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Introduction
Oregon DMV is entering a period of exciting and challenging transformation.
The services we provide remain as essential today as ever before. However, new
needs and rising expectations demand that we respond promptly, proactively, and
effectively.

Drivers of our strategic planning effort
Legislative approval of our Service Transformation Program (STP) — a multiyear effort to revitalize business processes and replace old computer systems
— reinforced the need to carefully assess our direction and clarify priorities.
Factors impacting our Strategic Plan include many important realities that led to
launching STP:
• Our employees want and need better tools to more productively and
effectively serve Oregonians.
• Today’s customers expect fast service and less standing in line. Having to wait
hours, days, or weeks for DMV products or services is no longer acceptable.
• Customers and stakeholders want more efficient ways of doing business with
us that require less paperwork and “red tape.”
• More customers want self-service options and increased opportunity to
conduct DMV business online.
Technology and online access are by no means the only challenges we face. The
ever-changing needs of our customers and broader trends demand that we become
a more innovative provider of services. As examples:
• Our role in issuing personal identification is becoming more important
and complex as homeland security challenges and e-commerce
opportunities expand.
• New options for buying and selling vehicles online introduce more
opportunities for fraud and put pressure on dealer licensing and regulation.
• Information collected by DMV is increasingly important to those seeking
better ways to pay for transportation needs, mitigate environmental impacts,
and improve highway safety.
This Strategic Plan is a guide to address these and many other evolving demands
and critical issues.
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Balancing ambition and discipline
This Plan was developed with extensive contributions from a cross-section of
people familiar with DMV and our customers. We primarily focused on the needs
and expectations of our customers, stakeholders, and partners who depend upon
our various products and services. We took a “big picture” look at what we do
today, how our customer requests and external environment are evolving, and
what we strive to do in the future. This was balanced with a realistic understanding
of the needs of employees, our resource constraints, and the heavy commitment
we are making through STP. A significant investment of time and energy will be
necessary to make meaningful progress on our priorities even as we continue
delivering the core services that are at the heart of our mission.

Adaptability and agility
DMV must become more nimble in how we work and respond to
new conditions. This Strategic Plan serves as a living document to
inspire further discussions and adjustments in the future. We will
revisit the Plan regularly, measure progress towards our goals, share
our accomplishments, and make course corrections as needed.
We welcome your feedback on our Strategic Plan. If you have any
comments or questions about this document, please don’t hesitate to
contact me.
Thank you,
Tom McClellan, DMV Administrator

6

Oregon DMV Strategic Plan: 2016-2019

Purpose and Value
DMV serves a wide range of individuals, businesses, and government agencies in
Oregon and across the United States. We provide a variety of products and services
related to personal identification and driving privileges as well as the buying,
selling, owning, and operating of vehicles.

Mission
To promote driver safety, protect financial and ownership interests in vehicles, and
collect revenue to finance Oregon’s multimodal transportation system.

Vision
To be a nimble and easily accessible DMV recognized for serving customers
through innovation, efficiency, and dedicated employees.

Service Motto
Exceeding expectations one customer at a time!

Guiding Principles
DMV’s “PACE” principles guide and inspire our organization. These aspects of our
work are especially important to achieving our Vision:

Public Service:

Passionate commitment to our core services,
performed with
99 Accountability
99 Superior value
99 Ethical and equitable practices

Customer Focus:
Constant attention to the needs of those who
rely on DMV, ensuring
99 Convenience, accessibility, ease of use
99 Responsive and courteous service
99 Support for safety, compliance,
and development of the state’s
transportation system
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Amazing Quality:

Performance at highest levels of confidence
& reliability, including
99 High transaction efficiency and
reliability
99 Effective application of technology
99 Security and confidentiality

Engaging Workplace:

Commitment to and respect for DMV’s
people, skills, and culture that offer
99 Recognition of each individual’s value
and contributions
99 Spirit of openness to innovation
99 A desirable place to work
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Strategic Priorities
To ensure achievement of our Vision, we are focusing on five strategic priorities:

A. Continuous improvement and change leadership
Challenge ourselves to develop systems and skills that promote constant
innovation. Enable everyone at DMV to develop and apply their capability to drive
and achieve value-adding change and improvement.

B. Leverage proven technology solutions
Upgrade outdated information systems and tools through an approach that
provides crucial service and efficiency enhancement while carefully managing
risks. Create flexible business systems that can respond to changing customer,
stakeholder, and employee needs.

