ON FOR MOTOR VEHICLE

ALSO IN THIS ISSUE

" The New Strategic Framework
AAMVA's International Partnerships
The License Plate Veri cation Progrﬁ

\Q-

LAW EENF

CEME

4

. AAMVA remember:
s for the future




!5 to Melissa
e T

Drivers are always on the move - which means their data may not be up to date. Melissa works with states
to ensure their driver and constituent data is accurate, veri ed and current. Our data quality solutions
include Address Veri cation, National Change of Address (NCOA t"k®) and Identity Veri cation to help
you manage your data with con dence. Move Up to Melissa so you can:

a3 o4 :

Capture & verify address Meet regulations & Improve operational
data in real time to compliance standards while ef ciency & service
save time & resources reducing returned mail deliverability

Contact Melissa for a

1-800-MELISSA me|iSSCI®

Melissa.com
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Partnerships with international stakeholders have
never been more important. Here’s why.

BY STEVE HENDERSHOT
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BUILDING A ) -
FRAMEWORK FOR
THE EUTURE

With the new Strategic Framework,
AAMVA is prepared to meet
the needs of the entire AAMVA
membership family.

BY REGINA LUDES
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Building a future we can all trust




{a message from AAMVA President & CEO Anne Ferro

Path to the
Future

TOGETHER, WE MOVE FORWARD

e are three months into the new year
W and | say with certainty that AAMVA is

using 2023 to build a sound path to the
future. Our member-driven initiatives in digital
identity, contact center modernization, exploration
of electronic titling standards, migration to cloud
technology and meaningful member engagement
are among the activities designed to help members
take customer service and safety to the next
level. It’s a terri ¢ way to honor the foundation
laid 90 years ago when AAMVA was created
by jurisdictions convinced that there would be
strength in numbers in their e ort to improve
driver and roadway safety.

Our work is made possible by the many amazing
sta who contribute to AAMVA’s organizational
success. In recognition of our talented team, |
will invite coworkers to use my MOVE column
to o er their take on AAMVA's past, present and
future. There is no better person to get us started
than everyone’s favorite podcaster, lan Grossman!

Anne Ferro
AAMVA President and CEO

sz
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Over the past nine decades, AAMVA has changed almost
as much as the cars we drive. From paper to plastic to
mobile. From leather to metal to digital. As vehicles have
evolved, so have ideas about tra c safety. New security
threats have required better ID safeguards. To continue
the delivery of core services, AAMVA's members have also
adapted and grown, maintaining excellence in service.
Yet, for the past 90 years, the primary purpose of licens-
ing drivers and credentialing vehicles has remained,

as has AAMVA's mission. In 1933, government leaders
gathered with the recognition that collaboration for the
primary purpose of uniformity and reciprocity would

better serve their citizens and the transportation network.
Today, as AAMVA celebrates 90 years, we still follow that
North Star.

As AAMVA and our state, provincial and territorial
member leadership speed toward our centennial, it seems
technology is driving ever faster change. So, how will
our past inform our future? The foundations of AAM-

VA's robust portfolio, spanning programs, technology,
advocacy, education and community building, lie in our
origins as a small association that hosted conferences and
shared early standards. Today, AAMVA's large and diverse
workforce brings together leaders in their eld, technology
innovators and internationally recognized subject matter
experts who work every day supporting members. From a
launching pad of 90 years’ experience, we move forward
to reach 100 while working on some of the most exciting
developments yet, including widespread implementation

of State-to-State and NMVTIS, mobile driver license
deployment, and electronic titling and vehicle records.

During the next 10 years, AAMVA will continue nding
novel ways to support our members. This means striving
for more record-breaking meetings and conferences,
meaningful impacts on Capitol Hill and innovative ways
to share information. While we cannot predict all the
changes that our community will face, it
is certain AAMVA will still be stand-
ing alongside our members. With
its support network of people,
information, and technology,
and delivery of high-quality tools,
AAMVA will remain an essential
resource for North American motor
vehicle and law enforcement o cials.

As AAMVA, its members and partners  lan Grossman
move forward into the new decade, we Vice President of

will continue working to ensure safe Member Services
drivers, safe vehicles, secure identities, & Public A airs,
and most importantly, save lives.m AAMVA
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INNOVATIONS IN ONLINE
QUEUING OFFER A
STREAMLINED EXPERIENCE

BY JASON HENNINGER

disadvantage to customers, employ
ees and management alike. Moods
sour, frustrations rise, and ultimately,
people may leave. No one wants that—and
thankfully, they may become a thing of
the past. This is where online queuing
comes in.
Online appointment setting is an
increasingly common experience,

I ong waiting times at the DMV are a

——issue 12023
—— MOVEmag.org

especially since the pan-
demic. While that can help
get people in and out in a
timely manner, there’s always
room for improvement for
both appointments made
online and for walk-ins.
Online queuing, which can
set appointments and place a
person in line through digital
channels, creates a virtual
waiting room that not only
frees up space in the real,
physical waiting room, but
also allows people to continue
with their busy lives while
waiting for their time to visit
the DMV.

NEMO-Q—a queuing
solution with more than 40
years’ experience—recently
upgraded their services on
several levels. The upgrades
are good news to Spencer
R. Moore, commissioner of
the Georgia Department of
Driver Services. “The biggest
advantage to using NEMO-Q



is that it is customer focused,” Moore says.
“It allows the customer to know exactly where
they are in line before getting their speci c service.”

