


NOT THE SAME OLD DMV
• Using technology to improve customer service

• Expanding internet and social media presence

• Partnering with other agencies to provide value to 

the public

• Implementing programs and initiatives to improve 

traffic safety



CUSTOMER SERVICE INITIATIVE













WEBSITE MODERNIZATION
• Implemented February 2014

• Simple, easy to use website

• Mobile optimized transactions

• MyDMV site allows customers to access a variety of personalized and secure 

online services 

UP NEXT
• Expanded EZ-Visit offerings to allow customers to partially complete 

transactions prior to visiting a DMV office

10% increase in transaction volumes since implemented

27 million site visits

More than 5,000,000 transactions annually









ELECTRONIC 
NOTIFICATIONS



ELECTRONIC NOTIFICATIONS

Customers can opt in to receive email or text reminders 

• Registration renewal

• Inspections due

• Drivers License renewal

• Information collected when completing a transaction in-office or online

UP NEXT

– Emphasis on collecting email address in office

More than 51,000 customers have enrolled since February
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MAKE A RESERVATION





THE DMV CUSTOMER SERVICE INITIATIVE

New Queuing System in Offices

• Make a reservation

• Self Service welcome stations

– Menus in multiple languages

UP NEXT
– Text reminders while you wait

275,000 reservations to date

Average wait time reduced to 24 minutes



SELF SERVICE KIOSKS

• Renew your registration

• Order a duplicate license or registration

• Change your address

• Order a copy of your driving record

UP NEXT

– Pay driver responsibility assessments

– Surrender plates (cancel registration)

25 kiosks in downstate offices

1,300 transactions per day 

352,000 transactions since implementation



MOBILE CUSTOMER SERVICE GREETERS

• Tablet computers to verify records and process 

simple transactions

• Directs the customer to the most efficient means of 

processing

– Reduces office wait

– Reduces multiple visits by customers



AUTOMATED TESTING STATIONS

• Eliminates paper test/manual grading

• Reduces potential for fraud

• Streamlines test process

• Deployed in August 2013 for CDL testing

UP NEXT
– Automated class D test stations

– Statewide roll-out to all state and county run offices

132 stations in issuing offices

205,000 automated tests performed to date



THE MODERN DMV OFFICE

• In May 2014 DMV’s newest office was 

opened in Midtown Manhattan

• The new office is brighter, cleaner, and 

has easier public access than the 

previous location

• The office sets the standard for future 

office renovations





CALL CENTER MODERNIZATION

• Reduces hold time for customers

• Provide an option to be called back instead 

of waiting on hold

• Increased volume of calls handled

• Implemented July 2014

UP NEXT
– Continued Improvements

– More efficient use of Prison call centers

Nearly 4,500,000 calls annually



VISION REGISTRY



VISION REGISTRY

► Modernizes our existing paper eye test form used by eye care 

professionals

► Doctors, nurses, pharmacists, and eye care professionals can 

perform DMV eye tests- no cost to participate

► Results electronically submitted to DMV through web portal 

► Allows customers to renew their license by mail or online

► All participating organizations are listed on the DMV website 

► 1,225 participating businesses

► 100,000 customers have taken advantage of service



ALTERNATE SERVICE CHANNELS
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ISSUING OFFICE WAIT TIMES
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PARTNERSHIP WITH OTHER AGENCIES



PARTNERSHIP WITH OTHER AGENCIES

• Additional services available at DMV Offices or Online:

Register to Vote-Partnership with Board of Elections

• 76,616 registrations through DMV 14-15 fiscal year to date

Sign up for Organ Donation-Partnership with Department 

of Health

• 216,400 donors signed up through DMV 14-15 fiscal year to date



PARTNERSHIP WITH OTHER AGENCIES

Adventure Licenses/Adventure Plates

• Single document for DMV, DEC, Parks 

licenses/permits

• Fishing, Hunting, Sporting Licenses

• Boating Safety Certificate

• NYS Park access

Adventure Licenses Issued

• 7,000 NYS residents have requested an 

adventure license





PARTNERSHIP WITH OTHER AGENCIES

www.licensecenter.gov logo

http://www.licensecenter.gov/


PARTNERSHIP WITH OTHER AGENCIES

• Occupational and Professional ID’s

– Processed for OGS, SLA, DEC, SED, DOL, WCB, NYCCDEP

» Employee ID’s

» Investigator/Solicitor ID’s

» Environmental ID’s

» Asbestos Applicator ID’s

» Security Guard ID’s

» Real Estate Broker ID’s

» Workplace Safety Inspector ID’s

UP NEXT

» State Park Passes

In the past year approximately 300,000 ID cards were 
produced for State agencies



PARTNERSHIP WITH OTHER AGENCIES

Veteran’s Affairs

• As of November 11th, all DMV customers 

are asked if they or a family member have 

served in the US military

• DMV will share contacts with Division of 

Veteran’s Affairs, which will reach out to 

offer information about benefits

• Veteran Indicator- 22,036 license and ID 

documents have been processed with 

Veteran Notation during 14-15 fiscal year to 

date



TRAFFIC SAFETY

The Governor’s Traffic Safety Committee (GTSC) coordinates 

traffic safety initiatives statewide

• Acts as liaison to the National Highway Traffic Safety 

Administration

• Administers grant program for state and local government

• Coordinates several traffic safety events and participates in 

various committees

• Develops PSA’s and Training on public Safety issues





















TRAFFIC SAFETY

The Governor’s Traffic Safety Committee (GTSC) 

• Results of 2014 survey show seat belt compliance remains at 

high of 91%

• Traffic fatalities to date are down 75 from this time in 2013

• Awarded traffic safety grants to 544 entities totaling nearly 

$32 million