C. Operational efficiencies and workload optimization
Identify opportunities to streamline and update our business processes, achieve
and exceed target service levels, enhance customer satisfaction, and respond to
changing demands and trends.

D. Service delivery options
Reassess our service profile and customer needs to determine how best to provide
the most appropriate choices to access DMV services. Balance convenience,
timeliness, and return on investment for funding the state transportation system.

E. DMV people and culture
Strengthen our practices and culture at all levels to ensure that we:
• Develop our people to meet job needs of today and tomorrow.
• Welcome diversity of individual backgrounds, ideas, and viewpoints.
• Empower ourselves to make decisions at the most appropriate level.
• Constantly focus on fulfilling our Mission and serving our customers and
partners.
• Remain open and flexible to change, improvement, and innovation.
• Act with integrity, responsibility, and professionalism.
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The following are the highest priority strategic initiatives
for the Oregon DMV. Each initiative will be supported by
dedicated leadership and a focus on balancing short-term
results with achieving our transformational Vision.
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DMV-Wide Strategic Initiatives
Supporting Priority A:
Continuous Improvement and Change Leadership
Establish change leaders across all levels and initiatives
Current situation and rationale
DMV needs leaders at every level who are able to set direction, encourage
creativity, develop people, challenge assumptions, and manage resources as we
initiate new technologies and processes. We will need to avoid over-emphasis on
production-based goals and unlock the value that arises from innovation and
change. We must also find ways to streamline how we work today to free time
and resources, and become more effective at managing the risks that come with
transformation.

Initiative goal(s)
• Build a new change leadership capability and culture that:
ŜŜ Understands the importance of leading change as a core leadership
responsibility.
ŜŜ Can define and communicate both the benefits and risks of improvement
efforts.
ŜŜ Is educated and proficient in change leadership approaches.
ŜŜ Regularly demonstrates success in implementing service and process
improvements.
ŜŜ Recognizes people as our most valuable asset, and effectively supports
them through the change process.

Embrace innovation and continuous improvement as the
engine of DMV transformation
Current situation and rationale
The launch of STP highlights the importance of innovation at DMV. Along with
the replacement of legacy computer systems, there are untapped opportunities
to streamline cross-functional business processes and enhance service
quality. Moreover, we will need to adapt as changes impact the broader DMV
environment. The emergence of autonomous vehicles, for example, may require
redefining what we mean by driver and vehicle.
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DMV staff boasts a wealth of experience and knowledge. About 50 percent of our
employees have been with the agency for 10 or more years and have learned to
deal with many issues and changes. At the same time, transitioning to new ways
of doing business may prove challenging for many. We must build enthusiasm for
improvement and ensure promising ideas are translated into tangible results.

Initiative goal(s)
• Create a work environment and culture that supports innovation and
improvement, as evidenced by a workforce that:
ŜŜ Effectively recognizes and prioritizes opportunities to enhance service and
efficiency.
ŜŜ Understands and applies continuous improvement techniques to a wide
range of issues.
ŜŜ Actively engages in seeking new and better ways to do work and adapts
well to improved processes and technology.
ŜŜ Consistently achieves improvement goals and a positive return on
investment.

Supporting Priority B:
Leverage Proven Technology Solutions
Strengthen links and coordination with data-sharing partners
Current situation and rationale
DMV works closely with a wide spectrum of organizations to share data that
is necessary to their and our operations—ranging from vehicle dealers and
trucking companies to law enforcement authorities and other state agencies.
These interdependencies rely on system and data compatibility, as well as a mutual
understanding of each partner’s needs, challenges, and mandates.
As one key example: DMV works closely with Oregon State Police (OSP) to
provide data and staff support for the Law Enforcement Data System (LEDS).
LEDS is an essential resource for law enforcement agencies in Oregon and
beyond, providing important information for a wide variety of situations that
include traffic accident and criminal investigations. OSP has recognized the need
to enhance LEDS and is preparing to replace their existing system. Without a
strong partnership between OSP and DMV, the new LEDS system could lead
to significant problems in exchanging key data with DMV’s systems. On the
positive side, the LEDS upgrade could present valuable opportunities to exchange
information faster, more effectively and with greater security.
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Initiative goal(s)
• Improve interfaces and relationships with our data partners. Specifics include:
ŜŜ Ensure DMV stays connected with development of a new LEDS solution to
allow for future compatibility and, if possible, improvements in service and
functionality.
ŜŜ Complete a current-state assessment — connected with STP — of the full
array of external interfaces and partnership dependencies.
ŜŜ Reinforce awareness and improve communication with all data-sharing
partners to ensure systems and processes remain aligned and to identify
improvement opportunities.

