3. What we will do in 2012-13

Our vision and how we will achieve our goals in 2012-13

3.1 Improve service delivery

The Agency will make services easier and more
secure for the customer, while improving
efficiency and protecting road safety.

During 2012-13 we will:

work with and support Government
Digital Service (GDS) in their Digital by
Default and online Identity Assurance
agendas to provide easier and more
secure access to services

continue to pursue a range of initiatives
designed to further improve the
electronic take-up of DVLA services

continue to offer alternative and
assisted digital service channels to
those customers who choose not to or
cannot access our digital services
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procure a new front office counter
services contract to provide a range of
face-to-face services to maintain and
expand our services to the public when
the current Post Office® contract
expires in March 2013

work with Government Digital Service
to move online content to the new
single government website which is due
to replace Direct.gov and Business link
sites. The full site will be available in
autumn 2012

monitor and improve the quality of our
telephony and email customer service
provision

improve DVLA's interactive voice
response system, based on feedback
from customers. This will release DVLA
advisors to deal with more complex
calls and transaction requests from
customers


http://www.cabinetoffice.gov.uk/news/government-digital-service-opens-business
http://www.cabinetoffice.gov.uk/news/government-digital-service-opens-business
http://www.cabinetoffice.gov.uk/news/francis-maude-promises-%C2%A310-million-funding-digital-default-delivery-programme
http://www.cabinetoffice.gov.uk/news/government-digital-service-opens-business

improve auto-responses to email so
more customers receive an immediate
answer

continue to look for ways to reduce
avoidable customer contact. This
includes monitoring all types of calls
received to understand the reason for
the call. This information will be used to
improve information channels for
example websites, forms and leaflets

identify additional transactions better
dealt with over the phone, resulting in
an increase in first-call resolution and
customer service, reducing the number
of paper transactions

centralise all types of customer calls to
DVLA into the contact centre. This will
provide a more efficient and effective
customer service

introduce a new survey called the
‘Voice of the Customer’. This will be an
interactive based survey that occurs
after a call. This survey will provide a
direct measure of customer satisfaction
in the contact centre.

3.2 Deliver a step change in
organisational efficiency

DVLA is transforming its systems, staff and
estate to achieve a £100 million a year
reduction in operating costs, on a like with like
comparison with the 2010 baseline by the end
of 2014-15. For more information visit
Governments Spending Review 2010.

ICT systems

The Agency’s IT databases and software
systems have been developed and added to
incrementally over a long period and some
elements still in use are up to 40 years old.
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During 2012-13 we will:

begin the journey to simplify our
technical architecture, streamline our
data structures and develop common,
flexible, re-usable code through agile
development

review the design of our future technical
architecture and explore the product
solutions to support this

deliver a number of urgent ICT projects
using current tools, but in a way
designed not to compromise the
direction of our future technical
architecture.

Estate management

The Agency'’s estate is more flexible and
efficient because of our Private Finance
Initiative (PFI) contract. We have maintained
environmental accreditation (ISO 14001
standard) since 2001 and been recently
accredited with a second Carbon Trust
Standard award.

The refurbished main sites in Swansea now
have an established infrastructure, providing
accommodation and technology able to manage
the changes needed in the coming years.

During 2012-13 we will:

build on arrangements already made to
share space with other government
departments and agencies

review the space we are using to
ensure we are further tightening space
standards where appropriate

consider the results of the consultation
exercise on transforming DVLA'’s
services and look to introduce any
agreed proposals

negotiate the potential transfer of
vehicle inspection activity to the Vehicle
and Operator Services Agency sites.


http://www.hm-treasury.gov.uk/spend_index.htm

Staff management

DVLA will continue to develop its organisation
and appraisals to encourage and reflect
willingness to take responsibility and exert
leadership in achieving service delivery and
change objectives.

The Agency will provide staff and managers
with ‘fit for purpose’ HR policies and expert
guidance where needed, particularly in support
of the transformational change agenda.

During 2012-13 we will:

realise efficiencies by adopting and
adapting our human resource policies
from civil service employee policy

work more closely with colleagues
elsewhere to develop common policies
and processes

Streamlined operational structure

by April 2012 we will have finalised the
complete realignment of operations
(see diagram below).The new
operational structure will provide a more
efficient flow of customer transactions.

Risk to delivery

There is a threat of continued industrial action
across the civil service and potential for local
action to resist or attempt to divert the
transformation programme. We will mitigate the
likelihood of action through open consultation
and if required through existing strike response
plans to prioritise key transactions.
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3.3 Ensure sustainable efficiency
in delivery

In line with the Government Efficiency Agenda,
the agency will deliver resources to the front line
and reduce costs by using shared services,
streamlining its processes and meeting best
practice in both public and private sector.

During 2012-13 we will:

maximise the efficiency of high volume
data archiving

streamline data capture to facilitate
casework in a paper free office.

DVLA Change Portfolio 2012-13

DVLA has allocated £107 million for investment
in the ICT changes to be delivered in the year,
of which £18 million will be capital.

