Driver and Vehicle Licensing Agency
Customer Services

Ground Floor
N Contact Centre
Sandringham Park
Swansea
SAT OEE
Telephone 01792 766200
Fax (11792 766416
Textphone 01792 766426
Email csm.dvla@ginet. gov._uk
Website www.direct. gov.uk/motoring
Your Ref
Our Ref FOIR1022/08
Date: 1 May 2008

Dear Sir

Thank you for your request for information which has been dealt with under the terms of
the Freedom of Information ACT 2000.

Before I deal with your request, it may help if I explain some background information on
why the Agency decided to adopt 0870 numbers.

DVLA introduced 0870 numbers for the enquiry service in November 1999 to address the
imbalance that meant some of our customers benefited from their geographic location to
Swansea when others paid more for making the same telephone enquiry because of their
distance from Swansea. The Agency is aware that BT officially abolished the local rate call
in July 2004 and the position has also changed amongst some other service providers.
However, the Agency is unable to comment upon the charges incurred when telephoning
0870 numbers as, ultimately, these are set by the customers service provider and can vary
depending on the tariff.

As you are aware, the use of 0870 numbers generates income for DVLA. Since it now has
trading fund status, running costs are in general borne by the motoring public. The
majority of calls received are to seek general information or advice that is already provided
in forms and documents published by the Agency or on the website. It would not be
reasonable for the general public to be expected to cover the costs of those who choose to
telephone DVLA to seek advice that is already in the public domain.

DVLA has always regarded itself as a guardian of the public purse and therefore strive to
offer the best service possible at minimal cost. The rebate money received from our
service providers from the use of 0870 numbers helps fund the Agency as a whole.
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