Complete a thorough inventory and mapping of DMV business
processes and requirements (STP)
Current situation and rationale
As a foundation for replacing DMV’s 40-year-old legacy system, we must have
a complete, up-to-date understanding of our high-level service and operational
processes. It is essential we define and assess customer and legal requirements
that must be accommodated in new processes, and identify those that are no
longer necessary.

Initiative goal(s)
• Produce business requirements critical to the selection of a vendor and
direction for our system transformation.
• Outline strategies and actions to improve business processes ahead of and
during STP.

Implement a proven Commercial Off-the-Shelf technology
solution to support core DMV business processes (STP)
Current situation and rationale
Current DMV information technology is outdated, fragmented, highly inefficient
at executing legislative changes, and difficult to resource. For example, many
individuals able to program in Common Business-Oriented Language (COBOL)
—the programming language on which our legacy system is based—are retiring,
with few new people able to replace them. DMV has learned from our own and
others’ experience the importance of devising an approach to shift to new and
more capable technology.

Initiative goal(s)
• DMV services and business processes will be supported and enhanced
through updated technology tools and solutions.
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Supporting Priority C:
Operational Efficiencies and Workload Optimization
Reduce non-driving-related license suspensions
Current situation and rationale
In a 2006 national study, it was estimated that 39 percent of suspended driver
licenses were the result of non-driving violations—suspensions related to issues
such as failure to appear in court, failure to pay citations, and failure to pay
child support. In Oregon, law enforcement, courts, and DMV employees spend
significant time and money administering and enforcing these suspensions,
though they have little or no discernible impact upon highway safety.
In fact, it is estimated that three quarters of drivers whose licenses are suspended
for non-driving violations continue to drive. Current thinking is that suspensions
are not an effective means of enforcing laws. Some states, such as Washington, are
amending their statutes to eliminate dozens of driver license suspensions and are
finding minimal impact from the change on driving or highway safety. Further, the
American Association of Motor Vehicle Administrators issued a “best practices”
guide in 2013 outlining a wide range of benefits to minimizing the practice.

Initiative goal(s)
• Partner with key government stakeholders to remove from Oregon law driver
license suspensions with little or no connection to driving and roadway safety.

Adjust and simplify DMV’s fee structure
Current situation and rationale
It is intended that fees for DMV’s products and services at least cover the state’s
related administration, production, and delivery costs. Today, however, many
of these fees fall short. The gap between DMV costs and the fees collected is
further complicated by the fact that fees have been created and adjusted over a
long period of time without a unifying plan or rationale to keep them simple and
easy to understand. This complexity leads to errors and significant wasted time
spent collecting money or issuing refunds. Changes to many of our fees require
legislative approval.

Initiative goal(s)
• Simplify DMV’s fee structure and close the gap between DMV costs for
products and services and fees collected.
• Prepare for and receive approval from the Legislature for appropriate fees
for service.
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Supporting Priority D:
Service Delivery Options
Review and enhance DMV service delivery methods
Current situation and rationale
While we have added several ways for customers to use technology to connect
with DMV, the majority of our service delivery still happens through field office
visits. As we look ahead to bringing on more technology capabilities, it will be
important to consider the best assortment of service delivery methods and, where
appropriate, take short-term steps to improve efficiency, convenience, and quality.
Options to explore include: expansion of online offerings, local kiosks, mobile
services, third-party providers, and the role and location of Field Offices and Call
Centers. To ensure our service delivery methods continue to evolve with customer
needs and preferences, this review must be an ongoing effort.

Initiative goal(s)
• Investigate and develop options to expand the portfolio of DMV service
delivery channels. Actions include:
ŜŜ Assess costs, risks, service level impacts, customer needs fulfillment, and
adaptability.
ŜŜ Review experience with different options by other motor vehicle agencies.
ŜŜ Identify possible pilot opportunities and any rule or statute changes that
may be required.
• Develop guidelines for DMV staff and public involvement to inform our
decisions and planning.