The Agency will manage and quality assure its
transformation activities through the following
six key elements of work:

1. Existing projects in progress
(to complete projects underway)

2. Enquiry platform development
(to deliver on commitment and enablers for
the Red Tape Challenge)

3. Replacement of photograph store
(to remain in support)

4. Sustainable platform for drivers
(to remain in support)

5. Red Tape Challenge and efficiency
(to deliver on commitments)

6. ICT contract

The first five elements will be delivered through
the appropriate channels within the Efficiency,
Mandatory and Infrastructure Programmes. The
ICT Contract forms the larger part of the
Contract Let Programme.
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During 2012-13 we will:

Pursue a range of projects that are justified and
approved through the business case
governance arrangement. These projects of
work are listed on pagel2.

Risk to delivery

There is a risk to the timetable if we do not
manage the processes effectively for moving
our business cases through the DVLA/
DfT/Cabinet Office assurance and approval
gateways. We will mitigate this risk through
early, close joint working, open dialogue and
disclosure.
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http://www.cabinetoffice.gov.uk/content/government-efficiency-overview

Milestone dates

DVLA Change Portfolio 2012-13
Existing Projects in Progress

Migration of Northern Ireland Vehicle Systems onto core DVLA systems June 2013
Implementation of EU Third Driver Directive system changes January 2013
Rationalisation of card production to integrated solution September 2012

Enquiry Platform Development

Upgrade of the communications hub (ELISE)* December 2012
Establishment of external security and authentication (IAAMS)* March 2014
Development of Motor insurance industry enquiry facilities (IIADDS)* March 2014
Migration of other enquiries onto the new platform September 2014

(DLC, DVS, RESPER, RDECS, E-DECS)*

Replacement of Photograph Store

Migration from out of support Natural Image software June 2013
Duplicate established for enquiry and automated checking March 2014
Sustainable Platform for Drivers

Update to remain in software support for drivers system (8UP)* June 2014
E-forms to deliver efficiency gains December 2013

Red tape Challenge and efficiency

Suppression of Registration Documents for Fleets (Red Tape Challenge) June 2013
Fleet enhancement for Licensing (Red Tape Challenge) June 2013
SORN for five years (Red Tape Challenge) June 2013
Removal of Insurance Check (Red Tape Challenge) October 2013
Trade Licensing System (TLS)* September 2013
Vehicle online services (Red Tape Challenge) December 2013
ICT Contracts

Contract Let : publish the Official Journal of the EU (OJEU) Technology Delivery Partners August 2012
Contract Let : publish the Official Journal of the EU (OJEU) Main Contract(s) January — March 2013

Category 2012-13

£ million

Total Project Expenditure (Above plus infrastructure and sundry projects)

Resource 89
Capital 18
Total 107

Note: Work will start in 2012-13 for those projects with milestones after March 2013.

*See glossary of terms on pages 28-30
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3.4 Simplify legislation and reduce
red tape

As part of its strategy to promote economic
growth, the Government has committed to be
the first to cut the overall volume of rules and
regulations on the statute book. To help reduce
the burden of regulation the Government
sponsored by the Cabinet Office set up the Red
Tape Challenge. The Challenge seeks views
from the public on what and how red tape in
government can be reduced.

DVLA's strategic direction calls for revised
legislation and policy. This presents the
opportunity for the Agency to help simplify and
reduce the compliance burden we impose on
both the public and business.

During 2012-13 we will:

work towards abolishing the driving
licence counterpart, taking the address
off the licence and dropping the
requirement to return replaced licences
to DVLA

offer to fleet operators the option of not
being sent a hard copy vehicle
registration certificate

extend the period a vehicle can be
declared off the road

remove the requirement for sight of
paper copies of motor insurance
certificates during road tax transactions

scale back remaining face-to-face or
paper application channels to be
replaced by online self-service or
through an intermediary

support the development of the EU led
digital tachograph proposals leading to
interconnection of national registers of
international operators.
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3.5 Clarify responsibilities for
customers

During 2012-13 DVLA will continue to work in
partnership with other organisations to influence
and prompt customers to meet their legal
requirement, to renew and update their driver
and vehicle details.

We will provide greater direct online access for
customers to their personal data and encourage
customers (after robust authentication), to fulfil
their responsibilities directly by maintaining their
own appropriate details.

Compliance and enforcement

The Agency will continue to focus on facilitating
compliance through cross checking information
held with data partners taking enforcement
action when necessary.

During 2012-13 we will:

check the vehicle record monthly
against the Motor Insurance Bureau
database to identify uninsured vehicles

enforce continuous insurance offences
identified from the motor insurance
database and vehicle record

increase the number of prosecutions
taken to court for insurance evasion to
be reinforced by the wheelclamping of
vehicles detected ‘on-road’

reduce the insurance evasion rate
during the year to 2.65 per cent (which
represents 860,00 vehicles)

wheelclamp untaxed vehicles under a
new self-funding contract

bring forward the production of the late
licensing penalty letter to six weeks and
transfer cases at an earlier stage for
debt collection

require less frequent Statutory Off Road
Notification (SORN) and stop issuing
the SORN reminder.
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3.6 Improve joined up working
across government

DVLA will continue to seek out opportunities to
work across government to reduce overall cost
and improve customer service, in particular as a
leading participant in the ‘Front Office’ for
government initiative and the Digital by Default
challenge set by the Cabinet Office.