NEMO-Q is already in place at DMVs through-
out Georgia, nearly 70 locations, and the recent
improvements mean a better experience for his
sta and the Georgians they serve. “DDS is excited
to migrate to the new platform with NEMO-Q.
Moving to a cloud-hosted platform allows DDS
to process customers even faster, with a friendlier
touch and updated kiosk display.” Additionally, he
shares that the reporting features are more robust
than in the previous versions. “We anticipate fewer
issues pulling reports, which is bene cial to every
division within our agency.”

Erik Berg, vice president of marketing at
NEMO-Q, says one of the upgrades is better inte-
gration of scheduled appointments and walk-ins.

“Many of our customers have extremely busy lobbies

and peak hours with high tra c. This feature allows “More than 95% of those customers have
our employees to balance their appointment and been served in 30 minutes or less. and
the walk-in tra c e ciently without the need for !
them to constantly try and decide which customers most within 15 minutes. NEMO-Q is the
deserve to be served next.” | th hel h

Remote check-in is another new feature, giving tool that he PS Us measure that success
DMV customers the option of handling check-in in service de|ivery_”
themselves, which frees up their time and employees’
time as well. “While customers can still check in tra SPENCER R. MOORE
ditionally (via a kiosk, greeter or sales representative) Commissioner of the Georgia Department of Driver Services
we now provide the ability for them to secure a virtual
position in line from their phone via a mobile app or bene t the agency with less, and most within 15 min-
webpage,” Berg shares. Customers can also choose adjustment of sta ng levels utes. NEMO-Q is the tool that
to receive text (SMS) noti cations for appointment and identifying locations helps us measure that success
times and other updates, while also giving custom- that may need additional in service delivery.” m
ers a way to provide immediate feedback. training and coaching. Our

Online queuing also generates a bounty of useful center managers can also
data that might have otherwise gone uncollected. focus more time on serving
“You can't x and manage what you don't measure,” customers instead of trow
Berg comments. NEMO-Q’s software updates allow bleshooting onsite hardware
for more tools and reports for managers to use. if adjustments need to movemag.org/
“With our updated software, we are giving managers be made.” nevada-right-on-queue
a plethora of real-time portals that provide insight According to Moore, nearly -,
into di erent states, regions, branches, workstations, 2.5 million customers have E. - .E
employees and more.” received face-to-face service e r -

The improvements in data collection and report- this past year. “More than
ing are of particular importance to Commissioner 95% of those customers have
Moore. “The data from the new software will been served in 30 minutes or E:‘

09 move
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Joining

Forces

WHEN JURISDICTIONS SHARE
KNOWLEDGE, EVERYONE BENEFITS

BY STEVE HENDERSHOT

topics ranging from the system’s user interface to
how to resolve duplicates. The packed agenda was
designed in part to ensure that the teams covered
all the key bases, and in part because “we were all a
little worried that we might get there and not have
two days worth of stu to Il,” says Frederick.

That turned out not to be a thing.

“Once we got into the room and just started talking,
the agenda kind of went out the window because we
had such good collaboration and discussion and we
were just bouncing back and forth,” Frederick says.

There were takeaways on topics ranging from
stakeholder outreach to o ce logistics. The Florida
team noted, for example, how many of Wisconsin's S2S
employees have three computer monitors, ensuring
consistent visibility into multiple aspects of the system.

The learning also owed in both directions, as the
Wisconsin delegation learned a few things from their
Florida counterparts.

“It wasn't just us spewing knowledge—there was quite
a bit of back and forth,” says Cara Schamun, motor vehi
cle program specialist in the Wisconsin Department
of Transportation’s Citations and Withdrawals unit.

Given that collaboration is at the heart of S2S,
perhaps it's to be expected that the Wisconsin team

hen a team from the Florida Department of High- welcomed the opportunity to give their Florida peers
W way Safety and Motor Vehicles set out to implement a peek inside their operation—not to mention feeding

AAMVA’s State-to-State (S2S) Veri cation Service last  them Wisconsin staples such as cheese curds and kringle.
summer, the Florida team’s leaders looked for an edge that could  Still, the team also embraced the chance to showcase
ensure a smooth adoption and help anticipate potential issues. Midwestern hospitality as well as its S2S expertise.

Dozens of states have
successfully joined the S2S
network since Wisconsin
inaugurated the program
in 2015, which checks to see
whether driver’s license appli-
cants already hold licenses
or identi cation cards from
other states. Still, implement-
ing any complex, networked
tech product is a daunting
undertaking, with plenty
of quirks, bugs and hiccups
that could impede the rollout.
The members of the Florida
team wanted to dive into the
details that had helped propel
mature S2S implementations
to success, and in September
they gured out a way to do it:

move 10§
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a site visit to their colleagues
in Madison, Wisconsin.

The two-day trip was funded
by AAMVA's Jurisdiction to
Jurisdiction Learning Visits
program, which promotes cross-
jurisdictional collaboration.

“Wisconsin has a nice, mature
program, and this was just a
huge bene t for the folks on
our business side to meet the
team from Wisconsin, and to
get an idea of what they do and
how they prioritize their work,”
says Richie Frederick, deputy
director of the Florida Depart-
ment of Highway Safety and
Motor Vehicles.

The Florida team came with
a detailed agenda that covered

“This was a fantastic opportunity to meet new people
and learn di erent ways of doing things,” says Michael
Madden, supervisor of the Wisconsin Department
of Transportation’s Citations and Withdrawals unit.

