











O 7 Ethiciency

The Agency will continue to pursue best practice
standards to improve efficiency of the organisation’s
structure and processes.

The Agency Change Programme is designed to deliver
challenging Ends States that are aimed at delivering
improved customer service, and streamlining processes
to a quality standard that meets customer expectations.
Agency stakeholders are also expected to realise the
benefits from this drive to achieve best practice in

the form of improved choice and within the current

fee proposals.

Organisation and Staft

The DVLA Organisational Change Programme has developed a range of initiatives
to enhance the capability and flexibility of its staff so that they contribute towards
improved productivity and customer service. During 2008-09, the Agency will
ensure that staff and managers are equipped to meet changes and new ways of
working. The programme will also develop structures to support personal and
professional development that will increase capabilities across the organisation.

Leadership

DVLA has instigated and delivered a number of initiatives over the last five years
to improve the quality of leadership and management throughout the Agency.
Its first and most radical change was established by the Agency Il initiative.
This development programme will continue and fits well with the findings

and recommendations of the recent DfT Capability Review. We continue

to work closely with DfT to ensure that our developments fit well with and
support the 4ward initiative developed by DfT as a response to the review.

This will include:

e Human Resource (HR) a new Organisation Development Team will support
managers with their leadership development by providing learning and
development opportunities aligned to the Job Family frameworks and ensure that 5;‘@17
Professional Skills in Government (PSG) concepts.

...the Agency wll

¢ Job Design reviews, supported by the Agency ‘Operational Excellence’ and managers are

initiative will empower teams to become more efficient and effective. eqmpped to meet
By redesigning jobs, it enables a broader range of skills to be developed,

allowing greater job satisfaction for staff and opportunities to develop c/zanges and new
and demonstrate genuine leadership. Job design will produce committed .
motivated high performing staff ready to take on future challenges. ways OJF wor/fmg...
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Sickness Absence

The Agency aims to reduce sick absence (including pregnancy related absence)
levels by at least one day, to an average of 11.2 working days lost by March
2009. There will be regular review of progress as recommended by the National
Audit Office and Public Accounts Committee.

A strategy will be developed to link tackling sickness absence, promote
health and wellbeing, and motivation of staff. Working in partnership with
the Occupational Health provider will develop a more proactive approach
to managing attendance and improved health.

Health and Safety

During 2008- 09 the Agency will continue to take a proactive approach

in streamlining its health and safety processes. Expert advice and guidance

is available to all along with appropriate supporting training courses and
workshops. Measures will be taken to ensure legislation is complied with and
information is available on the intranet site. Reporting of accidents, near misses
and incidents will continue to be encouraged and investigated appropriately.

Diversity

A 10 point Plan was introduced by Cabinet Office in November 2005, with the
aim of increasing the representation of women, black and minority ethnic and
disabled people at senior grades in Civil Service by 2008. The Agency will review
progress on targets, and feedback outcomes in April and October 2008.

The Disabled Persons Officers will continue to provide advice to improve access
to DVLA premises and make reasonable workplace adjustments to increase
the efficiency and retention of all disabled staff.

The Agency Diversity Action Plan lists action points from the analysis of
information gathered on staff and customer equality and diversity issues.
A review of the Plan’s timetable of actions and deadlines will be carried
out quarterly and annually, to demonstrate progress with compliance.

Information Systems Infrastructure

Infrastructure Refresh

After encountering difficulties in 2006—07, DVLA made great strides in
2007-08 to refresh operating infrastructure, eliminating unsupported software
and making systems more robust, most notably through Vehicles Systems
replatforming. These activities will continue through 2008-09 and there are
now release slots scheduled throughout the year to continue this exercise

to become fully robust and resilient.

Electronic Links Implementation
& Strategic Enablement

The Electronic Links Implementation & Strategic Enablement (ELISE) project
provides a secure gateway between DVLA and its business partners that will
reduce future development cost and delivery timescales. This will enable
DVLA to re-use the capabilities for all business-to-business customers. Given
the data security issues that emerged within Government during 2007-08,
ELISE provides DVLA with a real improvement in ability to transfer data safely
and securely across its Government and external data users. This initiative will
help ensure we are fully compliant with Cabinet Office recommendations and
able to move away completely from physical media data transfers.

During 2008-09, ELISE will:

e provide the capability to enable larger organisations to send high volumes
of enquiries resulting in increased levels of data accuracy and an improved
service to core customers, e.g. Police/ Fixed Penalty Offices and Courts
throughout both England & Wales and Scotland.

e enable more secure transactions between partners and customers.
Improved customer service will be implemented by providing electronic
interfaces to trading partners currently using manual services
e.g. CD-ROM and paper.