Reinvent Web offerings and format
Current situation and rationale
The Oregon Department of Transportation (ODOT) has launched an agencywide project to transform our web pages so they are easy to access and provide
better content for users. Customer and user feedback on ODOT’s websites—
including DMV’s—indicates our sites are difficult to navigate, contain unnecessary
information, and don’t work well on mobile devices. STP funding provided
specifically to DMV includes resources to develop online applications and create a
DMV2U Web presence that can build on the agency’s Web Reinvention project.
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Initiative goal(s)
• Refresh and redesign all DMV webpages to create a quality customer resource
that is fast and easy to use.
• Provide new and more effective Web offerings to increase information
and delivery options for our customers and reduce customer wait time for
telephone or in-person interactions with DMV.
• Identify online services to be built via the STP initiative and strengthen DMV
branding to improve public awareness and access to online information and
services.

Supporting Priority E:
DMV People and Culture
Invest in people and strengthen organizational capability by
providing professional development opportunities
Current situation and rationale
DMV is facing two major challenges related to the effectiveness of its workforce.
First, significant changes are planned to business processes and job requirements
as a result of STP and other expected innovations. These changes will require
managers and employees to learn new skills and master new work processes
while maintaining their commitment to excellent customer service and a deep
understanding of DMV’s business. Second, with a third of existing staff nearing
eligibility for retirement, the potential for increased employee turnover is high. We
must actively prepare our workforce for new and changing roles and enable them
to benefit from the opportunities provided by improved systems and processes.

Initiative goal(s)
• Develop an integrated human resources approach to build organizational
capability and ensure that:
ŜŜ Efforts designed to develop DMV staff and our hiring decisions address
future organizational and workforce needs.
ŜŜ Employees value the experience of working for DMV and thrive in our
culture of service and innovation.
ŜŜ Employees are prepared for and eager to take on new assignments.
ŜŜ Human resource practices and investments support the professional
growth of employees, improve employee engagement and retention,
ensure a skilled workforce, and acquire talented individuals to meet future
workforce demands.
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Summary:
Alignment of DMV-Wide Strategic Initiatives with
Strategic Priorities

Strategic Initiative

Strategic Priorities*
Supported (Primary in bold)

Establish change leaders across all levels and
initiatives

A, E

Embrace innovation and continuous improvement
as the engine of DMV transformation

A, C

Strengthen links and coordination with datasharing partners

B, C, D

Complete a thorough inventory and mapping of
DMV business processes and requirements (STP)

B, C

Implement a proven Commercial Off-the-Shelf
technology solution to support core DMV
business processes (STP)

B, C, D

Reduce non-driving-related license suspensions

C, D

Adjust and simplify DMV’s fee structure

C, D

Review and enhance DMV service delivery
methods
Reinvent Web offerings and format
Invest in people and strengthen organizational
capability by providing professional development
opportunities

D, B, C
D, B
E

*see page 9 for Strategic Priorities List
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Focused Strategic Initiatives
As a key aspect of our strategic plan development, cross-functional working
groups carefully examined DMV customer needs, trends, and challenges for five
core business segments1:
99 Vehicle Products
99 Driving Privileges
99 Business Licensing and Regulation
99 Records Services
99 Ancillary Services
Recognizing the resources required for successful project implementation, we
reviewed our current list of initiatives to make sure they were aligned with our
Strategic Priorities. Based on these teams’ recommendations, we identified the
following new and active focused initiatives as those most able to advance and
support our DMV-wide Strategic Initiatives.

Speedier vehicle transaction processes
Current situation and rationale
DMV is looking forward to the benefits of new, faster systems and processes
through STP. In the short term, however, there is a critical need to identify and
implement changes to boost vehicle process efficiency and reduce transaction
time. The benefits gained by exploring new ideas and methods now will continue
as STP’s positive results are achieved.

Initiative goal(s)
• Explore opportunities to streamline vehicle transaction processes and test and
implement the most promising options.

Electronic vehicle registration
Current situation and rationale
The current vendor contract for Electronic Vehicle Registration (EVR) expires in
September of 2016. A new vendor will enable car dealers throughout Oregon to
continue submitting vehicle transactions electronically to DMV. The transition to the
new vendor must be completed in a timely manner to ensure business continuity.

1

Background on each business segment found in Appendix A
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Initiative goal(s)
• Complete, test, and implement the new EVR software before the existing
contract expires in September 2016.
• Implement a new centralized issuance model to improve data security.
• Ensure affected employees are fully trained on new business processes.