“Building relationships from di erent states is key in

order to ensure that we're successful, because if we are
all in this together, then we’re going to
be able to solve a lot more problems.”

tinyurl.com/
y8zyw733

Now, the teams are considering get-
ting together again in Florida, as well
as scheduling visits with colleagues in
other states. And as of this publication
date, Florida completed a successful
S2S implementation rollout in January.

Thanks to the Wisconsin visit, “we
got rid of that fear of the unknown,”
says Florida’s Frederick. A successful
S2S implementation “is going to take
time, but now our sta has seen that
it can be done, and can be done well.
That was hugely bene cial.”m



muSIngS COMMISSIONER, GEORGIA DEPARTMENT
OF DRIVER SERVICESAND FIRST VICE CHAIR, AAMVA

THIS MONTH’S QUESTION INTERNATIONAL BOARD OF DIRECTORS

e asked AAMVA members, “2023 marks AAMVA's “The AAMVA Community will continue to thrive with technology
W 90" anniversary. As we celebrate our 99 birthday, and innovation into its 100th Anniversary! | believe every jurisdic:

what do you think the AAMVA Community will look tion member has realized that utilizing cutting-edge technology
like when we hit 100?” and innovation is the key to e cient and secure services for our

customers. AAMVA will continue to be the best resource for
DIRECTOR, ARIZONA MOTOR VEHICLE driver and motor vehicle information as well as collaboration.

DIVISION AND SECOND VICE CHAIR, AAMVA INTERNATIONAL Whether it’s Arti cial Intelligence (Al), driverless vehicles, mDL
SOMRPHEIS BRSSO or the next innovative idea, AAMVA will continue to take its

“As AAMVA turns 100 in the next 10 years, | see the AAMVA membership along for the ride.”

community continuing to embrace our role in digital identity and

that becoming a core part of what we do on a daily basis. | expect DEPUTY SECRETARY OF STATE, MAINE BUREAU

that digital identity solutions and the opportunities they open toF MOTOR VEHICLES AND MEMBER, AAMVA INTERNATIONAL

our citizens will create demand for new and previously unimagifgdRP ©F DIRECTORS

services based on our unique ability to verify customer identity:Gger the next 10 years, MVAs will need to meet the customer

a technology hub for the jurisdictions, new tools to suppeort intekgpere they are—online and on their phones any time of day or
erable, secure and private identity solutions will become a majoight, instead of expecting the customer to make an in-person visit

part of the AAMVA technology portfolio.” to the MVA o ce during traditional business hours. Computer
systems, websites and contact centers will need to provide simple
DIRECTOR, NEBRASKA DEPARTMENT OF yet personalized interactions and transactions to support the
MOTOR VEHICLES AND TREASURER, AAMVA INTERNATIONAL elimination of paper-based transactions. Modernizing systems
BOARD OF DIRECTORS and updating security will continue to be fundamental. There

“As AAMVA marks its 100th birthday in 10 years, | would expestiouldn’t be a beginning and an end to modernizing a system;

to see a continuation of the deployment of technology to bettet needs to be ongoing and constantly evolving. MVAs will need
serve our customers, however at a much faster pace. The uséoofake an investment in employees today to ensure they have
remote services will continue to increase, and the need to re ribalskills to provide modernized customer services and not the
tools to prevent and deter fraud will become even more criticaltakhgonal manual clerical processes that will be automated. This
use of biometrics will be increasingly more common, and the eoltiaquire updated job speci cations and new employee expec-
ued deployment of digital identity solutions will be widespreadafisns, which will lead to a higher skilled workforce and most like
the push continues to do more with less in government, combinigter salaries that will impact budgets. This transformation will
services with other government agencies and public and privaggjuire leaders to be committed to prepare and steer the MVAs
partnerships will become more common.” into the next decade.”

DIRECTOR, NEVADA DEPARTMENT OF MOTOR
VEHICLES AND MEMBER, AAMVA INTERNATIONAL BOARD
OF DIRECTORS

“l envision the AAMVA Community making huge leaps in tech-
nology over the next 10 years. The Digital Trust Service will have
been successfully established, and use of mDL/mID solutions
will have gained a solid footing and acceptance in several juris-
dictions, if not nationwide. More states will have implemented
virtual eld o ces, with increasing numbers of the public taking
advantage of the convenience of not having to do face-to-face
transactions. DMVs will be leaner in sta ng, yet better able to
respond to customer, legislative and regulatory demands as man
will have transitioned from their legacy platforms to cloud-based
solutions. As always, AAMVA will be there every step of the way,

/ providing excellent thought leadership, advocacy and IT solution:
for the membership¥
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LICENSE PLATES

BY AAMVA'S DATA LADY,
JANICE DLUZYNSKI

There have been several recent surveys LICENSE PLATE STANDARD

on license plates. All surveys have

additional questions that provide more DOES YOUR JURISDICTION HAVE

information. Full details can be found
at

tinyurl.com/5n962tbn

meve 12
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MORE THAN ONE PLATE DESIGN
FOR GENERAL ISSUANCE PLATES?
YesHEHENEEENEEEEER

IN YOUR JURISDICTION, CAN

A TEMPORARY LICENSE PLATE
BE OBTAINED FROM ANYPLACE
OTHER THAN AN MVA OFFICE
OR GOVERNMENT OFFICE
AUTHORIZED TO PROCESS
REGISTRATIONS?
YesHANENNEEEEEEEEEEER

DOES YOUR JURISDICTION ISSUE

VANITY PLATES?

