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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.   
 
December 2019 Highlights: 
- DMV issued 485,145 REAL ID compliant driver licenses or identification cards this 

month, for a grand total of 7,230,851 REAL IDs since implementation in January 
2018.  

- December wait times for non-appointment customers were 23 minutes below 
target levels, averaging 37 minutes.   
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REAL ID CUSTOMERS AND WORKLOAD 
As of December 31, 2019, DMV produced and issued more than 7.2 million REAL ID 
driver license and identification cards.     
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DMV WORK ACTION PLAN UPDATES 
Employee Tools: Signage 
To improve efficiency and clearly identify a customer’s next steps, DMV deployed 
directional floor mats to the field offices anticipated to have the greatest impact from 
REAL ID, and to additional locations in order to improve customer flow.  DMV also 
installed directional signs in offices hosting a self-service kiosk to assist customers with 
locating this alternative service option.  DMV will continue to improve field office 
signage as necessary.   
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STAFFING 
Hiring Status: DMV has made offers on 97 percent of its 784 new positions. The following 
chart reflects the status of these hires as of December 2019. 

Region 
Number 

Authorized 
Offers 
Made 

Awaiting 
Fingerprints Started 

On-
boarding 
In-Office 
Training 

Expedite 
In-Office 
Training 

Basic Driver 
License 
Training 

I 51.0 50.0 0.0 49.0 40.0 41.0 50.0 
II 124.0 112.5 20.5 99.5 102.0 86.0 3.0 
III 87.0 87.0 0.0 86.0 73.0 65.0 54.0 
IV 52.0 52.0 0.0 52.0 48.5 48.5 48.5 
V 95.0 95.0 0.0 95.0 34.0 27.0 62.0 
VI 134.0 129.0 0.0 128.5 57.0 0.0 71.0 
VII 110.0 110.0 0.0 101.0 100.0 100.0 84.5 
VIII 131.0 131.0 0.0 130.5 130.0 130.0 82.5 

Total 784.0 766.5 20.5 741.5 584.5 497.5 455.5 
 
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: 

− A pilot to offer same-day customer appointments began in three offices at the end 
of December. Twenty-four same-day appointments are available daily in each of 
the pilot offices, and DMV is planning to evaluate whether to increase the number 
of appointments offered and the number of locations offering these appointments 
in January. 

− 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.  The proof of concept went live on November 20, 2019, with five offices. By 
the end of December, more than 10,700 customer documents had been 
uploaded. The process will continue in January and lessons learned will be 
addressed before any further expansion of the proof of concept is scheduled. 

− A business partner marketplace, named DMV Anytime, was launched in November 
2019.  This marketplace enables customers to work through DMV’s business partners 
to perform online vehicle registration services 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.  As 
of the end of December, more than 1,400 vehicle registration transactions were 
processed successfully via the marketplace.  

− 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. DMV is planning to pilot this in the Santa 
Clara, Fullerton, Pacoima, and Westminster offices in February 2020.  

 
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.  Initially, Miles had answers only to REAL ID-related questions. On 
November 12, 2019, additional driver license topics were added.  Miles was also 
added to the main DMV website. 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/
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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.  There are 364 DMV Now kiosks 
statewide: 97 in DMV field offices, 249 in retail locations, 3 in libraries, 1 at University of 
California, Irvine, 1 in the Mendota City Hall, and 13 in Northern California AAA 
locations. 
  
On December 31, 2019, DMV increased accessibility and usability of the kiosks by 
adding 10 additional languages to select kiosks (Arabic, Armenian, Chinese, Farsi, 
Hindi, Korean, Punjabi, Russian, Tagalog, and Vietnamese).  DMV continues to add 
the additional languages to all kiosks, with completion estimated in  -January.  
Additionally, DMV will add the following new services to the kiosks by February 4, 
2020:  

• Driver record history request 
• Replacement registration card  
• Replacement sticker  
• Vehicle record history request 
  
DMV continues to evaluate additional ways in which the kiosks can be used to allow 
customers to complete their DMV transactions.   
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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 
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 
Nov-19 111,941 75,874 351 148 171 731 189,216 
Dec-19 124,321 81,574 353 115 173 805 207,340 

 
Online Transactions:  DMV is reviewing enhancements to services available via the 
DMV Website www.dmv.ca.gov, including solutions to expand access to customers 
who are currently unable to register with the identity management system.   

