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The O f f i c e  o f  the Aud i t o r  General has conducted a performance a u d i t  o f  
the Ar izona Department o f  T ranspo r t a t i on  (ADOTI, Motor Veh i c l e  D i v i s i o n  
(MVD), d r i v e r ' s  l i c e n s i n g  and t i t l e  and r e g i s t r a t i o n  programs i n  response 
t o  a  June 2 ,  1987, r e s o l u t i o n  o f  the J o i n t  L e g i s l a t i v e  Overs ight  
Committee. Th is  performance a u d i t  was conducted as a  p a r t  o f  the Sunset 
Review set  f o r t h  i n  Ar i zona  Revised S t a t u t e s  (A.R.S.)  9941-2351 through 
41 -2379. 

Most People Are S a t i s f i e d  
With Serv ice  A t  MVD S t a t i o n s ,  
But  Some Areas S t i l l  Requ i re  Improvement 

Al though MVD appears t o  o f f e r  adequate se r v i ces  t o  most customers,  the re  
a re  areas f o r  improvement. Over the pas t  few years  MVD has implemented 
severa l  innovat ions t o  improve customer se r v i ces .  These innova t ions  
inc lude  d r i v e r ' s  l i cense  renewal by m a i l ,  longer l i cense  terms, new 
f a c i l i t i e s ,  and Saturday hours  a t  some s t a t i o n s .  F u r t h e r ,  our survey o f  
customer sat  i s f a c t  i on  showed t h a t  most people t r ansac t  ing bus iness  a t  MVD 
s t a t i o n s  are s a t i s f i e d  w i t h  se r v i ces  rece ived .  Respondents were 
g e n e r a l l y  s a t i s f i e d  w i t h  job  knowledge, e f f i c i e n c y  and cour tesy  o f  MVD 
c l e r k s .  Respondents were a l s o  g e n e r a l l y  p leased w i t h  the t i m e l i n e s s  o f  
s e r v i c e  and the hours  o f  s t a t i o n  ope ra t i on .  

Al though more than 80 percen t  r a ted  the o v e r a l l  performance a t  the  MVD 
s t a t i o n s  eva luated as good t o  e x c e l l e n t ,  MVD should con t inue  t o  s t r e s s  
the importance o f  customer s e r v i c e .  More than one o f  every ten  customers 
f ee l  they rece ived o n l y  f a i r  o r  poor s e r v i c e  from MVD c l e r k s .  

I n f o rma t i on  should be more access ib l e  t o  the p u b l i c .  I n f o r m a t i o n  desks 
a re  needed i n  l a rge r  s t a t i o n s  t o  h e l p  customers determine i f  they have 
a l l  the co r rec t  paperwork and d i r e c t  them t o  the proper s e r v i c e  window. 
Second, MVD cou ld  h e l p  customers more e a s i l y  o b t a i n  i n f o r m a t i o n  by 
improving i t s  phone system. MVD's c u r r e n t  phone system i s  no t  adequate 
t o  handle the volume o f  c a l  I s  rece ived .  T h i r d ,  more e f f e c t i v e  s i gns  and 
r e a d i l y  a v a i l a b l e  brochures would f u r t h e r  a s s i s t  the p u b l i c .  

MVD Needs To Manage D r i v e r ' s  
L icense  Processing More E f f e c t i v e l y  

MVD has not  e f f e c t i v e l y  managed d r i v e r ' s  l i cense  p rocess ing .  Increases 
i n  process ing t ime d u r i n g  e a r l y  1988 were l a r g e l y  due t o  a  lack  o f  
management o v e r s i g h t .  As o f  June 1988, p rocess ing  t ime f o r  d r i v e r ' s  
l i censes  exceeded 70 days. Th i s  i s  a  s i g n i f i c a n t  increase from as l a t e  



as January 1988, when p rocess ing  t ime  averaged 43 o r  fewer days.  
F u r t h e r ,  these d e l a y s  occur  d e s p i t e  a work load reduced by m a i l  renewals 
and four -year  l i c e n s e s .  

Al though MVD p u b l i c l y  a t t r i b u t e s  t h e  p rocess ing  d e l a y s  t o  new computer 
systems and has r e c e n t l y  reduced p r o c e s s i n g  t ime t o  under 50 days,  the 
de lays  appear t o  have r e s u l t e d  f rom a  lack  o f  management o v e r s i g h t .  
Management d i d  n o t  m o n i t o r  performance and s i z e a b l e  b o t t l e n e c k s  developed 
b e f o r e  management became aware o f  the  prob lem.  For example. MVD 
management was n o t  aware o f  the  l a r g e  b a c k l o g  i n  p r o c e s s i n g  a p p l i c a t i o n s  
u n t i l  consumers complained t h a t  t h e i r  temporary l i c e n s e s  were e x p i r i n g  
b e f o r e  permanent l i c e n s e s  were i ssued .  

MVD, I n  C o o r d i n a t i o n  W i t h  Law Enforcement Agencies And C o u r t s ,  
Needs To S t r e n g t h e n  Enforcement E f f o r t s  Aga ins t  
D r i v e r s  W i t h  Suspended Or Revoked L i c e n s e s  
Who Con t i nue To Dr  i ve  

Al though enforcement agenc ies  take a c t i o n  a g a i n s t  prob lem d r i v e r s ,  many 
con t inue  t o  d r i v e .  I n  f a c t ,  the  American A s s o c i a t i o n  o f  Motor V e h i c l e  
A d m i n i s t r a t o r s  ( A A M V A )  e s t i m a t e s  t h a t  as many as 80 pe rcen t  o f  peop le  
w i t h  suspended o r  revoked l  i censes c o n t i n u e  t o  d r i v e .  Some a r e  f l a g r a n t  
v i o l a t o r s .  One d r i v e r  had h i s  l i c e n s e  suspended f o u r  t imes  between 
October 1983 and February  1988, f o r  p e r i o d s  r a n g i n g  from 30 days t o  15 
months. T h i s  l i c e n s e  was a l s o  i n d e f i n i t e l y  suspended seven t imes by the 
c o u r t s  f o r  unpa id  f i n e s .  However, t h i s  i n d i v i d u a l  con t inued  t o  d r i v e  
throughout t h e  p e r i o d ,  r e c e i v i n g  32 c o n v i c t i o n s ,  most o f  wh ich were 
rece ived  w h i l e  under suspens ion.  

An e f f e c t i v e  enforcement program r e q u i r e s  j o i n t  a c t i o n  among law 
enforcement agenc ies ,  the c o u r t s  and MVD.  

o  Law enforcement agencies c o u l d  s t r e n g t h e n  enforcement e f f o r t s  by 
r o u t i n e l y  c h e c k i n g  d r i v e r  reco rds  t o  de te rm ine  i f  a  l i c e n s e  i s  
suspended o r  revoked. 

o  Enforcement by the  c o u r t s  c o u l d  be s t reng thened  by  r e v i s i n g  s t a t u t e s  
t o  impose minimum p e n a l t i e s  f o r  d r i v e r s  c o n v i c t e d  o f  d r i v i n g  under 
suspens ion / revoca t ion .  Cour ts  a l s o  need more ready access t o  MVD 
d r i v e r  r e z o r d s .  P r e s e n t l y ,  c o u r t s  a r e  o f t e n  n o t  aware o f  
i n d i v i d u a l s '  d r i v i n g  r e c o r d s .  



o  MVD should be g iven  s t a t u t o r y  a u t h o r i t y  t o  take a d m i n i s t r a t i v e  a c t i o n  
aga ins t  d r i v e r s  who a r e  conv ic ted  o f  any t r a f f i c  v i o l a t i o n  w h i l e  
under suspension or  r evoca t i on .  C u r r e n t l y ,  MVD can o n l y  take a c t i o n  
i f  a  d r i v e r  i s  conv i c t ed  o f  the s p e c i f i c  o f f ense  o f  d r i v i n g  under 
suspension o r  r evoca t i on .  

For a d d i t i o n a l  funds t o  pay f o r  an increased enforcement e f f o r t ,  the 
L e g i s l a t u r e  should cons ider  r a i s i n g  the l i cense  re ins ta tement  fee and 
d e d i c a t i n g  a l l  or  p a r t  o f  the  funds t o  enforcement.  

MVD Needs To Process C i t a t i o n s  
I n  A Timely Manner 

MVD does no t  process c i t a t i o n s  i n  a  t i m e l y  manner. As o f  June 3 0 ,  1988, 
MVD was backlogged by approx imate ly  15 work days i n  e n t e r i n g  major 
c i t a t i o n s  such as reck less  d r i v i n g  onto d r i v e r  records .  I n  a d d i t i o n ,  as 
o f  June 28, 1988, MVD had a  back log o f  more than 11 months i n  e n t e r i n g  
minor c i t a t i o n s  such as speeding t i c k e t s .  MVD cou ld  e l i m i n a t e  the 
cu r ren t  back log i n  c i t a t i o n  process ing and work toward p reven t i ng  f u t u r e  
back logs by :  1 )  a l l o c a t i n g  adequate resources t o  update d r i v e r  r eco rds ,  
and 2 )  con t i nu i ng  t o  work w i t h  c o u r t s  t o  automate the p rocess ing  o f  
c i t a t i o n s .  

MVD Has S i g n i f i c a n t l y  Improved 
I t s  Processing_Of T i t l e s  

MVD has made vast  improvements i n  i t s  t i t l e  f u n c t i o n .  S ince our s tudy  i n  

1982, MVD has shortened t he  t ime t o  issue a  t i t l e  from approx imate ly  

th ree  weeks t o  two work days. F u r t h e r ,  MVD has s t r eam l i ned  the 

process ing o f  t i t l e  paperwork. Al though the p rocess ing  t ime has been 

s i g n i f i c a n t l y  improved, MVD needs t o  ensure t h a t  adequate q u a l i t y  checks 

a re  conducted by f i e l d  o f f i c e s  be fo re  t i t l e s  a re  issued.  
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Members o f  the  A r i z o n a  L e g i s l a t u r e  
The Honorable Rose M o f f o r d ,  Governor 

T ransmi t ted  h e r e w i t h  i s  a  r e p o r t  o f  the A u d i t o r  Genera l ,  A Performance 
A u d i t  o f  t he  A r i z o n a  Department o f  T r a n s p o r t a t i o n ,  Motor  V e h i c l e  
D i v i s i o n ,  d r i v e r ' s  l i c e n s e  and t i t l e  and r e g i s t r a t i o n  programs. T h i s  
r e p o r t  i s  i n  response t o  a  June 2 ,  1987, r e s o l u t i o n  o f  the J o i n t  
L e g i s l a t i v e  O v e r s i g h t  Commit tee.  

We found t h a t  the Motor V e h i c l e  D i v i s i o n  has s i g n i f i c a n t l y  improved i t s  
s e r v i c e s  t o  the p u b l i c  a t  f i e l d  o f f i c e s  and i n  t i t l e  p r o c e s s i n g .  
However, t he  D i v i s i o n  needs t o  more e f f e c t i v e l y  manage the  p r o c e s s i n g  
o f  d r i v e r ' s  l i c e n s e s  t o  reduce the t ime  needed f o r  i n d i v i d u a l s  t o  
o b t a i n  new l i c e n s e s .  The r e p o r t  a l s o  i d e n t i f i e s  problems i n  e n f o r c i n g  
l i c e n s e  suspensions and r e v o c a t i o n s  a g a i n s t  persons who c o n t i n u e  t o  
d r i v e  and problems i n  p r o c e s s i n g  t r a f f i c  c i t a t i o n s  i n  a  t i m e l y  manner. 

My s t a f f  and I  w i l l  be p leased  t o  d i s c u s s  o r  c l a r i f y  i tems i n  the 
r e p o r t .  

DRN : l mn 

STAFF: W i l l i a m  Thomson 
Mark F leming 
Deborah A .  K l e i n  
Luc inda  A .  T r i m b l e  
Michae l  Friedman 
L i n d a  S .  Manning 
Raymond L .  Quain 

DOU~US R .  N o r t o n  
~ u d T t o r  General  
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The O f f i c e  o f  the  A u d i t o r  General has conducted a  per formance a u d i t  o f  

the  Ar i zona  Department o f  T r a n s p o r t a t i o n  (ADOT), Motor  V e h i c l e  D i v i s i o n  

(MVD), d r i v e r ' s  l i c e n s i n g  and t i t l e  and r e g i s t r a t i o n  programs i n  response 

t o  a  June 2 ,  1987, r e s o l u t i o n  o f  the  J o i n t  L e g i s l a t i v e  O v e r s i g h t  

Commi t t e e .  T h i s  performance a u d i t  was conducted as a  p a r t  o f  the Sunset 

Review s e t  f o r t h  i n  A r i z o n a  Rev ised S t a t u t e s  (A.R.S.)  9941-2351 th rough 

41 -2379. 

A l though MVD appears t o  o f f e r  adequate s e r v i c e s  t o  most customers,  t h e r e  

a r e  areas f o r  improvement. Over the  pas t  few years  MVD has implemented 

severa l  i nnova t ions  t o  improve customer s e r v i c e s .  These i n n o v a t i o n s  

i n c l u d e  d r i v e r ' s  l i c e n s e  renewal by  m a i l ,  longer  l i c e n s e  terms,  new 

f a c i l i t i e s ,  and Saturday hours  a t  some s t a t i o n s .  F u r t h e r ,  ou r  survey o f  

customer s a t  i s f a c t  i o n  showed t h a t  most people  t r a n s a c t i n g  bus iness  a t  MVD 

s t a t i o n s  a re  s a t i s f i e d  w i t h  s e r v i c e s  r e c e i v e d .  Respondents were 

g e n e r a l l y  s a t i s f i e d  w i t h  job  knowledge, e f f i c i e n c y  and c o u r t e s y  o f  MVD 

c l e r k s .  Respondents were a l s o  g e n e r a l l y  p leased  w i t h  the  t i m e l i n e s s  o f  

s e r v i c e  and the  hours  o f  s t a t i o n  o p e r a t i o n .  

A l though  more than 80 p e r c e n t  r a t e d  t h e  o v e r a l l  performance a t  t h e  MVD 

s t a t i o n s  eva lua ted  as good t o  e x c e l l e n t ,  MVD shou ld  c o n t i n u e  t o  s t r e s s  

the  importance o f  customer s e r v i c e .  More than  one o f  every  t e n  customers 

f e e l  they rece ived  o n l y  f a i r  o r  poor s e r v i c e  f rom MVD c l e r k s .  

I n f o r m a t i o n  should  be more a c c e s s i b l e  t o  the  p u b l i c .  l n f o r m a t i o n  desks 

a r e  needed i n  l a r g e r  s t a t i o n s  t o  h e l p  customers determine i f  t hey  have 

a l l  t he  c o r r e c t  paperwork and d i r e c t  them t o  the  p roper  s e r v i c e  window. 

Second, MVD c o u l d  h e l p  customers more eas i  l y  o b t a i n  i n f o r m a t i o n  by 

improv ing i t s  phone system. MVD's c u r r e n t  phone system i s  n o t  adequate 

t o  handle  the  volume o f  c a l l s  r e c e i v e d .  T h i r d ,  more e f f e c t i v e  s i g n s  and 

r e a d i l y  a v a i l a b l e  b rochures  would f u r t h e r  a s s i s t  the  p u b l i c .  



UVD Needs To Manage Dr  i v e r  ' s 
L icense Process ing  More E f f e c t i v e l y  (see pages 17 th rough  21) 

MVD has no t  e f f e c t i v e l y  managed d r i v e r ' s  l i cense  p rocess ing .  Increases 

i n  process ing t ime d u r i n g  e a r l y  1988 were l a r g e l y  due t o  a lack  o f  

management o v e r s i g h t .  As o f  June 1988, p rocess ing  t ime f o r  d r i v e r ' s  

l i censes  exceeded 70 days. Th i s  i s  a s i g n i f i c a n t  inc rease  from as l a t e  

as January 1988, when p rocess ing  t ime averaged 43 o r  fewer days. 

F u r t h e r ,  these de lays  occur d e s p i t e  a workload reduced by m a i l  renewals 

and four-year l i c e n s e s .  

Al though MVD p u b l i c l y  a t t r i b u t e s  the p rocess ing  de lays  t o  new computer 

systems and has r e c e n t l y  reduced p rocess ing  t ime t o  under 50 days, the 

de lays appear t o  have r e s u l t e d  from a lack o f  management o v e r s i g h t .  

Management d i d  no t  mon i  t o r  performance and s i zeab l e  b o t  t lenecks deve loped 

be fo re  management became aware o f  the problem. For example, MVD 

management was no t  aware o f  the l a rge  back log  i n  p rocess ing  a p p l i c a t i o n s  

u n t i l  consumers complained t h a t  t h e i r  temporary l i c e n s e s  were e x p i r i n g  

be fo re  permanent l i c e n s e s  were i ssued .  

i e s  And Cour ts ,  

Al though enforcement agencies take a c t i o n  aga ins t  problem d r i v e r s ,  many 

con t inue  t o  d r i v e .  I n  f a c t ,  the  American A s s o c i a t i o n  o f  Motor Veh ic le  

Adm in i s t r a to r s  (AAMVA) es t imates  t h a t  as many as 80 percent  o f  people 

w i t h  suspended o r  revoked l icenses con t i nue  t o  d r i v e .  Some are  f l a g r a n t  

v i o l a t o r s .  One d r i v e r  had h i s  l i cense  suspended f ou r  t imes between 

October 1983 and February  1988, f o r  p e r i o d s  rang ing  from 30 days t o  15 

months. Th i s  l i c e n s e  was a l s o  i n d e f i n i t e l y  suspended seven t imes by the 

c o u r t s  f o r  unpaid  f i n e s .  However, t h i s  i n d i v i d u a l  con t inued  t o  d r i v e  

throughout the p e r i o d ,  r e c e i v i n g  32 c o n v i c t i o n s ,  most o f  which were 

rece ived w h i l e  under suspension. 

An e f f e c t i v e  enforcement program r e q u i r e s  j o i n t  a c t i o n  among law 

enforcement agenc ies ,  the c o u r t s  and MVD. 

a Law enforcement agencies cou ld  s t r eng then  enforcement e f f o r t s  by 

r o u t i n e l y  check ing d r i v e r  records  t o  determine i f  a l i c e n s e  i s  

suspended o r  revoked. 



e Enforcement by the  c o u r t s  cou ld  be s t reng thened  by r e v i s i n g  s t a t u t e s  

t o  impose minimum p e n a l t i e s  f o r  d r i v e r s  c o n v i c t e d  o f  d r i v i n g  under 

suspens ion/ revocat ion.  Cour ts  a l s o  need more ready access t o  MVD 

d r i v e r  records .  P r e s e n t l y ,  c o u r t s  a re  o f t e n  no t  aware o f  

i n d i v i d u a l s '  d r i v i n g  r eco rds .  

e MVD should  be g i ven  s t a t u t o r y  a u t h o r i t y  t o  take a d m i n i s t r a t i v e  a c t i o n  

aga ins t  d r i v e r s  who a re  conv i c t ed  o f  any t r a f f i c  v i o l a t i o n  w h i l e  

under suspension o r  r e v o c a t i o n .  C u r r e n t l y ,  MVD can o n l y  take a c t i o n  

i f  a  d r i v e r  i s  c o n v i c t e d  o f  the s p e c i f i c  o f f e n s e  o f  d r i v i n g  under 

suspension o r  r e v o c a t i o n .  

For a d d i t i o n a l  funds t o  pay f o r  an increased enforcement e f f o r t ,  t he  

L e g i s l a t u r e  should cons ider  r a i s i n g  the l i c e n s e  re ins ta tement  fee and 

d e d i c a t i n g  a l l  o r  p a r t  o f  the  funds t o  enforcement.  

MVD Needs To Process C i t a t i o n s  
I n  A T ime ly  Manner (see pages 35 through 40) 

MVD does no t  process c i t a t i o n s  i n  a  t i m e l y  manner. As o f  June 30 ,  1988, 

MVD was backlogged by approx imate ly  15 work days i n  e n t e r i n g  major 

c i t a t i o n s  such as r eck l ess  d r i v i n g  onto d r i v e r  records .  I n  a d d i t i o n ,  as 

o f  June 28 ,  1988, MVO had a  back log  o f  more than 11 months i n  e n t e r i n g  

minor c i t a t i o n s  such as speeding t i c k e t s .  MVD cou ld  e l i m i n a t e  the  

c u r r e n t  back log  i n  c i t a t i o n  p rocess ing  and work toward p r e v e n t i n g  f u t u r e  

back logs b y :  1 )  a l l o c a t i n g  adequate resources t o  update d r i v e r  r eco rds ,  

and 2 )  c o n t i n u i n g  t o  work w i t h  c o u r t s  t o  automate the  p rocess ing  o f  

c i t a t i o n s .  

MVD Has S i g n i f i c a n t l y  Improved 
I t s  Process ing  Of T i t l e s  (see pages 41 through 43) 

MVD has made vas t  improvements i n  i t s  t i t l e  f u n c t i o n .  S ince our s tudy i n  

1982, MVD has shortened the  t ime t o  i ssue  a  t i t l e  from approx imate ly  

t h ree  weeks t o  two work days.  F u r t h e r ,  MVD has s t r eam l i ned  the  

p rocess ing  o f  t i t l e  paperwork.  A l though the p rocess ing  t ime has been 

s i g n i f i c a n t l y  improved, MVD needs t o  ensure t h a t  adequate q u a l i t y  checks 

a re  conducted by f i e l d  o f f i c e s  b e f o r e  t i t l e s  a r e  i ssued .  
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INTRODUCTION AND BACKGROUND 

The O f f i c e  o f  the Audi tor  General has conducted a  performance a u d i t  o f  

the Arizona Department o f  Transpor ta t ion  (ADOT), Motor Vehic le D i v i s i o n  

(MVD) ,  d r i v e r ' s  l i c e i i s i i i g  an3 t i t l e  and r e g i s t r a t i o n  programs i n  response 

to  a  June 2 ,  1987, r e s o l u t i o n  o f  the J o i n t  L e g i s l a t i v e  Oversight 

Committee. This performance aud i t  was conducted as a  p a r t  o f  the Sunset 

Review set f o r t h  i n  Arizona Revised Sta tu tes  (A.R.S.) 5541-2351 through 

41 -2379. 

Background 

Before 1927, the Secretary o f  S ta te  was responsible f o r  annual veh i c le  

r e g i s t r a t i o n  and the count ies were responsib le fo r  the p u b l i c  highways i n  

Arizona. I n  1927 the Arizona Highway Department was es tab l ished w i t h  the 

funct ion o f  "admin is te r ing  a l l  mat te rs  and a f f a i r s  d i r e c t l y  a f f e c t i n g ,  

concerning, o r  r e l a t i n g  to  the highways o f  the State. ' '  The Motor Vehic le 

D i v i s i o n  o f  the Sta te  Highway Department was then es tab l i shed  t~  issue 

l icense p l a t e s ,  process r e g i s t  r a t  ion  and t i  t  l e  appl i c a t  ions ,  and examine 

appl icants f o r  d r i v e r ' s  l i censes.  County assessors were designated as 

o f f i c e r s  o f  the D i v i s i o n  t o  perform d u t i e s  delegated to  them by the 

D i v i s i o n .  

I n  1973 the Arizona Department o f  Transpor ta t ion  replaced the S ta te  

Highway Department, t o  prov ide f o r  an in tegra ted  and balanced Sta te  

Transportat ion system. The Motor Vehic le D i v i s i o n  i s  one o f  f i v e  

d i v i s i o n s  tha t  c a r r i e s  out the miss ion  o f  the Arizona Department o f  

Transportat ion.  

This  aud i t  focuses on the Motor Vehic le D i v i s i o n ' s  d r i v e r ' s  l i cense and 

, veh ic le  t i t l e  and r e g i s t r a t i o n  programs. The programs and t h e i r  

funct ions are as f o l  lows. 

D r i v e r ' s  License Program 

The d r i v e r ' s  l i cense program i s  responsib le fo r  ensur ing the sa fe ty  o f  

the general p u b l i c  on s t r e e t s  and highways o f  t h i s  S ta te ,  a s s i s t i n g  the 

c r im ina l  j u s t i c e  system i n  ca r r y ing  out i t s  responsibi  I i t i e s ,  and a c t i n g  



as the c e n t r a l  d e p o s i t o r y  o f  records .  I n  connec t ion  w i t h  these 

r e s p o n s i b i l i t i e s ,  t he  d r i v e r ' s  l i cense  program per forms the  f o l l o w i n g  

f u n c t i o n s .  

a Tests  a p p l i c a n t s  and issues d r i v e r ' s  l i censes  

a Evaluates d r i v e r s  and d r i v i n g  records t o  remove unsafe d r i v e r s  from 

the  road. 

a Suspends o r  revokes d r i v i n g  p r i v i l e g e s  o f  those i nvo l ved  i n  

acc iden ts  who do no t  meet f i n a n c i a l  r e s p o n s i b i l i t y  requ i rements .  

a Inspec ts  school buses and c e r t i f i e s  bus d r i v e r s .  