YesHHENEEENEEEEEEEEER
EEEEEEEEEEEEEEEEE

DOES YOUR JURISDICTION ALLOW
ALTERNATIVE LICENSE PLATES
MADE OF NONTRADITIONAL
MATERIALS? EXAMPLES OF
ALTERNATIVE LICENSE PLATES
COULD INCLUDE DIGITAL PLATES,
MALLEABLE LICENSE PLATE
WRAPS, ETC.

Yes:HE

No:

PLATE DECAL REQUIREMENTS

DOES YOUR JURISDICTION ISSUE
PHYSICAL DECALS FOR LICENSE
PLATE REGISTRATIONS?
YesHHENNEENEEEEEEEEER
EEEEEEEEEEEEEN

No:



N

SPECIFIC USE LICENSE PLATE

IS YOUR JURISDICTION RESPONSIBLE
FOR ISSUANCE OF LICENSE PLATES
THAT ARE NOT ASSIGNED TO A
SPECIFIC VEHICLE FOR PURPOSES
SUCH AS: VEHICLE DEALER,
TRANSPORTER, MANUFACTURER,
AGRICULTURE, CONSTRUCTION, ETC.?
YesHHNHEEEEEEEEEEEEEEEEE
EEEEEEEEEEEEERE

No:

No response provid d:

tinyurl.com/3nat9enr
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2 crossword

ACROSS

1 Acronym for
AAMVA'’s equiva
lent in Europe

3 City where Aust-
roads is based

6 City throughway,
abbr.

7 Form of transport
9 Kind of evidence
10 Throw out

11 Key elements to
strategic planning

13 Work together
18 Water blocker

19 International org.
that ensures all

stakeholders follow8
the same standards

21 The D in mDL

23 Crime that has to
be predicted and
prevented with
mobile licenses

24 Tra ¢ snarl-ups
DOWN

1 Jealousy

2 Above board

3 City with a famous
arch, abbr.

4 Silent approval

AAMVA's strategic
planning will now
cover ve of these

ol

6 Copyintoa
computer

Energy
measurement

MOVEmag.org

12 Car club, abbr.
13 Principal

14 Included

15 code

16 Fail to include

17 Makes more
comfortable

20 Stop
dime, 2 words

22 Historic period
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PARTNERSHIPS WITH
INTERNATIONAL
STAKEHOLDERS HAVE
NEVER BEEN MORE
IMPORTANT. HERE’S WHY.
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0 uilding connections
between jurisdictions

and among leaders
is part of AAMVA's core

leadership mission. Yet for much of the

organization’s 90-year his-
tory, those connections have
been based almost exclusively
in North America.

Now that's changing—
quickly—as topics such as
mobile driver licenses and
autonomous vehicles lead gov
ernments around the world
to grapple with a fast-chang-
ing landscape that includes
pressing issues related to
interoperability, data sharing
and emerging technology.
AAMVA is not only collabo-
rating more frequently and
more substantively with
peer organizations such as
the Association of European
Vehicle and Driver Registra-
tion Authorities (EReg) and
Sydney-based Austroads, but
also working with partners at

move 16—
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the United Nations and the
International Organization
for Standardization (ISO)
to ensure that the regula-
tions and standards around
these new technologies will
accommodate the needs of

stakeholders across the globe.

“Part of the reason that the
AAMVA community is so
collaborative is because lots
of issues don't stay within

state borders. With the global
world today, those issues don't

stay within country borders,
either,” says Christine Nizer,
former chair of AAMVA's
International Board of Direc-
tors and administrator of
the Maryland Department of
Transportation’s Motor Vehi -
cle Administration. “There
are a lot of common issues
that we're all facing, so we're
trying to gure out how best
to come together.”

One of the primary cat-
alysts of those e orts was

a 2018 summit in Melbourne, Australia, designed

to bring AAMVA, EReg and Austroads together

to discuss digital credentials and autonomous
vehicles. The idea was that if people from the three
organizations gathered in the same room, they’d

not only make progress on the agenda items—uwhich
included topics such as data sharing and vehicle
identi cation—but also would discover unexpected
ways to work together.

That's exactly what happened.

Prior to the summit, international partnerships
were a bit of a back-burner initiative, according to
Mike McCaskill, director of identity management
at AAMVA. Since the summit, they’ve shifted into
a higher gear.

“We'd been gradually getting there, getting there,
getting there. After the summit, the amount of
interaction and collaboration we’ve had with those
other global entities really started to increase,”
says McCaskill.

That’s because once leaders from the three
organizations nally gathered, they saw how much
they had to o er one another.

“Initially, folks were maybe a little skeptical about
how much we truly have in common,” Nizer says.

“But then as you start having conversations, you real-
ize that the components of what we're doing are all
the same—even if we have di erent governance and
regulatory schema. Ultimately, even those of us who
knew that there was a lot of commonality were still
surprised by the breadth of it. We’re probably just
scratching the surface.”

One of the key topics driving the current wave

of international collaboration is the expansion of
mobile drivers licenses (mDL)—both because juris-
dictions around the world are eager to adopt best
practices, and because interoperability is essential
to mDL's success. AAMVA is at the center of those
e orts: Lo e Jordaan, a business solutions architect
at AAMVA, is the convenor of the ISO committee
developing an mDL standard, and as part of that
process has reached out to a ected groups around
the world—not just governments, regulators and
developers of the standard, but also downstream
stakeholders such as relying parties who will use
mDL systems to verify presented credentials.