Data migration readiness (STP)
Current situation and rationale
While DMV has effectively managed data for decades, inconsistent processes,
varying formats, and difficulty in detecting errors (for example, different addresses
for the same owner and vehicle identification number errors) have gradually
reduced the quality of our core data. If these challenges are not addressed now,
it will significantly increase the difficulty of migrating to new IT systems and
enhancing services to customers.

Initiative goal(s)
• Improve DMV data quality to support data migration efforts by building a
centralized database with a 360-degree view of a customer.

Expand debit and credit card acceptance
Current situation and rationale
DMV has limited ability to accept payment via debit or credit cards for certain
online transactions. The agency has been awarded funding to expand debit and
credit cards as a customer payment option in our field offices.

Initiative goal(s)
• Enable debit and credit card payments at DMV field offices by the end of 2016.

Driver license issuance system replacement
Current situation and rationale
The current contract for driver license issuance and facial recognition services
will expire in September 2017. A contract with a new vendor offers up-to-date
hardware, software, and services for driver license issuance in Oregon. Card
designs with advanced security features will look different from our existing driver
licenses and ID cards. The transition from our previous vendor to our new vendor
must be completed seamlessly to avoid disrupting business operations.
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Initiative goal(s)
• Replace and ensure full functionality of all hardware and software currently
used for driver license and ID card issuance before the existing contract
expires in September 2017.
• Ensure all affected employees are fully trained on the new business processes.

Autonomous vehicles
Current situation and rationale
As of this writing, there are no clear guidelines for autonomous vehicle operation
and regulation; however, the Federal agency overseeing highway safety is
accelerating the effort to create common rules for this emerging technology.
ODOT has a unique opportunity to lead the formation of guidelines and statutes
as they relate to the operation of autonomous vehicles in Oregon and to influence
the national debate on the topic. DMV will be a key contributor to promoting
reasonable and consistent requirements designed to keep the traveling public safe.

Initiative goal(s)
• Actively participate in the ODOT Connected and Automated Vehicle Steering
Team as well as other discussions—within Oregon and across the country—
related to the adoption and operation of autonomous vehicles.
• Provide essential input to pending or introduced legislation related to the
regulation and operation of autonomous vehicles.

E-convictions with courts
Current situation and rationale
DMV is currently adding municipal and justice courts to the E-convictions
Program, which provides for the electronic submission of conviction data. This
allows DMV and courts to move from a manual, paper process to a more efficient,
less time consuming electronic process. We currently post approximately 2,000
convictions per month and have a number of courts waiting to participate.

Initiative goal(s)
• Reduce reliance on manual processes by having as many courts in the state as
possible join E-convictions.
• Support our customers and partners with timely information.
• Adapt DMV processes as needed to ensure the E-convictions Program is
efficient and easy to use for our staff.

Oregon DMV Strategic Plan: 2016-2019

21

Proactively address dealer business model changes
Current situation and rationale
DMV is not keeping up with how the vehicle dealer industry conducts business.
Laws and rules may need to change to evolve with industry requests. DMV has
the opportunity to proactively meet industry demands and support interests of
vehicle buyers.

Initiative goal(s)
• Update administrative rules to accommodate changes dealers are currently
requesting related to insurance coverage and supplemental locations.
• Identify potential future needs of the industry and buyers and work
proactively on any necessary changes to rules.

Microfilm replacement
Current situation and rationale
DMV uses microfilm images of key documents to store and search transaction
history and provide information to customers. Current DMV microfilm
capture equipment is old and obsolete. Equipment repairs are frequent and it
is increasingly difficult to find needed parts. DMV is replacing the microfilm
equipment with a digital document imaging, storage, and retrieval solution. This
will eliminate the risk of a business interruption due to microfilm equipment
failure. The scope of this initiative is limited to digital imaging of processed
documents; other opportunities to incorporate digital documents into our
business processes will be addressed as part of STP.

Initiative goal(s)
• Successfully shift our record archival methods from microfilm to modern and
supportable digital technology.
• Integrate new capability for record lookups into our business processes.

Assess and evaluate needs of records customers
Current situation and rationale
DMV cannot provide real-time record information for many of our customers’
requests. We are also confined to specific formats—which may contain more or
less information than necessary—and established service channels. We want to
know what our customers need in the future.

