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e DMV Overview

e FY 2023-24 Review

e Road Ahead

e DRIVES Upgrade Update
e Legislation Update

e Questions




3

O 5

(= I

. . < m

‘ i

o (3]

: g

. q,,. X w. % o m.

. v o C (a]

75 B9

v om 55 >|~.

9

S — 4

erve

V%

I

s

Overv

Driven to S

Division of Motor Vehicles




COLORADO

Mission, Vision & Guiding Principle Q| oo o e

Division of Motor Vehicles

Mission
Promoting public safety, trust, and
confidence for all Coloradans by
delivering customer-centric driver Value-driven
license and motor vehicle services.

Guiding Principles:

Proactive
Vision
To Improve the quality of life for all

Coloradans through exemplary DMV
services.

Strategic-thinking



Organization

Senior Director

b COLORADO
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Division of Motor Vehicles

Motorist Services

Driver License

Driver Control

Vehicle Services

Support Services

Contracts, Policy &
Legislation

Training

Research Analyst

Motor Vehicle
Investigations
Unit/LECC

Office of Operational
Excellence

Customer Experience

Key Stats

Total FTE: 619
Appropriation: $78.5 M



DMV by the Numbers FY24 { [ JEecharmad

] 4MCREDENTIALS = 56 4M
® ISSUED Q =

4.9M CREDENTIALS IN FORCE ﬂ:rgi/g 7,376,384 VEHICLES REGlSTERED

(o) [DONATE 103,417 N,

66 /O LIFE Crash Reports Processed
223,679 N\

completed through
of customers registered
Driver License Sanctions Issued

as organ & tissue donors @
Q \946 269 Calls Answered by 34,269

m
DMV Call Centers Mt @) Avg. Ignition Interlock Devices in Use

LICENSE PLATES

SOLD
, COLORADO




2 =
- 7 J
s

j’ | S

yral ’

Wiy

// / 7,. VL

T //;'le )]
I’

/ )

4 (
"~ ) 45 4 LORADGO
D, EB | cpartment of Revenue

= i A CDOR 4

, /
i

:



Division of Motor Vehicles

w e 649 Events mDL
DMVEGa e 8,000 Customers Served

DMV2GO Service Type Add you r I D t.o
your phone with

2.3%
COUNTY JAIL

8.2%
SERVICE DESERTS

9.1%

o o o COLORADO
ThrIVIng and GrOWIng l@@ Department of Revenue

)

COLORADO

("%
Google Wallet. Sy

Securely store and show your ID with @ Google Wallet

HUMAN SERVICES
29.3%

L0
Department of Revenue

9.7% Google Play ki 31 i

COUNTY OFFICE

10.6%

DEPT OF CORRECTIONS

12.9%

SHELTERS
17.9%

Colorado ID on
iPhone and
Apple Watch




Thriving and Growing

COLORADO VEHICLE REGISTRATION  Bouider

L0012345678
Vehicle Type Vehicle ID Plate  Tab Expire
Passenger 4TDKURJN3JDS1234 ABC12 ABC23 10/31/2024
Year Make Model Fuel Type Body Style
2023 Toyota  Highlander Gas uP
Color Empty Weight GVW GVWR GVWHIGH Bus Type Title Number
Navy 4400 123456789

Purchase Date Fleet Number Unit Number HVUT Carrier Miles Emission Expire
9/1/2022 10/31/2026

Registered Owner/Address Dual Registration Type

Dual ID Dual Expire
[ 0K FoR THE.
CPW Logo

Boulder 10-Oct-2024

187363452810

b COLORADO
l}@ % Department of Revenue

Division of Motor Vehicles

3 NEW Kiosks

1 NEW Kiosk County (Teller)
11 NEW participating counties
547,500 transactions

@ Kiosk County

oo E

-
4

Sedgwick

Logan

Jackson

Phillips

Kit Carson
Cheyenne

i

Prowers

Costilla Las Animas. Baca

Archuleta Conejos

Participating County @ Upcoming Participating County @® Upcoming Kiosk County
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e Electronic Vehicle Title and Registration system

e Online since November 2022

o ) ) . ) Title & Registration
e Titling and registration services at point-of-sale &
. EVTR
e HB24-1089 Lease Functions (March 2026 & Jan 2027) i Brabilos
~
Tot 11 E\"TR T1 ‘lllb'l(‘UOIlS Average EVTR Accuracy
12 3 602 95.43%
LIVE EVTR Vendors Number of Intermediaries # of Custome 'S He lped # of Counties Helped

