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LIST OF FINDINGS AND RECOMMENDATIONS

DMV Management and Supervision

1. The director of DMV does not have a consolidated and responsive
management team.

a.  That D/DMV establish a written, routine (e.g. weekly) reporting
process for managers to keep her and her deputy informed of developments
within their respective areas of responsibility.  This report should provide a
forum for managers to notify senior management of any problem (backlogs,
customer service problems, etc.) and how they plan to solve them.  The
written record would provide a method of tracking problems and solutions;
who was informed about them; when they were informed and by whom.

b.  That D/DMV immediately (a) direct the updating of job
descriptions for each manager; and (b) establish and promulgate in writing
baseline performance standards for all managers in their respective
positions, including her most senior managers.

c.  That D/DMV take vigorous and decisive action to hold all DMV
managers and supervisors accountable for the quality of their performances,
the fulfillment of their responsibilities, and the amount of initiative taken,
regardless of the positions they hold.

d.  That D/DMV ensure that she has the resources and management
tools required to make the District’s DMV a professional organization
performing at levels comparable to other DMV’s across the country.  It is
particularly important that D/DMV reassign or remove from service
expeditiously employees who are demonstrably not meeting promulgated
performance standards.

e.  That by a date to be specified, D/DMV hold a “town hall” meeting
with all employees to make clear the mission of DMV and her expectations
of herself as the head of the agency and of all employees; to explain her
leadership and managerial role; and to address employee concerns and
questions.  There are significant tardiness, absenteeism, and poor
performance issues that must be addressed by DMV leadership to all
employees directly and unequivocally.



2

f.  That by a date to be specified, D/DMV hold a similar meeting with
her senior and middle managers with a focus on eliciting their ideas and
input for accelerating the pace of reform and improvement of DMV
operations.

2. Managers and supervisors work hard but not smart.  Many
appear to lack sufficient managerial skills and leadership ability
to perform effectively.

That D/DMV, by a date to be specified and using generally accepted
professional standards, complete assessments of the managerial
competencies and leadership qualities of each employee in a management or
supervisory position based on past and current performance.  The goal is to
determine the requirements for remedial training and counseling, and to take
other actions to eliminate performance deficiencies in this group of
employees.

3. There is a serious deficiency in management control over basic
internal and external communication processes.

That D/DMV immediately establish procedures in her front office and
throughout DMV intended to ensure prompt transmittal and receipt of
internal and external operational information, and that action on
correspondence is taken where action is required.  Those responsible for the
flow of information and correspondence should be identified by name or
position and held accountable.

4. Employees are not receiving annual performance evaluations as
required by the District Personnel Manual (DPM).

a.  That D/DMV direct managers and supervisors to comply with the
DPM, Chapter 14, regarding the requirement that employees receive yearly
performance evaluations.  Evaluations that are past due should be  done
promptly and delivered to the Office of Personnel.

b.  That DMV management institute as part of the performance
evaluation process, periodic counseling and discussions with subordinates on
such things as performance standards, professional and personal goals, and
the skills and training needed to progress in their assigned areas.
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5. There are significant deficiencies in the cross-training of
employees in some areas.  This inhibits management flexibility to
redirect resources.

That all administrators ensure that wherever possible employees are
cross-trained so they can be reassigned as necessary to meet changing work
requirements.

6. The team requested copies of policies and procedures for various
operations but was told that they were outdated and not being
used, or that none existed.

That D/DMV direct all Administrators to oversee the creation,
updating, and promulgating of written policies and procedures for all
significant day-to-day DMV operations.

7. Management involvement in and oversight of contracts and
services provided by contractors appear to be minimal.
Consequently, there are strong indications that DMV and the
District Government are not getting what they are paying for in
the Information Technology (IT) area.

a.  That D/DMV become directly involved in the MVIS and TIMS
upgrades, and that she immediately designate one or more senior managers
to focus specifically on the upgrade plans, vendor selection, and contracts.
D/DMV should be provided with accurate, up-to-date information about all
significant details of major computer system matters.

b.  That D/DMV establish a unit with the experience and expertise to
oversee all DMV contractor operations and ensure that she and her managers
know everything they need to know to protect the interests of the District
Government and D.C. taxpayers.
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Customer Services Administration

Permit Issuance Branch

1. The Problem Driver Pointer System (PDPS) was not being
checked for each applicant applying for a drivers license.

That the Customer Service Administrator ensure that there are
sufficient staffing and working terminals available at all times so that PDPS
driver history checks can be done on every applicant without inordinate
delays.

