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Visitors regularly waited in 
hours-long lines before 
service was provided.

Take-a-ticket-and-wait and 
other line-management 
systems were inefficient 
and unhelpful.

THEN



Office visits are 20 minutes 
or less on average with most 
people served immediately. 

Scheduled visits and
walk-up service available
at all offices.

NOW

&



Few online services
provided, and on
decades-old technology.

Only 28% of transactions
done without office visits.

THEN



Double the online services
on a modern, reliable system.

58% of transactions done 
without office visits.

NOW



93 kiosks mostly inside 
branch offices, vast majority 
routinely broken, and
none accepted cash.

THEN



More than 160 new self-service 
stations, mostly located at grocery 
stores and open evenings and 
weekends. Average transaction 
time is just two minutes.

Many accept cash and all have 
multiple language options.

NOW



Decades of disinvestment in 
staffing led to vacancies 
statewide that forced existing 
staff to work long hours in 
packed offices with 
frustrated residents.

THEN



Efficient hiring and improved 
working conditions leads to 
happier staff and better 
customer service.

NOW



2.5-star average rating by visitors

THEN



4-star+ average rating by visitors

NOW



Online title 
transfers

NEXT 
STEPS



Additional
mobile offices

NEXT 
STEPS



Road to Restoration 
clinics

NEXT 
STEPS
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