Title And Registration Program 

The t i t l e  and r e g i s t r a t i o n  program i s  r espons ib l e  f o r  a l l  s e r v i c e s  

d i r e c t l y  r e l a t e d  t o  v e h i c l e s .  Serv ices  a re  p rov i ded  t o  t he  genera l  

p u b l i c ,  dea le r sh ips ,  towing and wreck ing companies, l end ing  i n s t i t u t i o n s  

and p r i v a t e  t i t l e  s e r v i c e s .  I n  connect ion w i t h  these r e s p o n s i b i l i t i e s ,  

the t i t l e  and r e g i s t r a t i o n  program per forms the f o l l o w i n g  f u n c t i o n s .  

a Reg i s te r s  and issues l i c e n s e  p l a t e s  f o r  v e h i c l e s ,  and issues v e h i c l e  

t i t l e s .  

a Licenses and regu la tes  motor v e h i c l e  d e a l e r s ,  manufacturers  and 

wreckers .  

a Processes r e p o r t s  on abandoned v e h i c l e s  and handles the  subsequent 

s a l e  o f  the v e h i c l e s .  

a Issues ove rs i ze  pe rm i t s  and en fo rces  v e h i c l e  laws. 

I n  1977, A.R.S. 928-301 was amended t o  a l l o w  the d i r e c t o r  o f  ADOT and the 

Board o f  Superv iso rs  o f  any county  t o  n e g o t i a t e  a  c o n t r a c t  p r o v i d i n g  f o r  

the  t r a n s f e r  o f  d u t i e s  and r e s p o n s i b i l i t i e s  concern ing  t i t l e s  and 



r e g i s t r a t i o n  from the  County Assessor t o  the  Motor V e h i c l e  D i v i s i o n .  To 

da te ,  ten  o f  A r i z o n a ' s  15 coun t i es  have en te red  i n t o  such an agreement. 

The f i v e  remaining coun t i es  r e t a i n  $1 f o r  each t i t l e  and f o r  each 

r e g i s t r a t i o n  processed, and $2 o f  each l a t e  r e g i s t r a t  i o n  p e n a l t y ,  f o r  

opera t ing  cas t s .  

S t a f f i n g  And Budget 

The Motor Veh i c l e  D i v i s i o n  i s  a l l o c a t e d  approx imate ly  831 f u l l - t i m e  

equ iva len t  employees (FTE) f o r  f i s c a l  year 1988-89. The t i t l e  and 

r e g i s t r a t i o n  program employs approx imate ly  350 FTEs, and processed 

approx imate ly  3,171,500 r e g i s t r a t i o n s  (new and renewals combined) d u r i n g  

1987, and an es t imated  1,319,000 t i t l e s  d u r i n g  f i s c a l  year  1987-88. The 

d r i v e r ' s  l i cense  program employs approx imate ly  329 FTEs, and processed an 

es t imated  802,000 d r i v e r ' s  l i cense  a p p l i c a t i o n s  d u r i n g  the  1987-88 f i s c a l  

year .  

The Motor Veh ic le  D i v i s i o n  i s  funded through the S t a t e  Highway Fund. For 

f i s c a l  year 1987-88, the D i v i s i o n ' s  approved budget was approx imate ly  

$26.8 m i l l i o n  f o r  o p e r a t i o n s .  A summary o f  the  D i v i s i o n ' s  Highway Fund 

expend i tu res  f o r  f i s c a l  years  1986-87 through 1988-89 a r e  presented i n  

Table 1  (see page 5 ) .  

Scope And Methodology 

Our a u d i t  o f  the Department o f  T r a n s p o r t a t i o n ' s  Motor V e h i c l e  D i v i s i o n  

was l i m i t e d  t o  the  t i t l e  and r e g i s t r a t i o n  and d r i v e r ' s  l i c e n s e  

f unc t i ons .  The r e p o r t  p resen ts  f i n d i n g s  i n  the f o l l o w i n g  a reas .  

a The l eve l  o f  p u b l i c  s e r v i c e  be ing  p rov i ded  t o  t i t l e  and r e g i s t r a t i o n  

and d r i v e r ' s  l i c e n s e  s t a t i o n  customers.  

a The t i m e l i n e s s  o f  d r i v e r ' s  l i cense  p rocess ing .  

a The adequacy o f  d r i v e r  improvement a c t i o n s  taken a g a i n s t  problem 

d r i v e r s .  

a The t i m e l i n e s s  o f  c i t a t i o n  p rocess ing .  



a The e f f i c i e n c y  o f  t i t l e  p rocess ing .  

I n  o rder  t o  determine the l e v e l  o f  p u b l i c  s e r v i c e  be ing  p rov i ded  by MVD, 

we conducted a  customer su rvey ,  observa t ions  o f  s t a t i o n  o p e r a t i o n s ,  and a  

survey o f  branch supe rv i so r s .  The customer s a t i s f a c t i o n  survey was 

designed t o  determine the  t i m e l i n e s s  o f  p u b l i c  s e r v i c e ,  the  t reatment  o f  

the p u b l i c  by  MVD s t a f f ,  t he  o v e r a l l  p u b l i c  impress ion o f  MVD o p e r a t i o n s ,  

and the ease o f  p u b l i c  access t o  needed i n f o r m a t i o n .  De ta i  l ed  

i n f o rma t i on  about the survey i s  found i n  the s t a t i s t i c a l  appendix.  The 

customer survey was supplemented by Aud i t o r  General s t a f f  obse rva t i ons  o f  

d r i v e r ' s  l i cense  and t i t l e  and r e g i s t r a t i o n  s t a t i o n  ope ra t i ons  i n  v a r i o u s  

areas o f  the S t a t e .  F u r t h e r ,  we conducted a  w r i t t e n  survey o f  16 

d r i v e r ' s  l i cense  and 12 t i t l e  and r e g i s t r a t i o n  supe rv i so r s  t o  o b t a i n  

i n f o rma t i on  on s t a t i o n  o p e r a t i o n s  and p u b l i c  s e r v i c e  needs. 

Due t o  t ime c o n s t r a i n t s ,  we were unable t o  address two p o t e n t i a l  issues 

i d e n t i f i e d  d u r i n g  our p r e l i m i n a r y  a u d i t  work. A d d i t i o n a l  i n f o r m a t i o n  

regard ing  these areas i s  p r o v i d e d  i n  the s e c t i o n  Areas For Fu r t he r  Aud i t  

Work. 

Th i s  a u d i t  was conducted i n  accordance w i t h  g e n e r a l l y  accepted 

governmental a u d i t i n g  s tandards .  

The Aud i t o r  General and s t a f f  express a p p r e c i a t i o n  t o  the  D i r e c t o r  and 

s t a f f  o f  the Motor Veh ic le  D i v i s i o n  f o r  t h e i r  coope ra t i on  and ass i s t ance  

du r i ng  the course o f  our a u d i t .  



TABLE 1 

ARIZONA DEPARTMENT OF TRANSPORTATION 
MOTOR VEHICLE DIVISION EXPENDITURES 

FOR FISCAL YEARS 1986-87 THROUGH 1988-89 
(Unaud i t e d )  

1986-87 1987-88 1988-89 
Actual  Est imated Approved 

FTEs 841 7 86( a)  83 1 

Persona l  Serv i ces  $15,579,200 $1 5 ,722,700 $16,811,700 
Employee R e l a t e d  

Expend i tu res  3,579,400 3,524,200 4,251 ,100 
P r o f e s s i o n a l  S e r v i c e s  243,300 321 ,100 259,100 
T r a v e l  - S t a t e  140,900 244,900 280,800 
T r a v e l  - Out -o f -S ta te  12,100 22,600 23,000 
Other Opera t ing  

Expend i tu res  2,647,400 3,539,900 3,751 ,300 
Equ i pmen t 327,000 178,800 395,600 

OPERATION SUBTOTAL 22,529,300 23,554,200 25,772,600 

L i cense  P l a t e s  & Tabs 1,149,900 748,800 943,OOO(c) 
Med ica l  Adv iso ry  Board 80,000 80,000 83,000 
Revenue T r a c k i n g  System 2,464,800 -0- -0- 

TOTAL 26,224,000 24,383,000 26,798,600 

A d d ' l  A p p r o p r i a t i o n s  -0- 658,500 ( b )  -0- 

TOTAL $26.224,00Q $25.041 .50Q $26.798.60Q 

( a )  The number o f  FIE p o s i t i o n s  was reduced because 26 p o s i t i o n s  were t r a n s f e r r e d  t o  

the Department o f  P u b l i c  Sa fe ty  and 45 o t h e r  p o s i t i o n s  were d e l e t e d .  The f i g u r e  
a l s o  r e f l e c t s  t h e  a d d i t i o n  o f  18 new p o s i t i o n s .  

( b )  The a d d i t i o n a l  a p p r o p r i a t i o n  was f o r  v e h i c l e  1  i cense  p l a t e s .  
( c )  The amount a p p r o p r i a t e d  i s  f o r  i s s u i n g  a  s i n g l e  l i c e n s e  p l a t e  p e r  v e h i c l e ,  

e f f e c t i v e  J u l y  1,  1988. 

Source:  S t a t e  o f  A r i z o n a  A p p r o p r i a t i o n s  R e p o r t s  f o r  f i s c a l  y e a r s  1988 
and 1989. 



FINDING I 

MOST PEOPLE ARE SATISFIED WITH SERVICE AT MVD STATIONS, 

BUT SOME AREAS STILL REQUIRE lMPROVEMENT 

A l though  the  Motor  V e h i c l e  Department (MVD) i s  p r o v i d i n g  adequate 

customer s e r v i c e ,  t h e r e  a r e  areas f o r  improvement. Over the  p a s t  few 

years  MVD has implemented s e v e r a l  i n n o v a t i o n s  t o  improve customer 

s e r v i c e s .  F u r t h e r ,  i n  a su rvey  conducted by ou r  O f f  i c e ,  most customers 

r a t e d  MVD good t o  e x c e l l e n t  i n  p u b l i c  s e r v i c e .  However, low r a t i n g s  f rom 

a smal l p r o p o r t i o n  o f  respondents  suggest  t h a t  MVD c o u l d  improve some 

areas o f  customer s e r v i c e .  MVD shou ld  a l s o  make i n f o r m a t i o n  concern ing  

i t s  s e r v i c e s  more a c c e s s i b l e  t o  the  p u b l i c .  

Innovations Have 
Impacted Customer Services 

i n n o v a t i o n s  have improved t h e  l e v e l  o f  customer s e r v i c e .  The number o f  

peop le  who v i s i t  a d r i v e r ' s  l i c e n s e  s t a t i o n  has been reduced by the  renew 

by  m a i l  program and the  e x t e n s i o n  o f  d r i v e r ' s  l i c e n s e  e x p i r a t i o n  f rom 

t h r e e  t o  f o u r  y e a r s .  A l s o ,  v i s i t i n g  a s t a t i o n  i s  more conven ien t  due t o  

a d d i t i o n a l  s t a t i o n s  and Sa tu rday  hours  o f  o p e r a t i o n  a t  s e l e c t e d  s t a t i o n s .  

Renew by mai l program - The renew by mai l program has i n c r e a s e d  

a p p l i c a n t  convenience and reduced the  number o f  d r i v e r ' s  l i c e n s e  

a p p l i c a n t s  who must v i s i t  a s t a t i o n .  A.R.S. 928-426.01, wh ich went i n t o  

e f f e c t  January 1987, a l l o w s  d r i v e r ' s  l i c e n s e  a p p l i c a n t s  who meet t h e  

seven s e t  f o r t h  i n  t h e  s t a t u t e  t o  renew t h e i r  

l i c e n s e  by m a i l .  E l i g i b l e  a p p l i c a n t s  a r e  s e n t  a renewal fo rm s e v e r a l  

' )  The seven q u a l i f i c a t i o n s  l i s t e d  i n  A . R . S .  528-426.01 a r e :  1 )  no c o n v i c t i o n  o f  a  moving 
t r a f f i c  v i o l a t i o n  f o r  t h e  f o u r  years  p r i o r  t o  renewa l ,  2 )  no l i c e n s e  suspension,  
r e v o c a t i o n  o r  c a n c e l l a t i o n  d u r i n g  p r i o r  f o u r  years ,  3 )  1  i c e n s e  renewal i s  f o r  t h e  same 
c l a s s  o f  1  i cense  c u r r e n t 1  y h e l d ,  4) under 70 years  o f  age o r ,  5 )  those 60 years  o f  age 
o r  o l d e r  must p r e s e n t  a  r e p o r t  o f  e y e s i g h t ,  6 )  has been i ssued  a  d r i v e r ' s  1 i c e n s e  f o r  
a t  l e a s t  seven years,  t h e  l a s t  t h r e e  years o f  wh ich  have been i ssued  by t h i s  S t a t e ,  and 
7 )  t h e  l i c e n s e  i ssued  by t h i s  S t a t e  has n o t  been renewed by m a i l  i n  t h e  l a s t  f o u r  years  
immed ia te l y  p reced ing  exp i  r a t i o n  o f  t h e  c u r r e n t  1  i cense. 



months be fo re  t h e i r  l i censes  e x p i r e .  Upon r e t u r n  o f  t he  renewal form, 

MVD sends the l i censee  a s t i c k e r  t o  p l ace  on the back o f  t h e i r  e x i s t i n g  

l i cense ,  which makes the  l i c e n s e  v a l i d  f o r  f ou r  more yea rs .  As o f  A p r i l  

7 ,  1988, 158,313 a p p l i c a n t s  had renewed t h e i r  l i cense  by mai I .  

D r i v e r ' s  l i cense  ex tens ion  - The ex tens ion  o f  d r i v e r ' s  l i cense  

exp i  r a t i o n  dates f rom th ree  t o  f ou r  years  has a l s o  reduced the volume o f  

the  d r i v i n g  p u b l i c  v i s i t i n g  MVD s t a t i o n s  annua l l y .  I n  1984, MVD began 

extending the e x p i r a t i o n  p e r i o d  o f  d r i v e r ' s  l i censes  from th ree  t o  four  

years .  The program was implemented over a three-year  p e r i o d  ending 

January 1987. By expanding the  e x p i r a t i o n  c y c l e ,  the  percentage o f  

d r i v e r ' s  l i censes  e x p i r i n g  annua l l y  was reduced from 33 t o  25 p e r c e n t .  

The combined e f f e c t s  o f  the renew by m a i l  program and the  ex tens ion  o f  

d r i v e r ' s  l i cense  e x p i r a t i o n  da tes  i s  a decrease o f  182,717 d r i v e r ' s  

l icense renewal appl  i c a t  ions from 1986 t o  1987. 

New b u i l d i n g s  - MVD has improved customer convenience by c o n s t r u c t i n g  

seven new s t a t i o n s  s i nce  1984. Three o f  the new s t a t i o n s  were 

replacements f o r  e x i s t i n g  f a c i  l i t i e s  and four  o f  the s t a t i o n s  were bu i  I t  

i n  areas where no s t a t i o n  had p r e v i o u s l y  been o p e r a t i n g .  Three o f  the 

replacement f a c i  I i t i e s  ( F l a g s t a f f ,  P r e s c o t t  and Kingman) combine t i  t i e  

and r e g i s t r a t i o n  and d r i v e r ' s  l i c e n s e  f u n c t i o n s ,  MVD a l s o  has 11 new or  

replacement s t a t i o n s  scheduled f o r  c o n s t r u c t i o n  throughout  the  S t a t e  

be fo re  1994. 

Saturday hours  - MVD has a l s o  improved customer convenience by 

p r o v i d i n g  Saturday hours  a t  some s t a t i o n s .  MVD conducted a s tudy  o f  

ope ra t i ng  hours d u r i n g  the s ix-month p e r i o d  s t a r t i n g  August 13, 1984, 

w i t h  some s t a t i o n s  open on Saturday and o the rs  open longer d u r i n g  

weekdays. The s tudy r e s u l t s  showed s u f f i c i e n t  demand t o  expand hours  o f  

o p e r a t i o n  t o  i nc l ude  Saturday hours .  C u r r e n t l y ,  MVD has t h r e e  d r i v e r ' s  

l i cense  s t a t i o n s  and two t i t l e  and r e g i s t r a t i o n  s t a t i o n s  open Saturdays 

i n  the densely popu la ted  areas o f  Phoenix and Tucson. 



MVD Received P o s i t i v e  R a t i n g s  
On Customer S a t i s f a c t i o n  

Most people t r a n s a c t i n g  bus iness  a t  M V D  s t a t i o n s  appear s a t i s f i e d  w i t h  

se r v i ce  rece ived .  The O f f i c e  o f  A u d i t o r  General conducted a customer 

s a t i s f a c t i o n  survey o f  d r i v e r ' s  !icense and t i t l e  and r e g i s t r a t i o n  

s t a t  ions.  "' Survey r e s u l t s  showed t h a t  respondents were s a t i s f i e d  

w i t h  the job knowledge, e f f i c i e n c y  and cour tesy  o f  M V D  c l e r k s .  Survey 

respondents were a l s o  p leased w i t h  the t i m e l i n e s s  o f  s e r v i c e  and the 

hours o f  s t a t i o n  o p e r a t i o n .  F i n a l l y ,  most respondents r a t e d  the o v e r a l l  

performance o f  MVD s t a t i o n s  surveyed as good o r  e x c e l l e n t  (Table  2 ) .  

TABLE 2 

SURVEY RESPONSES TO CUSTOMER SERVICE QUESTIONS 

Customer D r i v e r ' s  L icense  T i t l e  and R e g i s t r a t i o n  
S a t i s f a c t i o n  T o t a l  Percentage T o t a l  Percentage 

Quest i ons Responses Sat i s f  ied(a) Responses Sat i s f  i ed(a) 

Emp I oyee Courtesy 2,494 87.1% 2,582 89.3% 
Employee Job Knowledge 2,261 90.1% 2,312 92.1% 
Employee E f f i c i e n c y  2,302 83.5% 2,368 88.0% 
Timel iness o f  Serv ice  2,430 78.1% 2,645 84.5% 
Operat ing Hours 2,612 81 .7% 2,754 85.3% 
Ove ra l l  Performance 2,459 82.7% 2,549 87.4% 

( a )  Survey respondents c l a s s i f i e d  a s  " sa t i  s f  iedtl  were those customers who: 1 ) rated 
MVD good or  excel lent  on employee courtesy,  job knowledge and/or e f f i c i ency ,  2 )  
considered that  the time to complete a  transaction was reasonable, 3 )  sa id  hours 
of operation were convenient, o r  4 )  rated MVD good o r  excel lent  on overa l l  
performance. 

Source: Aud i t o r  General Survey o f  M V D  customers.  

Most customers f e l t  t h a t  t r a n s a c t i o n s  were completed w i t h i n  a reasonable 

t ime .  As shown i n  the  p r e v i o u s  t a b l e ,  78 percent  o f  d r i v e r ' s  l i c e n s e  and 

n e a r l y  85 percent  o f  t i t l e  and r e g i s t r a t i o n  customers f e l t  t h a t  t he  t ime 

i t  took t o  complete t h e i  r  t r a n s a c t  ion  was reasonable .  However, some 

t r ansac t i ons  appear t o  take too  l ong .  For example, the  average t ime  t o  

( 1 )  For descr ip t ion of survey methodology, see Appendix 1 .  



complete a  change o f  address a t  a  d r i v e r ' s  l i cense  o f f i c e  was about 22 

m inu tes .  F u r t h e r ,  t o  o b t a i n  i n f o r m a t i o n  a t  d r i v e r ' s  l i c e n s e  s t a t i o n s  

averaged more than 13  minu tes ,  w h i l e  t o  o b t a i n  i n f o r m a t i o n  a t  a  t i t l e  and 

r e g i s t r a t i o n  s t a t i o n  averaged about 12 m inu tes .  The f o l l o w i n g  t a b l e  

l i s t s  the average t r a n s a c t i o n  t imes f o r  d r i v e r ' s  l i c e n s e  and t i t l e  and 

r e g i s t r a t i o n  customers.  

D r i v e r ' s  L icense  

Renew DL 
F i r s t  AZ DL 
D u p l i c a t e  DL 
I n s t r u c t i o n  Permi t  
I .D .  Card 
Reinstatement DL 
Change o f  Address 
Copy o f  Records 
l nformat ion 

TABLE 3 

TRANSACTION TIMES 

Avg. Time T i t l e  & R e g i s t r a t i o n  Avg. Time 

36 Min .  V e h i c l e  T i t l e  21 M in .  
46 M in .  O r i g i n a l  AZ Reg. 23 Min .  
28 M in .  Renew Annual Reg. 11 Min .  
35 M in .  V e h i c l e  I n s p e c t i o n  23 Min .  
29 M in .  Ob ta i n  Permi t  15 M in .  
29 Min .  Ob ta i n  I n f o rma t i on  12 M in .  
22 M in .  Replace Lost  P l a t e s  13 Min .  
25 M in .  
13 M in .  

Source: Aud i to r  General Survey o f  MVD customers.  

The h i gh  l eve l  o f  s a t i s f a c t i o n  r epo r t ed  by respondents may be due to  

MVD's innova t ions  t o  improve customer s e r v i c e .  As ment ioned e a r l i e r ,  MVD 

has implemented a  renew by m a i l  program and longer l i c e n s e  te rms,  which 

have reduced the volume o f  customers who need to  v i s i t  d r i v e r ' s  l i cense  

f a c i l i t i e s .  F u r t h e r ,  MVD has p rov i ded  new f a c i l i t i e s  and Saturday hours 

a t  some s t a t i o n s .  These changes may have impacted the  p u b l i c ' s  

pe rcep t i on  o f  MVD s e r v i c e  by making i t  e a s i e r  t o  t r ansac t  bus iness  a t  MVD 

f a c i l i t i e s .  

MVD Needs To Con t i nue 
Improv ing Areas Of P u b l i c  Se rv i ce  

A l though mast customers a re  s a t i s f i e d  w i t h  s e r v i c e ,  MVD cou ld  con t inue  

improving se rv i ce  by address ing  a t  l e a s t  two problems. F i r s t ,  more than 

one i n  every ten  customers f e e l  they r ece i ved  d iscour teous  s e r v i c e  from 

an MVD c l e r k .  Second, some customers may be requ i r ed  t o  s tand  i n  l i n e  

f o r  extended pe r i ods  w h i l e  w a i t i n g  f o r  an open window. 



Rude treatment o f  customers - More than one o f  every ten survey 

respondents ra ted  employee courtesy as f a i r  or  poor.  Fu r the r ,  Aud i to r  

General s t a f f  noted some examples where customers were t rea ted  rudely 

dur ing our v i s i t s  t o  MVD s t a t i o n s .  The fo l l ow ing  cases i l l u s t r a t e  the 

mistreatment. 

Case 1 

An app l icant  w i t h  a  speech impediment completed a  d r i v e r ' s  l i cense 
app l i ca t i on  form and took the completed form t o  the appropr ia te  
window. The c l e r k  read the form to  review the contents and asked the 
app l icant  h i s  age. The app l i can t  stammered as he responded tha t  he 
was 44 and the c l e r k  wrote down 444. The app l i can t  saw the c l e r k  
w r i t e  444 and asked the c l e r k  why h i s  response was w r i t t e n  
improperly.  The c l e r k  r e p l i e d ,  "because tha t  i s  what you t o l d  me." 
The app l icant  responded tha t  he d i d  not say 444. The c l e r k  sa id ,  
"yes you d i d ,  you sa id  ' f o u r - f o r t y - f o u r ' . "  The app l icant  was 
offended by the c l e r k ' s  t reatment .  

Case 2 

An app l icant  a t  a  d r i v e r ' s  l i cense s t a t i o n  was prov ided t e s t  
ma te r i a l s  f o r  the d r i v e r s  l i cense exam. Among the m a t e r i a l s  the 
appl icant  was g iven a  blank p iece o f  paper, a l though she d i d  not  know 
what i t s  purpose was. Dur ing the t e s t ,  she came across two quest ions 
fo r  which she was unsure o f  the co r rec t  answers. She j o t t e d  down the 
two quest ions on the b lank sheet o f  paper so she could look up the 
answers when she was through. A f t e r  complet ing the exam, she took 
a l l  the ma te r ia l s  to  the MVD c l e r k .  The c l e r k  grabbed the p iece o f  
paper w i t h  the two quest ions,  and t o l d  her i f  she ever caught her 
cheating dur ing  a  t e s t  again she would r i p  up the answer sheet and 
make her leave. The woman r e p l i e d  tha t  she had been g iven the paper 
when she was g iven the t e s t .  The c l e r k  t o l d  her t ha t  b lank paper was 
not given out w i t h  the t e s t  and cheat ing was not a l lowed.  The woman 
appeared t o  be offended by the c l e r k ' s  behavior .  