2. There is a significant backlog in entering drivers license
revocations and suspensions into the Motor Vehicle Information
System (MVIS).  This allows problem drivers to continue driving
without detection.

That DRRIB be provided with sufficient staff to fulfill its data
processing and customer service functions.

3. The drivers license suspension notification process contains an
extra step that extends processing time and uses additional
resources without definitive benefit.

That the Customer Services Administrator direct the DRRIB
supervisor to cease issuing a second Official Notice of Proposed Suspension.

4. School bus driver licenses have been issued to applicants with
criminal backgrounds before required FBI checks were
completed.

That the Customer Services Administrator review the entire process of
licensing school bus drivers and develop procedures that ensure that
unqualified applicants do not receive school bus licenses.

5. DMV is illegally disseminating FBI background checks to other
agencies.

a.  That DMV no longer disseminate FBI checks outside of the CDL
Division.
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b.  That applicants are not issued a copy of the actual FBI check but
provided the information necessary to obtain a clearance letter from the
courts.

6. There is no legal or procedural reason for DCPS or its contractor
to be involved in DMV’s school bus driver licensing process.  This
interaction detracts CDL Unit personnel from other important
duties.  In addition, there are no firm, written procedures for the
school bus licensing process.

a.  That the CDL Unit maintain all documents connected with the
school bus driver licensing process and work directly with an applicant until
a license is issued or the file is closed because the applicant does not
complete the process.  The following procedure is suggested:

(1) Open a temporary folder for each applicant.  Applicants
should be instructed to return completed application
packages to the DMV CDL Unit.  When applicants return
their completed application forms, file the forms in the
temporary folder while awaiting return of the FBI checks.

(2) Upon receipt of a satisfactory FBI check, notify applicants
by mail to come in for their school bus driver license.  After
issuing the license, make the temporary folders permanent
and file all relevant documents.

(3) When warranted by the FBI check, advise applicants by
mail that a court clearance letter is required to complete
processing of the license.

b.  That procedures similar to those outlined in (a.) above be analyzed,
developed, documented, and promulgated.

c.  That the CDL Unit no longer handle FBI checks for DCPS school
bus attendants.
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7. The regulation that governs qualifying standards for school bus
drivers is inconsistent regarding age.

That D/DMV draft the necessary clarifying language so that
legislative changes can be made to DCMR 18, Section 200.3.

8. There is no automated system to track basic information about
individuals holding school bus driver licenses.

That Information Technology Administration develop a stand-alone
database of school bus driver information for CDL Unit computers.

9. Accountability for the data cards used to make drivers licenses
and non-driver identification cards is lax, and cards are not
handled or stored in a secure manner.

a.  That the Information Technology Administration enable each
Permit Branch computer to generate daily counts for each license type. The
supervisor would then match the computer count with each day’s batch of
operator data card copies. If there is a discrepancy, the appropriate permit
clerks should be held accountable.

b.  That a Permit Issuance Branch supervisor or designee have control
of the key to the storage cabinet containing the data cards and be the only
person authorized to issue the cards.  A record should be kept of the issuing
officer, the recipient, and the date/time the cards were issued.

10. Some permit clerks and photographers are careless in issuing
data cards and finished permits to customers.

a.  That the Customer Services Administrator require employees in the
Photo Unit to check all data cards closely and immediately notify
supervisors of any errors.

b.  That the Customer Services Administrator require Photo Unit
employees to ask customers what type of license (learner’s permit or drivers
license) they are applying for prior to the photograph being taken and
compare the verbal response to the data card information.
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11. Voter registration forms with personal information are not
securely maintained.

That a slotted, locked box under the control of a supervisor be
provided for storage of voter registration forms.

12. Problems in accessing the Commercial Drivers License
Information System (CDLIS) and staffing shortages delay
customer service.

a.  That the Information Technology Division update all the
computers in the CDL Unit.

b.  That an additional clerk be hired to assist with customer service
and administrative matters.

13. There is a need for formal training of clerks and supervisors in
document examination and other aspects of driver processing.

That the Customer Services Administrator develop a comprehensive
training program for all Customer Services Administration employees.
The American Association of Motor Vehicle Administrators (AAMVA)
located in Arlington, Virginia is a non-profit educational organization that
develops training programs and will supply training plans, instructors, and
materials to certify employees who provide motor vehicle services.

