total 784.0 732.5 81.0 650.0 419.5 335.5 293.0 
 
On-boarding Training Modules Expedite Training Modules 

• Start Here/Concierge 
• Appointment Check-in 

• Driver License Record Information 
Requests  

• Cash Handling 
• Drive Test Check-in 

• Vehicle Registration Information 
Requests 

• Single Station Inventory 
• Touch Screen Terminals 

• Return Knowledge Tests (non-
commercial) 

• Four pillars of superior customer service • Photo Retakes 
 • Personalized License Plate Assignment 

 
All newly hired staff are expected to begin the On-boarding Training Module within 
two weeks of initial hire. The module takes place over two-weeks and is intended to 
introduce new hires to many of the support functions of the field office as well as 
superior customer service.  Employees are immersed in the on boarding concepts for 
two to four weeks until they demonstrate application of the skills. Only then do they 
proceed to the second module, Expedite In-Office Training. 
 
Expedite Training introduces new hires to the work processes that are performed at the 
Expedite Window.  This module is one week and, at its conclusion, a new employee 
should be able to work independently at the Expedite Window.  Both the On-boarding 
and Expedite Training provide a solid on-the-job knowledge base for new hires prior to 
their formalized classroom instruction. 
 
Absenteeism:  DMV continues to collect absenteeism data, which has an overall 
average of 6.0 percent.  This percentage remains constant.  
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CONTINUED PROCESS IMPROVEMENTS: 
Customer Experience Improvements: DMV continues to work on a number of initiatives 
to improve the customer experience, particularly as it relates to REAL ID. This includes, 
but is not limited to: 

− Proof of concept for implementation of DMV Express, which will enable customers 
to upload their identity, social security, and residency documents online prior to 
their office visit. This would save several minutes of processing time at the field 
office. Work has begun on the proof of concept and is expected to go live mid-
November.  

− A business partner marketplace, named DMV Anytime, will launch in mid-
November. This marketplace will enable customers to perform online vehicle 
registration services through DMV’s business partners that are not currently 
available through DMV’s online services. The purpose of this is to process more non-
REAL ID transactions outside of the field offices in order to increase capacity for 
REAL ID.  

− Deploying chrome devices in the field offices for customers to use for completing 
driver license/identification card applications. Currently, customers needing to 
complete applications in the field offices must utilize the testing terminals, which 
creates delays and congestion in the office. Dedicating chrome devices to this use 
should help to alleviate this bottleneck. Currently, DMV is identifying an office to 
conduct a pilot in December 2019. 

 
Website Design: DMV deployed a chatbot on August 27, 2019, to provide additional 
assistance to customers with REAL ID questions. The chatbot, called “Miles” conducts a 
“conversation” with website users, using artificial intelligence to answer questions they 
type into the site.  Currently, Miles has answers to REAL ID-related questions. By 
November 30, 2019, additional driver license topics will be added, and by January 31, 
2020, vehicle registration topics will be added to Miles. 
   
The REAL ID microsite (www.realid.dmv.ca.gov) launched August 20, 2019. A full 
website redesign is anticipated to be unveiled in June, 2020 that will provide customers 
with a clear, concise website that is user-friendly and provides quick service, 
consistency of information, and highlights alternates to a field office visit. 
 
  

http://www.realid.dmv.ca.gov/


Page | 6 

INFORMATION TECHNOLOGY  
DMV Now Kiosks: DMV is increasing usage of its self-service kiosks in order to reduce 
the number of customers who wait in line for services. 
 
DMV is coordinating with its kiosk vendor to add 200 additional self-service kiosks in 
2019 (25 in DMV field offices and 175 in retail locations).  DMV installed 23 new kiosks in 
October, bringing the total new installations to 177. The remaining 23 are on track to 
be deployed.  Including its existing inventory, DMV has 329 DMV Now kiosks statewide: 
96 in DMV field offices, 216 in retail locations, 3 in libraries, 1 at University of California, 
Irvine, 1 in the Mendota City Hall, and 12 in Northern California AAA locations. 
  
By December 31, 2019, DMV plans to increase accessibility and usability of the kiosks 
by adding 10 additional languages to the kiosks (Arabic, Armenian, Chinese, Farsi, 
Hindi, Korean, Punjabi, Russian, Tagalog, and Vietnamese) and, by January 31, 2020, 
adding the following new services: 
  
• Driver history record request 
• Duplicate registration card  
• Replacement vehicle registration sticker 
• Vehicle history record request 
  
DMV continues to evaluate additional ways in which the kiosks can be used to allow 
customers to complete their DMV transactions.   
 