“You get better acceptance and a better product

if you consult people worldwide,” says Jordaan.
“When you build your solution to accommodate

a broader user base, you improve the prospects

of adoption and of consequential interoperability.”



To that end, mDL leaders from around the world
met in Brisbane, Australia, in December 2022
for a test run to see whether the standards under
consideration can support international credential
sharing. Then in February, AAMVA, EReg and Aus-
troads will meet in Brussels, Belgium, for a second

international summit.

International collaboration “has sparked a lot of
enthusiasm. We're realizing that we're not alone, that
other people are doing this across the world, and we
can learn from each other,” says Geo Allan, CEO
of Austroads, covering Australia and New Zealand.

“It's also given us a focus in terms of taking a com-
mon approach to mDL, especially now that we're
getting to the point where hopefully this can be

proven to work across borders.”

The collaboration between AAMVA and Australia
also has extended beyond mDL. For example, Aust-
roads recently revised its driver training handbook
based substantially on materials AAMVA developed

for use in North America.

Bernard Soriano, a member of AAMVA's Region

4 Board and deputy director of the California
Department of Motor Vehicles, was a busy man

at the 2018 summit. California, of course, is home
to Silicon Valley, where several of the leading
autonomous-vehicle (AV) companies such as
Google’s Waymo and General Motors’ Cruise are
developing and testing their products. O cials
around the world are preparing for the emergence
of AVs, and interest abounds in the latest news out

of Soriano’s home state.

AAMVA’s international partnerships have paved
the way for a series of AV information-sharing
agreements between California and countries
including Singapore, Japan and the Netherlands.
Soriano’s team shares information related to AV
passenger vehicle tests, often related to the causes
and frequency of AV testing crashes. In exchange,

California also signed a letter
of intent for an AV information-
sharing agreement with the
Netherlands Vehicle Authority
(RDW), where EReg Chair-
man Servi Beckers is director
of corporate strategy and
external a airs. EReg lead-
ers visit the U.S. for at least
one AAMVA conference per
year, and AAMVA also sends
a group to Europe annually.

The AV agreements “are
not just about exchanging
knowledge, but also about
strengthening the relation -
ships,” says Beckers. “What
AAMVA did was make the link
and provide the opportunity.”

AAMVA's expanded interna-
tional collaborations aren’t
limited to partnerships with
peer organizations; AAMVA
also is helping to shape world-
wide road safety guidelines
through participation in

the United Nations Global
Forum for Road Tra ¢ Safety,
called WP.1. The WP.1 group
works through topics ranging
from distracted driving to
pedestrian safety, and shares
best practices with member
nations. The working group’s
members are primarily gov-
ernment experts, which leaves
plenty of room for outside con-
tributions from industry and
academia—as well as from

urgent issues a ecting North
American motorists.

“AAMVA brings practical
experience to the table—what
works, and what doesn't.
They’ve been making signif-
icant contributions and play
a key role in our success,” says
Jane Doherty, director of inter-
national policy, fuel economy
and consumer program at the
National Highway Tra c Safety
Administration within the U.S.
Department of Transportation
and U.S. delegate to WP.1.

Doherty says that by sharing
practical strategies and success
stories that have worked
across multiple American
jurisdictions, AAMVA has
repeatedly informed the U.N.
Group’s guidelines, as well as
bene ted from insights from
international partners.

AAMVA and its members
have long recognized the value
in bringing di erent jurisdic-
tions and industry partners
together to share knowledge
and develop collaborative
solutions. AAMVA's expanded
international partnerships
represent an extension of that
vision—but one that's very much
in keeping with its mission.

“We've been bringing partners
together for a long time. We
have expertise in that, and in
working with them to develop
best practices,” says AAMVA's
McCaskill. “Now other parts
of the globe are looking to us
for that help, too, because we

Soriano gains insight into the AV learnings gathered

by those international partners. In Singapore, for AAMVA, whose members’ have some really good best
example, o cials are examining how AVs can help state-level vantage provides practices and standardization
move shipping containers from urban ports onto crucial insight into the most processes that work. ' m

roadways—an industrial application that could be
appealing in several of California’s urban port cities.

“There are so many unknowns, and so many dif-
ferent business use cases,” says Soriano. “There’s a
learning process with this emerging technology, and
the information exchange has been valuable for Cali- HEAR MORE EROM GEOEF ALLAN IN AAMVA
fornia and for the United States.” CAST EPISODE
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or renew vehicle registration and driver licenses. They make

DSSRLOQWPHQWY SUHSDUH GRFXPHQWYVY WDNH WLPH Re [URP ZRUN

DQG ZDLW LQ OLQH -W V RIWHQ WLULQJ ZLWK D GLVFRQQHFW EHYV
customer’s unique needs and the service provided.

People are usually more :KHQ DJHQFLHV HPEUDWVMMW (QWHUSULVHV 7KH\ L
likely to leave negative SXUSRVHIXO WHFKQLTDEOMH WR HOLPLQDWH D ODL
reviews than positive— LQ WKHLU FXVWRPHU WHRXQWHRI LQ SHUVRQ YLVI
unless, of course, you give PDQDIJHPHQW WKH\ UHKDEEH.PSURYLQJ VHUYLFH
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WITH THE NEW
STRATEGIC FRAMEWORK,
AAMVA IS PREPARED

TO MEET THE NEEDS

OF THE ENTIRE AAMVA
MEMBERSHIP FAMILY.