14. Supervisors deviate from procedures regarding required
documentation.

That the Customer Services Administrator ensure by all means
available that supervisors and clerks adhere to all procedural requirements
for issuing drivers licenses.

Information Desk – 301 C Street

1. Information Desk Clerks do not consistently verify that customers
have correct documentation prior to issuing them a control
number.
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That the Customer Service Administrator ensure that Information
Desk Clerks carefully inspect each piece of required customer
documentation.  Instructions on this matter should be documented in
formally issued procedures, and clerks should be closely supervised to
ensure compliance.

2. Information for customers about required documentation and
instructions about the licensing process is inadequate.

That large signs in English and Spanish that list required
documentation be placed outside the entrance and on the wall between the
entrance and the exit.

3. Some Information Desk Clerks are rude and unhelpful.

That the Customer Services Administrator ensures that Information
Desk Clerks are evaluated on their customer service skills and receive
sufficient formal training and close supervision as required. Instructions on
this matter should be documented by the acting chief of the Permit Issuance
Branch in formally issued procedures.

4. The configuration of the Information Desk area causes congestion
and affects the personal attention clerks should be giving to
customers.

That the Customer Service Administrator reconfigure the Information
Desk as shown in Appendix 6.

5. There is no suitable area for customers to retrieve faxed
information.

That a fax machine be installed in the PDPS room to receive faxes and
information sent to DMV customers.  A separate waiting area should be
established to the right of the PDPS room.  (See Appendix 6.)

6. Drivers test scores are handwritten on applications by the DMV
testing clerk.  This procedure could allow a failing test score to be
changed to a passing score.
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That the Information Technology Administrator explore the
possibility of reconfiguring the testing room computer to automatically
generate a printout of the test-taker’s name, SSN, and score. This printout
would then be attached to the application by DMV staff rather than having
the clerk write the score directly on the application.

7. The testing computer cannot be audited because testing clerks do
not always log on and off.

That licensing supervisors instruct testing clerks to always use
appropriate log on and log off procedures when using the testing room
computers.

H Street Satellite Office – 616 H Street, N.E.

1. Information Desk services are being provided by contract security
guards.

a.  That the Customer Service Administrator provide staff, rather than
security guards, to answer questions and provide information on DMV
operations.

b. That large signs listing the documents needed for both
registration and licensing be placed prominently within the facility.

2. Cashier stations are understaffed and the facility manager has
little supervisory influence over Treasury employees.

That DMV management reviews the operational role of Treasury
employees who work in DMV.

3. All service windows should be equipped to handle all customer
transactions.

That additional printers be purchased and service windows be
reconfigured so that each employee has enough space and the equipment
necessary to process both licensing and registration transactions at all
windows.
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Brentwood Road Test Facility

1. Customer payments are sent to C Street for reconciliation instead
of being reconciled at Brentwood.

a.  That Brentwood staff be trained and required to reconcile the
facility’s daily receivables and prepare the daily “tally report.”  C Street
supervisors should continue to provide close oversight of this process until
the staff is fully trained.

b.  That the Brentwood facility immediately receive a safe to store the
day’s receivables (checks and money orders) until they are picked up by the
security company.

2. The facility lacks shredding equipment to destroy documents that
contain personal information.

That a shredder be placed near the counter for the immediate
destruction of this sensitive information.

3. Testing equipment and materials for the motorcycle road test are
inadequate.

a.  That DMV provide the Brentwood facility with cones and other
basic road testing materials to set up exercises that can better assess
motorcycle driving skills until new testing machinery is installed.

b.  That DMV acquire up-to-date, cost-effective motorcycle testing
equipment that meets American Association of Motor Vehicle Administrator
(AAMVA) guidelines for skill testing as soon as possible.

c.  That if District motorcycle drivers are not going to be tested in
traffic conditions (off-road and simulated tests can be devised that meet
AAMVA standards), then Title 18 of the DCMR should be changed to
reflect the actual procedures that will be followed.
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Vehicle Registration Branch

1. There are no internal controls to prevent misappropriation of
accountable vehicle registration instruments.

a.  That the Customer Services Administrator institute a
comprehensive internal control system to limit access to, and establish
accountability for all vehicle registration instruments.