* provide web services — implementation of business transactions,
which includes providing an electronic service option for those trading
partners currently using manual systems e.g. DSA in support of their
new Certificate of Professional Competence service, Scottish Courts and
DVLA's European commitments of EUCARIS Il and The Priim Treaty.

Image Capture Data Archive

In July 2008, DVLA will deliver a new electronic data store that will allow
images of documents to be captured, stored and retrieved electronically.
In addition, we will be making changes to internal paper processing which
will allow a switch from old microfilm technology (of which we have

the largest European store) to a more efficient capture of information.
During 2008-09, further improvements will be made in processing paper
documents, including the automatic data capture of DVLA forms.

Back to contents
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Physical Environment
and Sustainability

Swansea Estates Renewal

The refurbishment of the DVLA Swansea Estate is due for completion in
2008-09, through the delivery of the Land Securities Trillium PFl contract.

High Security Print Facility

DVLA's new high security print facility is now operational and will allow the
refurbishment of the original print accommodation, scheduled for completion
in September 2008. The combined print facilities will provide the Agency with
high security dual site operations, ensuring business continuity and disaster
recovery. The additional capacity and flexibility will allow for the increased
volumes arising from the Ten Year Renewals on the photocard licences.

Local Office Estate

In May 2008, DVLA's Birmingham office will be co-locating with the Driving
Standards Agency. Edinburgh Local Office will be relocating to new premises
in spring 2008.

Sustainability Targets

The Agency, together with Land Securities Trillium and its service partners, is

working through a staggered plan to reduce carbon emissions by 12.5% before

2010-11. The carbon footprint is likely to rise temporarily during 2008—09 with
the opening of new buildings on the Swansea Estate. However, by improving
efficiency and installing a further Combined Heat and Power plant, the aim is to
make further carbon savings in comparison with buying in grid electricity. DVLA

will be working with partners to reduce general waste of 2,400 tonnes at the main

site in Swansea, continuing to increase recycling waste whenever possible.

The Agency will meter and decrease its water usage by determining where
water use is most prevalent. Grey water recycling will be introduced in the
new data block at the main site.

\
i

Partnership Working
across Government

DfT Shared Services

In April 2008, parent department DfT will join DSA and DVLA in using the
Shared Service Centre (SSC) co-located with DVLA at its Swansea Vale site.
The Maritime and Coastguard Agency will join in October 2008.

During 2008-09, the focus for the SSC will be to provide an effective and
efficient ‘business as usual’ service to its customers, highlighting areas for
immediate improvements. The SSC will increase its workforce to handle the
migration of DfT © and Maritime & Coastguard Agency, followed by Highways
Agency, VOSA, VCA and GCDA later in 2009-10.

SharedServiceCentre

DVLA Business Plan 2008—09
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Annex A

Financial Summary

Forecast Outturn

Business Plan

Projected Balance Sheet

Fixed assets

Forecast Outturn

2007-08
£ million

Business Plan

2008-09
£ million

Intangible assets 65.1 48.0
Tangible assets 85.2 102.2
Total 150.3 150.2
Current assets

Debtors 60.2 63.1
Cash at bank and in hand 43.0 43.8
Total 103.2 106.9
Creditors (due within one year) (78.5) (89.0)
Net current assets 24.7 17.9
Provisions for liabilities & charges (17.4) (14.3)
Total assets less current liabilities 157.6 153.8

Projected Income & Expenditure 2007-08 2008-09

£ million £ million
Statutory fee income 351.2 389.1
Commercial fee income 86.6 85.1
SLAs with DfT and other Agencies 227.2 225.3
Other income 6.2 12.4
Total income 671.2 711.9
Staff costs 177.2 173.2
Agents fees 77.3 82.1
IT charges 149.2 155.6
Accommodation 35.5 45.1
Consultancy 8.9 5.7
Postage and printing 411 59.1
Depreciation 20.2 25.1
Other costs 36.8 44.5
Total expenditure 546.2 590.4
Operating Surplus 125.0 121.5
Surplus payable to Consolidated Fund 107.9 116.8
Net Surplus 171 4.7

Financed by:

Capital reserves

2007-08
£ million

Forecast Outturn

2008-09
£ million

Business Plan

Forecast Outturn

Business Plan

Income & expenditure account 79.4 84.1
Government Grant Reserve 54.6 46.1
Revaluation Reserve 4.6 4.6
Public Dividend Capital 19.0 19.0
Total 157.6 153.8

Impact on SSDL Group DEL 2007-08 2008-09

£ million £ million
Near Cash Resource 200.7 207.5
Non-Cash 17.5 27.7
Capital 48.3 25.0
Total 266.5 260.2

Back to contents
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Annex A continued

