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Scope 
 

We have completed an audit of the New Jersey Motor Vehicle Commission (MVC), Customer 

Service for the period July 1, 2016 to February 28, 2019. The MVC operates 39 brick and mortar 

agencies and two mobile units. The MVC processed 11.3 million license, vehicle registration, 

and title transactions in each of fiscal years 2017 and 2018. Transactions processed in fiscal year 

2019 through February 28, 2019 totaled 7.1 million. 

 

Our audit included activities related to customer service. We define customer service as any role 

or process that serves the MVC customers directly or is designed to ensure that the agencies are 

operating as intended. The following areas were reviewed during our audit: the Agency 

Compliance Unit, mobile units, the complaint process, and agency staffing levels. We did not 

include driver testing or inspection services as part of our audit. 

 

Objective 
 

The objective of our audit was to assess the efficiency of MVC customer service operations. 

 

This audit was conducted pursuant to the State Auditor's responsibilities as set forth in Article 

VII, Section I, Paragraph 6 of the State Constitution and Title 52 of the New Jersey Statutes. 

 

Methodology 
 

Our audit was conducted in accordance with Government Auditing Standards, issued by the 

Comptroller General of the United States. Those standards require that we plan and perform the 

audit to obtain sufficient, appropriate evidence to provide a reasonable basis for our findings and 

conclusions based on our audit objectives. We believe that the evidence obtained provides a 

reasonable basis for our findings and conclusions based on our audit objective. 

 

In preparation for our testing, we studied legislation, the administrative code, circulars 

promulgated by the Department of the Treasury, policies of the MVC, and other states’ renewal 

policies. Provisions we considered significant were documented and compliance with those 

requirements was verified by interview, observation, and through our analysis of transactions 

relating to customer service. We also read the annual reports and interviewed commission 

personnel to obtain an understanding of the MVC’s customer service goals and the internal 

controls. 

 

A nonstatistical sampling approach was used. Our samples were designed to provide conclusions 

on our audit objective as well as internal controls and compliance. Sample populations were 

sorted and transactions were judgmentally and randomly selected for testing. 
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Conclusions 
 

We found the MVC customer service operations could be more efficient if improvements are 

made to the Agency Compliance Unit, mobile units, and the complaint process. We also presented 

an observation on agency staffing levels. 
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Agency Compliance Unit 
 

The MVC Agency Compliance Unit is not being used in an efficient and effective manner. 
 

The Agency Compliance Unit (ACU) is responsible for monitoring the overall operations of the 

39 MVC agencies. As described by MVC personnel, this includes maintaining a regular presence 

and observing the business workflow at each agency. The ACU staff consisted of 15 compliance 

officers in fiscal years 2017 and 2018 and 11 officers in fiscal year 2019. The average salary per 

compliance officer was approximately $72,500 during this period. Each officer is assigned two 

to four agencies and agency assignments are rotated to maintain the integrity of the ACU. The 

officers determine and prepare their own weekly schedules which are submitted for approval one 

week in advance. All assigned agencies are expected to be visited at least once per week. Each 

officer is assigned a state vehicle and is required to fill out a monthly vehicle use log. Specific 

details, including destination and mileage, are recorded for each trip and the officer must sign the 

log certifying that all information is true and correct. 

 

Our review found that the MVC has not established standard operating procedures for the ACU 

and does not adequately monitor or utilize the work performed by the unit to potentially improve 

agency operations. As a result, the overall effectiveness of the ACU should be evaluated. 

Specifically, officers are required to complete a daily field report which provides a summary, in 

checklist form, of the specific compliance functions the officer reviewed that day. The report, 

which identifies over 20 compliance functions, is emailed by the officers to their immediate 

supervisor for review. However, there is no evidence (signature or initials) of supervisory 

approval on the reports. Since formal procedures or work instructions have not been established, 

the compliance officers determine which functions to review. Our review of the fiscal year 2017 

daily field reports noted the following: 

 

 There were significant inconsistencies with the work completed by compliance officers who 

were employed the entire fiscal year. For example, one officer reviewed lien releases eight 

times during the year while another officer reviewed lien releases 93 times. In another 

example, one officer did not review ID documents at all during the year while another officer 

reviewed them 132 times. Examples similar to this were noted with 12 other compliance 

functions. 