b.  That the Customer Services Administrator enclose the workstation
that dispenses vehicle registration instruments by means of a physical barrier
(See recommended layout at Appendix 8).

c.  That the Customer Services Administrator establish a log to record
the names of employees working at a particular workstation, the beginning
and ending date, and time on duty.

d.  That the Customer Services Administrator install a cypher lock and
allow only designated DMV employees access to the storage room.

e.  That the Customer Services Administrator issue a directive that
mandates that the storage room door be kept locked at all times.

f.  That the Customer Services Administrator establish procedures
requiring designated employees to receipt for accountable items.

g.  That the Customer Services Administrator direct that all
personalized plates be secured in the file cabinets at all times.

h.  That the Customer Services Administrator direct that the file
cabinets containing personalized plates and any other instruments be locked
when not in immediate use.

i.  That the Customer Services Administrator establish notification and
disposal procedures to resolve the accumulation of unclaimed personalized
plates.
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 j.  That the Customer Services Administrator locate a secure storage
space for surrendered plates to be stored until they are picked up for
recycling.

2. The customer service window area is disorderly.

That the Customer Services Administrator hold Vehicle Registration
Branch management responsible for the cleanliness of the customer service
window work areas.

3. Some window clerks do not present a professional appearance in
their manner of dress.

That D/DMV institute dress standards for all employees.

Enforcement Unit

1. The Enforcement Unit is severely understaffed and cannot fulfill
its assigned responsibilities.

a.  That D/DMV assign additional personnel to the Enforcement Unit
to ensure that monthly audits of automobile dealerships and re-inspection
stations are conducted; and that employees representing DMV at hearings
have sufficient time to prepare effective presentations.

b.  That the Customer Services Administrator identify training that
will assist investigators in conducting research, and preparing and presenting
evidence and effective presentations at adjudication hearings.

2. There is a substantial amount of uncollected revenue owed to the
District in the form of dishonored checks received from DMV
customers.

a.  That the Customer Services Administrator, in conjunction with
representatives from Treasury devise and implement a plan to collect the
revenue owed the District from dishonored checks submitted to DMV.

b.  That the Customer Services Administrator coordinate with
Treasury to obtain information on checks not yet turned over to DMV so that
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stop transaction codes can be entered into MVIS to suspend the driving
privileges of those who have submitted dishonored checks.

c.  That the Customer Services Administrator ensure the development
of a means of capturing for research and retrieval of all pertinent information
concerning dishonored checks and those who submit them, including but not
limited to check number, check date, amount, bank, account name and
number, ticket number, license number, title number, and license plate
number.

d.  That D/DMV oversee the drafting of legislation to be incorporated
into DCMR Title 18, Chapter 3 that would suspend the driving privileges of
individuals in financial arrears with DMV.

3. More coordination is needed between DMV and the Department
of Consumer and Regulatory Affairs (DCRA) to effectively
regulate automobile dealers and salespersons.

That D/DMV coordinate with the Director of DCRA to consider
establishing a process for information sharing among the two agencies that
will detect violations of Titles 16 and 18 by automobile dealers and
salesmen, and ensure coordinated regulatory efforts by DMV and DCRA.

Adjudication Services Administration

1. There are over 680,000 tickets for moving violations dating from
1987 through 1999 that are unpaid.  This represents uncollected
revenue for the District amounting to more than $63 million.

That DMV consider suspension of driving privileges as a penalty for
moving violation tickets unpaid after a specified number of days.

2. Most employees interviewed expressed dissatisfaction with the
performance of the computer system managed by the current
contractor.

a.  That final approval of a new contract for TIMS not be given until a
cost-benefit analysis has been conducted.
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b.  That final approval of a new contract not be given until an
independent performance assessment has been made and reviewed by all
concerned parties.

c.  That limitations be placed on the length of any new contract to
ensure the District’s ability to make adjustments and course corrections as
necessary.

d.  That specific DMV managers be tasked with and held accountable
for oversight and monitoring responsibilities of all aspects of contractor
operations and contracts between the selected contractor and DMV.

e.  That all DMV managers whose responsibilities are affected by
computer systems operations be directed to familiarize themselves with the
contractor’s role and performance.

3. Employees cited a number of problems concerning ticket handling
and operations that they deemed significant.

That the Adjudication Services Administrator assign one or more
senior employees to study these problems, recommend solutions in a written
report, and take approved action within a specified time period such as 30 or
60 days.