Forecast Outturn

Business Plan

Annex B

Business Plan

Cash Flow Statement 2007-08 2008-09 Programme and Project Investment Plan 2008-09
£ million £ million £ million
Net Operating Income/Expenditure Strategy and Feasibility Programme Total* 14.0
Operating surplus 17.1 4.7 Drivers Re-engineering Project 11.8
Depreciation (net of Reserve Release) 1.7 16.6 Certificate of Professional Competence 7.0
Increase in debtors (3.6) (2.9) Ten year Renewal** 4.7
Decrease in creditors (3.7) (1.9) Vehicles Integration Northern Ireland Project 5.9
Decrease in provisions (6.6) (3.1 Northern Ireland Systems Access 3.1
Net cash inflow from operating activities 14.9 13.4 Other delivery programme projects 17.2
Net cash inflow from ROI and Fin - - Delivery Programme Total 49.7
Capital Expenditure and Financial Investment Technical Refresh 5.0
Payments to acquire intangible fixed assets 0.2) - Other Infrastructure Projects 20.8
Payments to acquire tangible fixed assets (24.6) (12.6) Infrastructure Programme Total 25.8
Net cash outflow from CE & investing activities (24.8) (12.6)
Organisational Change Programme Total 1.0
Net Cash (outflow)/inflow Before Financing (9.9) 0.8
Financing Sundry projects not scoring against efficiency 26.3
SSC grant in aid 10.4 -
Estates Refurbishment and Moves 5.0
Net Cash (outflow)/inflow after financing 104 -
Increase in Cash Balances 0.5 0.8 Total Project Demand 121.8
Cash Balance b/f 42.5 43.0 Capital Spend 10.8
Cash Balance c/f 43.0 438 Resource Spend 111.0
Number of days income cover 16 16 Total Project Demand 121.8
Income per day (260 days per year) 2.5 2.7 Capital Spend not included in above Projects 14.2
Dividends Paid and Interest Received are included in the Operational Surplus. Total Capital Investment 25.0

*  Strategy and Feasibility Programme includes amounts for projects due to transfer to Delivery stage during the year.

** The progress of VINI and hence in-year costs may have to be re-appraised once the full VED changes introduced

in the latest Budget have been fully evaluated.

The investment Plan excludes:
1. Cost of Phase 6 of Shared Services (funding by DfT).

2. Costs of developing Data Sharing with other government departments.

3. Costs of delivering the March 2008 Budget VED related changes in both GB and NI,
which have significant initial estimates indicated.

Back to contents Back to contents
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Annex C

Volume Forecasts

All figures have been rounded to the nearest 1,000

[\ ERVEL

Transactions

Transaction

bearing transaction)

(Darker background indicates a fee

2007-08
Latest
Forecast

2008-09
Forecast

First Registration of Vehicles 2,518,000 2,451,000
Duplicate Registration Document 264,000 285,000
Duplicate Vehicle Licence 102,000 108,000
Vehicle Fee Paying Enquiries 1,231,000 1,237,000
First Application for Driving Licence 164,000 346,000
Duplicate Driving Licence 271,000 957,000
Tgﬁg’c‘;:‘;‘ns Vehicle Licensing 12,393,000 | 13,539,000
Other Vehicle Transactions 1,781,000 1,635,000
Renewal of Driving Licence 5,000 18,000
Exchange Driving Licence 55,000 93,000
Replacement Driving Licence 250,000 915,000
Other Driver Transactions 2,207,000 2,585,000
Total 21,241,000 24,169,000

All Transactions Grand total

2007-08

Latest
Forecast

110,717,000

2008-09
Forecast

116,095,000

Transaction - 2007-08 2008-09
(Darker background indicates a fee Latest Forecast
bearing transaction) Forecast

t First Registration of Vehicles 455,000 388,000
t Duplicate Registration Document 1,127,000 1,155,000
t Duplicate Vehicle Licence 195,000 186,000
t Vehicle Fee Paying Enquiries 394,000 379,000
Cherished Transfer/Assigned Marks 514,000 524,000
t First Application for Driving Licence 960,000 945,000
t Duplicate Driving Licence 892,000 507,000
Digital Tachograph Card Issue 229,000 420,000
Ten Year Renewal of Driving Licence 299,000
T Vehicle Licensing 30,565,000 29,624,000
Changes to a Registration Document 19,236,000 19,999,000
Vehicle Police Enquiries 9,112,000 9,500,000
Vehicle Customer Enquiries 8,502,000 9,981,000
1 Other Vehicle Transactions 4,337,000 5,092,000
Vehicle Insurance Interest 37,000 39,000
t Renewal of Driving Licence 1,353,000 1,297,000
Exchange Driving Licence 1,010,000 995,000
1 Replacement Driving Licence 2,620,000 2,051,000
Vocational Driving Licence 294,000 282,000
Medical Renewal of Driving Licence 127,000 141,000
Driver Customer Enquiries 4,530,000 5,166,000
1 Other Driver Transactions 2,987,000 2,956,000
Total 89,476,000 91,926,000

1 indicates a transaction which is, or will be, available electronically or via a dedicated interactive telephone service

and volumes for these are on the following page.