Reduce standing t ime - MVD shou I d  consider i n s t a l  l ing  t i c k e t  machines 

t o  reduce the time customers must stand i n  l i n e  be fore  rece i v ing  

serv ice.  A t  the s t a t i o n s  surveyed, customers had to  stand i n  l i n e  an 

average o f  35 minutes to  complete a  d r i v e r ' s  l i cense t ransac t i on ,  an 

average o f  15 minutes t o  ob ta in  in fo rmat ion  a t  d r i v e r ' s  l i cense s t a t i o n s ,  

and an average o f  18 minutes to  process a  t i t l e  o r  r e g i s t r a t i o n  

t ransac t ion .  

The t i  t  l e  and r e g i s t r a t i o n  s t a t  ions surveyed and observed have a1 ready 

i n s t a l  led t i c k e t  machines so t i t l e  customers can s i t  down whi l e  w a i t i n g  



f o r  an open window. D r i v e r ' s  l icense and r e g i s t r a t i o n  customers have 

responded tha t  they would l i ke  to  see t i c k e t  machines i n s t a l  led . " '  

The time spent w a i t i n g  be fore  t ransac t ions  are  s t a r t e d  would be made a e 
l i t t l e  more bearable i f  customers were able t o  s i t  w h i l e  w a i t i n g .  

MVD Needs To Make ln format  i o n  
More Accessible To The Pub1 i c  

MVD should make in fo rmat ion  more accessib le t o  the pub1 i c .  P rov id ing  an 

informat ion desk and expanding the phone system would make i  t  eas ie r  f o r  

the p u b l i c  t o  ob ta in  answers to  t h e i r  quest ions.  Be t te r  use o f  s igns and 

r e a d i l y  ava i l ab le  brochures would fu r the r  a s s i s t  the p u b l i c  i n  t h e i r  

t ransac t ions .  

In fo rmat ion  desk - An in fo rmat ion  desk i s  needed i n  a l l  la rger  MVD 

s t a t i o n s .  D r i v e r ' s  I  icense s t a t i o n s  requ i re  a l  l customers to  receive 

i n i t i a l  serv ice from the cashier  s t a t i o n .  T i t l e  and r e g i s t r a t i o n  

s t a t i o n s  requ i re  customers t o  wa i t  f o r  an open se rv i ce  window f o r  i n i t i a l  

se rv i ce .  As a r e s u l t ,  some customers wa i t  f o r  extended per iods on ly  t o  

f i n d  tha t  they lack the necessary paperwork to complete t h e i r  

t ransac t ion ,  or tha t  they have been standing i n  the wrong se rv i ce  l i n e .  

Fu r the r ,  some customers must wa i t  i n  long l i n e s  j u s t  t o  have a simple 

quest ion answered. For those seeking in fo rmat ion  on l y ,  we found the 

average wa i t  t o  be more than 13 minutes a t  d r i v e r ' s  l icense s t a t i o n s  and 

more than 14 minutes a t  t i t l e  and r e g i s t r a t i o n  s t a t i a n s .  

At an in format ion desk, customers could be screened fo r  co r rec t  paperwork 

and then d i rec ted  to the proper serv ice  window. Fu r the r ,  the in fo rmat ion  

desk could answer quest ions f o r  those r e q u i r i n g  in fo rmat ion  o n l y .  I n  a 

1984 study, ADOT's P r o d u c t i v i t y  Resource Management System study team 

recommended screening/ in format ion desks fo r  d r i v e r ' s  l i cense s t a t i o n s .  

The f o l l o w i n g  cases demonstrate the need f o r  an in fo rmat ion  desk. 

( ' )  A l though t i t l e  and r e g i s t r a t i o n  s t a t i o n s  genera l1 y have t i c k e t  machines f o r  t i t l e  

customers, those renewing r e g i s t r a t i o n s  must stand i n  1 i n e  t o  r e c e i v e  s e r v i c e .  



Case 1 

During an observa t ion  a t  a  d r i v e r ' s  l i cense s t a t i o n ,  a  man entered 
and proceeded t o  the i n i t i a l  se rv i ce  l i n e .  Al though o n l y  two people 
were ahead o f  him, he wai ted more than 20 minutes t o  reach the f r o n t  
o f  the l i n e .  

Comnen t 

The i n i t i a l  se rv i ce  l i n e  i s  the s t a r t i n g  p o i n t  f o r  a l l  t ransac t ions  
except f o r  people seeking on l y  in fo rmat ion  and those want ing to  
r e i n s t a t e  t h e i r  d r i v e r ' s  l i cense .  In fo rmat ion  i n q u i r i e s  and d r i v e r ' s  
l icense re instatements are handled e n t i r e l y  a t  the i n i t i a l  serv ice  
window. When a  c l e r k  i s  g i v i n g  in fo rmat ion  there  i s  u s u a l l y  no 
backup i n  l i n e ,  bu t  when a  c l e r k  has t o  complete a  re ins ta tement ,  a  
long l i n e  begins t o  form. Since a  re instatement  takes an average o f  
29 minutes t o  complete, those customers w a i t i n g  i n  l i n e  behind a  
person w i t h  a  re instatement  may have t o  wa i t  f o r  as long as h a l f  an 
hour t o  receive s e r v i c e .  

Case 2 

During the survey a  customer entered a  t i t l e  and r e g i s t r a t i o n  
s t a t i o n ,  took a  t i c k e t  number, and wai ted f o r  the number t o  be 
ca l l ed .  Her number was c a l l e d  a f t e r  a  h a l f  an hour wa i t  and she 
presented h e r s e l f  a t  the se rv i ce  window. When she t o l d  the c l e r k  she 
was there t o  renew her r e g i s t r a t i o n ,  the c l e r k  t o l d  her she was i n  
the wrong l i n e  and would have t o  wa i t  i n  the r e g i s t r a t i o n  l i n e .  The 
customer wa i ted  i n  the r e g i s t r a t i o n  l i n e  f o r  15 minutes t o  be 
helped. When she t o l d  the c l e r k  she wanted t o  renew the v e h i c l e  
r e g i s t r a t i o n ,  the c l e r k  t o l d  her t ha t  he was unable t o  renew the 
r e g i s t r a t i o n  unless she produced a  power-of-attorney, because the car 
i s  only  r e g i s t e r e d  i n  her husband's name. 

Comnen t 

Since no one screens customers f o r  co r rec t  paperwork o r  d i r e c t s  them 
t o  the co r rec t  se rv i ce  window, the on l y  way customers can get needed 
in fo rmat ion  i s  by s tand ing  i n  l i n e  t o  ask ques t ions ,  o r  be ing t o l d  
the i r  t ransact  i o n  cannot be completed f o r  some reason. 

Phone system - MVD does not  have an adequate phone system f o r  customer 

in fo rmat ion .  The system cannot handle the volume o f  c a l l s  received,  and 

many customers get  a  busy s igna l  when they t r y  t o  c a l l .  I n  order t o  

determine how e f f e c t i v e  the e x i s t i n g  phone system i s ,  MVD commissioned a  

study o f  the Phoenix area d r i v e r ' s  l i cense s t a t i o n  phone system. The 

study showed tha t  the e x i s t i n g  phone system received more than 21,000 

c a l l s  per week. Of the 21,000 c a l  I s ,  on ly  40 percent  a c t u a l l y  got 

through to  an MVD opera to r ,  and the  o ther  60 percent heard a  busy s i g n a l .  



Even i f  customers can ge t  a  connec t ion  t o  MVD, they s t i l l  may encounter 

d i f f i c u l t y  i n  g e t t i n g  an MVD employee on t he  l i n e  t o  answer t h e i r  

ques t ion .  Under MVD's c u r r e n t  system, customers c o n t a c t i n g  metro Phoenix 

d r i v e r ' s  l i c e n s e  s t a t i o n s  hear a taped message f o l l owed  by phone numbers 

customers may c a l l  f o r  f u r t h e r  i n f o r m a t i o n .  These phone numbers connect 

customers t o  MVD employees a t  d r i v e r ' s  l i c e n s e  s t a t i o n s .  MVD has 

at tempted t o  reduce the  number o f  c a l l s  t o  d r i v e r ' s  l i cense  s t a t i o n s  by 

c o n t r a c t i n g  w i t h  a  p r i v a t e  company t o  e s t a b l i s h  an e l e c t r o n i c  system t o  

screen c a l l e r s .  The system was designed t o  screen c a l l e r s  through taped 

messages, and i f  necessary ,  e l e c t r o n  i c a l  l y  connect them t o  an MVD 

employee i n  the  a p p r o p r i a t e  a rea .  Four numbers f o r  MVD were l i s t e d  i n  

the  phone book. The phone numbers d i r e c t e d  c a l l e r s  through a s e r i e s  o f  

screening ques t ions  o n l y ,  t o  reach a dead end - o n l y  one o f  the fou r  

phone numbers a l lowed the  c a l l e r  t o  connect w i t h  an MVD employee. 

F u r t h e r ,  the  one phone number t h a t  would connect w i t h  an MVD employee 

connected c a l l e r s  t o  the Mesa d r i v e r ' s  l i cense  s t a t i o n  camera o p e r a t o r .  

Because o f  the problems w i t h  the  system, MVD te rm ina ted  the new system. 

The f o l l o w i n g  cases demonstrate the  problems w i t h  t r y i n g  t o  ge t  

i n f o rma t i on  us i ng  MVD's c u r r e n t  phone system. 

Case 1 

On J u l y  15,  1988, a  member o f  our s t a f f  a t tempted t o  con tac t  a  
d r i v e r ' s  l i cense  s t a t i o n  i n  t he  Phoenix a rea  t o  t e s t  the c u r r e n t  
phone system f o r  ease o f  customer use. The a u d i t o r  found i t  
d i f f i c u l t  t o  make a connec t i on .  The f i r s t  problem encountered was i n  
l o c a t i n g  the phone number. The phone number i s  l i s t e d  under the 
Department o f  T r a n s p o r t a t i o n  and no t  under a  separate  Motor Veh i c l e  
D i v i s i o n  l i s t i n g .  A f t e r  l o c a t i n g  the phone number, the a u d i t o r  spent 
f i v e  minutes and 14  a t t emp ts  t o  ge t  an open l i n e .  When the a u d i t o r  
reached an open I i n e ,  a  recorded message gave genera l  i n fo rmat  ion  
f o l l owed  by a  l i s t  o f  phone numbers one cou ld  c a l l  t o  o b t a i n  
a d d i t i o n a l  i n f o r m a t i o n .  A f t e r  two minutes and e i g h t  a t t emp ts  a t  
c a l l i n g  the new number, an open l i n e  was reached. When the phone was 
answered, the a u d i t o r  was immediately pu t  on h o l d  f o r  one minu te .  
Whi le on h o l d ,  t he re  was no message o r  i n d i c a t o r  t o  l e t  the a u d i t o r  
know t h a t  he wasn ' t  c u t  o f f .  When the  c l e r k  answered the phone 
aga in ,  the a u d i t o r  r ece i ved  f a s t ,  cour teous s e r v i c e .  

Case 2 

A person responding t o  the  customer survey s t a t e d  t h a t  he cou ld  no t  
ge t  through on the  phone t o  have h i s  ques t i on  answered. A f t e r  t r y i n g  
severa l  days w i t h  no success, he drove more than ten m i l e s  t o  the 
s t a t i o n  and s tood i n  l i n e  f o r  more than 30 minutes t o  have h i s  
ques t i on  answered. S ince  the ques t i on  was o n l y  i n f o r m a t i o n a l ,  t he  
customer cou ld  have avo ided  making the unneeded t r i p  had the  phone 
system been e f f i c i e n t .  

14 



Signs - Although MVD has made an e f f o r t  t o  improve s i g n s  and has 

i n s t a l l e d  some new s i gns  i n  s t a t i o n s ,  many s i gns  do no t  e f f e c t i v e l y  

convey the i n f o r m a t i o n  customers d e s i r e .  Du r i ng  our obse rva t i on  and 

customer s a t i s f a c t i o n  su rvey ,  many customers complained t h a t  the  s i gns  do 

no t  g i v e  c l e a r  d i r e c t i o n s  on where t o  beg in  t r a n s a c t i o n s  and do no t  g i v e  

complete i n f o r m a t i o n  on the  paperwork needed t o  complete the 

t r ansac t i ons .  Customers a l s o  complained t h a t  many o f  the  s i g n s  t h a t  would 

have helped them complete t h e i r  t r a n s a c t i o n s  a re  loca ted  on the  o u t s i d e  

o f  the b u i l d i n g  o r  i n  o t h e r  less  v i s i b l e  l o c a t i o n s .  

Brochures - MVD's use o f  brochures t o  communicate i n f o r m a t i o n  t o  the 

p u b l i c  cou ld  be improved i f  more i n f o r m a t i v e  brochures were p r i n t e d  and 

p laced where the p u b l i c  cou ld  o b t a i n  copies.,. T i t l e  and r e g i s t r a t i o n  

s t a t i o n s  do no t  have b rochures  about the types o f  s e r v i c e s  the  s t a t i o n s  

o f f e r .  Dur ing  our obse rva t i ons  a t  d r i v e r ' s  l i c e n s e  s t a t i o n s  we found 

t h a t  a l l  s t a t i o n s  had d r i v e r ' s  l i c e n s e  manuals a v a i l a b l e ,  bu t  these 

manuals were no t  always p laced  i n  the  lobby a rea .  Thus, customers o f t e n  

had t o  wa i t  i n  l i n e  t o  ask the  cash ie r  f o r  a  manual. A lso  d r i v e r ' s  

l i cense  manuals a r e  n o t  g e n e r a l l y  a v a i l a b l e  i n  t i t l e  and r e g i s t r a t i o n  

s t a t  i ons .  

RECOWENDAT I ONS 

1 .  MVD should i n s t a l l  i n f o rma t i on / sc reen ing  desks i n  a l l  s t a t i o n s  w i t h  a  

h i g h  volume o f  customers t o  p r o v i d e  the f o l l o w i n g  s e r v i c e s .  

r Ensure t h a t  customers have the proper  paperwork f o r  t h e i r  

des i r ed  t r a n s a c t i o n s .  

a E l i m i n a t e  t h e  chance o f  customers w a i t i n g  i n  the  wrong 

t ransac t i on l i ne . 

0 Reduce the  long w a i t  t o  r ece i ve  i n f o r m a t i o n .  

2 .  MVD should i n s t a l  l t i c k e t  machines i n  d r i v e r ' s  l i c e n s e  and t i t l e  and 

r e g i s t r a t i o n  s t a t i o n s  t o  lessen the inconvenience o f  s t a n d i n g  i n  long 

l ines .  



3. MV D  s igns  should  be easy t o  unders tand and f o l l o w .  S igns  should  be 

p laced i n  e a s i l y  v i s i b l e  l o c a t i o n s .  

4. MVD  shou ld  con t i nue  t o  s t r e s s  the importance o f  p roper  customer 

s e r v i c e  t o  a l l  employees. 

5. MV D  should  develop brochures d e s c r i b i n g  a v a i l a b l e  customer s e r v i c e s  

and l i s t i n g  r equ i r ed  paperwork f o r  the most common types o f  

t r a n s a c t i o n s .  

6. MVD shou ld  develop and i n s t a l l  a  phone system t h a t  can handle a l l  

incoming phone c a l  I s  and e l e c t r o n i c a l  l y  screen ques t i ons .  

7. MV D  shou ld  make d r i v e r ' s  l i c e n s e  manuals ava i  t ab l e  i n  t i t l e  and 

r e g i s t r a t i o n  s t a t i o n s ,  and p l ace  d r i v e r ' s  l i c e n s e  and t i t l e  and 

r e g i s t r a t i o n  manuals i n  e a s i l y  access ib l e  l o c a t i o n s  i n  d r i v e r ' s  

l i cense  s t a t i o n s .  



FINDING I I 

MVD NEEDS TO MANAGE 

DRIVER'S LICENSE PROCESSING MORE EFFECTIVELY 

The Motor Veh ic le  D i v i s i o n  (MVD) does no t  adequate ly  manage d r i v e r ' s  

l i c e n s e  p rocess ing .  Recent increases i n  p rocess ing  t ime a re  l a r g e l y  due 

t o  a lack o f  management o v e r s i g h t .  I n  a d d i t i o n ,  poor p l ann ing  has 

plagued severa l  o f  MVD's new d r i v e r ' s  l i cense  programs. 

Process ing  Time Increased 
I n  E a r l y  1988 

The t ime t o  process a d r i v e r ' s  l i cense  increased s u b s t a n t i a l l y  i n  t he  

f i r s t  h a l f  o f  1988, even though the  volume o f  a p p l i c a t i o n s  t o  be 

processed was decreas ing .  As o f  June 1988, p rocess ing  t ime f o r  d r i v e r ' s  

l i censes  exceeded 70 days. " '  Th i s  i s  a s i g n i f i c a n t  increase from as 

l a t e  as January 1988, when p rocess ing  t ime averaged 43 o r  fewer days. 

F u r t h e r ,  these de lays  a r e  o c c u r r i n g  under a reduced work load.  The volume 

o f  a p p l i c a t i o n s  processed decreased by 17 percen t  i n  1987, and i s  

expected t o  decrease f u r t h e r  i n 1988. 

The de lays  r e c e n t l y  a t t r a c t e d  some p u b l i c  a t t e n t i o n  when temporary 

I icenses issued w i t h  60-day exp i  r a t i o n  da tes  began t o  exp i  r e  b e f o r e  

people  rece ived t h e i r  new l i censes .  T h i s  l ed  MVD t o  inc rease  the 

temporary l i cense  exp i  r a t i o n  dates from 60 t o  75 days. Th i s  i s  a l s o  a 

s i g n i  f  i cant increase from 1987, when temporary l i censes were issued w i  t h  

45-day e x p i r a t i o n  da tes .  

MVD has p u b l i c l y  a t t r i b u t e d  t he  de lays  t o  the implementat ion o f  i t s  new 

computer generated l i c e n s e  system which occu r red  d u r i n g  the  same p e r i o d .  

S ince t h a t  t ime,  however, d i v i s i o n  records  show t h a t  p rocess ing  t ime has 

been reduced t o  l ess  than  50 days i n  most cases. 

( 1 )  Process ing t ime can be much l o n g e r  than average f o r  a p p l i c a t i o n s  w i t h  e r r o r s  o r  

those t h a t  d o n ' t  pass t h e  N a t i o n a l  D r i v e r  R e g i s t r y  check. 



Delays Resu l ted  From 
Lack Of Management Overs i gh t 

Al though MVD a t t r i b u t e s  the p rocess ing  de lays  t o  new computer systens,  

the  long de lays  appear t o  have been caused by a  l ack  o f  management 

o v e r s i g h t .  Lack o f  m o n i t o r i n g  a l l owed  s i z a b l e  b o t t l e n e c k s  t o  develop 

be fo re  management became aware o f  problems. I n  a d d i t i o n ,  MVD d i d  no t  

have performance s tandards t o  eva lua te  p rocess ing  t i m e l i n e s s  and, 

t he re fo re ,  management was unable t o  c o n t r o l  performance. 

Lack o f  performance m o n i t o r i n g  - MVD management was no t  aware o f  the 

l a rge  back log i n  p rocess ing  a p p l i c a t i o n s  u n t i l  consumers complained t ha t  

temporary l i censes  were e x p i r i n g  b e f o r e  permanent l i c e n s e s  were issued. 

These consumer comp la i n t s  revea led  a back log  which had been growing f o r  

some t ime, unno t i ced  by management. Management was no t  aware o f  the 

problems because i t  does no t  mon i t o r  performance. 

We noted back logs  i n  many p rocess ing  u n i t s  d u r i n g  the  course o f  our 

a u d i t .  When the  a u d i t  began i n  February  1988, t he re  was a back log  i n  the  

computer t e rm ina l  e n t r y  u n i t .  A t  t h a t  t ime ,  the  p rocess ing  u n i t s  

preceding the  computer t e rm ina l  e n t r y  u n i t  were n o t  exper ienc ing  

problems. I n  March b o t t l e n e c k s  began t o  develop i n  the t h ree  process ing 

u n i t s  p r i o r  t o  t e r m i n a l  e n t r y  and i n  the  f i n a l  p rocess ing  u n i t  be fo re  

mai I ing.  These back logs  occur red  f o r  v a r i o u s  reasons: s t a f f  shortages 

due t o  absenteeism, problems w i t h  deve lop ing  f i l m  by NBS Imaging Systems 

(NBS),"' and problems w i t h  m i c r o f  i lming the  appl  i c a t  i ons .  Due t o  

lack  o f  o v e r s i g h t  these b o t t l e n e c k s  went undetected by management, and 

combined t o  c r e a t e  t he  June 1988 p rocess ing  t ime i n  excess o f  70 days. 

Lack o f  performance s tandards - A l though  MVD managers expected t ha t  the 

new computer generated l i c e n s i n g  system would increase p rocess ing  t ime 

MVD d i d  no t  e s t a b l i s h  standards t h a t  would a l l o w  managers t o  eva lua te  the 

D i v i s i o n ' s  performance i n  p rocess ing  d r i v e r ' s  l i c e n s e s .  Wi thout  such 

standards MVD managers would have been unable t o  eva lua te  performance 

even i f  they had a c t u a l l y  mon i t o red  p rocess ing .  MVD p e r i o d i c a l l y  

conducts s t u d i e s  o f  average l i c e n s e  p rocess ing  t ime ,  b u t  d i d  no t  set  a  

( ' 1  MVD has a c o n t r a c t  w i t h  NBS Imaging Systems t o  produce d r i v e r ' s  l i c e n s e s ,  i n  e f f e c t  
from J u l y  1 ,  1987, th rough  June 30, 1992. 
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goal f o r  how long i t  shou ld  take t o  issue a  l i c e n s e .  No s tandards were 

developed f o r  the p rocess ing  done by the d i f f e r e n t  u n i t s ;  t h e r e f o r e ,  

management has no b a s i s  t o  measure t he  performance o f  any u n i t .  

S ince we completed f i e l d w o r k ,  however, the D i v i s i o n  has begun t o  work 

toward a  goal  o f  25 days t o  process d r i v e r ' s  I  icenses.  Accord ing t o  the 

a s s i s t a n t  d i r e c t o r ,  25 days i s  an i n f o rma l  s tandard which i s  be ing  

c u r r e n t l y  eva lua ted  t o  determine i f  i t  i s  r e a l i s t i c  and f e a s i b l e .  The 

a s s i s t a n t  d i r e c t o r  i n d i c a t e d  t h a t  the 25-day s tandard  w i l l  be e s t a b l i s h e d  

as a  p o l i c y  i f  i t  proves t o  be workab le .  

B e t t e r  Management 
O f  New Programs I s  Needed 

Poor management was a l s o  e v i d e n t  i n  the l ack  o f  proper  p l ann ing  and 

implementat ion o f  t h ree  recen t  programs: t he  newly designed d r i v e r ' s  

l i cense ,  conso l i da ted  a p p l i c a t i o n  forms, and renewal o f  d r i v e r ' s  l i censes  

by m a i l .  

New d r i v e r ' s  l i cense  - MVD began i s s u i n g  a  newly designed d r i v e r ' s  

l i cense  i n  March 1988. The new l i cense  has a  tamper-proof p l a s t i c  

l am ina t i on ,  a saguaro m o t i f ,  and i s  computer p r i n t e d  ins tead  o f  hand 

w r i t t e n .  The computer p r i n t i n g  i s  p o s s i b l e  due t o  a  new computer 

generated form used a t  t h e  s t a t i o n s .  The computer generated form and the 

new l icense s t y l e ,  produced by NBS lmagi ng Systems, a re  separate  

programs. MVD began b o t h  programs s imu l taneous ly  i n  o rder  t o  produce a  

new d r i v e r ' s  l i cense  w i t h  computer p r i n t e d  i n f o r m a t i o n .  The f o l l o w i n g  

problems i l l u s t r a t e  management's poor p l ann ing  and implementat ion o f  

these programs. 

a F i e l d  o f f i c e r s  d i d  no t  have s u f f i c i e n t  computer t e rm ina l  t r a i n i n g  

be fo re  s t a r t i n g  work.  They rece i ved  less  than 30 hours  o f  t r a i n i n g  

on how t o  update t he  D r i v e r  Data Base. I n  c o n t r a s t ,  d a t a  e n t r y  

c l e r k s  a t  headquar ters  r ece i ve  240 hours  o f  t r a i n i n g  b e f o r e  they 

beg in  work ing a t  the  t e r m i n a l s .  Some s t a t i o n  employees d i d  n o t  beg in  

us i ng  t e rm ina l s  f o r  up t o  one year o r  more a f t e r  t h e i r  i n i t i a l  

t r a i n i n g ,  and thus f o r g o t  much o f  what they had lea rned .  Bo th  

f a c t o r s  r e s u l t e d  i n  h i g h  e r r o r  r a t e s .  An ADOT P r o d u c t i v i t y  Resource 



Management System study issued i n  March 1988 repor ted  e r r o r  r a t e s  o f  

37 percent  f o r  f i e l d  o f f i c e r s .  These e r r o r s  made i t  necessary f o r  

a p p l i c a n t s  t o  r e t u r n  t o  s t a t i o n s  t o  c o r r e c t  MVD mis takes .  

r F i e l d  o f f i c e r s  were no t  s u f f i c i e n t l y  t r a i n e d  t o  operate  equipment a t  

t he  s t a t i o n s .  When a  p r i n t e r  r i b b o n  wore ou t  on the  second day o f  

ope ra t i ons  a t  one s t a t i o n ,  no one knew how t o  change i t  and the 

c l e r k s  began t y p i n g  l i censes  manua l l y .  

a The new system was designed w i t h  a  computer program t h a t  p r i n t s  o n l y  

the  residence address on the l i c e n s e  and does no t  p r i n t  the m a i l i n g  

address i f  i t s  d i f f e r e n t .  The pos t  o f f i c e  w i l l  o n l y  d e l i v e r  l i censes  

t o  the c o r r e c t  mai l i n g  address and a l l  o t h e r s  a re  r e tu rned  t o  MVD as 

unclaimed m a i l .  I f  the f i e l d  o f f i c e r  n o t i c e s  a  d i f f e r e n t  m a i l i n g  

address,  the  a p p l i c a t i o n  can be marked f o r  s p e c i a l  hand l i ng .  