Initiative goal(s)
• Thoroughly survey and identify customers’ record needs to clarify business
requirements for future system and process improvements.
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Proactively monitor and respond to laws and new
technologies affecting DUI, Implied Consent, and IID
Current situation and rationale
State laws around Driving Under the Influence (DUI) and Implied Consent
(licensed driver agreement to submit to field sobriety tests) are constantly
changing. The legalization of marijuana in Oregon is expected to add a new level
of complexity to DMV’s role in this process. Technologies and mandates around
the use of Ignition Interlock Devices (IID) are also evolving and for the most part
the industry is not regulated. DMV is unable to respond quickly to changes in laws
that impact suspensions, driver safety, Implied Consent, and DUI convictions.

Initiative goal
• DMV will partner with stakeholders to design and develop approaches for
implementing a comprehensive program for DUI, Implied Consent, and IIDs.

Summary: Alignment of Focused Strategic
Initiatives with Strategic Priorities
Focused Initiative

Business
Segment(s)

Strategic Priorities
Supported*

Speedier vehicle transaction processes

Vehicle Products

A, C

Electronic vehicle registration

Vehicle Products

B, C, D

Data migration readiness (STP)

Driving Privileges
and Vehicle Products

B, C

Expand debit and credit card acceptance

Driving Privileges
and Vehicle Products

B, C, D

Driver license issuance system
replacement

Driving Privileges

B

Autonomous vehicles

Driving Privileges
and Vehicle Products

E-convictions with courts

Driving Privileges

B, C, D

Proactively address dealer business
model changes

Business Licensing
and Regulation

C, D

Microfilm replacement

Record Services

B, C

Assess and evaluate needs of records
customers

Record Services

C, D

Proactively monitor and respond to laws
and new technologies affecting DUI,
Implied Consent, and IID

Ancillary Services

C, D

A, D

*see page 9 for Strategic Priorities List
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In Closing
Thank you to the many individuals across DMV who contributed to the
development of this Strategic Plan. The heart of this work was done by six
cross-divisional teams that conducted a full review of our business, trends, and
challenges—in particular from the perspective of our customers and partners.
Each group—Vehicle Products, Driving Privileges, Business Licensing and
Regulation, Record Services, Ancillary Services, and People: Talent and Culture—
developed vision statements, conducted research, discussed alternatives, and
proposed initiatives to achieve improvements. (Details of the business segment
teams’ work are found in Appendix A.)
These teams’ recommendations were then reviewed and synthesized by our
Management Team, helping us arrive at strategic priorities, initiatives and a
refreshed understanding of how we can continue to enhance the value DMV
provides. A draft plan was then reviewed by managers and staff, with excellent
feedback that has been incorporated into this “final” version. The contributions
from these various groups have been extremely valuable. We commit to continue
our inclusive approach as we move to execute this Strategic Plan.
DMV assists many customer groups with a wide variety of products and services.
The opportunities presented by our Service Transformation Program will be
realized by focusing on key strategic priorities. This Plan guides and informs our
decision making as we enhance our products and services.
To make sure our Strategic Plan is a living document, we are committed to
measuring our progress on all of our initiatives and scanning the environment for
shifts in trends and opportunities. The Plan will be refreshed as conditions and
priorities change in the future. At the end of the four years, we expect that our
copies of the Plan will be tattered, wrinkled, and worn because we used it daily in
our decision making. This isn’t just a plan for senior managers; it’s a plan to guide
everyone at DMV.
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Appendix
The following summaries of DMV’s core business segments—prepared by our
Strategic Plan Working Groups—show the breadth of our responsibilities and
provide important background for the Plan outlined above. The Mission and Vision
prepared for each area provided specific guidance and direction for each crossdivisional team, and supplies context for various DMV product lines and services.

Vehicle Products
Profile

Products/Services

Key Customers

Proof of ownership

Vehicle owner(s)

• Vehicle description
• Owner and Security
Interest Holder
information

Security Interest Holder(s)

Value Provided
Legal claim to asset and right
to transfer ownership

Law enforcement

Protection of financial
interest

Other state DMVs

Protection from fraud

Proof of registration

Vehicle owner(s)

Mobility

• Stickers
• Registration cards
• Plates, trip and temporary
permits

Law enforcement

Legal operation of vehicle

Revenues for transportation
system

Oregonians and visitors

Custom plates

State Highway Fund: cities,
counties, State of Oregon

Funds to maintain and
expand road transportation
and related services/assets

Non-profits and Higher Ed
Other agencies

Mission
Efficiently deliver secure and accurate vehicle products to maximize customer
satisfaction and help fund Oregon’s multi-modal transportation system.
Vision
To achieve our Mission and fulfill the needs of our customers and stakeholders, we:
• Provide secure and accurate products with service that is convenient and agile
in responding to their changing needs.
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• Operate at high efficiency to deliver maximum revenue to the transportation
system.
Trends, challenges and opportunities
New technology, from on-line services and electronic registration options to
the development of autonomous vehicles, means DMV must be ready to adapt
service delivery, maintain security, and offer solutions as new types of vehicles and
options emerge. These trends, handled effectively, will lead to greater value and
convenience for customers.

