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Texas Department of Motor Vehicles

The Texas Department of Motor Vehicles (TxDMV) was created in June 2009, when Governor Rick Perry
signed House Bill 3097 into law. TxDMV became operational on November 1, 2009.

The Motor Vehicle Division (MVD) is one of eleven divisions within the agency. It is staffed by 43 full-time
employees, which comprises approximately 5.5% of the 763 full-time employee positions currently
authorized for the department.

Motor Vehicle Division Regulatory Responsibilities

The Motor Vehicle Division ensures a sound system for distributing and selling motor vehicles through
licensing and regulation of manufacturers, distributors, converters, in-transit operators, leasing
companies, and dealers. The types of dealers include franchised (new), independent (used), and
salvage. The types of vehicles under MVD'’s jurisdiction include new and used cars, trucks, buses,
ambulances, fire-fighting vehicles, motorcycles, mopeds, ATVs, trailers, and towable recreational
vehicles. The division’s licensing staff process new, renewal, and amendment applications for
approximately 28,300 licensees.

MVD facilitates the processing of disputes between new motor vehicle dealers and manufacturers,
distributors and representatives, as well as protest disputes between dealers. In addition, MVD
determines if licensing is required for certain motor vehicles and trailers, responds to licensing inquiries,
and determines license eligibility.

MVD oversees the processing and distribution of metal dealer plates to new and independent dealers, in-
transit operators, manufacturers and distributors, and converters. Further, the division regulates motor
vehicle industry trade shows and exhibitions that take place in Texas.

Motor Vehicle Industry License Types

The Motor Vehicle Division issues the following motor vehicle industry license types:

GDN License. A General Distinguishing Number license is the basic dealer license that allows a person
to buy, sell, or exchange used vehicles for which the GDN is issued. GDN licenses are broken down into
several categories. These categories include motor vehicle, motorcycle, non-motorized travel trailer,
trailer/semi-trailer, independent mobility motor vehicle, wholesale, and wholesale motor vehicle auction.

Franchised Dealer License. In addition to a GDN, if a dealer wishes to buy, sell, or exchange new motor
vehicles, the dealer must obtain a franchised dealer license for each separate and distinct showroom
from which new motor vehicles will be sold or warranty service is provided.

Converter License. This license is required of persons who prior to a retail sale, assemble, install, or
affix a body, cab, or special equipment to a chassis, or who substantially add, subtract from, or modify a
previously assembled or manufactured motor vehicle, unless the resulting vehicle is a motor home,
ambulance or fire-fighting vehicle.

Manufacturer License. This license allows a person to manufacture or assemble new motor vehicles for
sale within this state by franchised dealers, regardless of the location of the factory.



http://www.legis.state.tx.us/tlodocs/81R/billtext/pdf/HB03097F.pdf
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Distributor License. This license allows a person to distribute new motor vehicles to franchised dealers
within this state and is not a manufacturer.

Representative License. This person or business entity acts as an agent or representative of a
manufacturer, distributor, or converter and performs duties in this state relating to promotion, the
distribution, or sale of new motor vehicles. A representative contacts dealers in this state on behalf of a
manufacturer, distributor or converter.

Lessor License. This license is required of a person who, under the terms of a lease agreement in
excess of 180 days, gives another person the right to possess and use a motor vehicle that is titled in the
name of the lessor.

Lease Facilitator License. This license allows a person to hold himself or herself out to be a leasing
agent or leasing company. This person solicits someone to enter a contract to lease a vehicle.

In-Transit License. This license is required of a person who wants to engage in business in this state as
a drive-a-way operator. A drive-a-way operator is a person who transports and delivers a vehicle from the
manufacturer or another point of origin to a location in this state, using the vehicle’s own power or using
the full-mount method, the saddle-mount method, the tow-bar method, or a combination of those
methods.

Salvage Vehicle Dealer License. This license allows a person to purchase, sell, repair, rebuild, or
reconstruct salvage motor vehicles, or otherwise deal in non-repairable and salvage vehicles. Salvage
licenses are broken down into five categories that include new automobile dealer, used automobile
dealer, salvage vehicle pool operator, salvage vehicle broker, and salvage vehicle rebuilder.