However, headquar te rs  must then t ype  a  s p e c i a l  envelope f o r  t h a t  

I i cense. 

New d r i v e r ' s  l i c e n s e  a p p l i c a t i o n  forms - MVD developed a  double-s ided,  

one page a p p l i c a t i o n  f o r  a l l  a p p l i c a n t s  regard less  o f  l i cense  type .  The 

new a p p l i c a t i o n  i nc l udes  the organ donor a f f i d a v i t  and o t h e r  support  

documentat ion,  thus  e l i m i n a t i n g  the  need f o r  m u l t i p l e  forms. Th is  

program encountered severa l  problems d u r i n g  p l ann ing  and implementat ion.  

a Due t o  poor i n i t i a l  des ign  o f  t he  a p p l i c a t i o n ,  23 f laws were de tec ted  

a t  the l a s t  m inu te  which r e s u l t e d  i n  a  th ree  month de lay  o f  

implementat ion.  Some o f  these f laws  were major e r r o r s .  For 

example: the a p p l i c a t i o n  had no space t o  i n d i c a t e  l i c e n s e  c l a s s ,  

which d i s t i n g u i s h e s  the types o f  l i censes  such as opera to r  o r  

moto rcyc le .  The i n i t i a l  a p p l i c a t i o n  had no space f o r  d r i v e r  

r e s t r i c t i o n s  such as c o r r e c t i v e  lenses.  Th i s  a p p l i c a t i o n  was 

scheduled t o  be p r i n t e d  a t  the same t ime as  the  new l i c e n s e  on March 

7 ,  1988, b u t  was no t  ready u n t i l  June 13,  1988. 

a A f t e r  us i ng  a p p l i c a t i o n s  a t  the f i e l d  s t a t i o n s  f o r  a  few days, 

management c a l l e d  a meet ing t o  d i scuss  how t~ deal  w i t h  problems t h a t  

had no t  been addressed be fo re  the  forms were d i s t r i b u t e d .  For 



example, o f f i c e r s - i n - c h a r g e  a t  the  s t a t i o n s  had n o t  been t o l d  what t o  

do w i t h  the new a p p l i c a t i o n  i f  an a p p l i c a n t  f a i l e d  t o  pass the 

w r i t t e n  t e s t  o r  the  road t e s t .  Some s t a t i o n s  s imp ly  threw the 

appl  i c a t i o n  away and had no reco rd  t h a t  the i n d i v i d u a l  had appl  i e d  

and f a i l e d ,  some s t a t i o n s  c rea ted  a  dummy computer record  n o t i n g  the 

f a i l u r e  bu t  s t i l l  threw the  a p p l i c a t i o n s  away, and some s t a t i o n s  kep t  

the a p p l i c a t i o n s  on f i l e  u n t i l  the a p p l i c a n t  r e tu rned .  

D r i v e r ' s  l i c e n s e  renewal by m a i l  program - MVD began the renew by m a i l  

program f o r  d r i v e r ' s  l i censes  i n  January 1987. T h i s  program a l l o w s  

approx imate ly  20 percen t  o f  A r i z o n a ' s  d r i v i n g  p o p u l a t i o n  t o  renew t h e i r  

l i censes  by ma i l  each yea r ,  which reduces the number o f  a p p l i c a n t s  

processed by f i e l d  o f f i c e s .  The f o l l o w i n g  cases demonstrate poor 

management p l ann ing  and implementat ion o f  t h i s  program. 

a MVD d i d  no t  p i l o t  t e s t  the  renewal by m a i l  a p p l i c a t i o n s ,  and has now 

determined t h a t  o n l y  54  percen t  o f  e l i g i b l e  a p p l i c a n t s  renewed t h e i r  

l i censes  by m a i l  i n  1987. Accord ing t o  an MVD o f f i c i a l ,  i n  

C a l i f o r n i a  n e a r l y  80 percen t  o f  those e l i g i b l e  renew by m a i l ;  

t h e r e f o r e ,  MVD expected a comparable response r a t e .  MVD assumed t h a t  

the low response r a t e  was because a p p l i c a n t s  d i d  no t  unders tand the 

renewal form. MVD developed a  new renewal by m a i l  a p p l i c a t i o n  and 

ordered a  y e a r ' s  supply  w i t h o u t  tho rough ly  t e s t i n g  the  new form. 

F u r t h e r ,  $8,000 wor th  o f  the  o l d  a p p l i c a t i o n s  and envelopes a re  

w a i t i n g  t o  be des t royed .  

a Near l y  30 percen t  (78,000)  o f  the 291,000 renewal by m a i l  

a p p l i c a t i o n s  and l e t t e r s  were r e tu rned  t o  MVD as u n d e l i v e r a b l e .  The 

computer t h a t  generates t he  renewal l e t t e r s  t o  a p p l i c a n t s  i s  

programmed t o  use the  res idence  address even i f  the m a i l i n g  address 

i s  d i f f e r e n t .  More than one year  a f t e r  the s t a r t  o f  the  renewal by 

m a i l  program, MVD i s  c o n s i d e r i n g  ways t o  r eso l ve  the  address problem. 

1 .  MVD shou ld  take s teps  t o  reduce d r i v e r ' s  l i cense  p rocess ing  t ime by 

a E s t a b l i s h  u n i t  performance s tandards f o r  d r i v e r ' s  l i c e n s e  

p rocess ing  areas.  
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e Set an o v e r a l l  goal  f o r  d r i v e r ' s  l i cense  p rocess ing  based on 

u n i t  performance s tandards .  

e Moni to r  and c o n t r o l  p rocess ing  t ime based on performance 

s tandards.  

I n  a d d i t i o n ,  MVD management needs t o  improve p l a n n i n g  and 

implementat ion o f  f u t u r e  programs. 

0 Ensure t h a t  employees a re  p r o p e r l y  t r a i n e d  i n  new procedures.  

e P i l o t  t e s t  programs t o  make necessary changes p r i o r  to  

implementat ion.  

0 Moni to r  programs t o  ensure success a f t e r  implementat ion 



FINDING I l l  

UVD, IN  COORDINATION WITH LAW ENFORCEMENT AGENCIES AND COURTS, 

NEEDS TO STRENGTHEN ENFORCEMENT EFFORTS 

AGAINST DRIVERS WITH SUSPENDED OR REVOKED LICENSES 

WHO CONTINUE TO DRIVE 

Although enforcement agencies take a c t i o n  aga ins t  prob lem d r i v e r s ,  many 

con t inue  t o  d r i v e .  I n d i v i d u a l s  w i t h  suspended o r  revoked l i censes  o f t e n  

ignore a t tempts  t o  sanc t i on  them. An e f f e c t i v e  enforcement program 

requ i r es  coord ina ted  e f f o r t s  by law enforcement agenc ies ,  the c o u r t s  and 

MVD. To fund an increased enforcement e f f o r t ,  the  L e g i s l a t u r e  should  

cons ider  r a i s i n g  the l i cense  re ins ta tement  fee f o r  suspended/revoked 

l i censes. 

E f f e c t i v e  Enforcement 
Requi res Coord inated E f f o r t  

According t o  Federa l  g u i d e l i n e s  developed i n  coope ra t i on  w i t h  t he  

American Assoc ia t i on  o f  Motor Veh i c l e  A d m i n i s t r a t o r s  (AAMVA), a  model 

enforcement program aga ins t  d r i v e r s  w i t h  suspended/revoked l i censes  

requ i r es  a  h i g h  l e v e l  o f  c o o r d i n a t i o n  among the p o l i c e ,  the c o u r t s  and 

the  s t a t e  d r i v e r ' s  l i c e n s i n g  agency. P o l i c e  o f f i c e r s  de tec t  problem 

d r i v e r s  and c i t e  them f o r  v i o l a t i o n s .  When a d r i v e r  appears i n  c o u r t  the  

judge has the r e s p o n s i b i l i t y  t o  a d j u d i c a t e  the r e s u l t i n g  c r i m i n a l  

charges, and i f  necessary impose a c o u r t  ordered suspension. F i n a l l y ,  

MVD i s  respons ib le  f o r  r e g u l a t i n g  d r i v e r  a c t i v i t y ,  i n c l u d i n g  enforcment 

o f  motor v e h i c l e  laws by m o n i t o r i n g  records and t a k i n g  c o r r e c t i v e  

a c t i o n s .  MVD has severa l  sanc t i ons  aga ins t  problem d r i v e r s .  

a T r a f f i c  S u r v i v a l  School - D r i v e r s  who accumulate p o i n t s  on t h e i r  

d r i v i n g  record  i n  a  s p e c i f i e d  t ime  p e r i o d  must a t t e n d  an a u t h o r i z e d  

school f o r  a  ten-hour program t o  h e l p  develop b e t t e r  d r i v i n g  h a b i t s .  

8 License r e s t r i c t i o n  - Spec ia l  requ i rements  (such as d r i v i n g  t o  and 

from work o n l y )  a re  p l aced  on the  d r i v i n g  p r i v i  lege,  w i t h  t he  

o b j e c t i v e  o f  l i m i t i n g  exposure t o  the d r i v i n g  p u b l i c .  



a Suspension - Temporar i l y  w i thdraws t he  p r i v i l e g e  t o  d r i v e .  

Suspension can range from 30 days t o  one yea r .  As o f  June 17 ,  1988, 

138,000 i n d i v i d u a l s  were under suspension. 

a Revocat ion - Terminates the  d r i v i n g  p r i v i l e g e  o f  i n d i v i d u a l s  who a re  

conv i c t ed  o f  con t inued  improper d r i v i n g .  The revoca t i on  p e r i o d  

g e n e r a l l y  l a s t s  f o r  a  minimum o f  one yea r .  A t  the end o f  the 

r evoca t i on  p e r i o d ,  a  l i cense  i s  no t  r e i n s t a t e d  w i t h o u t  an 

i n v e s t i g a t i o n  i n t o  the  c h a r a c t e r ,  h a b i t s  and d r i v i n g  a b i l i t y  o f  the 

o f f e n d e r .  As o f  June 17,  1988, 23,000 i n d i v i d u a l s  were under 

r evoca t i on .  

MVD has s i g n i f i c a n t l y  exped i t ed  i t s  d r i v e r  improvement program through 

automat ion.  I n  January 1987 MVD rep laced i t s  mul t i -phased manual 

process ing system w i t h  an automated system. Automat ion o f  the  d r i v e r  

improvement program has p rov i ded  more thorough sc reen ing  o f  d r i v i n g  

records and a l l ows  MVD t o  take  qu i cke r  a c t i o n  aga ins t  problem d r i v e r s .  

P r e v i o u s l y ,  i n d i v i d u a l  d r i v i n g  records were t racked  manua l l y ,  and 

de te rm ina t i on  o f  d r i v e r  improvement a c t i o n s  was a  cumbersome and 

t ime-consuming t ask ,  which r e s u l t e d  i n  s i g n i  f  i c a n t  back logs .  

D r i v e r s  Cont inue t o  D r i v e  
Wi thout  V a l i d  L icenses 

Al though MVD can i d e n t i f y  problem d r i v e r s  and r e s t r i c t  t h e i r  d r i v i n g  

p r  i v  i l eges , many i nd i v  i dual  s  w i t h  suspended o r  revoked l i censes con t i  nue 

t o  d r i v e .  These problem d r i v e r s  may pose a  hazard t o  o the r  d r i v e r s .  

Desp i t e  a c t i o n s  taken, v i o l a t o r s  con t inue  t o  d r i v e  - Desp i te  a c t i o n s  

taken, i n d i v i d u a l s  w i t h  suspended o r  revoked l i censes  con t inue  t o  d r i v e .  

The f o l  lowing two case examples"' o f  problem d r i v e r s  c o n v i c t e d  o f  

numerous v i o l a t i o n s  i l l u s t r a t e  the apparent d i s r e g a r d  these i n d i v i d u a l s  

have f o r  b o t h  t r a f f i c  s a f e t y  and the l i c e n s i n g  a u t h o r i t y .  

( 1 )  See Appendix I 1  f o r  a  d e t a i l e d  l i s t i n g  o f  t h e  d r i v e r s '  c o n v i c t i o n s  and t h e  

enforcement a c t i o n s  taken  a g a i n s t  t h e  d r i v e r s .  



Case One 

Between October 1983 and February 1988, an i n d i v i d u a l  had h i s  l icense 
suspended f ou r  t imes f o r  pe r i ods  rang ing  from 30 days t o  15 months. 
I n  a d d i t i o n ,  h i s  l i c e n s e  was i n d e f i n i t e l y  suspended by t he  c o u r t s  
seven t imes f o r  f a i l u r e  t o  pay f i n e s .  I n  f a c t ,  because he d i d  no t  
pay f i n e s ,  the  i n d i v i d u a l ' s  l i cense  has been suspended from June 1986 
t o  the p resen t .  However, the i n d i v i d u a l  has con t i nued  t o  d r i v e  
throughout the  suspension p e r i o d  d e s p i t e  the many a c t i o n s  taken 
aga ins t  him. He was conv i c t ed  32 t imes d u r i n g  a  four -year  p e r i o d ,  
accumulat ing a  t o t a l  o f  45 p o i n t s .  

The c o n v i c t i o n s  i nc l ude  speeding, d r i v i n g  under the i n f l u e n c e ,  
v i o l a t i o n  o f  f i n a n c i a l  r e s p o n s i b i l i t y  laws, f a i l u r e  t o  obey t r a f f i c  
s igns ,  d r i v i n g  on the wrong s ide  o f  the road, and f a i l u r e  t o  s t op  on 
command o f  a p o l i c e  o f f i c e r .  

Case Two 

An i n d i v i d u a l ' s  l i c e n s e  has been revoked from J u l y  1986 through J u l y  
1989. I n  a d d i t i o n ,  h i s  l i cense  has been suspended i n d e f i n i t e l y  s i nce  
Ju l y  1985 because he d i d  no t  pay two f i nes . Desp i t e  t he  suspens i ons 
and revoca t i ons ,  t h i s  person con t inued  t o  d r i v e  and was conv i c t ed  o f  
16 v i o l a t i o n s  i n  a  two and one-ha l f  year p e r i o d ,  accumulat ing 32 
p o i n t s  on h i s  d r i v e r  record .  Most o f  the c o n v i c t i o n s  were f o r  
d r i v i n g  under suspens ion / revoca t ion .  Other c o n v i c t i o n s  i nc l ude  
speeding, f a i l u r e  t o  obey a  t r a f f i c  c o n t r o l  s i gna l  legend, d r i v i n g  on 
the wrong s i d e  o f  the  road, f a i l u r e  t o  obey a  s t o p  s i g n ,  r eck l ess  
d r i v i n g ,  d r i v i n g  under the  i n f l u e n c e ,  f a i l u r e  t o  remain w i t h i n  the  
des ignated lane o f  t r a f f i c ,  and f a i l u r e  t o  d r i v e  w i t h o u t  a  v a l i d  
d r i v e r ' s  l i c e n s e .  T h i s  i n d i v i d u a l ' s  poor d r i v i n g  h a b i t s  may be 
hazardous t o  o t h e r  d r i v e r s .  

We reviewed f i l e s  on d r i v e r s  under suspension o r  revoca t ion" '  t o  

determine how o f t e n  these i n d i v i d u a l s  had been caught v i o l a t i n g  the 

suspens ion/ revocat ion.  Table 4 i l l u s t r a t e s  the  number o f  t imes these 

i n d i v i d u a l s  were c o n v i c t e d  o f  d r i v i n g  under suspens ion/ revocat ion over 

the past  f i v e  yea rs .  A l though the number o f  d r i v e r s  c o n v i c t e d  i s  smal l  

compared w i t h  the  t o t a l  number o f  l icensed d r i v e r s  (approx imate ly  2 .3  

m i l l i o n  as o f  January 1 ,  1988),  i t  i s  reasonable t o  assume t h a t  those 

( 1 )  A computer query was conducted t o  r e v i e w  t h e  f i v e - y e a r  d r i v i n g  h i s t o r y  o f  

suspended o r  revoked d r i v e r s  as o f  June 17, 1988. 



who c o n t i n u e  t o  d r i v e  w i t h o u t  b e i n g  caught i s  much h i g h e r .  A s t u d y  

conducted by t h e  AAMVA'"  e s t i m a t e s  t h a t  as many as 80 p e r c e n t  o f  

suspended/revoked d r i v e r s  c o n t i n u e  t o  d r i v e .  F u r t h e r ,  t h e  AAMVA 

concludes t h a t  these d r i v e r s  a r e  over  rep resen ted  i n  f a t a l  and s e r i o u s  

i n j u r y  c rashes d u r i n g  t h e  suspens ion p e r i o d .  

TABLE 4 

DRIVERS CONVICTED OF DRIVING 
UNDER SUSPENS I ON/REVOCAT I ON 
DURl NG THE PAST F l VE YEARS 

N W E R  
OF CONVICTIONS SUSPENDED(a) REVOKED 

( a )  Th is  column i n c l u d e s  1 icenses suspended f o r  moving v i o l a t i o n s ,  c o u r t  o rdered  

suspensions and v i o l a t i o n s  o f  f i n a n c i a l  r e s p o n s i b i l i t y  laws.  

Source: June 1 7 ,  1988 r e p o r t  f rom MVD Systems Group. 

Changes Needed For  
An E f f e c t i v e  Program 

An e f f e c t i v e  enforcement program r e q u i r e s  c o o r d i n a t e d  a c t i o n  by  law 

enforcement agenc ies ,  the  c o u r t s  and MVD.  Our rev iew found t h a t  

s t a t u t o r y  changes and improved procedures on t h e  p a r t  o f  t he  agenc ies  

r e s p o n s i b l e  f o r  t a k i n g  a c t i o n  c o u l d  g r e a t l y  s t r e n g t h e n  enforcement .  

Law enforcement agenc ies  - S ince  law enforcement o f f i c e r s  a r e  the 

f i r s t  t o  come i n  c o n t a c t  w i t h  suspended/revoked d r i v e r s ,  i t  i s  i m p o r t a n t  

t h a t  they a p p r o p r i a t e l y  c i t e  these d r i v e r s  f o r  t h e i r  o f f e n s e s .  Law 

( 1 )  Ameri can A s s o c i a t i  on o f  Motor V e h i c l e  A d m i n i s t r a t o r s ,  "Model Enforcement Program 

Aga ins t  Suspended/Revoked D r i v e r s , "  February 1984. AAMVA based i t s  
recommendations on a s tudy o f  suspended/revoked d r i v e r s  i n  f i v e  s t a t e s .  



enforcement agencies c o u l d  s t reng then  enforcement e f f o r t s  a g a i n s t  these 

d r i v e r s  by check ing d r i v e r  records ,  and a s s i s t i n g  i n  the n o t i f i c a t i o n  

process.  

A l though t h e i r  involvement i s  e s s e n t i a l ,  law enforcement o f f i c e r s  do no t  

always c i t e  suspended o r  revoked d r i v e r s  f o r  the proper  o f f e n s e .  To 

ensure t h a t  app rop r i a t e  a c t i o n  i s  taken a g a i n s t  problem d r i v e r s ,  i t  i s  

c r i t i c a l  f o r  p o l i c e  o f f i c e r s  t o  conduct d r i v e r ' s  l i cense  checks as o f t e n  

as poss ib l e  when they s top  a d r i v e r .  Such checks a re  p a r t i c u l a r l y  

impor tant  when a d r i v e r  cannot present  a v a l i d  d r i v e r ' s  l i c e n s e .  I n  some 

ins tances ,  a suspended/revoked d r i v e r  may i n f o rm  the o f f i c e r  t h a t  he does 

no t  have h i s  l i cense  w i t h  him. I f  the  o f f i c e r  does no t  check l i cense  

s t a t u s  the i n d i v i d u a l  may be c i t e d  f o r  no t  c a r r y i n g  a d r i v e r ' s  l i c e n s e ,  

even though he may be under suspens ion/ revocat ion a t  the t ime.  The AAMVA 

concludes t h a t  people  a r r e s t e d  f o r  "no d r i v e r ' s  l i cense "  a r e  h i g h l y  

suspect o f  be ing  under suspension o r  r e v o c a t i o n .  

MVD can a s s i s t  law enforcement agencies by  i n f o r m a l l y  m o n i t o r i n g  a c t i o n s  

taken and p r o v i d i n g  t r a i n i n g  when necessary .  The AAMVA recommends t h a t  

the  d r i v e r  c o n t r o l  bureau r e g u l a r l y  check the "no d r i v e r ' s  l i cense "  

c o n v i c t i o n  records t o  determine whether d r i v e r s  were under suspension o r  

r evoca t i on  a t  the t ime.  I f  c e r t a i n  law enforcement agencies show a 

p a t t e r n  o r  t rend  o f  f a i l i n g  t o  c i t e ,  MVD can then work w i t h  t he  agencies 

t o  encourage t h e i r  o f f i c e r s  t o  conduct d r i v e r ' s  l i cense  checks on t r a f f i c  

s t ops ,  where p r a c t i c a l .  

Law enforcement agencies can a l s o  a s s i s t  MVD i n  n o t i f y i n g  d r i v e r s  t h e i r  

l i censes  a re  suspended o r  revoked. Upon l i c e n s e  suspens ion / revoca t ion ,  

MVD sends n o t i c e  o f  t he  a c t i o n  t o  the d r i v e r ' s  l a s t  known address.  The 

d r i v e r  i s  requested t o  acknowledge r e c e i p t  o f  the  n o t i c e  by r e t u r n i n g  a 

s igned copy t o  MVD. Based on the volume o f  unclaimed m a i l  r e t u r n e d  t o  

MVD, some suspended/revoked d r i v e r s  may no t  be n o t i f i e d  o f  MVD's a c t i o n .  

Other t imes d r i v e r s  r ece i ve  the n o t i c e  bu t  do no t  r e t u r n  the 

acknowledgment t o  MVD. Documentation o f  t he  acknowledgment i s  c r i t i c a l  

i n  the p rosecu t i on  o f  some cases. Accord ing t o  an MVD r e p o r t ,  many 

people  c l a i m  no knowledge o f  the n o t i f i c a t i o n  when they appear i n  c o u r t .  



Most cou r t s  w i l l  accept t h a t  argument,  and the charge o f  d r i v i n g  under 

suspension/revocat i on  i s  d i  smi ssed un less  a  wr i t t e n  acknow ledgment o f  

n o t i f i c a t i o n  can be p rov i ded .  

The License Withdrawal Acknowledgment Program can h e l p  law enforcement 

o f f i c e r s  o b t a i n  p r o o f  t h a t  d r i v e r s  were n o t i f i e d  o f  the 

suspens ion/ revocat ion a c t i o n .  For  the pas t  two years ,  MVD i n  

cooperat ion w i t h  the Tucson C i t y  P o l i c e ,  Department o f  P u b l i c  Sa fe ty  and 

Pima County S h e r i f f ' s  O f f i c e ,  conducted a p i  l o t  program t o  a s s i s t  MVD i n  

o b t a i n i n g  acknowledgment o f  the suspension o r  r evoca t i on  n o t i c e .  MVD has 

g i ven  law enforcement personnel  the a u t h o r i t y  t a  serve a 

suspended/revoked d r i v e r  w i t h  an acknowledgment form and c o n f i s c a t e  the 

d r i v e r ' s  l i cense  a t  the  t ime the d r i v e r  i s  stopped. The se ized  l i censes  

and acknowledgment a re  then forwarded t o  MVD. Du r i ng  t he  12-month t e s t  

p e r i o d ,  10,451 l i censes  were wi thdrawn by the Tucson P o l i c e  Department 

and Department o f  P u b l i c  S a f e t y .  Accord ing t o  MVD, these agencies have 

responded f avo rab l y  t o  the  program and recommended expansion o f  t he  

program s ta tew ide .  