4. Questions were raised about management decisions on awarding
permanent or temporary status to hearing examiners.  Pay levels
also questioned.

That D/DMV establish an independent task force to report within 30
calendar days the pay and employment status of hearing examiners and
make appropriate recommendations for any changes.

5. The work environment at 65 K Street, N.E. is extremely poor and
there are serious deficiencies in office supplies, equipment,
furniture, and staffing.

a.  That the Adjudication Services Administrator and D/DMV move
expeditiously to improve the physical work environment at 65 K Street.
Better office equipment, supplies and furniture are transportable and such
improvements need not wait until planned moves take place.
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b.  That the Adjudication Services Administrator ensure that all
maintenance and upkeep for which the landlord is responsible under DMV’s
lease, including interior painting, has been done or will be done, regardless
of any planned moves out of the building.

c.  That the Adjudication Services Administrator review staffing
requirements and develop a plan that will ensure a sufficient number of
clerks are on duty each day.

Information Technology Systems Administration

1. The Information Technology Systems Administration (ITSA) does
not have sufficient staff to provide technical support and protect
the department’s information technology (IT) interests.  The
ITSA still relies on DPW to provide many functions, further
compromising its effectiveness.

That D/DMV hire and maintain a staff of knowledgeable, well-trained
technical employees to provide necessary oversight of contracts and
contracting staff.  Training opportunities that enhance DMV’s interests
should be provided for the IT staff.  Although it is acceptable to rely on
contractors to provide the day-to-day support of DMV systems,
knowledgeable government employees should be used for IT contracting and
acquisition.

2. MVIS sometimes erases transaction stop codes on individuals who
have submitted dishonored checks.

That the Information Technology Manager install an automatic save
feature in the MVIS to prevent loss of such data.

3. Computer system deficiencies force supervisors to manually count
transactions performed on the MVIS.

That the Information Technology staff develops a software program
that counts the number of MVIS transactions performed by type and
provides daily reports of this information.
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4. The issuance of temporary license plates to car dealerships should
be automated.

That the Customer Services Administrator in conjunction with the
Information Technology Manager develop upgrades for MVIS that will
allow automated issuance of temporary license plates.

5. Accountability for inspection stickers should be automated.

That the Customer Services Administrator coordinate with the
Information Technology Administrator in developing upgrades for MVIS
that will allow for the automation of inspection sticker accountability and
issuance procedures for re-inspection stations.

6. The Ticket Information Management System (TIMS) is not
integrated with MVIS.

That the Customer Services Administrator coordinate with the
Information Technology Administrator and contract representatives to
develop a toggle feature to display both TIMS and MVIS screens on existing
computers or install a TIMS computer in each vehicle registration window.
The possibility of using laptops should be explored if space is limited.

7. One of the computers used to access TIMS is constantly
inoperable.

That the Customer Services Administrator repair or replace the
current TIMS computer or develop a toggle feature to display both TIMS
and MVIS screens on the existing computers.

8. A broken computer forces the Brentwood supervisor to print road
test appointments by hand.

a.  That the software program that generates appointment dates and
times be repaired or an alternative calendar program be installed
immediately.

b.  That Call Center employees generate the blank appointment sheet
and fill it in at the Call Center until the software program is repaired. There
is no need for the Brentwood supervisor to create blank appointment sheets
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by hand.  An appropriately formatted template appointment sheet could be
computer-generated with 10-minute appointment slots.  The Call Center
supervisor could check with the Brentwood supervisor to determine how
many examiners will be available for the day, complete the appointment
sheet and send it to the Brentwood facility until the program is fixed.

Security of DMV Facilities and Personnel

The security of DMV facilities and personnel is insufficient.

a.  That D/DMV appoint a task force of senior managers to develop
and present to her within 30 days of their appointment a comprehensive
security plan for employees and customers at each DMV facility.
Consideration should be given to requesting on or off-duty MPD officers in
uniform, particularly in areas such as 301 C Street where violations of
criminal law by customers presenting false documents have been
documented by supervisors.  “Best Practices” regarding security procedures
at DMV offices in other states should be reviewed.

b.  That the performance and professionalism of current security
personnel at all DMV locations be assessed and improved immediately, and
monitored continuously thereafter by the DMV officials responsible.  DMV
officials must ensure that security officers carry out their duties in a manner
that will deter incidents, and that they can respond appropriately should
there be a security breach.
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