During 2012-13 we will:

continue to share information with
authorised partners through informed
consent to streamline verification of the
identity of driving licence applicants

expand opportunities to share mobile
and static automatic number plate
recognition operations with DfT and
enforcement bodies

prepare with the UK Borders Agency
(UKBA) for data sharing in a similar way
to the interaction undertaken
successfully with the Identity and
Passport Service (IPS) for the last six
years, improving customer service and
security

continue to explore joint standards
established and purchasing
opportunities, for example with UKBA
and IPS in relation to card security and
photograph standards.

DVLA Business Plan 2012-13
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4. Key performance measures

2011-12
Forecast /Outturn

Change

Continuous Insurance Enforcement first enforcement
Reduce the number of uninsured vehicles on the road to letters issued July

2011

EU 3" Directive
DVLA and Third Party Systems updated and testing by

ICT Contract Let

Appoint technical delivery partner(s), agree contract
requirements and procurement strategy, define and
agree technical solutions.

Digital services

Improve electronic take-up by March 2013

Electronic Vehicle Licensing by March 2013 to
Overall e-take up (Drivers and Vehicles)to

Sustainability

Cut 25% carbon emissions from agency buildings and
business use of vehicles by 2014-15 against a 2009-10

_ increased by10%
baseline

Service delivery

Collect vehicle tax for the government

Collect a high proportion of the £6 billion tax forecast

Accuracy

Vehicles — maintain accuracy so the registered vehicle
keeper can be traced from details held on our record

in 95% of cases

Drivers - provide the Department with a plan to deliver
improvements in the accuracy of driver record by
Customer service

Achieved all 8 DfT

Of the customer service measures (see pagel7) y
Customer Promises

Customer Satisfaction
Maintain or improve the satisfaction of our customers for
our services

DVLA Business Plan 2012-13

2012-13
Aims/Expectations

2.65%
(860,000 vehicles) by
March 2013
(see page 13)

March 2013

March 2013

cap increase at 10%

in 95% of cases

March 2013

achieve at least 18 of
20

15



Freedom of Information

Provide a response within 20 working days

Parliamentary Questions

[N
o

Provide a response within due date
Member of Parliament correspondence
Provide a response within 7 working days

Official correspondence

[y
N

Provide a response within 20 working days

Prompt payment

Y
w
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=

Pay supplier invoices within 5 working days

Financial performance

Agency Finance

Annually make progress towards the ultimate goal of a
sustainable £100 million a year reduction in operating
costs by the end of 2014-15. Deliver an in-year addition
of £5.75m of sustainable savings (substantiated by
Audit) compared on a consistent basis with the 2010
baseline

Deliver financial performance in line with plan as
detailed in Annexe A

Workforce

By March 31 agency workforce will number

Sickness Absence

Ensure the average number of working days lost due to
sickness is no more than

= = =
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£27.5 million
(accumulated run rate
reduction)

Break even

5,528 full time
equivalents

7.2 days

(per full time

equivalent)

£33.25 million
(accumulated run
rate reduction)

Break even

5,307 full time
equivalents

6.9 days

(per full time
equivalent)

16



Result Measure

Customer service measures e || o

Customer Service Excellence Standard

Retain accreditation of the CSE Standard M

Customer Contact Association Standard

Retain accreditation of the CCA Standard

Driving licences

To deliver a first driving licence within 8 working days 98% 98%
To deliver a vocational licence within 8 working days 98% 98%
To deliver an ordinary driving licence within 10 working days 97% 98%
To deliver a digital tachograph renewal in 8 working days 98% 98%

Medical investigations
To conclude a simple case within 15 working days 88% 90%
To conclude a complex case (one that requires further medical investigation) within 90 working days 85% 88%

Vehicle registration document

To deliver a first registration document, excluding cherished transfers, within 14 working days 95% 95%
To deliver a change on a registration certificate within 14 working days 95% 95%
To deliver a registration document from an application (notifying changes to the registration certificate) 95% 95%

within 30 working days
Vehicle excise duty refunds
To deliver a refund due within 30 working days 95% 95%

Customer service

To answer call demand 95% 95%
To deliver a recognised quality of service standard in the Contact Centre 85% 85%
To answer an email within 3 working days 95% 95%
Keep average local office queuing time to no more than 15 minutes 15:00 15:00
To deliver a cherished transfer within 7 working days 95% 95%

Customer complaints

To acknowledge a complaint within 1 working day 100% 100%
To maintain or improve on last year’s performance sending a substantive response within 10 working 98% 98%
days

MP correspondence
To acknowledge correspondence within 1 working day 100% 100%

To maintain or improve on last year’s performance sending a substantive response with 7 working days 99% **

*Turn-around times from receipt by DVLA to receipt by the customer include three days for postage

** Provide a response to MP correspondence also detailed in key performance measure 11 page 16
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