Courts - When a d r i v e r  appears i n  c o u r t  t h e  judge has the  

r e s p o n s i b i l i t y  t o  a d j u d i c a t e  the  r e s u l t i n g  c r i m i n a l  charges,  and i f  

necessary,  impose a c o u r t  o rdered  suspension. However, c o u r t s  do no t  

impose cons i s t en t  p e n a l t i e s  f o r  d r i v i n g  under suspens ion / revoca t ion .  Our 

rev iew o f  s i x  d r i v e r s  conv i c t ed  o f  t h i s  v i o l a t i o n  revea led  t h a t  d i f f e r e n t  

sentences were imposed, r ega rd l ess  o f  the number o f  p rev i ous  

c o n v i c t i o n s .  F u r t h e r ,  the  p e n a l t i e s  f o r  i n d i v i d u a l  d r i v e r s  d i d  no t  

necessar i l y  esca la te  upon subsequent c o n v i c t  i ons .  Table  5 i  I l u s t  r a t e s  

the d isc repanc ies  i n  p e n a l t i e s  imposed by v a r i o u s  c o u r t s .  



TABLE 5 

FINES/SENTENCES IMPOSED FOR DRIVING 
UNDER SUSPENSION/REVOCATION 

BY CONVICTION NUMBER 

Conviction 

Dr i ve r  A F ine $-0- $69 $500 t $41 1 Unknown 
Ja i  I 1 Days 2  Days 6  Days 

D r i v e r  B F ine $205 $1 42 $52 
Ja i  I 6Days  7Days  2Days  

D r i v e r  C ( a )  F ine  $ 4 -  $69 $-0- $138 $142 $1 37 
Ja i  I 

D r i v e r  D F ine  $685 $685 
Ja i  l 2  Days 2 Days 

D r i v e r  E Fine $142 $168 $168 $137 $165 
Ja i  I 

D r i v e r  F  * F ine Unknown Unknown $100 $165 $ 72 
Ja i  I 

(a)  D r i v e r  C had t h r e e  a d d i t i o n a l  c o n v i c t i o n s ,  however, t h e  p e n a l t y  f o r  these c o n v i c t i o n s  
i s  unknown. 

Source: Audi tor  General s t a f f  survey o f  cou r t s  where conv i c t i ons  occurred 



The f a i l u r e  o f  c o u r t s  t o  impose c o n s i s t e n t  p e n a l t i e s  i s  due t o  the  lack  

o f  s t a t u t o r i l y  mandated minimum p e n a l t i e s  f o r  d r i v e r s  c ~ n v i c t e d  o f  

d r i v i n g  under suspens ion / revoca t ion .  Mandatory minimum p e n a l t i e s  have 

been e s t a b l i s h e d  f o r  d r i v i n g  under t r a f f i c  comp la in t  suspens ions,  ( 1 )  

a l t h o u g h  t h e r e  a r e  no p e n a l t y  g u i d e l i n e s  f o r  o t h e r  t ypes  o f  suspens ions.  

I n  c o n t r a s t ,  o t h e r  enforcement programs have e s t a b l i s h e d  mandatory 

minimum p e n a l t i e s  f o r  v i o l a t o r s ,  wh ich  e s c a l a t e  based on subsequent 

c o n v i c t i o n s .  Under the  new DUI law, c o u r t s  must sentence f i r s t  o f f e n d e r s  

t o  24 hours  i n  j a i l  and impose a  f i n e  o f  $250. A second DUI c o n v i c t i o n  

w i t h i n  f i v e  years  r e s u l t s  i n  a  j a i l  sentence o f  a t  l e a s t  60 days and a  

f i n e  rang ing  f rom $500 t o  $1,000.  A t h i r d  DUI c o n v i c t i o n  w i t h i n  f i v e  

years  i s  a  f e l o n y ,  w i t h  a t  l e a s t  s i x  months i n  j a i l  and a  f i n e  up t o  

$150,000. A l s o ,  v i o l a t i o n  o f  the f i n a n c i a l  r e s p o n s i b i l i t y  law c a r r i e s  a  

mandatory p e n a l t y .  On t h e  f i r s t  c o n v i c t i o n ,  c o u r t s  may impose a  minimum 

f i n e  o f  $250 and may d i r e c t  MVD t o  suspend the  d r i v e r ' s  l i c e n s e ,  

r e g i s t r a t i o n  and l i c e n s e  p l a t e s  f o r  t h r e e  months.  I f  t h e  d r i v e r  i s  

c o n v i c t e d  a  second t ime  w i t h i n  t h r e e  y e a r s ,  t h e  c o u r t  must impose a  

minimum f i n e  o f  $500, and d i r e c t  MVD t o  suspend t h e  d r i v e r ' s  l i c e n s e ,  

r e g i s t r a t i o n  and l i c e n s e  p l a t e s  f o r  s i x  months.  On a  t h i r d  o r  subsequent 

c o n v i c t i o n  w i t h i n  t h r e e  y e a r s ,  the  c o u r t  must impose a  f i n e  o f  a t  l e a s t  

$750, and d i r e c t  MVD t o  suspend the d r i v e r ' s  l i c e n s e ,  r e g ~ s t r a t i o n  and 

l i c e n s e  p l a t e s  f o r  one y e a r .  

To f u r t h e r  s t r e n g t h e n  t h e i r  a b i l i t y  t o  p e n a l i z e  suspended/revoked 

d r i v e r s ,  c o u r t s  need ready access t o  MVD d r i v e r  r e c o r d s .  C u r r e n t l y ,  

because o f  de lays  i n  o b t a i n i n g  d r i v e r  reco rds  and lack  o f  o n - l i n e  access,  

c o u r t s  o f t e n  reques t  d r i v e r  reco rds  o n l y  i n  c e r t a i n  cases.  For example, 

C u r r e n t l y ,  minimum f i n e s  a r e  s e t  o n l y  f o r  d r i v i n g  under t r a f f i c  comp la in t  
suspensions. Under A . R . S .  $28-473C, t h e  minimum f i n e  f o r  d r i v i n g  on a t r a f f i c  
comp la in t  suspension i s  $300 on a f i r s t  c o n v i c t i o n ,  and $500 on a second o r  
subsequent c o n v i c t i o n  w i t h i n  one year .  The f i n e  may be reduced t o  n o t  l e s s  than 
$50 w i t h  p r o p e r  ev idence o f  payment o f  a c i v i l  s a n c t i o n  imposed by t h e  c o u r t  f o r  
the  o r i g i n a l  c i v i l  v i o l a t i  on t h a t  caused t h e  suspension. 



o f  12 c o u r t s  con tac ted ,  n i n e  do no t  r o u t i n e l y  request  d r i v e r  r eco rds .  

Without da ta  on d r i v i n g  h i s t o r y  and p r i o r  v i o l a t i o n s ,  the  c o u r t s  may n o t  

be aware o f  an i n d i v i d u a l ' s  poor d r i v i n g  record  and may no t  impose h i ghe r  

C: f i n e s ,  o r  j a i  l terms where war ran ted .  

MVD - - MVD's r o l e  i n  the  enforcement e f f o r t  shou ld  be s t rengthened.  

Because suspended/revoked d r i v e r s  a re  no t  always c i t e d  by law enforcement 

o f f i c e r s  o r  sanct ioned by the  c o u r t s ,  MVD shou ld  have a d m i n i s t r a t i v e  

a u t h o r i t y  t o  take a c t i o n  a g a i n s t  these d r i v e r s .  F u r t h e r ,  i n c reas ing  

p u b l i c  awareness o f  the consequences o f  d r i v i n g  under suspension o r  

r evoca t i on  may reduce the number o f  v i o l a t o r s .  

MVD has l i m i t e d  a d m i n i s t r a t i v e  a u t h o r i t y  t o  p e n a l i z e  d r i v e r s  who con t inue  

t o  d r i v e  under suspension o r  r e v o c a t i o n .  I f  a  d r i v e r  i s  conv i c t ed  o f  

d r i v i n g  under a  suspension o r  r evoca t i on ,  MVD can extend the suspension 

f o r  an equal t ime p e r i o d  and the revoca t i on  f o r  an a d d i t i o n a l  yea r .  

However, MVD's a u t h o r i t y  f o r  ex tens ion  a re  based only upon a  d r i v e r ' s  

c o n v i c t i o n  o f  d r i v i n g  under suspens ion/ revocat ion.  There fo re ,  i f  someone 

i s  conv i c t ed  o f  any o the r  v i o l a t i o n  d u r i n g  suspens ion,  bu t  i s  no t  

s p e c i f i c a l l y  conv i c t ed  o f  d r i v i n g  under suspension o r  r e v o c a t i o n ,  MVD 

cannot extend the suspension p e r i o d .  For example, MVD cannot extend the 

suspension o r  r evoca t i on  p e r i o d  o f  a suspended d r i v e r  conv i c t ed  o f  

speeding, even though the d r i v e r  was c l e a r l y  v i o l a t i n g  the 

suspension/revocat i o n  o r d e r .  

A d m i n i s t r a t i v e  suspensions by MVD cou ld  s t r eng then  the enforcement 

e f f o r t .  One MVD o f f i c i a l  f e l t  t h a t  w i t h  proper  s t a t u t o r y  a u t h o r i t y ,  MVD 

cou ld  a d m i n i s t r a t i v e l y  suspend l i censes  o f  i n d i v i d u a l s  conv i c t ed  o f  o t he r  

v i o l a t i o n s  d u r i n g  t he  suspension o r  r evoca t i on  p e r i o d .  C u r r e n t l y ,  MVD 

has a d m i n i s t r a t i v e  a u t h o r i t y  t o  take a c t i o n  aga ins t  d r i v e r s  conv i c t ed  o f  

d r i v i n g  under the i n f l u e n c e  o f  i n t o x i c a t i n g  l i q u o r  (DUI).  Under the  DUI 

law, MVD w i l l  suspend the I i c e n s e  f o r  90 days on t he  f i r s t  o f f e n s e ,  

revoke the  l i cense  f o r  one year on a  second c o n v i c t i o n  w i t h i n  f i v e  yea rs ,  

and a  t h i r d  o f f ense  cou ld  r e s u l t  i n  a  t h ree  year  l i c e n s e  r e v o c a t i o n .  

Th is  a d m i n i s t r a t i v e  a u t h o r i t y  catches any DUI cases t h a t  s l i p  through the  

c o u r t s .  S i m i l a r  p e n a l t i e s  f o r  c o n v i c t i o n s  r ece i ved  d u r i n g  the 

suspens ion/ revocat ion p e r i o d  c o u l d  h e l p  the enforcement e f f o r t  aga ins t  

problem d r i v e r s .  

3 1 



By inc reas ing  p u b l i c  awareness o f  the  consequences o f  d r i v i n g  under 

suspension o r  r evoca t i on ,  MVD may be a b l e  t o  reduce the  number o f  

v i o l a t o r s .  The AAMVA s t a t e s  t h a t  a  model enforcement program should 

i nc l ude  an e f f o r t  t o  i n f o rm  a l l  d r i v e r s  o f  mechanisms i n  t he  system t o  

de tec t  v i o l a t i o n s  o f  t h i s  law. Th is  approach cou ld  be p a t t e r n e d  a f t e r  

the  e f f o r t s  t o  in fo rm d r i v e r s  o f  the p r o b a b i l i t y  and the consequences o f  

be i ng  a r r e s t e d  f o r  d r i v i n g  under the i n f l u e n c e  o f  i n t o x i c a t i n g  I iquor  

(DUI 1. 

Higher  Reinstatement Fees 
Cou l d Prov i de Fund i ng  

To h e l p  fund an increased enforcement e f f o r t ,  the L e g i s l a t u r e  should 

cons ider  r a i s i n g  the  l i c e n s e  re ins ta tement  fee ,  w i t h  a l l  o r  p a r t  o f  the 

funds des ignated f o r  enforcement.  

A d d i t i o n a l  resources a re  needed f o r  increased enforcement.  F i r s t . ,  more 

hea r i ng  o f f i c e r s  may be needed i f  MVD rece ives  the a u t h o r i t y  t o  

a d m i n i s t r a t i v e l y  ex tend  suspensions and revoca t i ons .  Second, a d d i t i o n a l  

funds would be needed t o  increase p u b l i c  awareness. T h i r d ,  b o t h  MVD and 

the c o u r t s  would need funds t o  implement o n - l i n e  access t o  d r i v e r  

records .  F i n a l l y ,  MVD may need t o  h i r e  a d d i t i o n a l  t r a i n i n g  o f f i c e r s  t o  

educate law enforcement agencies regard ing  apprehension o f  

suspended/revoked d r i v e r s .  

C u r r e n t l y ,  the re ins ta tement  fee f o r  a  suspended/revoked l i c e n s e  i s  

$10." '  Al though v i r t u a l l y  a l l  MVD revenues c u r r e n t l y  go t o  the 

Highway Users Revenue Fund (HURF), a  s t a t u t o r y  change cou ld  mandate t h a t  

the a d d i t i o n a l  re ins ta tement  fees be ded ica ted  t o  the enforcement 

program. We surveyed e i g h t  ne ighbo r i ng  s t a t e s ,  and found t h ree  w i t h  a  

re ins ta tement  fee o f  $25.  DUl o f f enses  i n  Ar i zona  have a $50 

re ins ta tement  f ee .  Wi thou t  f u r t h e r  s t u d y ,  the amount o f  fee increase 

necessary t o  cover increased enforcement e f f o r t s  cannot be determined.  

( 1 )  Th is  $10 r e i n s t a t e m e n t  f e e  may n o t  cover  MVD's p r o c e s s i n g  c o s t s .  Fo r  example, 

b e f o r e  a revoked d r i v e r  can r e i n s t a t e  h i s  l i c e n s e ,  a  d r i v e r  c o n t r o l  a n a l y s t  must 
conduct an i n v e s t i g a t i o n  which i n c l u d e s  send ing  o u t  q u e s t i  onnai r e s ,  i n t e r v i e w i n g  

t h e  d r i v e r ,  and g e n e r a t i n g  a  r e p o r t .  



However, w i t h  43,784 re ins ta tements  i n  1987, a  $25 fee would have 

generated $656,760 f o r  the  enforcement e f f o r t .  A $50 fee would have 

produced an a d d i t i o n a l  $1,751,360. F u r t h e r ,  by f und ing  t he  enforcement 

program through the  re ins ta tement  fee ,  o f f e n d e r s  would be fund ing  the 

program. 

RECOMMENDATIONS: 

1 .  The L e g i s l a t u r e  should  cons ider  these s t a t u t o r y  changes. 

a Amend A . R . S .  928-473, g r a n t i n g  MVD the s t a t u t o r y  a u t h o r i t y  t o  

a d m i n i s t r a t i v e l y  extend l i c e n s e  suspensions upon r e c e i v i n g  n o t i c e  

o f  c o n v i c t i o n  o f  any v i o l a t i o n .  

a Prov ide  mandatory minimum f i n e s  f o r  a l l  c o n v i c t i o n s  o f  d r i v i n g  

under suspens ion / revoca t ion .  

a Amend A . R . S .  528-205 t o  inc rease  the re ins ta tement  fee .  

a Amend A . R . S .  528-208, a l l o w i n g  MVD t o  keep a l l  o r  a  p o r t i o n  o f  

the revenues generated by the increased fee f o r  the  enforcement 

e f f o r t  aga ins t  problem d r i v e r s .  

2 .  MVD should i n f o rma l  i y  mon i t o r  a c t i o n s  taken by law enforcement 

agencies by r e g u l a r l y  check ing the "no d r i v e r ' s  l i cense t t  c o n v i c t i o n  

records rece ived  t o  determine whether the  d r i v e r  was i n  f a c t  under 

suspension o r  r evoca t i on  a t  t h a t  t ime .  I f  i t  i s  apparent t h a t  

o f f i c e r s  a re  n o t  p r o p e r l y  c i t i n g  such d r i v e r s ,  MVD should  i n f o r m  the  

law enforcement agency and encourage the o f f i c e r s  t o  conduct d r i v e r  

l i cense  checks a t  t r a f f i c  s t ops ,  where p r a c t i c a l .  

3 .  MVD should  cons ider  implement ing the L icense  Withdrawal 

Acknowledgement Program on a s t a tew ide  b a s i s .  

4 .  MVD shou I d  i ncrease pub l  i c  awareness regard i ng the  consequences o f  

d r i v i n g  under suspens ion / revoca t ion .  



FINDING I V  

YVD NEEDS TO PROCESS CITATIONS I N  A TIMELY MANNER 

MVD does no t  process c i t a t i o n s  i n  a  t i m e l y  manner. A l though MVD i s  

charged w i t h  m a i n t a i n i n g  d r i v e r  records ,  t h e r e  i s  a  back log  o f  c i t a t i o n s  

t o  be entered.  As a  r e s u l t ,  d r i v e r  improvement a c t i o n s  may be delayed 

and o ther  agencies may have t o  r e l y  on i naccu ra te  r eco rds .  MVD should  

take a c t i o n  t o  e l i m i n a t e  the  c u r r e n t  back log  i n  c i t a t i o n  p rocess ing  and 

work toward p r e v e n t i n g  f u t u r e  back logs .  

D r i v e r  Records Are Not 
Adequately Ma in ta ined  

MVD i s  respons ib le  f o r  m a i n t a i n i n g  accura te  d r i v e r  records .  However, 

c i t a t i o n s  a re  no t  processed i n  a  t i m e l y  manner which r e s u l t s  i n  

back logs.  Fur thermore,  the number o f  c i t a t i o n s  r e tu rned  t o  c o u r t s  

h i nde rs  c i t a t i o n  p rocess ing .  

A.R.S. 928-428 r e q u i r e s  MVD t o  m a i n t a i n  accura te  d r i v i n g  records .  

According t o  the  s t a t u t e ,  MVD " s h a l l  f i  l e  a l  l a b s t r a c t s  o f  c o u r t  records 

o f  c o n v i c t i o n s  r ece i ved  . . . (and) m a i n t a i n  convenient  records  . . . i n  

o rder  t h a t  an i n d i v i d u a l  record  o f  each l i censee  . . . i s  r e a d i l y  

asce r t a i nab le  and a v a i l a b l e  . . . I 1  Table 6 i l l u s t r a t e s  the  volume o f  

c i t a t i o n s  t h a t  MVD r ece i ves .  

TABLE 6 

CITATIONS RECEIVED BY MVD 

M l NOR M l NOR 
YEAR MAJOR I N-STATE OUT-OF-STATE TOTAL 

( a )  Fo r  compar i son  purposes,  MVD's January  t h r o u g h  June 1988 d a t a  was a n n u a l i z e d .  

Source: MVD C i t a t i o n  Process ing Repor ts .  



C i t a t i o n s  a r e  no t  processed i n  a t i m e l y  manner - MVD i s  no t  p rocess ing  

c i t a t i o n s  i n  a  t i m e l y  manner, r e s u l t i n g  i n  s i g n i f i c a n t  back logs .  

C u r r e n t l y ,  the re  a r e  back logs i n  t he  p rocess ing  o f  b o t h  major  and minor 

c i t a t i o n s .  "' Al though major  c i t a t i o n s  a re  cons idered  a top  p r i o r i t y  

and should  be kep t  c u r r e n t ,  a  smal l  back log e x i s t s .  Major  c i t a t i o n s  were 

backlogged as o f  June 30,  1988, by approx imate ly  16,000. Wi th  cu r ren t  

s t a f f i n g  a v a i l a b l e  t o  process major c i t a t i o n s ,  i t  would take 

approx imate ly  15 work days t o  e l i m i n a t e  the back log  i n  major  c i t a t i o n s .  

F u r t h e r ,  as o f  June 28, 1988, minor c i t a t i o n s  were backlogged by 

approx imate ly  149,000. Minor  c i t a t i o n s  a re  separated by i n - s t a t e  

(back log o f  58,000) and ou t -o f - s t a te  (back log  o f  9 1 , 0 0 0 ) ' ~ '  

c i t a t i o n s .  Wi th  c u r r e n t  s t a f f i n g  avai  I a b I e  f o r  p rocess ing  minor 

c i t a t i o n s ,  i t  would take more than 11 months t o  e l i m i n a t e  the  minor 

c i t a t i o n  back log a lone .  

C i t a t i o n s  r e tu rned  t o  c o u r t s  h i nde r  p rocess ing  - Another f a c t o r  

h i n d e r i n g  t i m e l y  upda t i ng  o f  d r i v e r  records i s  the  h i g h  number o f  

c i t a t i o n s  re tu rned  t o  c o u r t s  f o r  c o r r e c t  i on .  C i  t a t  i ons  can be re tu rned  

t o  a  c o u r t  due t o  i l l e g i b i l i t y ,  incomplete i n f o r m a t i o n ,  m i ss i ng  j udge ' s  

s i g n a t u r e ,  o r  wrong d i s p o s i t i o n  code. The volume o f  c i t a t i o n s  r e tu rned  

v a r i e s ,  as does the amount o f  t ime i t  takes c o u r t s  t o  send the c i t a t i o n s  

back t o  MVD. For example, d u r i n g  our  review we noted t h a t  the number o f  

c i t a t i o n s  re tu rned  t o  c o u r t s  ranged from approx imate ly  700 t o  4,500 per 

month. I n  a d d i t i o n ,  we reviewed c i t a t i o n s  r e tu rned  f o r  c o r r e c t i o n  t o  

determine i f  c o u r t s  were r e t u r n i n g  them i n  a  t i m e l y  manner, and found 

t h a t  two months a f t e r  t h e  da te  they had been sent o u t ,  most o f  the  

c i t a t i o n s  had no t  y e t  been re tu rned  t o  MVD. 

Accord ing t o  MVD s t a f f ,  many c i t a t i o n s  a re  r e tu rned  t o  the  c o u r t s  because 

they cannot be dec iphered.  We reviewed almost 1,000 c i t a t i o n s  r e tu rned  

A m a j o r  c i t a t i o n  r e s u l t s  i n  s i x  t o  e i g h t  p o i n t s  on a  d r i v e r ' s  r e c o r d  o r  a  mandatory 
a c t i o n  taken by MVD. For  example, a  c i t a t i o n  f o r  r e c k l e s s  d r i v i n g  i s  cons ide red  a 
ma jo r  c i t a t i o n .  A m inor  c i t a t i o n  r e s u l t s  i n  t h r e e  o r  fewer  p o i n t s  and a  mandatory 
a c t i o n  i s  n o t  r e q u i r e d .  For  example, a  c i t a t i o n  f o r  speeding i s  cons ide red  a  m inor  
c i t a t i o n .  

(') The b a c k l o g  o f  o u t - o f - s t a t e  m inor  c i t a t i o n s  i s  based on an e s t i m a t e  by MVD s t a f f .  



t o  cou r t s  and found t h a t  approx imate ly  33 percen t  were r e tu rned  as 

i l l e g i b l e  due t o  a poor copy o f  the c i t a t i o n  o r  poor h a n d w r i t i n g .  MVD 

s t a f f  i n d i c a t e  t h a t  many c i t a t i o n s  a r e  r e tu rned  t o  the  c o u r t s  as 

i l l e g i b l e  because they  rece i ve  the l a s t  o f  f ou r  cop ies  o f  the  c i t a t i o n .  

The o ther  copies o f  t h e  c i t a t i o n  a re  g i v e n  t o  the de fendan t ,  the p o l i c e  

o f f i c e r  and the c o u r t .  However, a c o u r t  o f f i c i a l  i n d i c a t e d  t h a t  the 

Supreme Court  cou ld  work w i t h  the  c o u r t s  and law enforcement agencies t o  

ensure t h a t  MVD r ece i ved  a more l e g i b l e  copy.  For example, they cou ld  

n o t i f y  law enforcement agencies r ega rd i ng  the importance o f  a l e g i b l e  

c i t a t i o n .  I n  a d d i t i o n ,  they cou ld  encourage the lower c o u r t s  t o  make 

sure the c i t a t i o n s  they  send t o  MVD a re  l e g i b l e .  

D r i v e r  Improvement A c t i o n s  
May Be Delayed 

Or i v e r  improvement a c t  i ons  may be de layed and o the r  agenc ies may have t o  

r e l y  on inaccura te  r eco rds  due t o  t he  u n t i m e l y  p rocess ing  o f  c i t a t i o n s .  

Some c i t a t i o n s  a w a i t i n g  i npu t  w i l l  r e s u l t  i n  an a c t i o n  taken once they 

a re  pu t  on the system. For ins tance ,  many o f  the major  c i t a t i o n s  t h a t  

a re  backlogged w i l l  r e s u l t  i n  c o u r t  o rdered  suspensions f o r  f a i l u r e  t o  

pay o r  f a i l u r e  t o  appear i n  c o u r t  f o r  a t r a f f i c  c i t a t i o n .  We a l s o  found 

cases where backlogged major  and minor c i t a t i o n s  w i l l  r e s u l t  i n  some type 

o f  a c t i o n  based on p o i n t  accumulat ion once they a re  i n p u t .  However, we 

were unable t o  determine the ex ten t  o f  t h i s  problem. Table  7 shows th ree  

cases i n  which back logged c i t a t i o n s  w i l l  r e s u l t  i n  a c t i o n  once they 

appear on the  d r i v e r ' s  r eco rd .  