 

 The daily field report also includes a detailed notes section for officers to add specific 

comments about their workday. This is important since this is the only area on the daily field 

report where test results can be discussed. Our review found that the content provided in this 

section varied significantly from officer to officer. Some officers provided specific and 

detailed comments about their work while others provided minimal detail on what they 

accomplished for the day. One officer added the following generic statement to every 

completed report, “assigned agency was moderately busy but had good work flow.” 

 

As previously noted, compliance officers email completed reports to their supervisor. Our request 

for the 2017 daily reports was fulfilled with daily field reports organized by compliance officer 
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thus indicating some level of review. However, when we requested 2018 reports, the MVC could 

only provide a collection of over 1,000 emails complete with attachments containing several 

reports. There was no evidence of any supervisory review or approval. 

 

Furthermore, the MVC has no procedures in place to verify that each officer was actually present 

at his or her assigned agency on the required days in accordance with their weekly schedules. 

Specifically, our comparison of the December 2017 vehicle use logs with the December 2017 

daily field reports noted the following: 

 

 Inconsistencies between daily field reports and vehicle use logs for agencies visited by 

compliance officers on the same day. We found officers who completed a daily field report 

for an assigned agency, but the vehicle use log showed them reporting to a different 

unassigned agency on the same day. The unassigned agency was usually a lot closer to their 

home. In total, we noted 17 instances out of 87 (20%) days reviewed where the location(s) 

stated on the daily field report did not agree with the location(s) stated on the vehicle use log 

for the same day. 

 

 Officers who reported to unassigned agencies that were in close proximity to their residence. 

This typically happened on Fridays. 

 

 Officers who visited assigned agencies in close proximity to their residence multiple times 

during the week but failed to complete the required weekly visit to other assigned agencies 

that involved a greater commute or were located in urban areas. 

 

 Officers performing three or more hours of travel during the day which appeared to be 

unnecessary. The justification for the excessive travel was not documented on the daily field 

reports. 

 

 90 out of 194 (46%) December 2017 daily field reports could not be provided for our review. 

 

The ACU is intended to be a tool for the MVC to monitor and improve customer service at the 

agencies. However, for the unit to operate successfully, standard operating procedures and work 

instructions must be developed and implemented to provide clear measurable work objectives for 

the officers. As with any operation, control procedures must be clearly communicated and 

monitored to ensure objectives are completed. 

 

Recommendation 

 

The MVC should assess the responsibilities of the ACU to ensure it is operating in the most 

effective and efficient manner. Standard operating procedures should be developed to ensure 

compliance officers have clear measurable work objectives. In addition, controls should be 

implemented to increase the accountability of the compliance officers and ensure their work 

 

 



  

NEW JERSEY MOTOR VEHICLE COMMISSION 

CUSTOMER SERVICE 

 

 

  Page 5 

output is consistent, properly completed, and reviewed by a supervisor. 

 
 

 

Mobile Units 

 

Standard Operating Procedures are needed to ensure the efficient use of the mobile units. 

 

Between November 2016 and March 2017, the MVC purchased two state-of-the-art mobile units 

(M1 and M2) and two transport vehicles for a total of $938,544. As stated in the MVC  2017 

Annual Report, the primary purpose of the mobile units is to “increase customer convenience by 

bringing essential MVC services directly to motorists all around the state.” The report further 

states that on a scheduled basis, the mobile units can be used to process transactions at senior 

centers, universities, office campuses, government centers, and to meet the needs of underserved 

communities and locations impacted by natural disasters. The mobile units can also serve 

customers at existing MVC agencies during peak transaction periods. The services offered by the 

mobile units include, but are not limited to, driver’s license renewal and duplicates, non-driver 

IDs, vehicle registration renewals, and disabled placards. M1 began operations on a limited basis 

in September 2017, and both units became fully operational in December 2017. Each mobile unit 

is staffed with eight full-time employees. Salary costs for the mobile unit employees approximate 

$1.0 million annually. M1 and M2 processed a daily average of 99 and 132 transactions, 

respectively, through October 31, 2018. 

 

Proper planning is essential for determining the steps that are needed to achieve an organization’s 

goals and objectives and to ensure the efficient use of resources. The MVC could not provide a 

strategic plan or standard operating procedures for their mobile units operation prior to 

deployment, and neither has been developed to date. As a result, the mobile units have not been 

efficiently utilized for their primary intended purpose of bringing essential MVC services directly 

to motorists statewide. Since their original deployment, the mobile units have reported on a 

regular basis to the Edison (M1) and Rahway (M2) agencies to alleviate increases in customer 

volume resulting from the closing of the South Plainfield agency from May 13, 2017 through 

May 21, 2018. However, since the re-opening of the South Plainfield agency, the mobile units 

have continued to predominantly report to the Edison and Rahway agencies and have only 

conducted four scheduled events collectively as of February 26, 2019. One of these events was a 

publicity event held at the State House where only seven license and registration transactions 

were processed by M1. The MVC previously operated a single mobile unit as recently as 2007. 