3 316 117,048 64



COLORADO
Customer Feedback O ..o

Division of Motor Vehicles

Sentiment Distribution Per Topic ~

Topics Negative Volume - @
> DMV General d I /I 50.23% (322) Q217% 24.53% 63.35% @ 11.18%
> Customer Service € l— I 40.72% (261) Q@ 230% @9.58% 80.84% @ 15.33%
> DMV Locations (I I 19.03% (122) Q@ 082% @ 22.95% 68.03% @ 3.28%

Additional Feedback Comment

& v Facility was clean. [Z) v People were friendly. (2 Staff was knowledgeable. [+ Totally a very good experience!!!

Describe Experience with DSO Technician Fast Breeze

Very professional and quick. B Very good experience... less e

August 2, 2024 at 12:08 PM T Expenence

ime

Appointment

Additional Feedback Comment

Yolanda at window #1, 8:30am appointment, CDL tests.

Describe Experience with DSO Technician

She was very nice and very helpful! B+ It was a very pleasant experience! less
August 2, 2024 at 12:00 PM

Additional Feedback Comment
[ One of the first appointments in line went pretty quick

Describe Experience with DSO Technician Service Great

Experience was great technician was very professional less

August 2, 2024 at 11:55 AM






Strategic Priorities 2024-2027

https://[dmv.colorado.gov/about-us

A Living Culture of
Success:

Create a positive work
environment and culture
that promotes employee
retention, satisfaction, and
innovation

Improve employee
engagement and well-being

Increase recruitment success
and retention rates at the
DMV

Implement an organizational
structure that is aligned with
providing exemplary
customer service and culture
of success

Enhance employee
development opportunities

Stronger Strategic
Partnerships:

Enhance partnership
relationships to improve
service delivery

Increase road safety and
consumer protection
education

Create desirable motor
vehicle training programs
for partners

Increase electronic data
sharing opportunities

Improve alignment and
standardization of
information with DMV
partners

COLORADO

Department of Revenue

Division of Motor Vehicles

Optimize Technology:

Integrate planning,
operations, design and use
of technology

Modernization of DMV
systems

Leverage data to create
meaningful performance
measures

® DMV

® EMPLOYEES

@ PARTNERS
CUSTOMERS




Improve Customer Experience

First Trip Success to a Driver License Office

e How To Videos

e New Credential Identification
Checklist

e Virtual Assistant 2.0
e Colorado Springs Pilot (FY 24)
e Leverage appointment system
e Virtual Calls with Customers

COLORADO

Department of Revenue

Division of Motor Vehicles




COLORADO

Increase Customer Outreach & Awz A& N | Dot o Revere

Division of Motor Vehicles

Website, Website, Website:

e Conduct acomprehensive review of dmv.colorado.gov
for clarity and efficiency of information, format,
navigation and overall effectiveness of the information,
including public-facing dashboards.

Intentional and Strategic Communications:
e Annual public outreach and education plans

e Will cover critical issues like impaired/distracted
driving, fraud prevention, and vulnerable road users

e Enhanced coordination with law enforcement and
traffic safety partners for road safety




- » £7a [COLORADO
Automating Processes y & | Dermentot revenue

Division of Motor Vehicles

Streamlining Interactions

Review and identify opportunities in each section for the digital delivery of
electronic documents, digital upload of documents and accepting digital signatures.

E-Citations

Transition from manual paper-based citation processing to
electronic transmission.

01 Digitize

Improve the timeliness, accuracy, uniformity, integration
and accessibility of state citation data.