I n  a d d i t i o n ,  de lays i n  p rocess ing  c i t a t i o n s  may f o r ce  law enforcement 

agencies and o the rs  t o  r e l y  on i naccu ra te  i n f o r m a t i o n .  Cour ts  and law 

enforcement agencies use d r i v i n g  records t o  determine a d r i v e r ' s  l i c e n s e  

s t a t u s  and past d r i v i n g  h i s t o r y  when h a n d l i n g  a t r a f f i c  v i o l a t i o n .  

Insurance companies request  a d r i v i n g  r eco rd  f o r  anyone a p p l y i n g  f o r  

automobi le  insurance,  and some bus inesses r e q u i r e  j ob  a p p l i c a n t s  t o  

supply a copy o f  t h e i r  d r i v i n g  r eco rd .  There fo re ,  the back log  i n  

c i t a t i o n  p rocess ing  may cause users  t o  r e c e i v e  i naccu ra te  d r i v i n g  records .  



TABLE 7 

EXAMPLES OF BACKLOGGED CITATIONS THAT WILL RESULT 
I N  DRIVER IMPROVEMENT ACTION 

TYPE OF CURRENT ADDED TOTAL RESULT I NG 
DRIVER CITATION DATE POINTS PO I NTS PO l NTS ACT I ON 

A M ino r  2-29-88 6  2 8 R e f e r r a l  t o  
TSS ( a )  

B Ma jo r  5-5-88 16  8  24 12 month 
suspension 

C Ma jo r  6-1 -88 0 8 8 R e f e r r a l  t o  
TSS 

( a )  T r a f f i c  Survival  School 

Source:  A u d i t o r  General  rev iew o f  i n d i v i d u a l  t r a f f i c  c i t a t i o n s  and MVD 
d r i v i n g  r e c o r d s  as o f  J u l y  20,  1988. 

MVD Shou I d  
E l i m i n a t e  The B a c k l o g  

MVD shou ld  e l i m i n a t e  the  b a c k l o g  i n  c i t a t i o n  p r o c e s s i n g  and work toward 

p r e v e n t i n g  f u t u r e  b a c k l o g s .  MVD has n o t  a l l o c a t e d  adequate resources t o  

update d r i v e r  r e c o r d s .  To a l l e v i a t e  long- term b a c k l o g s  i n  the f u t u r e ,  

MVD should  c o n t i n u e  w o r k i n g  w i t h  c o u r t s  t o  automate the  process f o r  

h a n d l i n g  c i t a t i o n s .  

Adequate resources  have n o t  been a l l o c a t e d  - MVD has no t  a l l o c a t e d  

adequate resources t o  update  d r i v e r  r e c o r d s .  MVD s t a f f  contend t h a t  the 

back log  i n  c i t a t i o n s  i s  due t o  s t a f f  s h o r t a g e .  A l t h o u g h  fou r  f u l l - t i m e  

p o s i t i o n s  (FTE) a r e  a l  l o c a t e d  f o r  p r o c e s s i n g  m a j o r  c i t a t i o n s ,  one 

p o s i t i o n  i s  v a c a n t .  ( A c c o r d i n g  t o  MVD s t a f f ,  a d d i t i o n a l  s t a f f  cannot be 

reass igned t o  p rocess  c i t a t i o n s  because they a r e  needed t o  process 

d r i v e r ' s  l i c e n s e  a p p l i c a t i o n s . )  However, we de te rm ined  t h a t  MVD c o u l d  

e l i m i n a t e  the  c u r r e n t  b a c k l o g  w h i l e  keep ing  up - to -da te  on incoming 

c i t a t i o n s  by f i l l i n g  t h e  c u r r e n t  vacancy and h i r i n g  one temporary 

employee. Tab le  12 i n  Appendix I l l  shows the  c a l c u l a t i o n  o f  a d d i t i o n a l  

s t a f f  needed t o  p rocess  c i t a t i o n s .  



However, MVD does no t  have adequate s t a f f  t o  process minor c i t a t i o n s .  

Only two s t a f f  a re  a v a i l a b l e  t o  process minor i n - s t a t e  c i t a t i o n s ,  and no 

s t a f f  a re  a v a i l a b l e  t o  process minor o u t - o f - s t a t e  c i t a t i o n s .  MVD can 

e l i m i n a t e  the back log  o f  minor  c i t a t i o n s  w i t h i n  s i x  months by t e m p o r a r i l y  

ass i gn ing  f i v e  a d d i t i o n a l  s t a f f  t o  t h i s  f u n c t i o n .  (See Table  12 i n  

Appendix I l l , )  However, once the back log  i s  e l i m i n a t e d ,  MVD w i l l  need a  

t h i r d  FTE t o  keep c u r r e n t  i n  minor  c i t a t i o n  p rocess ing .  

MVD should work t o  a l l e v i a t e  long-term back logs - To a1 I e v i a t e  

long-term backlogs i n  t h e  f u t u r e ,  MVD should  con t inue  t o  work w i t h  c o u r t s  

t o  automate c i t a t i o n  p rocess ing .  Whi le  t he re  a re  a  t o t a l  o f  183 c o u r t s  

s ta tew ide ,  on l y  a  few c o u r t s  have o n - l i n e  access t o  MVD's system and o n l y  

one c o u r t  has the c a p a b i l i t y  t o  en te r  c i t a t i o n s  onto the system. I n  

a d d i t i o n ,  on l y  f ou r  o f  t he  l a r g e r  c o u r t s  i n  t he  Phoenix and Tucson 

m e t r o p o l i t a n  areas'"  t r a n s m i t  c i t a t i o n s  t o  MVD v i a  magnet ic  tape.  

Al though c i t a t i o n s  t r a n s m i t t e d  by tape represen t  a  l a rge  percentage o f  

c i t a t i o n s  rece ived by M V D , ' ~ '  most c o u r t s  c u r r e n t l y  must send hard  

cop ies  o f  c i t a t i o n s  i n t o  MVB f o r  p rocess ing .  As a  r e s u l t ,  back logs  i n  

c i t a t i o n  process ing c o u l d  con t inue  u n t i l  some form o f  automat ion i s  

implemented. 

MVD should cont inue i t s  work w i t h  the  Supreme Cour t  t o  automate c i t a t i o n  

process ing.  The Supreme Cou r t ,  and MVD are  c u r r e n t  l y  deve lop ing  a  p i  l o t  

program t h a t  w i l l  enable  c o u r t s  t o  e I e c t r o n i c a I I y  t r a n s m i t  c i t a t i o n  

i n f o rma t i on  through modem hook-ups t o  t h e i r  own microcomputers .  Four 

c o u r t s  w i l i  be t r a n s m i t t i n g  c i t a t i o n s  i n  t h i s  manner d u r i n g  t he  p i l o t  

t e s t ,  which i s  scheduled t o  beg in  i n  September 1988. The p i  l o t  t e s t  w i l l  

be conducted f o r  approx imate ly  t h ree  months b e f o r e  i t  i s  eva lua ted .  I f  

the p r o j e c t  i s  s u c c e s s f u l ,  c o u r t s  w i l l  e v e n t u a l l y  be a b l e  t o  t r ansm i t  

c i t a t i o n s  and c o u r t  a b s t r a c t s  w i t h o u t  sending the  hard  cop ies  t o  MVD. 

According t o  a  Supreme Cour t  o f f i c i a l ,  the  cos t  t o  o b t a i n  a  modem hook-up 

i s  f a i r l y  low. I t  w i l l  c os t  the  c o u r t s  approx imate ly  $400 f o r  t he  modem, 

p l u s  an a d d i t i o n a l  fee f o r  the phone l i n e .  F o r t y - f i v e  c o u r t s  a l ready  

( 1 )  The c o u r t s  t h a t  t r a n s m i t  c i t a t i o n s  on t a p e  a r e  C i t y  o f  Phoenix ,  C i t y  o f  S c o t t s d a l e ,  
Pima County and t h e  C i t y  o f  Tucson. 

( 2 )  For  t h e  month o f  June 1988, 44 p e r c e n t  o f  t h e  c i t a t i o n s  s e n t  t o  MVD were s e n t  on 

tape.  



have modem hook-ups, a l though  they a re  no t  y e t  u s i n g  them t o  t r ansm i t  

c i t a t i o n s .  Accord ing t o  the  Supreme Court  o f f i c i a l ,  i f  t he  p i  l o t  t e s t  i s  

successfu l  he expec ts  the  o the r  c o u r t s  t o  beg in  implementat ion w i t h i n  a  

year .  

RECO)AAENOATIONS: 

1 .  MVD should a l l o c a t e  a d d i t i o n a l  s t a f f  f o r  c i t a t i o n  p rocess ing .  

a F i l l  the c u r r e n t  vacancy f o r  p rocess ing  major c i t a t i o n s .  

a Temporar i l y  ass i gn  f i v e  a d d i t i o n a l  s t a f f  t o  process minor 

c i t a t i o n s  u n t i l  the back log  i s  e l i m i n a t e d .  Once the  back log  i s  

e l i m i n a t e d ,  a l l o c a t e  one a d d i t i o n a l  FTE t o  process minor 

c i t a t i o n s .  

2 .  MVD should  work w i t h  the Supreme Court  i n  encouraging c o u r t s  and law 

enforcement agencies t o  submit l e g i b l e  c i t a t i o n s .  

3 .  MVD should  con t i nue  t o  work w i t h  c o u r t s  t o  o b t a i n  c i t a t i o n  automat ion.  



FINDING V 

MVD HAS SIGNIFICANTLY IMPROVED 
ITS PROCESSING OF TITLES 

Since 1982 the Motor Veh i c l e  D i v i s i o n  (MVD) has made vas t  improvements i n  

i t s  t i t l e  f u n c t i o n .  MVD has s i g n i f i c a n t l y  shor tened the t ime t o  issue a 

t i t l e .  However, MVD s t i l l  needs t o  improve i t s  q u a l i t y  c o n t r o l  o f  t i t l e s .  

MVD Has Significantly 
Shortened Time To Issue Titles 

MVD has g r e a t l y  improved t i t l e  process ing i n  recen t  years .  Through 

system improvements, the  t ime t o  generate  a  t i t l e  has been shor tened from 

n e a r l y  th ree  weeks t o  two days.  

I n  1982 our O f f i c e  conducted a rev iew o f  the  t i t l e  p rocess ing  f u n c t i o n .  

A t  the t ime o f  our r ev i ew ,  we found t h a t  MVD took approx imate ly  t h ree  

weeks t o  process t i t l e  a p p l i c a t i o n s .  Th is  leng thy  p rocess ing  t ime was 

caused by MVD's cumbersome system f o r  t i t l e  p rocess ing .  Under the 

p rev ious  process ing system, t i t l e s  cou ld  no t  be produced u n t i l  t i t l e  

a p p l i c a t i o n s  and suppo r t i ng  paperwork had been rece i ved  by c e n t r a l  

o f f i c e ,  checked f o r  accuracy ,  and m i c r o f i l m e d .  The t i t l e s  were then 

produced under a  pho tograph ic  p rocess .  Our 1982 rev iew found t h a t  t h i s  

process took an average o f  16 work ing days o r  n e a r l y  t h ree  weeks. 

F u r t h e r ,  the p rocess ing  system was fragmented. Our 1982 s tudy found t h a t  

f i v e  i n d i v i d u a l  p rocess ing  u n i t s  were i nvo l ved  i n  p roduc ing  a t i t l e ,  w i t h  

t i t l e  a p p l i c a t i o n s  changing hands 20 t imes throughout  the  p rocess .  

MVD can now issue a t i t l e  i n  approx imate ly  two work days. A new process ,  

the  I n t a g l i o  System, was implemented i n  October 1987. Under the  l n t a g l i o  

System, MVD and county  employees loca ted  throughout  the  S t a t e  update 

t i t l e  records on computer t e r m i n a l s .  On t he  f o l l o w i n g  day t i t l e s  a re  

computer p r i n t e d  i n  MVD headquar te rs .  The t i t l e s  a re  then a u t o m a t i c a l l y  

prepared and ma i l ed .  The t i t l e s  a re  g e n e r a l l y  m a i l e d  on the f i r s t  o r  

second day a f t e r  a  v e h i c l e  owner a p p l i e s  f o r  them. 



Although t i t l e  paperwork must s t i l l  be processed, t h i s  procedure has been 

s t reaml ined .  MVD s t i l l  rece ives  a l l  t i t l e  a p p l i c a t i o n s  and suppo r t i ng  

documents from the  f i e l d  s t a t i o n s ;  however, the paperwork now on l y  

r equ i r es  minimal p rocess ing .  Paperwork i s  m i c r o f i l m e d  and a  f i l m  

re ference number i s  en te red  on to  the  computer. F u r t h e r ,  s i n c e  the  t i t l e  

has a l ready  been produced and ma i l ed  b e f o r e  MVD rece ived  t he  paperwork, 

t i t l e  issuance i s  no t  de layed.  

Quality Control 
Is Inconsistent 

Although t i t l e  p rocess ing  has been s i g n i f i c a n t l y  improved, MVD needs t o  

ensure t ha t  adequate q u a l i t y  c o n t r o l  i s  conducted by f i e l d  o f f i c e s .  

Be fo re  t i t l e s  were computer p r i n t e d ,  the  a p p l i c a t i o n s  were q u a l i t y  

checked a t  MVD headquar te rs .  However, w i t h  the computer generated t i t l e s  

MVD and county f i e l d  o f f i c e s  update t i t l e  records ,  and t h i s  i n f o rma t i on  

i s  used t o  generate  a  t i t l e  the f o l l o w i n g  day. Thus, because MVD 
headquarters i s  no longer  ab le  t o  conduct q u a l i t y  rev iews b e f o r e  i s su ing  

a  t i t l e ,  these rev iews must be completed by f i e l d  o f f i c e s .  

Al though q u a l i t y  c o n t r o l  checks a r e  c r i t i c a l  t o  ensure the  accuracy o f  

t i t l e s  issued, some o f f i c e s  may no t  be conduc t ing  adequate q u a l i t y  

c o n t r o l  checks. I n  May 1988, MVD T i t l e  and R e g i s t r a t i o n  Program 

o f f i c i a l s  conducted a  q u a l i t y  c o n t r o l  t i t l e  check o f  two S t a t e  operated 

f i e l d  o f f i c e s .  The o f f i c i a l s  found t h a t  one o f  the  two o f f i c e s  was not  

per fo rming  any q u a l i t y  c o n t r o l  checks, w h i l e  the o the r  o f f i c e  was 

conduct ing a  100 percen t  q u a l i t y  c o n t r o l  check. The o f f i c i a l s  a l s o  

reviewed documents f rom each o f f i c e  t o  v e r i f y  the accuracy.  The r e s u l t s  

o f  the study showed t h a t  the e r r o r  r a t e  was h i ghe r  f o r  the o f f i c e  no t  

per fo rming  q u a l i t y  checks than f o r  the  o f f i c e  per fo rming  a  100 percent  

q u a l i t y  check. For  the  o f f i c e  w i t h o u t  q u a l i t y  checks, the  o f f i c i a l s  

found 30 major t i t l e  d i sc repanc ies  which w i l l  r e q u i r e  the r e c a l l  o f  f i v e  

t i t l e s .  For the o f f i c e  w i t h  q u a l i t y  checks,  the o f f i c i a l s  found 12 major 

t i t l e  d i sc repanc ies ,  none o f  which w i l l  r e s u l t  i n  the t i t l e  be ing  

reca l  l ed .  



MVD has r e c e n t l y  issued a  d i r e c t i v e  t o  f i e l d  o f f i c e s  which w i l l  r e q u i r e  

t h a t  q u a l i t y  c o n t r o l  checks be per formed.  On J u l y  13, 1988, a  d i r e c t i v e  

went i n t o  e f f e c t  which r e q u i r e s  a l l  S t a t e  and coun ty  opera ted  a u t o  

l i cense  o f f i c e s  t o  randomly sample a t  l e a s t  10 p e r c e n t  o f  t h e  d a i l y  t i t l e  

t r a n s a c t i o n s  processed f o r  each s t a f f  member. I f  a  prob lem a p p l i c a t i o n  

i s  found, t h e  auto  l i c e n s e  o f f i c e  i s  d i r e c t e d  t o  suspend o r  v o i d  t h e  

t i t l e  t h a t  day.  

MVD should  m o n i t o r  S t a t e  and county  operated a u t o  l i c e n s e  o f f i c e s  t o  

ensure t h a t  qua1 i t y  c o n t r o l  checks o f  t i t l e  t r a n s a c t i o n s  a r e  conducted i n  

accordance w i t h  MVDts d i r e c t i v e .  



OTHER PERT l NENT l NFORMAT l ON 

Dur i ng  the course o f  the a u d i t  we developed i n f o r m a t i o n  regard ing  the 

Admin Per Se program, over- the-counter  issuance o f  d r i v e r ' s  l i censes ,  and 

c o n t r o l  o f  v e h i c l e  t i t l e  and r e g i s t r a t i o n  o f f i c e s .  

Admi n Per Se Law 

I n  response t o  an Aud i t o r  General request t o  l e g i s l a t o r s  t o  i d e n t i f y  

areas o f  concern about MVD d r i v e r ' s  l i c e n s i n g  and t i t l e  and r e g i s t r a t i o n  

programs, one l e g i s l a t o r  r a i s e d  ques t i ons  about the Admin Per Se law. 

The l e g i s l a t o r  asked us t o  de te rmine :  1 )  how MVD i s  implement ing the 

law, 2) the cos t  o f  the law t o  d a t e ,  and 3 )  p r o j e c t e d  f u t u r e  cos t s  o f  the 

law. 

Background on the  Admin Per Se law - I n  January 1988 the  S t a t e  passed 

a new law t o  address the  problem o f  people  d r i v i n g  under the i n f l u e n c e  o f  

a l coho l  (DUI).  The law, "Admin Per Sew,  a l l ows  MVD t o  a d m i n i s t r a t i v e l y  

suspend l i censes  o f  DUI d r i v e r s ,  whether o r  no t  they r ece i ve  a c o u r t  

c o n v i c t i o n .  Thus, MVD's a c t i o n s  a r e  cons idered c i v i l  a c t i o n s ,  w h i l e  

c o u r t s  take c r i m i n a l  a c t i o n  aga ins t  DUI d r i v e r s .  Under the new law, i f  a 

d r i v e r  i s  a r r e s t e d  f o r  DUI and a b l o o d  a l coho l  t e s t  shows an a l coho l  

concen t ra t i on  o f  .10 percen t  o r  more, the  enforcement o f f i c e r  i s  

requ i red  t o :  1 )  serve an o rder  o f  suspension e f f e c t i v e  15 days from the 

da te  served, 2 )  r e q u i r e  the immediate sur render  o f  the  d r i v e r ' s  l i cense  

o r  p e r m i t ,  and 3 )  issue a temporary d r i v i n g  pe rm i t  which i s  v a l i d  f o r  15 

days. The enforcement o f f i c e r  i s  then requ i r ed  t o  send t o  MVD a DUI 

a f f i d a v i t  c o n t a i n i n g  a copy o f  t he  o rder  o f  suspension and temporary 

p e r m i t ,  and the  c o n f i s c a t e d  l i c e n s e  o r  p e r m i t .  The d r i v e r  may request a 

hear ing  o r  summary rev iew rega rd i ng  the  suspension. I f  no hea r i ng  o r  

summary rev iew i s  requested,  t h e  suspension i s  e f f e c t i v e  15 days 

f o l l o w i n g  the  da te  ~ e r v e d . ' ~ '  I f  a hea r i ng  o r  summary rev iew i s  

( 1  I f  a  d r i v e r  r e f u s e s  t o  t a k e  a  b l o o d  a l c o h o l  c o n t e n t  t e s t ,  t h e  d r i v e r ' s  l i c e n s e  i s  
suspended f o r  12 months. 

( 2 )  I f  a d r i v e r  t a k e s  t h e  t e s t  and i s  found t o  have a  b l o o d  a l c o h o l  l e v e l  above .10 

p e r c e n t ,  t h e  d r i v e r ' s  l i c e n s e  w i l l  be suspended f o r  90 days. I f  a  d r i v e r  r e c e i v e s  
a  second c o n v i c t i o n  w i t h i n  f i v e  y e a r s ,  MVD w i l l  revoke t h e  d r i v e r ' s  1 i cense  f o r  one 
year .  I f  a  d r i v e r  r e c e i v e s  a  t h i r d  c o n v i c t i o n  w i t h i n  f i v e  years ,  MVD c o u l d  revoke 
t h e  d r i v e r ' s  l i c e n s e  f o r  t h r e e  years .  
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requested,  the suspension does no t  go i n t o  e f f e c t  u n t i l  an MVD d e c i s i o n  

i s  made. 

How i s  MVD implement ing t h e  law? - MVD rece i ves  and processes DUI 

a f f i d a v i t s  from law enforcement agencies.  The D r i v e r  R e s p o n s i b i l i t y  

U n i t ,  which i s  r espons ib l e  f o r  p rocess ing  DUI a f f i d a v i t s ,  updates d r i v i n g  

records w i t h  a f f i d a v i t  i n f o r m a t i o n  and e n t e r s  suspensions on to  the 

records .  Unless the  d r i v e r  requests  a  hea r i ng  o r  summary rev iew,  the 

suspension au tomat i ca l  l y  goes i n t o  e f f e c t  15 days from the da te  the 

a f f i d a v i t  i s  served.  From January through June 1988, the D r i v e r  

R e s p o n s i b i l i t y  U n i t  processed 14,468 DUI a f f i d a v i t s .  

I f  a  d r i v e r  requests  a  h e a r i n g  o r  summary rev iew,  the  MVD h e a r i n g  o f f i c e  

w i l l  s t ay  the suspension u n t i l  a  hea r i ng  d e c i s i o n  i s  made. Accord ing t o  

Hear ing O f f i c e  s t a t i s t i c s ,  the O f f i c e  conducted 3,910 DUI r e l a t e d  

hear ings  and summary rev iews( "  d u r i n g  the s i x  months a f t e r  the law 

went i n t o  e f f e c t .  Th i s  represen ts  a  238 percen t  increase i n  DUI r e l a t e d  

workload over the same p e r i o d  i n  1987. 

A t  the t ime o f  our r ev i ew ,  MVD d i d  no t  have s t a t i s t i c s  a v a i l a b l e  t o  

determine the number o f  suspensions r e s u l t i n g  from the DUI program. 

However, the  Department i s  comp i l i ng  a  summary o f  a c t i o n s  taken aga ins t  

DUI d r i v e r s ,  and i s  expected t o  have a  r epo r t  completed by September 30, 

1988. 

What i s  the cos t  o f  t h e  law t o  date? - MVD rece ived  Federal  fund ing  t o  

implement the DUI law. Accord ing t o  an o f f i c i a l  from the Governor 's  

O f f i c e  o f  Highway S a f e t y ,  MVD spent $360,535 i n  Federa l  fund ing  t o  cover 

the cos t s  o f  personnel  and equipment t o  s t a r t  up and operate  the program 

through June 1988. MVD o f f i c i a l s  i n d i c a t e d  t h a t  they spent an a d d i t i o n a l  

$100,000 t o  cover c o s t s  assoc ia ted  w i t h  o p e r a t i n g  the program. 

What a r e  the  f u t u r e  c o s t s  o f  t he  law? - I t  i s  t oo  e a r l y  t o  es t ima te  the 

long-term cos t s  o f  the Admin Per Se law. MVD has h i r e d  personnel  t o  

( 1  B e f o r e  1988, MVD1s DUI h e a r i n g  f i g u r e s  were f o r  i m p l i e d  consent h e a r i n g s  o n l y .  

However, w i t h  t h e  a d d i t i o n  o f  t h e  Admin Per Se Law, DUX r e l a t e d  h e a r i n g s  now 
i n c l u d e  I m p l i e d  Consent h e a r i n g s ,  Admin Per Se hear ings  and summary rev iews .  



handle  the increased work load  genera ted  by the new law. The D r i v e r  

Responsibi  I i t y  U n i t  has been a l  l o c a t e d  t h r e e  s t a f f  t o  process DUI 

a f f i d a v i t s .  F u r t h e r ,  t h e  h e a r i n g  o f f i c e  has been a l l o c a t e d  10 a d d i t i o n a l  

h e a r i n g  o f f i c e r s  and s i x  a d d i t i o n a l  c l e r i c a l  s t a f f  t o  hand le  the  inc rease  

i n DUI r e  l a t e d  hear i ngs . MVD r e c e i v e d  $548,700 i n i t s  1988-89 Budget 

Request t o  fund the  a d d i t i o n a l  D r i v e r  R e s p o n s i b i l i t y  U n i t  and Hear ing  

O f f i c e  s t a f f  and r e l a t e d  expenses. 