BY REGINA LUDES

ith a new Strategic Framework guiding AAMVA's activities
W for the next ve years, AAMVA is positioned to tackle future

challenges and build on current progress. Much has happened
since AAMVA's previous Strategic Framework took e ect in 2019. Innova-
tions like driverless automobiles and mobile driver’s licenses have wlved
from concepts to practical deployments. New technologies have creatd
both opportunities and threats to data security and technology systems
A global pandemic incubated innovation and expedited the deployment
of virtual operations so DMVs could keep serving customers. With so many
issues impacting AAMVA members, the updated Strategic Framework
needed to tackle the issues members were facing today while remaining
broad and exible enough to address the challenges of tomorrow.
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A group of board members worked with AAMVA sta to guide the revision

operations

process, which began in the fall of 2020.

One of the early conclusions was the recognition that the usual three-
year timeline didn’t allow enough time to see if certain strategies were
working. “We felt that expanding the timeline to ve years would allow
AAMVA to be bolder with its long-term plans because there wouldn't be
a need to rush through projects,” says Kristina Boardman, administra-
tor of the Wisconsin Division of Motor Vehicles and chair of AAMVA's
International Board of Directors, who served as Chair of the Strategic

Framework Committee.

They also discovered the
opportunity to improve the
language. Priorities and goals
could be more clearly de ned
and better measurements
could gauge whether target
outcomes were achieved.
‘The existing framework,
for instance, suggested
a need for better member
involvement, but there was
no explanation of what was
meant by that,” recalls Spen-
cer Moore, commissioner of
the Georgia Department of
Driver Services and a member
of the group.

As part of the update pro-
cess, AAMVA conducted
a membership assessment.

Working with the same survey
provider that conducted the
last comprehensive mem-
bership survey 10 years ago
enabled them to compare
satisfaction levels. While
feedback showed that mem
ber satisfaction remained
high, there were still areas
for improvement. For exam-
ple, how AAMVA could be
nimble to respond to indus-
try developments, such as
paperless transactions and
automated vehicles.
Boardman says the sur-
vey also revealed members’
concerns about workplace
issues within their organi-
zations, such as employee
engagement, recruitment,
retention and communication.

“We expect reliable and compliant
systems that help us provide
services to our citizens. We need
to keep those systems operating
without interruption.”

SPENCER MOORE

Commissioner of the Georgia Department of Driver Services

move 22
«—— MOVEmag.org

Technology management and data security were also
key concerns, especially as they related to customers’
personal information.

With the survey and analysis complete, an updated
framework was drafted and ultimately approved by
the Board of Directors in August 2022.

The 2023-2027 Strategic Framework retains the
existing four key priorities: member-driven solutions,
culture of excellence, technology management
and scal integrity. Each priority contains several
goals and targeted outcomes, each with clearly
de ned measurements.

Member-driven solutions — Innovative, high

value and timely solutions that support members’

evolving business needs

Culture of excellence — Boards, committees

and sta who are diverse, engaged and motivated

Technology management — Secure, reliable and

relevant systems

Fiscal integrity — Sustainable, transparent and

compliant nancial practices

The biggest di erence with the new framework is the
expanded timeline from three years to ve, and the
expanded focus on technology. “Three years was a
quick turnaround, and it didn’t give us time to mea-
sure results of some strategies, like the e ectiveness
of tech enhancements,” Moore says.

The updated framework expands the area of
technology management in response to members’
interests in IT systems and data security. Moore says
Georgia, like many jurisdictions, relies on AAMVA's
technology platform to perform many of its oper-
ations. “We expect reliable and compliant systems
that help us provide services to our citizens. We
need to keep those systems operating without inter-
ruption,” Moore says.

With so much focus on technology, it was import-
ant to prioritize increased engagement with the IT
community, Boardman says.

“Engaging with the IT community helps us con-
nect with IT leaders and facilitates the learning and
sharing of new and emerging technologies,” Board-
man says. “That will assist the Board as it explores



FOUR MAIN PILLARS OF THE NEW STRATEGIC FRAMEWORK

The Board believes
that the updated
framework is a strong,
living document that
will carry the organi-
zation forward.

Member-Driven Culture of Excellence Technology Fiscal Integrity
Solutions Boards, committees, and Management Sustainable, transparent
Innovative, high value, sta who are diverse, Secure, reliable and and compliant

timely solutions that engaged and motivated relevant systems
support members’
evolving business needs

solutions that best support the changing needs of says. “It will give us a blueprint for what we need to
jurisdictions’ operations.” do next.”

Another di erence was the addition of an adden- Expect a few minor tweaks along the way as new
dum report, which Boardman says contains ideas innovations and technologies enter the industry.
and suggestions that came out of the group’s numer- “Technology moves quickly, so we tried to keep the
ous discussions but didn’t tinto the strategic plan broad enough to allow for future developments,”
framework. “We didn’t want to lose those ideas,” Boardman says.
Boardman recalls. “We wanted to keep them for The Board believes that the updated framework is
future reference, even if we decided in the end not a strong, living document that will carry the organi-
to use them.” zation forward. “The AAMVA community can look

at this framework as a model of what organizations
can accomplish to make themselves accountable to
The framework serves as an important reference tool their members and customers,” says Moorem
for both sta and the Board. AAMVA will continue to
review the goals and outcomes of the Strategic Frame .
work and evaluate the organization’s performance go online
through member assessment surveys. The ndings
) TO FIND OUT MORE ABOUT THE
will be reported to the Board at the end of every year. < .. rec1c FRAMEWORK,
“We’ll compare the framework with operational VISIT AAMVA'S WEBSITE AT
reports to make sure they are aligned,” Boardman
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behind thawheel k conversations with industry leaders
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EReg FOCUSES ON

KNOWLEDGE EXCHANGE,

EXCHANGING BEST PRACTICES
AND HELPING MEMBERS WITH

IMPLEMENTATION OF EU
POLICY AND LEGISLATION.

