
 
Report Issued: 
October 2012  •  #12-11 
 
Progress Report: 
December 2013 

Motor Vehicles Division 
Following-up from a 2001 LFC evaluation, this project reviewed the efficiency of 
operations, quality of customer service, and effectiveness of oversight of partner 
agencies. 

KEY FINDINGS 
1) MVD operations are 

handicapped by staffing 
problems, a dilapidated 
computer system, and a 
lack of actionable 
performance 
measurement. 
 

2) MVD is at a transition 
point with respect to 
improving its customer                 
service. 

 
3) MVD’s oversight of 

partner agencies needs to 
be enhanced. 

 

 
 

Background.  The MVD administers the New Mexico Motor Vehicle Code, tests and 
licenses drivers, registers and licenses vehicles, and oversees partner agencies, private 
companies, and dealerships that serve the driving public.  With 1.4 million licensed 
drivers and 2.4 million registered vehicles, annually generates $350 million in 
revenue. 
 
Key Recommendations. 
• The Legislature should update the New Mexico Motor Vehicle Code to align 

MVD’s fees to marginal transaction costs. 
• The Motor Vehicle Division should re-engineer its computer system and move 

transactions online and to other customer-friendly avenues such as developing a 
kiosk network and allowing in-person Visa card payment. 

• Convert temporary positions into state FTE by the start of FY14.   
• Expand the Qmatic customer queuing system to all municipal field offices and 

use this data to monitor transaction times and total customer time in an MVD 
field office.  MVD should make these key performance measurements for 
management and should develop a strategy to reduce multiple visits to MVD for 
the same transaction.   

• Review field office agent salaries, comparing these with similar positions in 
neighboring states and the private sector in New Mexico.  

 
Agency-reported Progress to Date. 
• Visa cards are accepted in MVD field offices.  
• MVD allows and tracks online driver’s license renewals (900 per week), vehicle 

registration renewals (11,000 per week), and citation payments (800 per week).  
• MVD sends license renewal reminder postcards, 11 thousand monthly, to eligible 

drivers to push transactions online.  
• MVD prints online payment information on citations. 
• As of FY13, Qmatic has been upgraded in all MVD field offices and the five 

highest transaction volume municipal offices. Currently, customer satisfaction 
and wait time data are collected. MVD will begin to track total customer time 
(wait time plus transaction time) once the system is fully installed and functional. 

• MVD’s use of temporary workers has decreased, although these workers will 
likely increase once MVD begins to replace its computer system.  

• SPO and DFA are still vetting pay increases. MVD supervisors were reclassified 
to grade 65, given supervisor pay and an additional five percent increase.  

• MVD and SPO have reclassified MVD clerk positions into three classifications: 
one at pay bands 45, 50, and 60. Increasing clerk compensation remains a high 
priority as it is still below comparable regional norms.  In FY14, MVD’s overall 
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MVD oversees more than 2.5 
million transactions per year 
and is one of the largest retail 
operations in New Mexico. 
 
 
 
In FY12, MVD’s operating 
budget was $24 million and 
the division collected over 
$350 million in revenue for 
the state. 
 
   
Changes to the Motor Vehicle 
Code could lead to improved 
oversight in New Mexico.  
 
 
 

MVD Field Office 
Performance, 2013: 
- Average wait time:  21:02 
- Avg. Satisfaction: 4.75/5 

 
 

vacancy rate dropped to 14.1 percent from the 18.3 percent average from the 
previous two fiscal years. 

• MVD tracks customer satisfaction by office workstation.  Since June 2013, the 
average results are at 97 percent “good to excellent,” a 37 percentage-point 
increase since 2010.  

 
Outstanding Issues. 
• TRD’s Legal Bureau is preparing proposed changes to the Motor Vehicle Code 

but is not likely to introduce legislation during the 2014 session.  
• MVD expects to begin modernizing its computer system in FY15, paralleling 

recent efforts in Utah projected to take 30 months to complete.  In FY14, MVD 
issued an RFP and hired a contractor to negotiate a best and final offer.  No award 
has been made, however, and the project timeline has been slightly pushed back. 

• MVD plans to develop a kiosk network to better serve customers outside of 
normal business hours and to provide service in rural areas.  

• MVD has developed a system to alert field office managers whenever a customer 
indicates that the service received is unsatisfactory to reduce multiple visits for a 
single transaction and improve customer service. However, the texting process is 
not yet fully functional.  

• Wait times have improved slightly from 25 minutes to 21 minutes and should be 
reported as total transaction times. 
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