02 Enhance data quality

Enhance efficiency and effectiveness in exchanging data

03 Streamline data eXChange between all involved partners.

Identify priorities for national, state, local highway and

04 Prioritize Safety programs traffic safety programs through improved data analysis.




i COLORADO
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Online

e Enhanced identity verification

In-Office

e Fraudulent Documents

CRAIGPOLICE.COM
- - T T

Sy COLORADO tesuiation

5833454
SEP] 30 [2024|

[ JT2BK18 ussoamez 1T GRAY
] [[ TOYOTA [ PRIUS

Secure Official DMV Products

e« Temporary Tags
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DRIVES System Upgrade

July 2023 - July 2024

Planning and
Preparation

Project Planning
Feedback Gathering
Decision-making on
Optional Features
Requirements Gathering
Allocating Resources and
Staff

July 2024 - Nov 2024

Pre-Work (Technical)

e Solution Analysis
e Demos
e C# Code Conversion

Nov 2024 - Dec 2025

Development

Like for Like

V11 - Core21 Conversion
Colorado-Specific
Functionality

UAT as development occurs
Development rework based
on UAT

COLORADO

Department of Revenue

Division of Motor Vehicles

Oct 2025 - Dec 2025

User Acceptance
Regression Testing

e Testing along the way
and End-to End Testing
Required

Ongoing Communication with Impacted Stakeholders

Jan 2026 - May 2026

Training, Rollout and
Stabilization

e Training for Updated and
New functionality

e Rollout requires extended,
multi-day outage window

e Go-live February 2026

e Identify and fix any
post-rollout issues
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COLORADO

New License Plate Updates 08, &3 | oo revene

Division of Motor Vehicles

COLORADO

M08 ((\N Historic Black LP: 281,796

____ COLORADO

CO 150th Anniversary (Under 13): 30,432

COLORADO

){})| CO 150th Anniversary (Over 13): 12,506

=

COLORADO

XX . XOO Born to Be Wild: 6,256

COLORA

OOXXX Stegosaurus: 3,639

ROTECT COLORA

Vehicles Registered by Plate Type (6
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e 16 billsimpact DMV e 15 bills require DRIVES programming

Pre-Upgrade Development Double Development Required Post Upgrade Rollout

HB24-1135 Offenses Operating MV SB24-210 Mod. of Election Laws HB24-1089 EVTR Part Il

HB24-1319 Firefighter LP Expiration SB24-182 Immigrant ID Issuance HB24-1360 Disability Opportunity Office

SB24-065 Mobile Electronic Devices HB24-1269 Mod. of Recording Fees SB24-192 Motor Vehicle Lemon Law

O a o o

SB24-100 Comm. Vehicle Highway Safety HB20-1026 Create 23rd Judicial District HB24-1250 Driver Course DL Points

a O a o Q

SB24-019 Remuneration-Exempt Placards HB24-1021 Minor Drivers Education

HB24-1105 Chicano License Plate

Q QO 0O s SN S N

HB24-1369 CO Agriculture License Plate



COLORADO

2025 DMV Proposed Legislatio , Deparmentf Revenue

Fraud Prevention and Mitigation ¢ Qemssonspassten x| € e

) v_l Fort Collins & Loveland Yard Sale  ***
B Frenkortiz- 21h-Q

Ok #TitulosOriginal.

4 Do you have your title wrongly signed?
4 Strayed or lost.

4 Broken or decayed

4 It's savage or you bought the auction.
We help you get your original title for all
types of vehicle.

cal 3806008060

Personal delivery and cash on delivery.

e Protecting DMV Official Products/Documents

o  Prohibiting the reproduction of DMV work products
without express written consent from the issuing
motor vehicle agency or if expressly authorized by
law and adding civil penalties.

%%+ Rate this translation

e Strengthen DMV Powers of Attorney

o DMV produces two different POA forms for motor

vehicle transactions
o DMV requests the Uniform Power of Attorney Act $140 $150

EMISIONES***PASS* . Emissions****Pass**,

apply to these POAs
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2025 DMV Proposed Legislation .

Division of Motor Vehicles

Customer Experience and Accessibility

e Minor Driving Log
o Change eligibility to sign minor driving log to “any responsible adult” allowed to supervise minor
driving

e Nurse Practitioners and Medical Assessment Forms for Credential Issuance
o Aligns definition of “medical professional” with existing statute to simplify form completionin
rural communities with less access to licensed physicians

Statutory Clean-Up

o Effective Date Consolidation of SB24-182 Immigrant ID Issuance
o Effective dates currently split between 2025 for modification of credential issuance requirements
to non-lawfully present individuals and 2027 for expansion of “Exceptions Processing” program
o Afterreview, the DMV believes both can be accomplished by 2025

e Strike Retired Optional License Plates and GSLPs from Statute



Please Visit the DMV. Website:
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https: //dmv. colorado gov/

Electra Bustle, DMV Senior Director
electra.bustle@state.co.us
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