 
  

http://www.dmv.ca.gov/
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WINDOW HOURS  
Moving Average of the Proportion of Actual to Max Window Hours: 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 
  Jul-2019 Aug-2019 Sep-2019 Oct-2019 Nov-2019 Dec-2019 
Grade I 85% 84% 81% 83% 79% 75% 
Grade II 87% 91% 88% 90% 88% 85% 
Grade III 81% 83% 83% 84% 84% 83% 
Grade IV 81% 84% 85% 85% 84% 83% 
Grade V 74% 77% 80% 78% 79% 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 
December wait times for non-appointment customers were 23 minutes below target 
levels, averaging 37 minutes.   
 
Average Wait Time for Non-Appointment Customers – Statewide: 

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

 
 

 



Page | 14 

 

 

 

55.7%

27.4%

11.8%

3.9%

1.0% 0.2% 0.0% 0.0% 0.0% 0.0%0.0%

5.0%

10.0%

15.0%

20.0%

25.0%

30.0%

35.0%

40.0%

45.0%

50.0%

55.0%

60.0%

65.0%

70.0%

30 min or less 31 - 60 min 61 - 90 min 91 - 120 min 121 - 150 min 151 - 180 min 181 - 210 min 211 - 240 min 241 - 270 min More than 270 min

Wait t imes by Range: Month of September 2019

958,616

472,410

203,410

67,604

16,708 3,271 732 177 0 0

50.9%

28.1%

13.8%

5.3%

1.5%
0.3% 0.1% 0.0% 0.0% 0.0%0.0%

5.0%

10.0%

15.0%

20.0%

25.0%

30.0%

35.0%

40.0%

45.0%

50.0%

55.0%

60.0%

65.0%

70.0%

30 min or less 31 - 60 min 61 - 90 min 91 - 120 min 121 - 150 min 151 - 180 min 181 - 210 min 211 - 240 min 241 - 270 min More than 270 min

Wait Times by Range: Month of August 2019

977,026

538,891

263,979

101,832

28,536 6,659 1,128 194 0 0



Page | 15 

 

 

 

 

 

 
 
  

50.8%

28.4%

13.7%

5.1%
1.5% 0.4% 0.1% 0.0% 0.0% 0.0%

0.0%

5.0%

10.0%

15.0%

20.0%

25.0%

30.0%

35.0%

40.0%

45.0%

50.0%

55.0%

60.0%

65.0%

70.0%

30 min or less 31 - 60 min 61 - 90 min 91 - 120 min 121 - 150 min 151 - 180 min 181 - 210 min 211 - 240 min 241 - 270 min More than 270 min

Wait Times by Range: Month of July, 2019

918,881

511,981

246,966

91,426

27,681 6,454 1,385 80 0 0



Page | 16 

APPENDIX A 
 

FIELD OFFICE AVERAGE WAIT TIMES 
 

Region I 
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Region II 
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Region III 
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Region IV 
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Region V 
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Region VI 
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Region VII 
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Region VIII 
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Appendix B 
December Outage Summary 

 

N
um

be
r Source of Failure Number of 

Offices 
Impacted or 

Statewide 

DMV Operations 
Duration 
hh:mm Reported Issue 

DMV Services / Applications 
Impacted 

*Workaround Explained if 
Applicable 

DMV Operational Impact Direct or Indirect Cause of 
Outage Resolution 

Component Cause Disruption Start Date Returned to Normal 
Date 

1 Software Configuration DMV Website Sun 
12/01/2019 

7:30 
PM 

Mon 
12/02/2019 

2:00 
AM 

6:30 DMV Public website - Five 
self-service applications 
were unavailable. 