Self-Service Kiosk Transactions 
  Field Office Retail  Library UC Irvine Mendota AAA TOTAL 
Oct-17 122,358 10,043 N/A 92 N/A N/A 132,493 
Nov-17 114,602 10,598 N/A 94 N/A N/A 125,294 
Dec-17 113,140 12,889 N/A 86 N/A N/A 126,115 
Jan-18 131,496 17,155 N/A 151 N/A N/A 148,802 
Feb-18 139,654 22,487 N/A 149 N/A N/A 162,290 
Mar-18 164,073 29,886 N/A 184 N/A N/A 194,143 
Apr-18 136,052 27,942 N/A 184 N/A 62 164,178 
May-18 154,238 32,195 N/A 239 N/A 109 186,672 
Jun-18 141,716 32,825 N/A 236 N/A 177 174,777 
Jul-18 139,563 34,511 N/A 245 N/A 187 174,319 

Aug-18 141,483 33,979 9 270 N/A 184 175,741 
Sep-18 119,632 34,666 75 199 N/A 185 154,572 
Oct-18 119,112 33,663 123 203 N/A 228 153,101 
Nov-18 110,526 35,771 194 157 27 249 146,675 
Dec-18 100,144 39,380 238 103 23 248 139,888 
Jan-19 126,200 46,863 288 150 117 302 173,618 
Feb-19 127,110 50,568 281 184 159 326 178,302 
Mar-19 150,882 64,586 356 190 236 373 216,250 
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Apr-19 134,888 58,524 367 208 159 536 194,146 
May-19 150,461 65,458 440 200 222 786 217,567 
Jun-19 134,997 64,315 405 236 167 653 200,773 
Jul-19 152,897 61,493 461 264 200 760 216,075 

Aug-19 148,232 74,521 501 265 222 958 224,699 
Sep-19 118,938 73,133 479 163 157 719 193,589 
Oct-19 127,110 71,472 501 150 215 883 200,331 

 
Online Transactions:  DMV is reviewing enhancements to services available via the 
DMV Website www.dmv.ca.gov.   

 
  

http://www.dmv.ca.gov/
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WINDOW HOURS  
Moving Average of the Proportion of Actual to Max Window Hours: Window hour usage 
increased in all but a few DMV offices during October. The following figure shows the 
10-day moving average of the proportion of available window hours recorded in use 
on a daily basis for the prior six months1.  The 10-day moving average is calculated by 
averaging the daily proportions for the current day and each of the nine days prior2.  
Each individual line represents the moving average across all offices in a given office 
grade.  The maximum available window hours was calculated based on the number 
of available transaction windows, multiplied by the number of hours in a normal 
business day for that office, taking into account any extended hours offered at a 
location. The proportion of actual window hour usage to maximum available usage 
varies across office grades.  A smaller office can more easily achieve 100 percent 
window hour usage on any given day than can a larger office with significantly more 
transaction windows.    
 

 
 
 
 
 

                                            
1 The window hour statistics here include data from both appointment and non-appointment queues but exclude data from 
Saturdays. 
2 All 10 days are weighted equally in the calculation of the average. 
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Percentage of Actual to Maximum Window Hours: This table presents the same 
information as the figure above, but aggregated to the month as a whole.  

 Percentage of Actual to Maximum Window Hours 
  May-2019 Jun-2019 Jul-2019 Aug-2019 Sep-2019 Oct-2019 
Grade I 82% 82% 85% 84% 81% 83% 
Grade II 85% 86% 87% 91% 88% 90% 
Grade III 81% 82% 81% 83% 83% 84% 
Grade IV 80% 82% 81% 84% 85% 85% 
Grade V 73% 75% 74% 77% 80% 78% 

 
Statewide Monthly Average of Actual to Maximum Window Hours: This chart presents 
the same data, but aggregated to the state as a whole, and reporting on the vertical 
axis the raw number of window hours.   
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WAIT TIMES 
October wait times for non-appointment customers were 27 minutes below target 
levels, averaging 33 minutes.  DMV attributes the decrease in average wait times to 
the continued progress towards elimination of the pre-queue, increased staffing, and 
seasonal shifts in customer volumes.  October represents the first month with the 
statewide elimination of the pre-queue.      
 
Average Wait Time for Non-Appointment Customers – Statewide: 

 
Average Wait Time for Non-Appointment Customers – Monthly Top 20 Offices: 

 
 
 
 
 
 
 
 



Page | 11 

Average Wait Time by Grade – Statewide: 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.   
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Wait Times by Time Range – By Grade: The following charts show the number and 
percentage of customers whose queue wait times were 0-30 minutes, 31-90 minutes, 
and over 90 minutes for each Region. 
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Wait Times by Time Range - Statewide: 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 prior six months. 
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APPENDIX A 
 

FIELD OFFICE AVERAGE WAIT TIMES 
 

Region I 
 

 
Note: Corte Madera, Eureka, Fort Bragg, Garberville, Grass Valley, Lakeport, Novato, Quincy, Red Bluff, 
and Ukiah were affected by the Public Safety Power Shutoffs.  
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Region II 
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Region III 
 

 
Note: Auburn, Jackson, Placerville, San Andreas, Sonora, and Vallejo were affected by the Public Safety 
Power Shutoffs. 
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Region IV 
 

 
 
 
 



Page | 20 

Region V 
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Region VI 
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Region VII 
 

 
 
 
 
 
 
  



Page | 23 

Region VIII 
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Appendix B 
October Outage Summary 
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