Back to contents

The transactions listed here are the main customer service transactions performed at DVLA.

In addition to these, there are many other activities, too numerous to list here, that contribute to DVLA's business.
For example, the outward despatch volumes, which amounted to some 108 million items of mail sent out in 2006—07
and is expected to reach 112 million in 2007-08, are not included.

The total volume of these unlisted activities, which include independent transactions and internal activities related to the
transactions above, amounted to 280 million in 2006-07, with a projected volume of 292 million in 2007-08.

Back to contents
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Annex D

Efficiency & Workforce

DVLA has been active in reviewing its services to ensure continued efficiency and value
for money. The challenge set for 2008-11 is to make further efficiency gains totalling

£80.7 million.

In 2008-09 the efficiency gain will be at least £19.5 million. That amount is incorporated
in to the Income & Expenditure table included in this Business Plan and will offset predicted

cost pressures and limit cost pressures pushing up fee levels.

Workforce

Over the 4 years to March 2008 the Agency reduced the size of workforce to deliver business
as usual to customers and stakeholders by over 1,000. Partly offset by an increase in workforce
needed to deliver new initiatives. During 2008—-09 this trend will continue with a further
100 reduction in Business as Usual workforce while staff numbers increase to service

Ten Year Photo Licence Renewal.

Full Time Equivalents (FTEs) 31/03/2008 31/03/2009

Business as Usual 5,416 5,316
New Initiatives 566 698
DfT Shared Service 257 315
Total Workforce 6,239 6,329

Back to contents

Annex E

Key Business Risks

A computer hacker could evade security
measures, gain access and view confidential

information, damage or sabotage the system.

Key Mitigating Actions

Run regular health checks to spot
vulnerabilities. Global health checks to support
accreditation. Regular monitoring by IT Security
team drawing in specialist advice.

Transmission of personal information might
be insecure.

Adopt latest guidelines from Cabinet Office.
Stop all bulk transmission of unencrypted
electronic information. Appoint Head of
Information Security to co-ordinate action.

Accuracy of some records on vehicle and
driver registers will not be up-to-date.

This could run at such a level that it causes
enforcement partners extra work.

Conduct regular accuracy survey. Tighten
accuracy whenever possible as other changes
and improvements are made. Review impact
and measures of inaccuracy.

Vehicle Excise Duty evasion could grow to
unacceptable levels.

Monitor trends including through National
Roadside Survey of Evasion. Wheel clamp
100,000 evaders each year. Delegate powers
to local authorities to do likewise.

Customer take-up of electronic services
could be lower than expected making the
investment less valuable than intended.

Introduce selective incentives
(at limited if any cost to taxpayers)
to encourage and reward take-up.

Lack of a signed-off vehicle systems
development strategy could mean

short- term decisions failing to capture
full customer benefit and value for money.

Technical Review Team study to make
recommendations. Sign up to a strategy
when opportunities, risks and expectations
have been worked through and all key players
are in agreement.

DVLA Business Plan 2008—09
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Contact us

All our services may be accessed through

Public services all in one place

www.direct.gov.uk

Alternatively...

Drivers enquiries

Telephone:
Fax:
Address:

E-mail:
Textphone:

Vehicle enquiries

Telephone:
Fax:
Address:

E-mail:
Textphone:

Premium Rate Services:

0870 240 0009 (national rate)
0870 850 1285

Drivers Customer Services (DCS)
Correspondence Team
DVLA Swansea SA6 7JL

drivers.dvla@gtnet.gov.uk

for the deaf and hard of hearing
01792 766 366 (standard rate)

0870 240 0010 (national rate)
0870 850 1285

Vehicle Customer Services (VCS)
DVLA Swansea SA99 1AR

vehicles.dvla@gtnet.gov.uk

for the deaf and hard of hearing
01792 766 426 (standard rate)

(Calls charged at 49 pence per minute)

Dealer line/

Date Vehicle First Registered:

Vehicle tax due:

Car hire companies:

0906 185 8585
0906 765 7585
09061 393837

DVLA Personalised Registrations

To check on the availability of DVLA Personalised Registrations
please visit our website www.dvlaregistrations.co.uk

To call the Agency

from abroad: +44 1792 786369

If you would like further information about this Business Plan,
please contact Ann Jones, DVLA, Corporate Management Services,
Swansea SA6 7JL, 01792 782620.


http://www.dvlaregistrations.co.uk
http://www.direct.gov.uk
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