DMV Customer self-service 
applications impacted: 
•   Vehicle Registration Renewal 
•   Driver License Renewal 
•   REAL ID Learn More 
•   Online forms 
•   Address Change 
 
* No workaround 

Disruption to customer 
service. 

Direct: Transaction volume 
exceeded established 
resource connection 
threshold. 

Doubled resource 
connection threshold in 
support of increased 
transaction volumes. 

2 Hardware Change 
resulting in 

unanticipated 
impact 

DMV Website Sun 
12/01/2019 

7:30 
PM 

Mon 
12/02/2019 

6:30 
AM 

11:00 DMV Public website - 
Customer access to the 
Fee Calculation 
application was 
unavailable. 

DMV Customers self-service 
application impacted: 
•   Fee Calculation 
 
* No work around 

Disruption to customer 
service. 

Direct: CPU upgrade Rollback back of the CPU 
upgrade to the prior state 
resolved the issue. 

3 Software Change 
resulting in 

unanticipated 
impact 

DMV Website Sun 
12/08/2019 

4:03 
AM 

Sun 
12/08/2019 

7:23 
AM 

3:20 DMV Public website - Five 
self-service applications 
were unavailable. 

DMV Customer self-service 
applications impacted were: 
•     Vehicle Registration Renewal 
•     Fee Calculation 
•     Customer Insurance Services 
Applications 
•     Vehicle Insurance Program 
•     Driver Record Requests 
 
*intermittently unavailable -
Customers were able to successfully 
complete transaction upon reentry. 

Disruption to customer 
service. 

Direct: Scheduled 
maintenance resulted in 
intermit disruptions of 
service 

Server and application 
restarts restored service. 

4 Vendor Application Statewide Tue 
12/10/2019 

7:00 
AM 

Tue 
12/10/2019 

12:00 
PM 

5:00 DMV Public website - 
Online Appointment system 
sporadically unavailable. 

The DMV Online Appointment 
system was sporadically 
unavailable. 
 
*Customers were able to schedule 
appointment online once the 
system recovered. 

Disruption to customer 
service. 

Direct: Vendor database 
deadlock impacted 
system availability. 

Vendor restarted the 
application, restoring 
services. 

5 Network 
Connectivity 

Human Error Multiple FO Mon 
12/16/2019 

6:31 
AM 

Tue 
12/17/2019 

8:00 
AM 

1 
Business 

Day 

Multiple Field Offices and 
the Riverside Call Center 
lost primary network 
connectivity. 
•     Los Angeles Metro 
Industry Service Center 
•     Hemet Field Offices 
•     Banning 
•     Arleta 
•     Bishop 
•     Bell Gardens 
•     Riverside Call Center 

Telecommunication provider, 
Frontier, reported high level fiber 
cut.  Field Offices were able to 
process Vehicle Registration 
transactions and Driver License and 
Identification Card transactions that 
did not require photos. 
 
*Field Offices were able to provide 
some customer service support 
utilizing Cellular Backup. 

Impacted Field Offices 
were able to process 
Vehicle Registration 
transactions and Driver 
License and Identification 
Card transactions that 
did not require photos 
utilizing back up Cellular 
Network.  Calls were 
routed to DMV’s other 
call centers.   

Direct: Fiber cut impacting 
telecommunication 
network connection. 

Telecommunication 
provider repaired 
impacted network 
connection, restoring 
service. 
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N
um

be
r Source of Failure Number of 

Offices 
Impacted or 

Statewide 

DMV Operations 
Duration 
hh:mm Reported Issue 

DMV Services / Applications 
Impacted 

*Workaround Explained if 
Applicable 

DMV Operational Impact Direct or Indirect Cause of 
Outage Resolution 

Component Cause Disruption Start Date Returned to Normal 
Date 

6 Software Change 
resulting in 

unanticipated 
impact 

DMV Website Mon 
12/16/2019 

12:45 
AM 

Mon 
12/16/2019 

7:23 
AM 

6:38 DMV Public website - 
Customer self service 
applications were 
unavailable. 