At the close of FY2013, there were 29,526 licensees that held an active motor vehicle industry license
issued by the department. A breakdown of the total number of active licensees, by license type, follows:

Total Count of Active Licensees - FY 2013
LICENSE TYPE TOTAL*

GDN 15,629
Franchise 2,613
Converter 168
Manufacturer 178
Distributor Only 107
Representative 1,680
Lessor 176
Lease Facilitator 45
In-Transit 145
Salvage 8,785
Total 29,526

*Data as of 8/31/2013
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The following table shows the total number of licenses that were applied for and approved by MVD from

FY2009 through FY2013, by license type.

Total Applications Approved
by License Type and Fiscal Year

License Type FY 2009 | FY 2010 | FY 2011 | FY 2012 | FY 2013
GDN 32,787 9,634 9,234 | 10,159 | 10,665
Franchise 9,257 2,783 2,640 2,831 2,562
Converter 345 100 92 117 87
Manufacturer 655 166 163 210 162
Distributor 349 101 99 111 75
Representative 742 598 239 459 305
Lessor 324 93 87 103 106
:::;?tator 101 28 21 31 28
In-Transit 150 47 70 90 106
Salvage 8,116 6,589 9,689
Total 44,710 | 13,550 | 20,761 | 20,700 | 23,785

Note: The reason for the reduction in the number of applications approved from FY2009 to FY2010 and forward is because, starting

in 2010, the department’s licenses were changed to a two year period.

Types of License Applications

The following table describes the types of license applications issued by the Motor Vehicle Division, the

purpose of each application type, and the licensee type.

License Application Type

Purpose

Issued To

New

To obtain an initial license for a
specific license type.

GDN

Franchise

Converter

In-Transit

Manufacturer, Distributor
Representative

Lessor, Lease Facilitator
Salvage

Renewal

To renew the license.
A salvage vehicle dealer license

is renewed on an annual license.

A motor vehicle license is
renewed on a biannual basis.

GDN

Franchise

Converter

In-Transit

Manufacturer, Distributor
Representative

Lessor, Lease Facilitator
Salvage

Amendment

To change information on a
license.

GDN

Franchise

Converter

Manufacturer

Distributor
Representative

Lessor, Lease Facilitator
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The following table provides the total number of license applications approved by MVD from FY2009 to
FY2013 by application type.

Applications Approved by Application Type

FY 2009- FY 2013
35000
29,893
30000 MiNew
Applications
Approved
25000
20000
i Renewal
Applications
15000 Approved
10000
ki Amendment
5000 - Applications
2,534 Approved
0 -

FY 2009 FY 2010 FY 2011 FY 2012 FY 2013

Note: Legislation passed changed the license period starting in 2010 from one year to two years, with the exception of salvage
licenses. Data is not available on salvage licensing for FY2009 and FY2010.
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License Streamlining

In FY2012, MVD began an initiative to streamline the motor vehicle industry license process. This
initiative included improving, simplifying, and modernizing licensing requirements, procedures, licensing
process, and improving communication with the motor vehicle industry in Texas. Direct telephone contact
with the licensees and license applicants was initiated and process requirements were simplified. In
addition, 53 license related forms were revised to reflect process changes. Two slide presentations were
developed and placed on the department’'s website to explain Administrative Rule changes adopted by
the board supporting the streamlining initiative. Additionally, the division developed clear, complete, and
easy-to-follow information for licensees and provided the information on the department’'s new website
that launched this fiscal year.

During FY2013, the division began streamlining the salvage licensing process. As a result, there was a
48% reduction in the number of applications awaiting processing. The total number of pending salvage
license applications in process went from a high of 343 in September 2012, to a low of 178 in August
2013, while the total number of licensed salvage dealers increased 3%.

This year, progress was made in standardizing and documenting new business processes, developing
training manuals, and launching data integrity initiatives and peer reviews to ensure consistency,
accuracy, and fairness in the licensing process. In November 2012, MVD’s Licensing Section underwent
an organizational restructuring. Licensing specialists were organized into three license-specific teams
and one team of senior licensing specialists to encourage teamwork and increase efficiency.