A l though MVD's work load  and s t a f f  have increased,  t h e  number o f  DUI 

a r r e s t s  and a c c i d e n t s  r e p o r t e d  by t h e  Department o f  P u b l i c  S a f e t y  and the  

Phoenix P o l i c e  Department have decreased d u r i n g  the  f i r s t  s i x  months the 

law was i n  e f f e c t .  D u r i n g  the  f i r s t  s i x  months o f  1988, DPS r e p o r t e d  

3 ,319 DUI a r r e s t s  on S t a t e  highways, compared w i t h  3 ,804  such a r r e s t s  

d u r i n g  the same p e r i o d  i n  1987 ( a  1 2 . 7  percen t  r e d u c t i o n ) .  F u r t h e r ,  the  

number o f  a l c o h o l  r e l a t e d  a c c i d e n t s  on S t a t e  highways d e c l i n e d  by 5 .7  

pe rcen t  d u r i n g  t h e  f i r s t  s i x  months o f  1988 as compared w i t h  1987 ( f r o m  

740 t o  698) .  S t a t i s t i c s  f o r  the  Phoenix P o l i c e  Department a l s o  i n d i c a t e  

a decrease i n  DUI a r r e s t s  and a c c i d e n t s .  D u r i n g  the  f i r s t  s i x  months o f  

1988, t h e r e  were 4,538 DUI a r r e s t s  compared w i t h  4,983 such a r r e s t s  

d u r i n g  the same p e r i o d  i n  1987 ( a  9 pe rcen t  decrease) .  F u r t h e r ,  a l c o h o l  

r e l a t e d  a c c i d e n t s  decreased b y  n e a r l y  11 p e r c e n t ,  from 1,129 t h e  f i r s t  

s i x  months o f  1987 t o  1 ,008 f o r  the  same p e r i o d  i n  1988. 

i t  cannot y e t  be determined whether these r e d u c t i o n s  can be a t t r i b u t e d  t o  

the new law, and/or whether t h e  reduc t  i o n s  a r e  permanent. F u r t h e r  s tudy  

w i l l  be needed t o  de te rm ine  what resources  w i l l  be needed t o  process the  

Admin Per Se work load  i n  t h e  f u t u r e .  

Over-The-Counter 
D r i v e r ' s  Licenses 

S t a t e s  g e n e r a l l y  f o l l o w  one o f  two methods f o r  i s s u i n g  d r i v e r ' s  l i c e n s e s :  

c e n t r a l  issuance o r  over - the-counter  issuance. W i t h  c e n t r a l  issuance,  

I icenses a r e  produced a t  a c e n t r a l  l o c a t  i o n  and mai l e d  t o  app l  i c a n t s .  

Wi th  an over- the-counter  system, l i c e n s e s  a r e  produced w i t h i n  a few 

minutes a t  d r i v e r ' s  l i c e n s e  s t a t i o n s  and g i v e n  t o  a p p l i c a n t s  b e f o r e  they 

leave the s t a t i o n .  



Ar izona  has c e n t r a l  issuance - D r i v e r ' s  l i censes  i n  Ar i zona  a re  issued 

c e n t r a l l y .  Under A r i z o n a ' s  system, a p p l i c a t i o n s ,  suppo r t i ng  paperwork,  

and f i l m  c o n t a i n i n g  ID photographs a re  sent by f i e l d  s t a t i o n s  t o  MVD 

headquar ters  f o r  p rocess ing  . A .R . S .  9928-422 and 28-421 .O1 requ i r e  t h a t  

a l l  o p e r a t o r s ' ,  c h a u f f e u r s ' ,  and i d e n t i f i c a t i o n  I i censes  and photo 

at tachments be processed c e n t r a l l y .  The L e g i s l a t u r e  added t h i s  

requirement i n  1986. P r i o r  t o  1986, the s t a t u t e s  d i d  no t  p r e s c r i b e  a 

method o f  d r i v e r ' s  l i c e n s e  issuance. The A r i zona  Department o f  

T ranspo r t a t i on  (ADOT) c u r r e n t l y  has a f i ve -year  c o n t r a c t  w i t h  NBS Imaging 

Systems f o r  a c e n t r a l  issuance system o f  d r i v e r ' s  l i cense  p r o d u c t i o n ,  

e f f e c t i v e  J u l y  1 ,  1987 th rough  June 30, 1992. 

Most s t a t e s  have over- the-counter  issuance - As o f  June 1988, most 

s t a t e s  i ssue  d r i v e r ' s  l i censes  over- the-counter .  Of 51 s t a t e s  ( i n c l u d i n g  

the D i s t r i c t  o f  Columbia),  36 s t a t e s  o f f e r  over- the-counter  issuance, 

w h i l e  14 have c e n t r a l l y  issued I i censes .  Colorado o f f e r s  b o t h  

over- the-counter and c e n t r a l  issuance.  Of 89 o f f i c e s  i n  Colorado, 18 

p rov ide  over- the-counter  issuance and 71 s t i l l  r e q u i r e  c e n t r a l  p r o d u c t i o n  

o f  d r i v e r ' s  I i censes .  The 18 s t a t i o n s  w i t h  over- the-counter  issuance 

represent about 80 percen t  o f  Co lo rado 's  bus iness .  

Advantages _ and d isadvantages o f  over- the-counter  issuance - Both 

methods have p ros  and cons. Opponents o f  oyer- the-counter  issuance have 

expressed concerns w i t h  i t s  s e c u r i t y .  For example, a problem d r i v e r  

cou ld  get  a l i cense  w i t h o u t  an adequate check o f  the d r i v i n g  record .  

Another concern i s  t h a t  a l l  o f  the  m a t e r i a l s  needed f o r  p roduc t i on  a re  

spread throughout the  S t a t e ,  thus c r e a t i n g  the p o t e n t i a l  f o r  t h e f t  o f  

cameras and supp l i es  f rom f i e l d  o f f i c e s .  F u r t h e r ,  w i t h  over- the-counter  

issuance the  S t a t e  cannot v e r i f y  addresses g i v e n .  F i n a l l y ,  i t  may be 

p o s s i b l e  t o  a l t e r  over- the-counter  l i censes .  I n  f a c t ,  Alabama changed 

from an over- the-counter  system t o  c e n t r a l  issuance due t o  s e c u r i t y  

concerns . 



We contacted Utah,  Colorado and Nevada t o  determine how w e l l  

over- the-counter issuance has worked f o r  these s t a t e s .  O f f i c i a l s  we 

spoke w i t h  f e e l  t h a t  over- the-counter  issuance has been a p o s i t i v e  move. 

They i nd i ca ted  t h a t  t he  p u b l i c  i s  s a t i s f i e d  w i t h  over- the-counter  

issuance and i t  i s  much f a s t e r  than a c e n t r a l  issuance system. F u r t h e r ,  

these s ta tes  have no t  exper ienced s e c u r i t y  problems w i t h  d r i v i n g  record  

checks, t h e f t  o f  cameras o r  equipment,  v e r i f i c a t i o n  o f  addresses, o r  

a l t e r i n g  o f  l i c e n s e s .  

a D r i v i n g  r e c o r d  checks - A l l  t h ree  s t a t e s  conduct a  s e c u r i t y  check 

o f  d r i v i n g  records .  80 th  Nevada and Colorado conduct a  d r i v i n g  

record check a f t e r  the  l  i cense has been i ssued . I f  t he  check reveal  s  

a  problem d r i v e r ,  t he  l i c e n s e  i s  cance l l ed  and the  a p p l i c a n t  i s  

n o t i f i e d .  N e i t h e r  s t a t e  i n d i c a t e d  any l i a b i l i t y  problems w i t h  t h i s  

system. On the o t h e r  hand, Utah conducts d r i v i n g  r eco rd  checks a t  

the s t a t i o n  on o u t - o f - s t a t e  a p p l i c a n t s  and susp i c i ous  i n - s t a t e  

app l i can t s  b e f o r e  i s s u i n g  the  l i cense .  I f  the  d r i v i n g  record  

i nd i ca tes  a  problem a l i cense  i s  no t  issued.  

a Thef t  o f  equipment and s u p p l i e s  - Two o f  the  t h r e e  s t a t e s  i n d i c a t e d  

they had cameras o r  supp l i es  s t o l e n .  F u r t h e r ,  a l l  t he  o f f i c i a l s  

i nd i ca ted  t h a t  procedures cou ld  be taken t o  secure t h e  cameras and 

supp l ies .  The Nevada o f f i c i a l  i n d i c a t e d  t h a t  the  cameras used i n  h i s  

s t a t e  have a s e c u r i t y  bar  which con ta i ns  the s t a t e  sea l  and a 

s i gna tu re .  The bar  can be removed and secured s e p a r a t e l y  from the 

cameras. F u r t h e r ,  the  cameras a re  locked i n  s t o rage  areas a f t e r  

working hours .  The Utah o f f i c i a l  i n d i c a t e d  t h a t  the  cameras a re  key 

actuated,  thus they cannot be used w i t h o u t  the  necessary keys.  

Fu r t he r ,  U t a h ' s  cameras a l s o  have a removable s e c u r i t y  p l a t e  which 

i s  locked s e p a r a t e l y  from the camera. Colorado has exper ienced  t h e f t  

o f  camera equipment tw i ce  i n  t he  pas t  ten  yea rs .  However, because 

the cameras d i d  no t  have the f i l m  o r  the  s e c u r i t y  p l a t e  which 

con ta ins  the  s t a t e  sea l  and a s i g n a t u r e ,  the  cameras cou ld  no t  be 

used by the  t h i e v e s .  Thus, Colorado d i d  no t  see t h i s  t h e f t  as a  

reason t o  e l im i ' na te  over- the-counter  issuance. 



r V e r i f i c a t i o n  o f  a p p l i c a n t  address - Wi th  regard  t o  v e r i f y i n g  

addresses, the  o f f i c i a l s  we spoke w i t h  d i d  no t  see t h i s  as a  reason 

t o  issue l i censes  c e n t r a l l y .  One o f f i c i a l  commented t h a t  regard less  

o f  how a  l i cense  i s  issued a  person i n t e n t  on o b t a i n i n g  a  l i cense  

w i t h  a  f a l s e  res idence cou ld  pu t  a  wrong address on the  a p p l i c a t i o n  

and have the l i cense  sent  t o  a  temporary post  o f f i c e  box.  

r A l t e r i n g  o f  d r i v e r ' s  l i c e n s e  - The o f f i c i a l s  a l s o  s a i d  they have 

no t  exper ienced problems w i t h  i n d i v i d u a l s  a l t e r i n g  l i c e n s e s .  Bo th  

Nevada and Utah use a  laminate imp r i n ted  w i t h  t he  s t a t e ' s  name, which 

cannot be removed w i t h o u t  damaging the l i cense .  

Con t ro l  Of 
T i t l e  And R e g i s t r a t i o n  O f f i c e s  

Before 1981, county  assessors were the  o n l y  agents  pe r f o rm ing  v e h i c l e  

t i t l e  and r e g i s t r a t i o n  f u n c t i o n s  i n  Ar i zona .  The county  assessors issued 

t i t l e  a p p l i c a t i o n s  and r e g i s t e r e d  v e h i c l e s ,  w h i l e  the  Motor Veh i c l e  

D i v i s i o n  performed a  q u a l i t y  rev iew o f  t i t l e  a p p l i c a t i o n s  and produced 

the  v e h i c l e  t i t l e .  I n  1977 s t a t u t e s  were amended a l l o w i n g  the d i r e c t o r  

o f  ADOT and county boards o f  supe rv i so r s  t o  c o n t r a c t  t o  t r a n s f e r  v e h i c l e  

t i t l e  and r e g i s t r a t i o n  f u n c t i o n s  back t o  MVD. As o f  J u l y  1 ,  1988, ten  

coun t ies  had a l lowed the S t a t e  t o  assume t h e i r  au to  l i cense  ope ra t i ons ,  

as o u t l i n e d  i n  Table 8 .  

TABLE 8 

STATE OPERATED TITLE AND REGISTRATION OFFICES 
AS OF JULY 1 , 1988 

County 

P i  ma 
Apache 
Cocon i no 
Y avapa i 
Mohave 
Coch i se 
Green lee 
Y uma 
La Paz 
Navajo 

Year o f  S t a t e  
Takeover - 



County o f f i c i a l s  s a i d  they  a l l o w e d  the S t a t e  t o  assume t h e  au to  l i c e n s e  

opera t  ions because they were n o t  gene r a t i n g  su f  f  i c i  e n t  revenues t o  cover 

t h e  c o s t s  o f  o p e r a t i n g  t h e  a u t o  l i c e n s e  o f f i c e ,  were o n l y  b r e a k i n g  even, * o r  the  county d i d  no t  see any advantage t o  r e t a i n i n g  t h e  opera t  i o n .  The 

c o u n t i e s  t h a t  s t i l l  r e t a i n  a t i t l e  and r e g i s t r a t i o n  program opera ted  by 

the  county assessor a r e  Mar i copa ,  P i n a l ,  G i l a ,  Graham and Santa Cruz.  

O f f i c i a l s  i n  these c o u n t i e s  chose t o  r e t a i n  c o n t r o l  o f  t h e  au to  l i c e n s e  

o p e r a t i o n s  because they were making a p r o f i t  f rom the  o p e r a t i o n s ,  and/or 

they p r e f e r  t o  keep c o n t r o l  a t  the  l o c a l  l e v e l .  

A l though the  S t a t e  opera tes  l i c e n s i n g  f u n c t i o n s  f o r  10 o f  15 c o u n t i e s ,  

the  county assessors '  t o t a l  workloads a r e  s t i  l l  l a r g e r  than the  S t a t e ' s .  

For the  p e r i o d  June 1987 through May 1988, t h e  S t a t e  handled 

approx imate ly  45 percen t  o f  a l l  t i t l e  t r a n s a c t i o n s  and 36 percen t  o f  a l l  

r e g i s t r a t i o n  t r a n s a c t i o n s .  I n  c o n t r a s t ,  t h e  county  assessor o f f i c e s  

handled approx imate ly  55 p e r c e n t  o f  a l l  t i t l e  t r a n s a c t i o n s  and 64 percen t  

o f  a l l  r e g i s t r a t i o n  t r a n s a c t i o n s .  Wi th  the  a d d i t i o n  o f  Navajo County i n  

J u l y  1988, the  work load o f  t h e  S t a t e  o f f  i c e s  w i  l i inc rease  by rough ly  2 

p e r c e n t .  Table 9 d e t a i l s  work loads by coun ty .  



TABLE 9 

T l TLE AND REG l STRAT l ON TRANSACT l ONS BY COUNTY 
JUNE 1987 THROUGH MAY 1988 

Percentage Percentage 
T i t l e  o f  Statewide R e g i s t r a t i o n  o f  Statewide 

Transact ions Tota l  Transact i ons Tota l  

State Operated O f f i c e s  

Apache 
Coch i se 
Cocon i no 
Green lee 
La Paz 
Mohave 
MVD 
Pima 
Y avapa i 
Y uma 

TOTAL STATE 
OPERATED 

County Assessor Operated Of f i ces  

G i  l a  15 ,404  1 .32% 55 ,162  1 .71% 
Graham 6 , 1 2 3  .52% 21 ,448 .67% 
Mar i copa 552,162 47.17% 1 , 7 6 6 , 5 7 6  54.92% 
Navajo ( a )  17 ,980  1 . 5 4 %  6 4 , 2 8 4  2.00% 
Pinal  40 ,833  3 .49% 127 ,447  3 .96% 
Santa Cruz 9 ,341  .80% 28 ,352  .88% 

TOTAL COUNTY ASSESSOR 
OPERATED 641 ,843  54.84% 2 . 0 6 3 . 2 6 9  64.14% 

TOTAL STATEW l DE 1 , 1 7 0 , 5 8 6  100.00% 3 . 2 1 6 . 5 0 3  100 .Om 

( a )  Navajo County t r a n s f e r r e d  f rom coun ty  assessor  o p e r a t i o n  t o  S t a t e  o p e r a t i o n  as o f  
J u l y  1, 1988. 

Source: Motor Vehic le D i v i s i o n  computer system repor t .  



AREAS FOR FURTHER AUDIT WORK 

Does MVD e f f e c t i v e l y  r e g u l a t e  au tomob i le  dea le r s?  

MVD i s  respons ib le  f o r  I i cens ing  about 2,300 motor v e h i c l e  d e a l e r s .  

I n d i v i d u a l s  can o b t a i n  a  d e a l e r ' s  l i cense  by a p p l y i n g  t o  MVD, s u b m i t t i n g  

a  $25 a p p l i c a t i o n  f ee ,  and p o s t i n g  a  bond o f  a t  l eas t  $25,000. MVD 

inspects  the a p p l i c a n t s '  l o t s  bu t  does no t  conduct background checks. 

MVD o f f i c i a l s  i d e n t i f i e d  severa l  problems i n  i t s  r e g u l a t i o n  o f  motor 

v e h i c l e  dea le r s .  

e MVD cannot respond i n  a  t i m e l y  manner t o  the more than 2,000 

compla in ts  rece ived  each y e a r ,  and cannot t r a c k  compla in ts  a g a i n s t  

i n d i v i d u a l  d e a l e r s .  

a Dealer  bonds cover o n l y  problems i n v o l v i n g  v e h i c l e  t i t l e s  and do no t  

p r o t e c t  o ther  aspects  o f  a  t r a n s a c t i o n ,  such as l o s t  down payments. 

r Many dea le r s  go ou t  o f  bus iness each year w i t h o u t  g i v i n g  a t i t l e  t o  

customers. S ince MVD has no t  a u d i t e d  dea le r sh ips  each year  as 

r equ i r ed  by law, those dea le r s  w i t h  f i n a n c i a l  problems a re  no t  

de tec ted .  

Inadequacies i n  the e x i s t i n g  law, l i m i t e d  s t a f f i n g  and lack o f  automat ion 

may be the  pr imary reasons f o r  the shortcomings i n  MVD's r e g u l a t i o n  o f  

motor v e h i c l e  dea le r s .  F u r t h e r  a u d i t  work i s  needed t o  determine whether 

e x i s t i n g  laws and MVD procedures a re  adequate t o  address problems posed 

by dea le r s ,  and whether MVD has s u f f i c i e n t  s t a f f  and suppor t  t o  r e g u l a t e  

dea le r s .  

Are d r i v e r ' s  l i c e n s e  s t a t i o n s  adequate ly  s t a f f e d ?  

Superv iso rs  o f  d r i v e r ' s  l i c e n s e  o f f i c e s  i n d i c a t e d  t h a t  c u r r e n t  s t a f f i n g  

l e v e l s  may be too low. Many o f  the supe rv i so r s  surveyed by our O f f i c e  

i n d i c a t e d  t ha t  s t a f f i n g  problems e x i s t .  S i x  o f  15 supe rv i so r s  who 

responded t o  the  survey i n d i c a t e d  t h a t  they were u n d e r s t a f f e d  more than 



50 percent  o f  the t ime .  Du r i ng  our obse rva t i ons  o f  d r i v e r ' s  I icense 

s t a t  ions we a l s o  observed ins tances where s t a f f  appeared inadequate.  The 

shor tages may be due t o  i n s u f f i c i e n t  p o s i t i o n s ,  i n a b i l i t y  t o  f i l l  

vacanc ies,  t r a i n i n g ,  s t a f f  be i ng  assigned t o  r ou te  s t a t i o n s ,  and the  need 

f o r  s t a f f  t o  cover Saturday hours .  F u r t h e r  a u d i t  work i s  needed t o  

determine how e f f e c t i v e l y  e x i s t i n g  s t a f f  a re  used and whether a d d i t i o n a l  

s t a f f  a r e  needed a t  some d r i v e r  license s t a t i o n s .  
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@ 1801 West Jefferson Street, Phoenrx, Ar~zona 
ROSE MOFFORD Mallrng Address: P.O. Box 2100, Phoenrx, Ar~zona 85001 

Govcrrlor 

CHARLES L MILLER LEE A PRlNS 

D l r c ~ t o r  D ~ v ~ s ~ o n  D~rector  

October 6, 1988 

Mr. Douglas R. Norton 
Auditor General 
Office of the Auditor General 
2700  North Central Avenue 
Suite 7 0 0  
Phoenix, Arizona 85004 

Dear Mr. Norton: 

Thank you for the opportunity to meet with you and your staff to 
discuss the audit report of the Title and Registration and Driver 
License programs in the Motor Vehicle Division. We were pleased 
to provide feedback to the preliminary draft and offer this 
response to the revised report. Many of the problems and needs 
addressed in the report have long been concerns of the Department 
of Transportation and the Motor Vehicle Division. 

FINDING I 

The Motor Vehicle Division concurs with Finding I and will 
utilize the suggested recommendations as noted below: 

1. We recognize that simple information and precedural questions 
need to be answered quickly and easily. The audit 
recommendations are being utilized. Station managers and 
examiners are instructed to work the line to screen customers 
and direct them to the proper service window. We are also in 
the process of reevaluating the impact of TV monitors for 
continuous information on licensing procedures that now exist 
at our Mesa and Tucson Main locations. We are surveying 
major offices to determine the feasibility and placement of 
immediately accessible information stations. 

2. An experimental "take a number" ticket system was installed 
on August 1st at our 35th Avenue phoenix Driver License 
station. We will &valuate this pilot program at the end of 
our 90-day test period and make recommendations. 
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3. Signs have been produced and placed at many offices. 
Additional informational signs are being designed. 

4. Additional public information materials are being developed. 
Some brochures have already been distributed and will be 
available in all MVD offices. 

5. A new telephone inquiry system will be installed and 
operational about January 1, 1989. 

FINDING I1 

MVD agrees that the Driver License Processing Unit (Quality 
Control) should have been monitored more closely during the 
transition to computer generated licenses. However, we do not 
agree the Processing Unit was managed ineffectively, since that 
implies no corrective management action was being taken. In 
fact, the transition problems were real, they were recognized and 
they were being addressed prior to, and during, the performance 
audit . 
Performance standards for the processing unit (Quality Control) 
were in effect for manually generated licenses. In March, 1988, 
the Productivity Resource Management System (PRMS) team reviewed 
the existing standards and found them to be accurate. They later 
reaffirmed these standards in their report dated August 1988. 
Once the process has been stabilized, PRMS will review and 
establish new computer-generated standards. 

We fully understood that the following problems would exist: 

1. Confusion when two different systems are operated 
simultaneously. 

2. Transfer of information verification responsibilities, from 
data entry personnel to Quality Control personnel, at a 
changing rate. 

3. Handling system updates when the computer failed. 

4. Required time for the system to stabilize. 

The backlog which existed during the audit period has been 
reduced to 49 days to applicant receipt, and is decreasing. 
Recent procedural changes to the National Driver Register (NDR) 
query procedure and goals set within Quality Control will result 
in consistent in-house processing time of no more than 25 days. 

FINDING I11 

The Motor Vehicle Division agrees with the recommendations 
provided in Finding I11 and will implement them as noted below: 
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1. Legislation that provides the statutory provisions listed in 
the above recommendations has been drafted and forwarded to 
the Department of Transportation for inclusion in the 1989 
legislative package. 

2. As in the past, the Division will continue to proactively 
request the law enforcement agencies to inquire on driver 
license status when stopping alleged violators. 
Additionally, this has become an integral part of the Court 
Law Enforcement Prosecutorial Advisory Discussion Committee. 

FINDING IV 

We concur with this finding during the period that relates to 
this audit. The Motor Vehicle Division agrees with the 
recommendations offered in Finding IV and has responded to them 
as follows: 

All positions are filled in the data processing area. 
Quality control has reached an average of 49 days for license 
receipt by the customer, and this time is decreasing. With 
this area under control, seven (7) data processing 
specialists have been assigned to major violations and the 
initial backlog of 16,000 has been eliminated. With regard 
to minor citations, the Department of Corrections is planning 
to offer citation data input through tape-to-mainframe , 

procedures. The program will be operational at year end 1988 
and will provide a method of eliminating all citation 
backlogs. The program will be based at the Perryville medium 
security facility. As an interim measure two additional 
F.T.E.'s have been assigned to minor citations, for a total 
of three. 

2. The issue of legible citations has been addressed with MVD 
enforcement and courts committees, as well as the Supreme 
Court, and will continue to be a point of consideration at 
all Governmental Advisory and Coordination meetings that 
could possibly impact favorably on the problem. 