Driving Privileges
Profile

Products/Services

Key Customers

Driver license issuance
• Physical card
• Individual driving record

Identity verification
• ID card for non-drivers

Value Provided
Legal permission to drive,
with verification of skills

Oregon residents (>16 years)

Designated vehicle types

Employers

Ability to obtain insurance

Law enforcement and courts
Safety programs

Proof and/or verification of
identity
Ability to receive and/or
provide services

Driver testing

Driving-eligible Oregonians

• Testing process and criteria
• Vision acuity verification

Third-party testers

License suspension,
revocation, and
reinstatement

Individual drivers
Law enforcement, courts,
other DMVs
Employers and insurance
companies

Demonstrated proficiency to
safely operate a motor vehicle
Consistent, effective
guidelines for driver testing
Appropriate removal or
restoration of legal driving
privilege
Roadway safety
Consistent application of
consequences for loss of
driving privilege

Mission
Provide driver licensing and identity credentials and maintain accurate customer
records in support of personal identity verification and road safety.
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Vision
To achieve our Mission and fulfill the needs of our customers and stakeholders, we:
• Deliver service through multiple methods and venues for the convenience of
our customers.
• Adapt to changing customer requirements with ease, efficiency, and flexibility.
• Promote public safety by leveraging new technologies to address growing
and changing needs for accurate and credible identity verification and
customer records.
• Effectively identify and restrict or remove driving privileges of unsafe drivers.
Trends, challenges and opportunities
Changes impacting the handling of driving privileges range from rising
expectations for on-line, real time service to the growth and complexity of
legislated reasons for license suspension (e.g. child support delinquency). We also
face the challenge of opening options for third-party driver testing while avoiding
the risk of fraudulent testing.
A major question—still a ways off, but growing in importance—will involve the
criteria and process for licensing operation of autonomous vehicles.

Business Licensing and Regulation
Profile

Products/Services
Certification and licensing of:
•
•
•
•
•
•

Vehicle dealers
Vehicle dismantlers
Vehicle appraisers
Vehicle transporters
Commercial drive schools
Snowmobile instructors

Key Customers
Current and prospective
vehicle-related businesses*
Users of vehicle-related
businesses*

Compliance and regulation
of dealers and dismantlers
through:

Current and prospective
vehicle dealers and
dismantlers

•
•
•
•

Individual and business
users of vehicle dealers and
dismantlers

Warnings
Sanctions
Civil penalties
Suspension and revocation

Value Provided
Ability to do business (such
as test drive vehicles, process
title and registration)
Establish common standards
of practice

Response to and resolution
of complaints
Ensure legal and ethical
practices

*Not including vehicle repair and servicing
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Mission
Administer certification and regulatory actions for Oregon vehicle-related
businesses to protect consumers and promote a fair and level playing field for the
industry.
Vision
To achieve our Mission and fulfill the needs of our customers and stakeholders, we:
• Proactively seek to understand changing market conditions.
• Enhance efficiencies as demand grows, doing more with existing staff and
integrating new technologies while ensuring ease of doing business.
• Ensure visibility of and access to information for consumers.
Trends, challenges and opportunities
Rapidly changing and emerging business models—including internet sales, directto-consumer distribution, and others—require DMV to adapt our practices and
expand capacity to meet growing needs. In some instances, we require cooperation
from the state legislature to adjust our authority as new practices arise. Also, we
must manage expectations around our enforcement role and work closely with the
state Department of Justice’s Consumer Protection Division.