As a result of the license streamlining changes and the Licensing Section’s restructuring, the time to
process an application from receipt to approval and the number of applications under review continues to
be reduced.

The following charts and tables summarize the average number of days from receipt to approval for each
application type, shown by license type and fiscal year. Please note that information on salvage license
processing time was not reported due to limitations with the Salvage License Database.
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Average Days to Process New Applications

Percent Change from FY 2012 to FY
2013

License Type FY 2011 | FY 2012 | FY 2013

Independent

Franchise

Converter

Manufacturer
Distributor

Representative

Lessor

Lease
Facilitator

In-Transit

Average Processing Times for New Applications per Fiscal Year

mFY 2011 mFY 2012 mFY 2013
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Average Days to Process Renewal Applications

Percent Change from FY 2012 to FY
2013

License Type FY 2011 | FY 2012 | FY 2013

GDN
Franchise

Converter

Manufacturer
Distributor

Representative

Lessor

Lease
Facilitator

In-Transit

Average Processing Times for Renewal Applications per Fiscal Year
45

41

mFY2011 ®mFY2012 mFY2013
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Average Days to Process Amendment Applications

Percent Change from FY 2012 to FY
2013

License Type FY 2011 | FY 2012 | FY 2013

GDN
Franchise

Converter

Manufacturer
Distributor

Representative

Lessor

Lease
Facilitator

In-Transit

Average Processing Times for Amendment Applications per Fiscal Year

Independent  Converter Distributor In-Transit Lease Lessor Manufacturer Representative  Franchise
Facilitator

EFY2011 mFY2012 wmFY2013
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Dealer License Plates and Stickers

MVD regulates the distribution of metal dealer, manufacturer, and converter license plates. Under the
statute, a dealer may apply for, receive, and attach metal dealer's license plates to a vehicle if it is the
type of vehicle that the dealer is licensed to sell.

The number of plates a dealer may obtain is based on license type and vehicle sales. Manufacturers, In-
Transit Drive-Away Operators, and Converters are authorized to obtain metal plates for vehicles the
licensee is authorized to manufacture or convert. As of the end of FY2013, over 52,700 metal dealer,
manufacturer, and converter plates were actively in use by authorized licensees. The following table
summarizes the number of plate and sticker applications received and approved by MVD, by fiscal year.

Plate and Sticker Applications Per Fiscal Year

License Type FY 2009 \ FY 2010 FY 2011 FY 2012 FY 2013

GDN 2,268 923 861 879 707
Franchise 517 262 300 367 316
Converter 8 3 2 1 5
Manufacturer 30 2 1 8 11
Distributor 42 2 8 5 2
In-Transit 19 9 13 24 19
Totals 2,884 1,201 1,185 1,284 1,060

Note: Legislation changed the license period from one year to two years in 2010.

Revenue to the State

Motor vehicle and salvage dealer license fees generate revenue for the state. In addition, the division
collects the $25 per year "use tax" on dealer plates, in accordance with Section 152.027 of the Tax Code.
The following is a breakdown of fees collected by MVD and deposited to Fund 6 (motor vehicle license
fees and use tax) and Fund 1 (salvage license fees) in FY2013.

Type of Revenue Amount

Total motor vehicle license fees collected and deposited into Fund 6

i P $6,951,191
(Transportation Fund)
Total salvage vehicle license fees collected and deposited into Fund 1 $1.102.104
(General Revenue Fund) e
Total use tax collected on dealer license plates and transferred to the 2087584
Texas State Comptroller of Public Accounts $2,087,
Total $10,140,879

In FY2013, $1,680,396.00 in revenue was received and processed by the division’s administrative staff.
The remaining $8,460,483 of revenue was processed by the Texas State Comptroller of Public Accounts.

10
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Motor Vehicle Industry Shows and Exhibitions

MVD regulates motor vehicle shows and exhibitions within the state. The division is responsible for the
review and approval of motor vehicle licensees’ participation in motor vehicle and trailer shows and
exhibitions. Additionally, the program area provides information and education regarding various
regulations and policies governing motor vehicle and trailer events.

