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EXECUTIVE SUMMARY 
The Budget Act of 2018 (SB 862, Chapter 449, Statutes of 2018) and the Budget Act of 
2020 (SB 75, Chapter 6, Statutes of 2020) require 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. 

September 2020 Highlights: 
- DMV continues to serve customers with appointments and limited in-person 
transactions. The limited non-appointment transactions include: 

o Paying registration for a vehicle impounded because of registration-related 
issues 

o Reinstating a suspended or revoked driver license 
o Applying for a reduced-fee or no-fee identification card 
o Processing commercial driver license transactions 
o Applying for a disabled person parking placard 
o Adding an ambulance certificate or firefighter endorsement to a driver 
license 

o Verifying a transit training document to drive a transit bus 
o Processing DMV Express customers for REAL ID transactions, if time and space 
allow 

o Vehicle verifications 

- In accordance with updated guidance from the Federal Motor Carrier Safety 
Administration, DMV issued an extension through December 31, 2020, to all 
commercial driver licenses, learner’s permits and endorsements expiring between 
March and December 31, 2020. 

- As of September 2020, there are 8,913,658 Californians with a REAL ID compliant 
driver license or identification card. 
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REAL ID CUSTOMERS AND WORKLOAD 
Cards Produced 

As of September 2020, DMV produced over 10 million REAL ID driver license and 
identification cards. This includes new REAL ID cards issued, as well as existing REAL ID 
cardholders who received a duplicate or renewal card. Unlike new REAL ID cards, 
renewals and duplicates do not require an in-person field office visit. 

Total Californians with REAL IDs 

As of September 2020, there are 8,913,658 Californians with a REAL ID compliant driver 
license or identification card. The Department of Homeland Security extended the 
REAL ID enforcement date to October 1, 2021, in response to the COVID-19 pandemic. 
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DMV WORK ACTION PLAN UPDATES 
There are no updates for September 2020. 
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STAFFING 
Hiring Status: 100 percent of the 784 new positions have started. The following chart 
reflects the status of these hires as of September 2020. 

On-
boarding Expedite Basic Driver 

Number Offers Awaiting In-Office In-Office License 
Region Authorized Made Fingerprints Started Training Training Training 

I 51.0 51.0 0.0 51.0 40.0 42.0 51.0 
II 124.0 124.0 0.0 124.0 117.5 118.0 118.0 
III 87.0 87.0 0.0 87.0 87.0 87.0 87.0 
IV 52.0 52.0 0.0 52.0 49.5 49.5 49.5 
V 95.0 95.0 0.0 95.0 95.0 95.0 95.0 
VI 134.0 134.0 0.0 134.0 57.0 0.0 77.0 
VII 110.0 110.0 0.0 110.0 110.0 110.0 94.0 
VIII 131.0 131.0 0.0 131.0 131.0 131.0 131.0 
Total 784.0 784.0 0.0 784.0 687.0 632.5 702.5 

On-boarding Training Modules Expedite Training Modules 

• Start Here/Concierge • Driver License Record Information 
• Appointment Check-in Requests 
• Cash Handling • Vehicle Registration Information 
• Drive Test Check-in Requests 
• Single Station Inventory • Return Knowledge Tests (non-
• Touch Screen Terminals 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: The department is monitoring unplanned absences and fluctuations in 
absenteeism related to COVID-19. 
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CONTINUED PROCESS IMPROVEMENTS 
There are no updates for the month of September 2020. 
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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 365 DMV Now kiosks 
statewide: 98 in DMV field offices, 249 in retail locations, 1 library, 1 at the University of 
California, Irvine, 1 in the Mendota City Hall, 1 at DMV’s Sacramento Headquarters 
building, and 14 in Northern California AAA locations. 

Customers can complete the following transactions on a kiosk. 

• Add or remove an affidavit of non-use or update vehicle insurance 
• Driver record history request 
• File for planned non-operation 
• Pay a reinstatement fee for suspended vehicle registration 
• Registration renewal 
• Replacement registration card 
• Replacement sticker 
• Vehicle record history request 

Total Kiosk Transactions by Month 
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DMV continues to evaluate additional ways in which the self-service kiosks can be 
used to allow customers to complete their DMV transactions. 
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DMV NOW 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 62 164,240 
May-18 154,238 32,195 N/A 239 N/A 109 186,781 
Jun-18 141,716 32,825 N/A 236 N/A 177 174,954 
Jul-18 139,563 34,511 N/A 245 N/A 187 174,506 
Aug-18 141,483 33,979 9 270 N/A 184 175,925 
Sep-18 119,632 34,666 75 199 N/A 185 154,757 
Oct-18 119,112 33,663 123 203 N/A 228 153,329 
Nov-18 110,526 35,771 194 157 27 249 146,924 
Dec-18 100,144 39,380 238 103 23 248 140,136 
Jan-19 126,200 46,863 288 150 117 302 173,920 
Feb-19 127,110 50,568 281 184 159 326 178,628 
Mar-19 150,882 64,586 356 190 236 373 216,623 
Apr-19 134,888 58,524 367 208 159 536 194,682 
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 81,574 353 115 173 805 207,341 
Jan-20 130,035 90,723 383 207 227 1,028 222,603 
Feb-20 129,073 94,708 377 145 243 928 225,474 
Mar-20 107,368 131,976 213 118 224 578 240,477 
Apr-20 379 173,974 4 3 5 20 174,385 
May-20 17,528 209,280 2 2 54 214 227,080 
Jun-20 60,331 172,366 2 2 276 680 233,657 
Jul-20 63,794 169,956 7 3 251 807 234,818 
Aug-20 58,302 163,301 3 2 280 919 222,807 
Sep-20 60,956 155,911 0 2 259 801 217,929 

Online Transactions: DMV continues to evaluate additional transactions that could be 
performed online, including through its new Virtual Field Office. 
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WINDOW HOURS 
Due to the COVID-19 pandemic, DMV field offices are open to the public for 
customers with appointments and walk-in, in-person transactions as time and space 
allow. 