DMV Public Website and access to 
the following DMV customer self-
service tools: 
• Vehicle Registration Renewal      
• Fee Calculation      
• Customer Insurance Services 

Applications     
• Vehicle Insurance Program      
• Driver Record Requests 
 
*intermittently unavailable - 
Customer were able to successfully 
complete transaction upon reentry. 

Disruption to customer 
service. 

Direct: Scheduled 
maintenance resulted in 
intermittent disruptions of 
service. 

Server and application 
restarts restored service. 

7 Vendor Configuration Statewide Tue 
12/17/2019 

5:58 
AM 

Tue 
12/17/2019 

8:29 
AM 

2:31 DMV Public website - 
Online Appointment system 
sporadically unavailable. 

The DMV Online Appointment 
system was unavailable.*Customers 
were able to schedule appointment 
online once the system recovered. 

Disruption to customer 
service. 

Direct: Data 
synchronization process 
between redundant 
servers stopped, resulting 
in disruptions of service 

Vendor recreated 
impacted redundant 
database and 
resynchronized the data. 

8 Vendor Change 
resulting in 

unanticipated 
impact 

All Call 
Center 

Wed 
12/18/2019 

8:00 
AM 

Wed 
12/18/2019 

11:50 
AM 

3:50 Call Center platform DMV Call Centers did not receive 
calls during the outage. 
 
* No work around 

DMV Call Center 
technicians unable to 
transfer callers. 

Direct: Transfer function 
resulted in calls being 
disconnected. 

  

9 Software Change 
resulting in 

unanticipated 
impact 

Statewide Wed 
12/18/2019 

8:50 
AM 

Thu 
12/19/2019 

9:30 
PM 

2 
Business 

Days 

Traffic courts/schools were 
not able to send or 
download information from 
DMV through web service. 

Traffic courts/schools were not able 
to send or download information 
from DMV through web service. 
 
* No work around 

Disruption to customer 
service and 
increased Call Center call 
volumes. 

Direct: Configuration was 
set to the wrong server. 

Undetermined 

10 Vendor Other Statewide Sat 
12/21/2019 

9:20 
AM 

Tue 
12/24/2019 

7:00 
AM 

3 
Business 

Days 

Field Offices were unable 
to use automated 
processes to verify 
documents originating 
from Mexico to process 
Driver License and 
Identification Card 
applications. 

Driver License and Identification 
Card applications. 
 
*Manual process to verify foreign 
documents verification. 

Field Offices Driver 
License and Identification 
Card applications 
processing. 

Direct: Per Mexican 
Foreign Ministry - The 
application was having 
technical 
issues. 

Services restored. No 
additional information 
provided. 

11 Vendor Other Statewide Thu 
12/26/2019 

2:00 
PM 

Thu 
12/26/2019 

2:45 
PM 

0:45 Online Appointments - 
intermittently unavailable. 

The DMV Online Appointment 
system was intermittently 
unavailable. 
 
*Customers were be able to 
schedule appointment online once 
the system recovered. 

Disruption to customer 
service. 

Direct: Undetermined Undetermined 

12 Vendor Configuration Statewide Mon 
12/30/2019 

8:27 
AM 

Mon 
12/30/2019 

9:30 
AM 

1:03 DMV Public website - 
Online Appointment system 
unavailable. 

The DMV Online Appointment 
system was unavailable. 
 
*Customers were able to schedule 
appointment online once the 
system recovered. 

Disruption to customer 
service. 

Direct: Vendor database 
deadlock impacted 
system availability. 

Vendor restarted the 
application restoring 
services. 
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