In an effort to educate and strengthen relationships with licensees, to develop a greater understanding of
the needs of the licensing body, and to increase the general public’s awareness of the responsibilities and
services offered by the department, for the first time in FY2013 staff members attended various shows. In
total, eight shows were attended, five of which the department staffed a booth with Motor Vehicle,
Enforcement, and Lemon Law Section representation. Staff attended the following motor vehicle industry
shows.

Dallas RV Super Sale (department booth)
Texas EMS Conference (attended)
Austin RV Show (attended)

Heart of Texas RV Show (attended)

Houston Auto Show (department booth)
Dallas Auto Show (department booth)
Coastal Bend RV Show (department booth)
Houston RV Show (department booth)

Being physically accessible to consumers and licensees resulted in very positive responses. The Lemon
Law Section reported an increase in Lemon Law inquiries and cases that they attribute, in part, to the
division’s participation in motor vehicle shows. As a result of this new initiative, the department gained
valuable knowledge of the educational needs of the industry, improved its means of communication, and
opened the door for strengthening the department’s relationship with licensees and consumers.

The following graph displays the total number of off-site shows and exhibitions that were requested and
approved by the division from FY2009 to FY2013.

2500 Total Number of Off-Site Shows and Exhibitions
’ 2,307
1,894 1,973
2,000
1,418 1,425

1,500
1,000 -

500 -

0 T T T T 1
FY 2009 FY 2010 FY 2011 FY 2012 FY 2013
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Final Orders

MVD refers license protest and dealer to dealer or manufacturer disputes to the State Office of
Administrative Hearing (SOAH). Although MVD is not a party in any of these cases, the staff tracks and
monitors the cases from the initial referral to the final disposition of these cases. The division staff
attorneys are responsible for preparing Orders of Dismissal and Final Orders based on whether the case
was dismissed from SOAH or a Proposal For Decision (PFD) was issued. These orders are signed by
the board, and staff is responsible for distributing copies of the final resolution to the affected parties.

MVD prepares cover letters for enforcement default cases and contested cases, forwards Final Orders,
and distributes copies to the affected parties for these case types once a decision is rendered. Also,
MVD staff monitor the cases for any motions for rehearing that may be filed by a party once they are
notified of the decision. Should a motion for rehearing be filed, then staff works with the appropriate body
overseeing the case to determine if a rehearing will be granted. Orders notifying the respective parties of
that decision are prepared by the division and mailed to those affected.

Number of Number of
Fiscal Year Enforcement Final Licensing Final Total Final Orders
Orders Orders

For FY2013, there was a 41% reduction in the number of Enforcement Final Orders and a 69% reduction
in the number of Licensing Final Orders when comparing it to FY2012. Please note that there was an
artificial increase in the number of orders in FY2012 over previous years. After a change in division
management, a large backlog of final orders that should have been completed in FY2011, were
processed. Additionally, added attorney resources were allocated to motor vehicle cases during this time
period.

12
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License Protests

Existing dealers of the same line-make may have the right to protest the establishment of a new
franchised dealership or relocation of an existing dealership if the proposed dealership is within a set
distance of existing dealerships as described in the code.

Notification of these applications and right to protest is provided to the existing dealer(s) by the Motor
Vehicle Division, together with the rules and information concerning protest process.

If one or more existing dealers protest the licensing of the applying dealer, MVD dockets the matter and
refers the protest to SOAH for a contested case hearing. MVD is responsible for requesting hearings.

License Protests
140 FY2009-FY2013 m#of
Protest
116 Letters
120 Sent
100
W # of
30 Protest
Letters
Filed
60
40 o # of
Licensing
Dockets
20
0
FY 2009 FY 2010 FY 2011 FY 2012 FY 2013

Administrative Rule Changes

During FY2013, as part of the ongoing effort to streamline the licensing process, MVD prepared rule
packages for board consideration of 43 Texas Administrative Code Sections 215.82, 215.83, 215.86 and
215.112. The rule amendments relate to fees, license renewals, application processing, and motor home
shows. The need for the amendments was to implement statutory requirements and to reflect changes in
the manner by which the Motor Vehicle Division processes applications, thereby providing efficient
processing of applications for licenses, renewals, and amendments. The board adopted these rules on
September 13, 2012.