Physical distancing measures within field offices to ensure customer and employee 
safety limit the number of available transaction windows to approximately half the 
amount available pre-COVID-19. The following charts adjust for this new baseline of 
transaction windows beginning with July 2020. 

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 three months adjusted for the new 
baseline of transaction windows1. 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. 

Moving Average of the Proportion of Actual to Max 
Window Hours 
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1 The window hour statistics here include data from both appointment and non-appointment queues but exclude data from 
Saturdays. During the month of September, Saturday service was suspended in those field offices open to the public. 
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 adjusted for the new baseline as the figure above but aggregated to the 
month as a whole. 

Percentage of Actual to Maximum Window Hours 
Jul-2020 Aug-2020 Sep-2020 

Grade I 86% 85% 94% 
Grade II 93% 91% 98% 
Grade III 93% 91% 97% 
Grade IV 91% 92% 99% 
Grade V 94% 91% 99% 

Statewide Monthly Average of Actual to Maximum Window Hours: This chart presents 
the same data adjusted for the new baseline, but aggregated to the state as a whole, 
and reporting on the vertical axis the raw number of window hours. 

Statewide Monthly Average of Actual and Maximum 
Window Hours 

14,000 

12,000 

10,000 

8,000 Maximum 

6,000 Actual 

4,000 

2,000 

0 

91% 91% 98% 

Jul-2020 Aug-2020 Sep-2020 

Page | 9 



  

 
  

 
      

 
   

   
  

 
     

 
  

 
  

 
 
 
 
 

WAIT TIMES 
Due to the COVID-19 pandemic, DMV field offices are open to the public for 
customers with appointments and walk-in, in-person transactions as time and space 
allow. DMV has taken steps to promote a healthy environment for employees and 
customers. DMV has reduced the number of workstations opened to serve the public 
to ensure physical distancing, instituted temperature checks for customers and 
employees, and required technicians to wipe down workstations prior to calling the 
next customer. 

September wait times for non-appointment customers averaged 41 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 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 Region: 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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   DMV field offices were closed to the public during the month of April 2020. 
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APPENDIX A 

FIELD OFFICE AVERAGE WAIT TIMES 

Due to the COVID-19 pandemic, DMV field offices are open to the public for 
customers with appointments and walk-in, in-person transactions as time and space 
allow. 

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 
September 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 Vendor Configuration Multiple FO Wed 
09/02/2020 

9:15 
AM 

Mon 
09/14/2020 

12:38 
PM 

8 1/2 
Business 
Days 

Fingerprint reader 
functionality Intermittently 
unavailable, 

Impacted Field Offices 
were unable to use the 
fingerprint readers 
when processing driver 
license and 
identification card 
applications.  The 
impacted devices 
included cameras and 
AKTE systems. 

* The Field Office staff 
used established 
alternative processes. 

Processing driver 
license and 
identification card 
applications. 

Direct: Firewall 
configuration 
limitations 

Adjustment to the 
firewall configuration 
restored normal 
service. 

2 Vendor Configuration DMV 
Website 

Thu 
09/10/2020 

11:40 
AM 

Thu 
09/10/2020 

12:43 
PM 

1:03 DMV Public website users 
were not able to access 
web applications. 

DMV public website 
and online customer 
self-service 
applications. 

* No workaround 
available. 

DMV customers were 
unable access DMV 
website content or 
perform online self-
service transactions. 

Direct: Sudden 
increase in traffic 
to the DMV 
website triggered 
security protection 
service to block 
access. 

Vendor resolved 
issue and restored 
service allowing 
customers to reach 
DMV public website. 

3 Network 
Connectivity 

Fiber 
Damaged 

Multiple FO Fri 
09/18/2020 

4:13 
AM 

Fri 
09/18/2020 

10:00 
PM 

17:47 13 offices reported network 
connectivity issues. 

Impacted Offices were 
unable to connect to 
DMV electronic and 
automated services. 

* No workaround 
available. The offices 
provided informational 
and drop box services 
and offered customers 
alternative service 
options. 

13 offices unable to 
process automated 
transactions. 

Direct: Vehicle fire 
damage to 
telecommunication 
fiber. 

Vendor, Comcast, 
repaired damaged 
telecommunication 
fiber. 

4 Software Undetermined DMV 
Website 

Fri 
09/18/2020 

1:18 
PM 

Fri 
09/18/2020 

2:59 
PM 

1:41 DMV Public website self-
service applications were 
unavailable. 

DMV customer self-
service applications. 

* No workaround 
available. 

DMV customers were 
unable to perform self-
service online 
transactions. 

Direct: Root cause 
evaluation 
requested 

Services were 
restarted and normal 
service was restored. 
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5 Hardware Network 
Connectivity 

Multiple FO Mon 
09/28/2020 

4:45 
PM 

Tue 
09/29/2020 

9:52 
AM 

2:43 Field Offices reported that 
DMVA was unresponsive 
and network connection 
error (CNA) received. Field 
Office staff were unable to 
process transactions. 

DMVA and EASE 

*No workaround 

Field Offices were 
unable to process 
driver license and 
identification card 
applications or vehicle 
registrations 
transactions. 

Direct: Root cause 
diagnose in 
progress 

Indirect: Reload of 
network switch 
resulted in a 
module not 
recovering as 
expected. 

SNA router moved to 
another module. RIPL 
was performed on 
impacted offices 
refreshing network 
connection. Services 
restored. 
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