Record Services
Profile

Products/Services
Vehicle ownership
information
Individual driver records

Key Customers

Value Provided

Law enforcement and courts

Ability to conduct criminal,
traffic safety, and other
investigations

Government agencies
General public
Research institutions
Businesses (such as insurance
and trucking companies, and
vehicle dealers)

Support for the Law
Enforcement Data Systems
(LEDS)
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Oregon State Police
Law enforcement agencies
(within and outside Oregon)

Knowledge about current
state and trends related to
drivers and vehicles
Confidence in hiring
decisions, insurance policies
and rates, and other datadriven models
Real-time access to driver
and vehicle information
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Mission
Securely and conveniently provide driver and vehicle data to any customer who is
qualified under the law to receive it.
Vision
The right record at the right time provided the right (secure) way at the right price.
Trends, challenges and opportunities
Expectations for immediate, self-service-based access to information are growing
as the on-line world expands. This poses a challenge to DMV, both because of our
very old data systems — which are harder to make accessible — and because we
must protect the privacy rights of those whose information is being sought. At the
same time, we face the challenge of other government institutions (law enforcement
and courts in particular) upgrading their data systems, which can make exchange of
information even more complex if those updates are not compatible.
As we work to upgrade our technology — driven by DMV’s Service
Transformation Program — we will need to carefully choose solutions as
technology continues to evolve.

Ancillary Services
DMV is called upon to provide a variety of services to support objectives
important to Oregon citizens, businesses and other organizations. These fall into
two broad categories:
Mission Specific – Services aligned with our core mission of vehicle- and driverrelated needs and promotion of safe roadways.
Value-Adding – Requests that leverage DMV’s contact with a large portion of
Oregon’s residents and our presence in many communities (currently 60 field
offices statewide).
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Mission Specific Ancillary Services
Profile

Products/Services
Insurance Compliance

Key Customers
General Public
Insurance Companies

DUI, Implied Consent,
Ignition Interlock Devices

Employers
Law Enforcement
Courts
Oregon Administrative
Hearings

At Risk Drivers (Medical)

Individuals in At-Risk
program
Medical Community

Accident/Motor Crash
Reporting

ODOT Crash Analysis &
Reporting unit
ODOT Transportation Safety
Division and other safety
advocates

Value Provided
Legal, consistent and ethical
practices in provision of
vehicle insurance
Reduction in number of
drivers with alcohol abuse
issues
Reinstatement of privileges
for those who have overcome
their abuse challenges
Support for individuals with
medical issues that may
impair ability to drive
Ability to determine volume
of and trends in vehicle
accidents

Mission
Ensure driver safety and compliance to financial responsibility and protection
laws, serve as a repository for program-specific data and provide an array of
efficient, accessible, and convenient public services.
Vision
Design and deliver programs that effectively identify and restrict or remove the
driving privileges of unsafe motorists. These programs will be well understood
by stakeholders, allow for customer-initiated actions, and promote partnerships
that work well with those who provide supplementary services. Systems for DMV
and external stakeholders will allow information to pass seamlessly while being
efficient, easy to access, real time, and secure.
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Value-Adding Ancillary Services
Profile

Products/Services
Sno-Park Permits

Key Customers
Third party vendors
Sno-Park Users

Motor Voter

Individuals wishing to
register to vote

Value Provided
Access to Oregon winter
sport facilities

Ability to exercise individual
right to vote

Secretary of State’s Office
Veteran Identification and
Services

Veterans
Law enforcement

Access to services to support
United States Veterans

Oregon Department of
Veterans Affairs
Organ and Tissue Donation

Donate Life program
Health care institutions
Organ and tissue recipients

Disabled Parking Permits

Disabled individuals and
families
Businesses

Facilitate identification and
use of organs for transplant
Prolong lives and health
Ensure disabled individuals
are able to use designated,
easier access parking spaces

Trends, challenges and opportunities
Mission specific and Value-adding services help a wide range of individuals and
groups throughout Oregon. DMV must continually seek higher levels of efficiency
and service quality, both in meeting increasing expectations from the customers
of these services, and ensuring they do not negatively impact our mission and core
services. As our agency enters into a multi-year effort to dramatically upgrade
our processes and technologies, we will need to carefully consider acting upon
additional service requests and concentrate on enhancing our mission-related
business portfolios.
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Driver & Motor
Vehicle Services
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Visit us at
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ODOT is an Equal Employment Opportunity and Affirmative Action Employer.
ODOT does not discriminate on the basis of disability in admission or access to
our programs, services, activities, hiring, and employment practices.
Questions: 1-877-336-6368 (EEO-ODOT).
This information can be made available in an alternative format
by contacting a local DMV field office.