13
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After Governor Perry signed SB 529 into law on May 27, 2011, the department established the SB 529
Advisory Committee. Its goal was to foster cooperation between motor vehicle dealers and
manufacturers and to assist TxDMV staff with the implementation of the new law. More than 25
attendees from across the motor vehicle industry participated in the SB 529 Advisory Committee and
Work Group meetings held on September 6, 2011, and November 2, 2011. The Advisory Committee
identified areas where rulemaking would be beneficial and recognized issues requiring further
consideration. MVD facilitated these advisory committee meetings and prepared rule packages for board
consideration. The board adopted new rule sections 215.105, 215.107, and 215.116-215.119 on
December 13, 2012.

Our Focus on Customer Service

In FY2012, the division moved to improve its partnership with the motor vehicle and salvage industries it
serves. Customer service is key, and the staff's philosophy became, “How can | help you get what you
need to succeed in business in Texas?” To do this, the division provided customer service training to its
employees and developed a high-level customer service team that immediately addresses customer
concerns. In this effort the division changed how it interacted with its customers. MVD strives to establish
immediate, direct contact, either by phone, email, or in person, between the staff and the motor vehicle
industry. This customer-focused initiative continued throughout FY2013.

Customer Satisfaction Survey

The division tracks and measures the progress of its customer-focused initiatives through the MVD
Customer Satisfaction Survey. The survey is mailed to each licensee at the end of the licensing process
whether that is a new application, renewal application, or amendment application. The survey requests
information on the license applicant’s experience working with MVD. The survey consists of six rated
guestions relative to the licensing process, the service they received, and their level of satisfaction overall
with the division. Each week management reviews the completed surveys received to determine if
operational changes are needed.

During FY2013, 871 completed surveys were received. Of these surveys, 97% agree that overall, they
are satisfied with the services they received from MVD. 77% of the survey participants strongly agree to
this statement.

When comparing the survey results for FY2012, to FY2013, the results show a consistent shift in the
industry’s perception of the MVD. Most notably, a 4% increase in satisfaction for the applicant’s license
processing time is realized during this time period. A comparison of responses to individual question
between the two periods follows:

14
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On the chart below, ‘Average Response’ ratings correspond to the following numbering system:

ahrwnNE

Strongly Disagree
Disagree
Neutral

Agree

Strongly Agree

MVD Customer Satisfaction Survey Average Responses FY2012-FY2013

Summary of Total Survey Average Total Survey Average Percent of
Survey Question Questions Response Questions Response Change
Answered FY 2012 Answered FY 2013 Between
FY2012 FY2013 FY2012
Average and
FY2013
Average
1. Time | waited to
receive my license 1219 4.5 878 4.7 4%
was reasonable
2. Forms were easy to
access 1219 4.6 877 4.7 2%
3. Forms were user
friendly and /or 1224 4.5 879 4.6 2%
relevant
4, Staff was helpful,
courteous, and 981 4.6 708 4.7 2%
knowledgeable
5. | Communication was
an efficient process 1068 4.4 768 4.6 5%
6. | Overall | am satisfied
with the service 1185 4.6 880 4.7 2%

Customer Service Team

MVD’s high-level customer service team serves as a liaison between the Motor Vehicle Division,
Consumer Relations Division, Government Relations Division, industry associations, tax assessor-
collectors, various government agencies, the TxDMV Board, and management in responding to customer
concerns and inquiries. The staff respond to all licensing inquiries received through the agency’s website.

Their goal is to provide prompt and accurate information in response to customer inquiries.

During

FY2013, the MVD’s Customer Service Coordinators processed 2503 concerns and inquiries. Of those
concerns and inquiries, the Customer Relations Division referred 583 and 948 were received from the

website.

15
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Goals for FY2014 and Beyond

As MVD moves into FY2014, the division intends to:

* Implement all legislative changes and resulting administrative rules passed during the 83rd
Legislative Session.

» Continue to seek ways to improve customer service to the regulated industries.

e Improve staff’s industry knowledge and skills.

e Continue to look for ways to streamline the motor vehicle and salvage licensing processes.
» Continue to review Administrative Rules.

» Continue to identify ways to simplify application forms.

* Increase services that are available online.

» Begin development of a progressive regulatory software system to replace the current system.

16
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