WITH

Servi Beckers

Q&A WITH SERVI BECKERS, DIRECTOR, CORPORATE
STRATEGY & EXTERNAL DEVELOPMENTS, CHAIRMAN, EReg

THE ASSOCIATION OF EUROPEAN VEHICLE AND DRIVER

REGISTRATION AUTHORITIES.

COULD YOU PLEASE EXPLAIN WHAT
EReg IS FOR THE AAMVA AUDIENCE?

EReg is the nonpro t association of registration
authorities for motor vehicles in the European Union
(EV), located in Brussels. EReg was established

10 years ago to register data on vehicles ownership,
drivers, driver’s licenses, and now it also focuses
on knowledge exchange, sharing best practices and
helping members with implementation of EU policy
and legislation.

HOW DID YOU GET
INVOLVED IN ROAD SAFETY?

| worked for several ministries in the Dutch gov-
ernment, including the Ministry of Social A airs,

and the Ministry of Agriculture for a short while.

I switched to RDW, the registration authority for the
Netherlands, which takes care of vehicle ownership,
driver licenses as well as periodic vehicle testing.

I was the information and IT manager and oversaw

move 2 4—
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a lot of the digital transfor-
mation of that o ce. When

my predecessor in this role
at EReq retired, | entered the
international domain. Even
though | was coming from

a policy and technical back-
ground, especially in terms
of data exchange, | became
more involved in road safety—
that’s the most important
thing that we do.

HOW ARE
DECISIONS
MADE AND REPORTED
FROM EReg TO THE
MEMBER COUNTRIES?

We have contacts who act
as liaisons to all the member
authorities. Our structure is

quite simple: I'm the chair,

| have a secretariat and

| have an advisory board.
The advisory board consists
of several countries that
help me make decisions for
routine issues. And we have
an annual meeting where all
the members make decisions
together on di erent topics.
Basically, each country has
its own concerns—for you
that would be on state or
provincial level— but when
we come together, we try

to take a more European
look at things that we

could do together, how

we should standardize and
align processes, and set
requirements for exchange
of data.



ARE THE MEMBER COUNTRIES
COOPERATIVE? DO THEY FEEL
THAT THEY ARE GETTING WHAT
THEY WANT FOR THEIR MEMBERSHIP?

Of course, every country has their own authorities, but
they are very pleased with the fact that they can talk
to their peers. EReg brings peers together to exchange
best practices and work at an optimal level, for instance,
how do you treat your customers or how do you manage
your front o ces? So, it's not always about the big pol-
icy things, it’s also about how to run your organization.

WHAT ARE YOU MOST PROUD
OF IN TERMS OF YOUR CAREER?

I would say that it is keeping the network alive and
keeping people happy to keep coming. People are very
happy about the steps that we made in professional-
izing it and becoming a partner for policymakers.

The work I’'m doing right now is exactly at the
crossroads of society and technology, solving the

FAST FACTS
Servi Beckers

HOMETOWN EDUCATION HOBBIES
Zeeland, the Master's in policy Home repair
Netherlands analysis and IT
systems analysis

O ®

WHAT DO YOU DRIVE? WHAT ARE YOU FAVORITE DISH
Volvo V60 LISTENING TO? TO PREPARE
Zac Brown Band; Hootie  Cacio e pepe
and the Blow sh

upper left: Servi enjoys cooking
at home

lower left: When he’s not
listening to music, Servi enjoys
playing music, especially guitar
right: speaking at the 2022

AAMVA Annual International
Conference in Baltimore

“We try to take a more European look at
things that we could do together, how we
should standardize and align processes,
and set requirements for exchange of data.”

SERVI BECKERS
Director Corporate Strategy & External Developments, Chairman EReg,
the Association of European Vehicle and Driver RegistratitiesAuthori

problems that technology
causes and solving societal
problems with technology. And
it's important to remember that
the second part of policymaking tinyurl.com/mrn2aada
is policy execution. Because you

can develop the best policies in E E

the world, but they have to be .
executed as well. To be honest,

that’s what makes my work I

really interesting. m E
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crossroads

e Road Ahead

TWO EXPERTS PROVIDE PERSPECTIVES ON AAMVA'S 90
ANNIVERSARY AND WHERE THE SAFETY COMMUNITY IS
HEADED AS WE MOVE TOWARD OUR 100" ANNIVERSARY

two perspectives from the motor vehicle community

INDUSTRY RELIANCE

OWNER CEO, BETTY SERIAN AND ASSOCIATES

In this next decade and beyond, AAMVA is going to have to
rethink and retool how they approach serving their members
and how they can take a more aggressive role in helping mem-
ey’ll need to ensure

I n the next 10 years, there will be another digital explosion.