The Motor Vehicle Division has installed a personal computer, 
equipped with a 3270 emulator board within the Headquarters 
section. A test is being conducted with the Supreme Court 
Local Court Information System (LOCIS) to receive by modem 
citation data input from the Justice Courts. The Supreme 
Court has designed an electronic docket based on MVD's tape- 
to-mainframe format. The test, which will run through 
October 1988, will ensure tape-to-mainframe compatibility 
with two test courts. When the information is system 
compatible, the PC will be eliminated and direct main frame 
input will be implemented. Forty to forty-five local courts 
would go on line. ,,Within the next five years it is feasible 
that approximately 150 of the 183 lower courts could go on 
line. 
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FINDING V 

The Motor Vehicle Division concurs with this recommendation. 

In July 1988, a written directive was issued to both State and 
County Auto License Offices that outlined the specific method to 
be used in sampling title applications. In September 1988, a 
Title and Registration Certification Training Course (76 hours) 
was begun and quality assurance will receive emphasis. 

Thank you for considering our input to the audit findings. You 
and your staff have been very considerate and cooperative and we 
have enjoyed working with them. 

Sincerely, 

CHARLES L. MILLER 
Director 
Department of Transportation 



APPENDIX I 

STATISTICAL APPENDIX 

A u d i t o r  General s t a f f  developed customer s a t i s f a c t i o n  su rveys  t o  

determine the l e v e l  o f  s e r v i c e  customers were r e c e i v i n g  a t  t i t l e  and 

r e g i s t r a t i o n  s t a t i o n s  and a t  d r i v e r ' s  l i c e n s e  s t a t i o n s .  The f o l l o w i n g  i s  

an account o f  the methodology used t o  deve lop and conduct  t h e  s u r v e y .  

Survey S i t e s  

The survey was conducted a t  f o u r  d r i v e r ' s  l i c e n s e  and t h r e e  t i t l e  and 

r e g i s t r a t i o n  s t a t i o n s .  The number o f  s t a t i o n s  surveyed was l i m i t e d  t o  

seven due t o  the a v a i l a b l e  A u d i t o r  General s t a f f  and resources .  Four 

c r i t e r i a  were used t o  j u d g m e n t a l l y  s e l e c t  the  seven s t a t i o n s  surveyed.  

1 .  L o c a t i o n  - To r e p r e s e n t  r u r a l  and urban c h a r a c t e r i s t i c s ,  we 
s e l e c t e d  s t a t i o n s  i n  Phoenix ,  Tucson and one o u t  l y i n g  a r e a .  

2 .  Customer Volume - We chose s t a t i o n s  w i t h  the h i g h e s t  demand and 
l a r g e s t  customer base .  H igh  customer volume a l l o w s  t h e  most coverage 
a t  the fewest s t a t i o n s .  

3 .  Computer Conversic_sl - T h i s  c r i t e r i o n  was used o n l y  i n  the  s e l e c t i o n  
o f  d r i v e r ' s  l i c e n s e  s t a t i o n s .  We chose one s t a t i o n  t h a t  had 
implemented the  new computer generated l i c e n s e  system. 

4 .  S t a t e  C o n t r o l  - T h i s  c r i t e r i a  was used o n l y  i n  t h e  s e l e c t i o n  o f  
t i t l e  and r e g i s t r a t i o n  s t a t i o n s .  Many t i t l e  and r e g i s t r a t i o n  
s t a t i o n s  a re  run  by coun ty  assessors  and a r e  n o t  under S t a t e  
c o n t r o l .  We l i m i t e d  ou r  s e l e c t i o n  t o  s t a t i o n s  under S t a t e  c o n t r o l .  



TABLE 10 

STATIONS SELECTED - CRITERIA USED IN  SELECTION 

February D r i v e r ' s  L icense T i t l e  & Reg. 
Customer Compute r S t a t e  

D r i v e r ' s  License Vo l ume Conversion Control  

Phoenix-Encanto 4,983 March 7 ,  1988 N/A 
Mesa 6,522 J u l y  5 ,  1988 N/A 
Tucson-Main 6,271 J u l y  18 ,  1988 N/ A 
Y uma 2,125 J u l y  27, 1988 N/ A 

T i t l e  & R a  

Tucson-A j o  Way 30,526 
Tucson-East 14,308 
Y uma 10.689 

Survey Instruments 

YES 
YES 
K ES 

Two surveys were developed t o  determine customer s a t i s f a c t i o n ,  one f o r  

t i t l e  and r e g i s t r a t i o n ,  and one f o r  d r i v e r ' s  l i c e n s e  s t a t i o n s .  The 

surveys facused on fou r  major areas o f  concern:  1 )  T i m e l i n e s s  o f  s e r v i c e ,  

2)  A c c e s s i b i l i t y  o f  i n f o r m a t i o n ,  3) Level  o f  s e r v i c e ,  and 4 )  B a r r i e r s  t o  

e f f e c t i v e  customer s e r v i c e .  To a i d  i n  the d e v e l ~ p m e n t  o f  the  survey 

ins t ruments ,  i n p u t  was sought and r e c e i v e d  from t h e  d i r e c t o r  and program 

d i r e c t o r s  o f  MVD,  When the survey ins t ruments  were i n  f i n a l  d r a f t  

s tages,  p i l o t  t e s t s  were conducted t o  determine i f  any problems e x i s t e d .  

F i n a l  changes were made t o  the  q u e s t i o n n a i r e s  and t r a n s l a t i o n s  were made 

i n  Spanish t o  c a p t u r e  t h a t  segment o f  A r i z o n a ' s  p o p u l a t i o n .  

Survey Methodology 

Because o f  the  s t a f f  resources r e q u i r e d  t o  conduct the  s u r v e y ,  i t  was 

l i m i t e d  t o  a one-week p e r i o d .  We s e l e c t e d  the l a s t  week o f  a  month t o  

conduct the survey i n  o rder  t o  c a p t u r e  the  l e v e l  o f  customer s a t i s f a c t i o n  

d u r i n g  a  p e r i o d  o f  h i g h  customer demand.'" The survey was conducted 

the week o f  May 23 through May 27, 1988. 

) Because d r i v e r ' s  1 i censes exp i  r e  on t h e  appl  i can ts '  b i  r t h d a y s ,  customer demand a t  
d r i v e r ' s  l i c e n s e  s t a t i o n s  v a r i e s  by t h e  day o f  the  week. For  example, Mondays and 
F r i d a y s  tend t o  have a  h i g h e r  volume o f  customers than  t h e  m i d d l e  o f  t h e  week. 
T i t l e  s t a t i o n s  on t h e  o t h e r  hand, have volume increases d u r i n g  t h e  l a s t  week o f  t h e  
month because v e h i c l e  r e g i s t r a t i o n s  e x p i r e  a t  t h e  end o f  t h e  month. 



A u d i t o r  General s t a f f  were p resen t  a t  each s t a t i o n  t o  conduct the s u r v e y ,  

and s t a f f  a t tempted t o  d i s t r i b u t e  a  survey t o  each person who e n t e r e d  a  

survey s t a t i o n  t o  conduct  a  t r a n s a c t i o n  ( w a l k - i n s ) .  Customers were asked 

t o  r e t u r n  the completed survey t o  the A u d i t o r  General s t a f f  upon 

comp le t ion  o f  t h e i r  t r a n s a c t i o n .  

The t o t a l  w a l k - i n  customers as r e p o r t e d  by MVD s t a t i o n  s t a f f  f o r  the  week 

o f  the  survey was 11 ,054 .  Of those 11,054 w a l k - i n  customers ,  A u d i t o r  

General s t a f f  were a b l e  t o  d i s t r i b u t e  8 ,959 s u r v e y s ,  c o v e r i n g  81 p e r c e n t  

o f  a l l  w a l k - i n  customers .  Of the 8,959 su rveys  d i s t r i b u t e d ,  6,230 

completed surveys were r e t u r n e d ,  f o r  a  69 .5  p e r c e n t  r e t u r n  r a t e  f o r  those 

who rece ived  a  su rvey .  S ince  t h e r e  were 11 ,054  w a l k - i n  customers and 

6,230 surveys completed,  56.36 pe rcen t  o f  a l l  customers a t  the  s t a t i o n s  

surveyed r e t u r n e d  a  completed su rvey .  Response r a t e  by s t a t i o n  by day o f  

the week i s  l i s t e d  i n  Tab le  11 .  

TABLE 11 

RESPONSE RATE 
FOR CUSTOMER SURVEY 

Surveys Returned by Day 

Q g y . J W D a v ~ 4 ~  

Mesa 207 159 155 155 143 
Encanto 150 149 125 130 112 
Tucson-Main 195 176 237 167 225 
Tucson-East 271 269 236 288 272 
Ajo Way 147 257 293 265 186 
Yuma DL 146 106 101 101 113 
Yuma T&R 129 158 131 110 166 

T o t a l s  1,274 1,247 1,276 1,216 1,217 

T o t a l  WK T o t a l /  
Hal  k-i n s  Wal k- i  n L  

( a )  Only  completed t r a n s a c t i o n s  a r e  recorded as wa lk - ins  by Yuma d r i v e r ' s  
l i c e n s e  s t a t i o n .  Many who completed surveys d i d  n o t  complete t r a n s a c t i o n s .  
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DRIVING RECORDS OF DRIVERS USED IN CASE EXAMPLES 

Case One ( F i  ndi ng I I 1 , page 25) 

a October 1983 - D r i v e r  was c o n v i c t e d  o f  speeding.  Received th ree  
p o i n t s  on h i s  d r i v i n g  record  and was f i n e d  $81 by the  c o u r t .  

a November 1983 - D r i v e r  was c o n v i c t e d  o f  d r i v i n g  under t h e  i n f l u e n c e .  
He pleaded g u i l t y  and the c o u r t  o rdered  a  30-day suspens ion.  He 
rece ived  e i g h t  p o i n t s  on h i s  d r i v i n g  r e c o r d .  

a January 1984 - D r i v e r  r e c e i v e d  a  30-day suspension on January 11 . I n  
l e s s  than two weeks MVD suspended h i s  l i c e n s e  a g a i n  f o r  a  15-month 
p e r i o d ,  e f f e c t i v e  u n t i l  A p r i l  1985. 

a March 1984 - D r i v e r  was c o n v i c t e d  once f o r  speeding and once f o r  
f a i l u r e  t o  obey t r a f f i c  s i g n a l s .  He was f i n e d  $183 by the  c o u r t  f o r  
the speeding v i o l a t i o n .  

a May 1984 - The c o u r t  ordered an i n d e f i n i t e  s ~ s p e n s i o n ( ~ )  o f  t h i s  
i n d i v i d u a l ' s  l i c e n s e  f o r  f a i  l u r e  t o  pay the f i n e  f o r  a  p r e v i o u s  
v i o l a t i o n .  

a J u l y  1984 - D r i v e r  was c o n v i c t e d  o f  d r i v i n g  under 
suspens ion/ revocat ion ( t h e  r e c o r d  d i d  not  i n d i c a t e  the  p e n a l t y  
imposed). He was a l s o  c o n v i c t e d  o f  speeding on t h e  same day.  He was 
f i n e d  $5Q by t h e  c o u r t  f o r  the  speeding v i o l a t i o n .  

a October 1984 - The c o u r t  o rdered  a  i n d e f i n i t e  suspension f o r  f a i ! u r e  
t o  pay the f i n e  f o r  the p r e v i o u s  speeding v i o l a t i o n .  

e November 1984 - D r i v e r  rece ived  a  s ix-month suspens ion,  e f f e c t i v e  
u n t i l  May 1985. 

r November 1985 - D r i v e r  was c o n v i c t e d  o f  two v i o l a t i o n s  on the  same 
day:  one f o r  d r i v i n g  under suspens ion / revoca t ion  and one f o r  f a i l u r e  
t o  obey a  t r a f f i c  c o n t r o l  s i g n a l  legend. The c o u r t  f i n e d  t h i s  
i n d i v i d u a l  $69 f o r  d r i v i n g  under suspens ion / revoca t ion .  

a January 1986 - D r i v e r  was c o n v i c t e d  f o r  a  v i o l a t i o n  o f  f i n a n c i a l  
r e s p o n s i b i l i t y  laws. The c o u r t  o rdered  a  90-day suspension,  
e f f e c t i v e  u n t i l  A p r i l  1986. 

( 1 )  A suspens ion o r d e r e d  by t h e  c o u r t  f o r  f a i l u r e  t o  pay a f i n e  o r  f a i l u r e  t o  appear 
i n  c o u r t  ( t r a f f i c  c o m p l a i n t  suspens ion )  i s  i n d e f i n i t e .  The suspens ion  o r d e r  w i l l  

remain i n  e f f e c t  u n t i l  t h e  i n d i v i d u a l  s a t i s f i e s  t h e  c o u r t ' s  r e q u e s t  f o r  payment 

o r  appearance i n  c o u r t .  



A p r i l  1986 - D r i v e r  was c o n v i c t e d  o f  two v i o l a t i o n s  on the same day: 
one f o r  speeding and one f o r  no t  hav ing r e g i s t r a t i o n .  He was f i n e d  
$50 f o r  the speeding v i o l a t i o n  and $411 f o r  the r e g i s t r a t i o n  
v i o l a t i o n .  

May 1986 - D r i v e r  was c o n v i c t e d  o f  not  hav ing  r e g i s t r a t i o n  and f i n e d  
$411. He was a l s o  c o n v i c t e d  the  same day f o r  no t  c a r r y i n g  a  l e g i b l e  
l i cense and f  i ned $35. 

June 1986 - D r i v e r ' s  l i c e n s e  was suspended i n d e f i n i t e l y  f o r  f a i l u r e  
t o  pay two p rev ious  f i n e s .  

J u l y  1986 - D r i v e r  was r e f e r r e d  t o  T r a f f i c  S u r v i v a l  School f o r  
accumulat ing e i g h t  t o  14  p o i n t s  on h i s  record .  H i s  l i cense  was a l s o  
suspended i n d e f i n i t e l y  by the  c o u r t s  f o r  f a i l u r e  t o  pay p rev i ous  
f i n e s .  

November 1986 - D r i v e r  was conv i c t ed  o f  speeding. MVD generated a  
six-month suspension, e f f e c t i v e  u n t i l  May 1987, f o r  r eck l ess  d r i v i n g .  

January 1987 - D r i v e r ' s  l  icense was suspended by the c o u r t  f o r  
f a i l u r e  t o  pay the  f i n e  o r  f a i l u r e  t o  appear i n  c o u r t  f o r  a  p rev i ous  
v i o l a t i o n .  

February 1987 - D r i v e r  was conv i c t ed  o f  two v i o l a t i o n s  on the  same 
day: one f o r  d r i v i n g  under suspens ion/ revocat ion and one f o r  f a i l u r e  
t o  n o t i f y  MVD o f  a  change o f  address.  He was sentenced t o  one day i n  
j a i l  f o r  the f i r s t  v i o l a t i o n  and f i n e d  $35 f o r  the  second v i o l a t i o n .  

A p r i l  1987 - D r i v e r ' s  l i c e n s e  was suspended i n d e f i n i t e l y  by the  c o u r t  
f o r  f a i l u r e  t o  pay the f i n e  o r  f a i l u r e  t o  appear i n  c o u r t  f o r  a  
p rev ious  v i o l a t i o n .  

May 1987 - D r i v e r  was c o n v i c t e d  o f  two v i o l a t i o n s  on the same day: 
one f o r  d r i v i n g  under suspens ion/ revocat ion and one f o r  f i n a n c i a l  
r e s p o n s i b i l i t y  v i o l a t i o n .  He was f i n e d  $500 and accord ing  t o  a  c o u r t  
c l e r k  was sentenced t o  two days i n  j a i l  f o r  the f i r s t  v i o l a t i o n .  

June 1987 - D r i v e r  was conv i c t ed  once f o r  d r i v i n g  under 
suspens ion/ revocat ion.  Three weeks l a t e r  he was conv i c t ed  o f  
speeding and f o r  lack  o f  f i n a n c i a l  r e s p o n s i b i l i t y .  He was f i n e d  $55 
f o r  the speeding v i o l a t i o n .  

September 1987 - D r i v e r ' s  l i cense  was suspended i n d e f i n i t e l y  by the 
cou r t  f o r  f a i  l u r e  t o  pay o r  f a i  l u r e  to  appear i n  c o u r t  f o r  p rev i ous  
v i o l a t  i ons .  

January 1988 - D r i v e r  was conv i c t ed  o f  11 v i o l a t i o n s  on the same 
day. The c o n v i c t i o n s  i nc l ude :  d r i v i n g  under suspens ion / revoca t ion ,  
speeding, f i n a n c i a l  respons ib i  l i t y  v i o l a t i o n ,  f a i  l u r e  t o  obey a  s t op  
s i gn ,  d r i v i n g  on the wrong s i d e  o f  the road,  d r i v e r ' s  l i c e n s e  
r e s t r i c t i o n  v i o l a t i o n ,  and f a i l u r e  t o  s t op  on command o f  a  peace 
o f f i c e r .  MVD sent t h i s  i n d i v i d u a l  a  warn ing l e t t e r  f o r  f i r s t  
c o n v i c t i o n  o f  d r i v e r ' s  l i c e n s e  r e s t r i c t i o n  v i o l a t i o n .  



a February 1988 - MVD revoked t h i s  i n d i v i d u a l ' s  l i c e n s e  f o r  a  minimum 
o f  12 months. He was cons ide red  a  h a b i t u a l l y  r e c k l e s s  o r  n e g l i g e n t  
d r i v e r .  

Case Two (Finding I I I ,  page 25) -- 

a December 1984 - Dr  i ve r  was c o n ~  i c t e d  o f  speed i ng and f  i  ned $41 . 

a January 1985 - D r i v e r  was c o n v i c t e d  o f  f a i l u r e  t o  obey a  t r a f f i c  
c o n t r o l  s i g n a l  legend and f i n e d  $27. 

a February 1985 - D r i v e r  was c o n v i c t e d  o f  speeding and f i n e d  $68.50 

a May 1985 - D r i v e r  was c o n v i c t e d  o f  two v i o l a t i o n s  on t h e  same day:  
one f o r  d r i v i n g  on the  wrong s i d e  o f  t h e  road and one f o r  f a i l u r e  t o  
obey a  s t o p  s i g n .  

a June 1985 - D r i v e r  was c o n v i c t e d  o f  d r i v i n g  on the  wrong s i d e  o f  the 
road and f  i ned $1 5 .  

a J u l y  1985 - On J u l y  15 i n d i v i d u a l ' s  l i c e n s e  was suspended 
i n d e f i n i t e l y  by t h e  c o u r t  f o r  f a i l u r e  t o  pay o r  f a i  l u r e  t o  appear i n  
c o u r t  f o r  p r e v i o u s  v i o l a t i o n s .  Two weeks l a t e r  ( J u l y  2 8 t h )  he was 
c o n v i c t e d  o f  d r i v i n g  under suspens ion / revoca t ion  and f i n e d  $142. 

a September 1985 - D r i v e r  was c o n v i c t e d  o f  r e c k l e s s  d r i v i n g  and f i n e d  
$150. 

a November 1985 - D r i v e r ' s  l i c e n s e  was suspended i n d e f i n i t e l y  by the 
c o u r t  f o r  f a i  l u r e  t o  pay o r  f a i  l u r e  t o  appear i n  c o u r t  f o r  a p r e v i o u s  
v i o l a t i o n .  

a December 1985 - T h i s  i n d i v i d u a l  was r e f e r r e d  t o  T r a f f i c  S u r v i v a l  
School by MVD f o r  accumu la t ion  o f  p o i n t s .  

a June 1986 - D r i v e r  was c o n v i c t e d  o f  d r i v i n g  under the i n f l u e n c e  and 
was f i n e d  $372. MVD generated a  30-day l i cense suspens ion e f f e c t i v e  
u n t i l  J u l y  1986. 

a J u l y  1986 --- MVD revoked t h i s  i n d i v i d u a l ' s  l i c e n s e  f o r  a  year  due t o  
the DUI c o n v i c t i o n  i n  June. Thus, t h i s  i n d i v i d u a l ' s  l i c e n s e  
r e v o c a t i o n  was i n  e f f e c t  u n t i l  J u l y  1987. Three weeks l a t e r  MVD 
generated a  s ix -month  suspens ion.  However, f o r  the f i r s t  60 days o f  
the suspension p e r i o d  MVD issued a  d e t a i l e d  l i c e n s e  r e s t r i c t i o n  
a l l o w i n g  him t o  d r i v e  t o  and from work o n l y .  

a September 1986 - D r i v e r  was c o n v i c t e d  once f o r  d r i v i n g  under 
suspens ion/ revocat  i o n  and once f o r  speeding.  He was f i n e d  $1 68 f o r  
the  f  i  r s  t conv i c  t i on and $64 f o r  the speed i ng conv i c  t i  on. 



0 November 1986 - D r i v e r  was c o n v i c t e d  o f  d r i v i n g  w i t h o u t  a  v a l i d  
d r i v e r ' s  l i c e n s e  on November 4 t h .  Three weeks l a t e r  he was c o n v i c t e d  
o f  d r i v i n g  under suspens ion / revoca t ion .  He was f i n e d  $40 f o r  no t  
hav ing a d r i v e r ' s  l i c e n s e  and $168 f o r  d r i v i n g  under suspens ion.  MVD 
extended the l i c e n s e  r e v o c a t i o n  f o r  another  year  through J u l y  1988 
due t o  the d r i v i n g  under suspens ion / revoca t ion  c o n v i c t i o n  i n  
September . 

0 January 1987 - MVD extended the  l  icense r e v o c a t i o n  f o r  another  year 
e f f e c t i v e  u n t i l  J u l y  1989 based on the November c o n v i c t i o n  o f  d r i v i n g  
under suspens ion / revoca t ion .  

0 A p r i l  1987 - D r i v e r  was c o n v i c t e d  o f  a  f a i  l u r e  t o  remain w i t h i n  the 
des ignated lane o f  t r a f f i c .  He was f i n e d  $32. 

0 June 1987 - D r i v e r  was r e f e r r e d  t o  T r a f f i c  S u r v i v a l  School on June 
1 s t  f o r  accumulat ion o f  p o i n t s .  Four days l a t e r  he was c o n v i c t e d  o f  
d r i v i n g  under suspens ion / revoca t ion  and f i n e d  $165. 

0 J u l y  1987 - D r i v e r  was c o n v i c t e d  o f  d r i v i n g  under 
suspens ion/ revocat ion and f i n e d  $137. 

e August 1987 - MVD generated a  s ix-month suspens ion f o r  f a i l u r e  t o  
a t t e n d  T r a f f i c  S u r v i v a l  School i n  June 1987. 



APPENDIX I l l  

TABLE 12 

CALCULATION OF STAFF NEEDED 

TO PROCESS CITATIONS 

C i t a t i o n s  needing p rocess ing  ( a )  

Number o f  months t o  p r o c e s s ( b )  

C i t a t i o n s  t o  be processed/month 
D i r e c t  hours ava i  l a b l e  i n  a m o n t h ( c )  

C i t a t i o n s  t o  be processed/day 
Standard number o f  c i  t a t  i o n s  p r o c e s s e d / h o u r ( d )  
T o t a l  number o f  s t a f f  needed 
Current s t a f f  a v a i l a b l e  f o r  p rocess ing  
A d d i t i o n a l  s t a f f  needed f o r  p r o c e s s i n g  

MAJOR M 1 NOR 

82,600 245,600 
3 6 

27,533 40,933 
148 148 
186 276 

35 4 0 
5 . 3  6 . 9  

( 3 . 0 )  ( 2 . 0 )  
2 . 3  4.9 

( a )  T h i s  number i s  based on the  c u r r e n t  back log  p l u s  an e s t i m a t e  o f  incoming c i t a t i o n s  
o v e r  t h e  months i t  would take  t o  e l i m i n a t e  t h e  back log .  

( b )  Th is  i s  an a r b i t r a r y  number o f  months t h a t  would a l l o w  t h e  s t a f f  t o  work on t h e  
back log  and a t  t h e  same t ime  keep up-to-date on incoming c i t a t i o n s .  Major  

c i t a t i o n s  were g i v e n  a  s h o r t e r  p e r i o d  o f  t i m e  s i n c e  they  a r e  a h i g h e r  p r i o r i t y .  
( c )  Assumes s t a f f  work 85 percen t  d i r e c t  t ime  p e r  year .  A  normal work year  con ta ins  

2,088 hours,  thus  85 percen t  would p r o v i d e  1,775 hours p e r  s t a f f  year .  
( d )  Accord ing  t o  MVD s t a f f ,  t h e  s tandard f o r  p r o c e s s i n g  ma jo r  c i t a t i o n s  i s  35 an hour 

and t h e  s tandard f o r  minor  c i t a t i o n s  i s  40 an hour .  Accord ing  t o  MVD s t a f f ,  i t  

takes  l o n g e r  t o  process ma jo r  c i t a t i o n s  because t h e  d r i v i n g  record  has t o  be 

reviewed be fo re  t o  i n p u t  t o  determine i f  t h e  c i t a t i o n  i s  a l r e a d y  on t h e  system. 

Source:  Aud i to r  General  s t a f f  c a l c u l a t i o n  o f  MVD c i t a t i o n  back log  
f i g u r e s .  