This unit visited nearly 100 locations to issue driver’s licenses. The MVC could have drawn on 

this prior experience to assist them in developing an implementation plan for its current mobile 

unit operation that included outreach and event scheduling procedures. 

 

From December 14, 2017 through October 31, 2018, each mobile unit could have operated 266 

days. Of the possible 266 days, M1 and M2 were not deployed at all for 66 (25%) and 62 (23%) 

days, respectively. Our review found inefficiencies with the mobile units’ staff on the days the 

mobile units were not deployed during this period. For example, if a mobile unit was not placed 
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in service for a particular day because of inclement weather or vehicle repair, the staff was 

required to report to an agency. However, the staff did not have the capability to process 

transactions at the agencies due to system limitations. Therefore, the mobile units’ staff could 

only perform basic reception and customer support functions at an agency which may not have 

needed them. According to MVC management, mobile units’ staff began processing transactions 

at agencies starting in November 2018. 

 

Recommendation 
 

We recommend the MVC implement formal written procedures for the mobile unit operations 

that promote operational efficiency and ensure the mobile units are utilized more frequently to 

deliver essential MVC services directly to motorists statewide as intended. 

 
 

 

Complaints 
 

The customer complaint resolution process needs improvement. 

 

New Jersey Motor Vehicle Commission (MVC) customers  can submit complaints through the 

MVC website or by mail. All complaints are initially received by the Customer Information and 

Advocacy section. This section responds to the complainant to acknowledge receipt and forwards 

it to the appropriate MVC section for investigation and resolution. Complaints concerning 

services provided at the 39 agencies are forwarded to the Agency Services section which oversees 

the agencies. Agency Services received 594 customer complaints between July 1, 2016 and 

August 30, 2018. 

 

We found that the MVC did not establish standard procedures over the complaint resolution 

process until November 2018. As a result, there was no process in place to adequately track 

complaints and monitor them for proper resolution prior to this time. We selected a sample of 58 

website complaints and 12 mail complaints forwarded to Agency Services between July 1, 2016 

and August 30, 2018 for review. Based on the nature of the complaint, we determined that 44 of 

the sampled website complaints and 7 of the sampled mail complaints merited a formal response. 

Our review noted that Agency Services only followed up on 1 of the 51 applicable complaints. 

An additional sample of 15 complaints submitted to Agency Services from November 2018 

through January 2019 was selected to determine if the newly established procedures over the 

complaint resolution process were being followed. Although our review noted improvement, we 

found four complaints had no documentation of follow-up with appropriate personnel. 

 

Implementation of an effective complaint resolution process is necessary to identify and correct 

organizational weaknesses, improve the overall effectiveness of customer service operations, and 

reduce the occurrence of repeat complaints. An effective process should also include follow-up 

surveys with complainants to determine if resolution procedures are adequate. 
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Recommendation 
 

We recommend the MVC adhere to its existing policy to ensure customer complaints are properly 

tracked, monitored, and resolved. We further recommend the MVC conduct follow-up surveys 

with complainants and utilize their feedback to enhance the overall complaint resolution process. 

 
 

 

Observation 
 

Agency Staffing 

 

The MVC has not reviewed staffing levels for its 39 agencies since 2003. In addition, the MVC 

could not provide documentation of how the size of each agency’s staff was determined at that 

time. Optimal staffing levels could provide more effective and efficient customer service. 

 

According to the organizational charts provided, agency staff levels ranged from 17 to 47 in fiscal 

years 2017 and 2018. Our audit noted significant variances with the average number of 

transactions (driver’s license, vehicle registration, and title) processed monthly per employee at 

each agency. Refer to the charts below for examples. 

 

Fiscal Year 2017 

Agency Number of Employees 

Average number of 

transactions processed 

monthly per employee 

Agency A 17 427 

Agency B 17 573 

Agency C 26 578 

Agency D 35 409 

 

Fiscal Year 2018 

 

Agency Number of Employees 

Average number of 

transactions processed 

monthly per employee 

Agency C 26 708 

Agency E 26 486 

Agency F 47 374 

Agency G 23 604 
 

 
 

 