BETTY SERIAN

issue 12023



100

NETWORK EXPANSION

|

EXECUTIVE DIRECTOR, COMMERCIAL

VEHICLE SAFETY ALLIANCE

eliability and stability. They were truly the rst public
ector association, and so many organizations evolved
from AAMVA, including the CVSA and the IRP. We kind
of look at AAMVA as the elder in the public sector space.
Going forward, however, | wonder how AAMVA will
assist governments to better leverage technology. For
instance, once we get into autonomous vehicles, what
sort of credentialing will be required? Will there be
dditional endorsements that need to be considered on
Ae’re looking at universal electronic
olace a license plate on
age to law

Sce it was founded, AAMVA has been known for its

“Our goal is to get from
4 million roadside inspections
a year to 400 million,
which means that the
communication between the
states and AAMVA is going to
increase signi cantly.”

Executive Director, Commercial Vehicle Safety Alliance

owner. And with our new Level 8 inspection, we want
to be able to wirelessly inspect a commercial vehicle as
it travels down the road without having to stop at any
weigh stations. What that means for AAMVA is when we
pick up the universal electronic ID of a vehicle, we need
to be able to query that VIN through all of the authorita-
tive sources AAMVA uses in real time. Our goal is to get
from 4 million roadside inspections a year to 400 million,
which means that the communication between the states
and AAMVA is going to increase signi cantly.

We are at a pivotal point in leveraging technology.
With the growth of mobile driver’s licenses and universal
electronic identi cation, AAMVA will need to continue
to ramp up their digital exploits and remain at the fore-
front of these new technologies.

Also, I'm hoping that AAMVA will continue to increase
their networking capacity in order to accommodate our
needs in the law enforcement community.m
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{a message from AAMVA Chair of the Board Kristina Boardman

It's a Small World After All

CONNECTING ACROSS THE GLOBE

appy New Year!
H It's 2023—AAMVA is launching its 90 ™ year of service—and we
have a new Strategic Framework to guide our work as we approach
a century of supporting North American motor vehicle and law enforcement

agencies. How exciting is that?

As highlighted in this
edition of MOVE Magazine,
the 2023-2027 Strategic
Framework rea rms the core
priorities we all expect from
AAMVA while also setting a
future path for managing the
quickly changing technology
and credentials that will fur-
ther modernize motor vehicle
administration and enforce -
ment. This plan maintains
our vision, updates key goals
to re ect members’ evolving
needs and leans on collabora
tive networking to learn from
one another.
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This rich history of collab-

oration just strengthens what

| consider to be AAMVA's
“superpower”—the collective
knowledge, strength and
enthusiasm of its members.

I don’t know about you, but |
can not help but feel joy when
I enter a room full of people
that are more than willing to
engage in a spirited discussion
of plate laminate, ISO standards
and the importance of timely
driver record updates. Thank
you for that. Strangely, my
family and friends do not
share this level of enthusiasm

on these important topics. How many times can my
generous o ers for personalized REAL ID applica-
tion counseling at holiday gatherings be rebu ed?
We will just leave it at “more than once.”

While AAMVA has been cultivating this knowl-
edge network across North America for 90 years,
we know that similar e orts have been underway
globally. Connecting with our worldwide partners,
like EReg and Austroads, has allowed for exponen
tial growth on several shared topics of interest.
Automated vehicles, alternative fuel sources for
transportation, mDLs, data sharing networks, pri-
vacy protection and a mission to improve highway
safety in the communities we serve are just a few
of the immediate topics that come to mind. We may
approach these topics through a varying cultural
lens, but the topical similarities remain. And in a
world where both privacy and interoperability are
valued, international collaboration on ISO standards
for mDLs has been essential in moving the conversa-
tions forward. We know how powerful the collective
voice of AAMVA can be. But when we nd opportuni -
ties to unite with our international partners on these
technology standards or communications with the
auto industry, our collective voice is ampli ed.

So, as we kick-o this calendar year with a
renewed Strategic Framework, | want to thank
the AAMVA community for generously sharing
your knowledge so that we can continue to learn
from one another—near and far. Thank you for
sharing your thoughts in the Member Needs
Assessment, which guided AAMVA's development
of the 2023-2027 Strategic Framework. And thank
you for being that community of people that lIs a
room and is always willing to talk about Safe Drivers,
Safe Vehicles, Secure Identities and Saving Liveslly
family thanks you for that, too, because it reduces
the chance of me setting up a UV booth at the next
family get-together to o er tutorials on the latest
advances in security markingsm
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FRAUD DETECTION &
REMEDIATION E-LEARNING
PROGRAM

AAMVA's Fraud Detection & Remediation (FDR)
program helps you tackle fraud head-on with
training used by DMVs, law enforcement, federal
agencies, and corporations worldwide. FDR is a
comprehensive anti-fraud toolbox for anyone
handling secure documents or sensitive
transactions, including all agency staff. Training
modules are updated yearly with new and
enhanced content.

The updated courseware package (January 2023
version) is now available to member jurisdictions!

New Mexican Document Material
— Passport
— Matricula Consular Card
— CDL
— Voting Card
New Canadian Visa
New 194, Employment Authorization Document edits
New Downloadable Title and Temp Tag Reference Guide
New Fraud Deterrence and Detection Best Practices Guide
New Partnering with Prosecutors Guide
New DHS-HSI License Design resources
New User Interface experience
Updated job aids, refresher module, contact lists, DL Release and
Title Guides, etc.

American Association of FOR MORE STANDARDS, BEST PRACTICES,
D s ] @ GUIDELINES, AND TRAINING RESOURCES,
Motor Vehicle Administrators PLEASE VISIT aamva.org

AAMVA




