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DVLA has made a key contribution to the Home Office’s target to reduce  
crime by 15%, and increased in high crime areas by 2007. The effectiveness  
of DVLA’s contribution is underpinned by the level of accuracy of its records 
(This is recognised by the Secretary of State Target assigned to maintaining 
accuracy of the vehicle record to enable traceability). This will enable 
appropriate action to be taken by police forces to ensure that vehicle  
and other crime is reduced effectively.

DVLA is working closely with IPS and BIA in taking forward the Identity 
Management Strategy, liaising with Department for Work and Pensions (DWP) 
in respect of its “Tell Us Once” initiative and working co-operatively with the 
Cabinet Office Gateway developments in respect of remote authentication 
for undertaking Government transactions and user enquiries. Each of these 
elements has the potential to free DVLA from onerous activities in terms of  
ID verification and personal details maintenance, providing better customer 
service and delivering major gains in efficiency

In the same way, we continue to explore with Minsitry of Justice (MoJ) potential 
for improved joint working with Fixed Penalty Offices and for processing wider 
motoring offences.

Improving efficiency and capability
The Agency will continue with a programme of process reviews using Better 
Quality Service (BQS) methodology and undertake benchmarking with other 
organisations to ensure standards are to ‘best practice’. We have worked closely 
with the Cabinet Office sponsored Public Sector Benchmarking Service (PSBS)  
and are a leading contributor to their work.

We are involved actively with partners to deliver against existing and a broader 
range of services based on the vehicles and drivers registers. Examples include:

•	the Post Office® (alongside IPS and Gateway) as an intermediary

•	the police in delivering crime reduction initiatives

•	LA’s in the removal of abandoned and nuisance vehicles

•	Transport for London (TfL) in enforcement of its Congestion  
Charging scheme

•	other cities as they introduce similar schemes

•	DfT and the development of longer-term general Road User  
Pricing processes.

The Agency has established good relations with EU partners in the 
implementation of relevant Directives and is working with other registration  
and licensing authorities across Europe to tackle cross-border issues.

Reducing impact on climate change  
and the environment
Environmental sustainability is one of the key DfT Policy Outcomes  
and has a related PSA Target (see Annex A). The DVLA contribution  
to this target is that:

•	We support the London Congestion charging scheme by providing the 
data that ensures the scheme operates successfully and non-compliant 
drivers can be identified. This scheme has led to a significant reduction 
in vehicles entering the congestion charging zone. We would also 
be involved in any future congestion charging schemes that may be 
considered by other Local Authorities (LA’s)

•	We work with Local Authorities (LA’s) under initiatives such as Operation 
Scrap-It to support them when they use their statutory powers to remove 
abandoned vehicles. The removal of these scrapped vehicles prevents  
not only hazardous materials entering the environment, but also has  
a significant effect upon reducing crime.

Contributing to wider Government objectives
DVLA is responsible for the collection of over £5bn of taxation revenue in the 
form of VED. We ensure that this revenue is maximised by keeping the vehicles 
database as accurate as possible and carrying out regular enforcement activities 
with the help of ANPR cameras and wheelclamping facilities. This ability has 
been enhanced recently by the dispatch of Continuous Registration letters, 
which remind vehicle owners of their need to relicence or declare Statutory Off 
Road Notification (SORN) and the penalties for not doing so. In addition, we 
carry out targeted advertising to remind vehicle owners of their responsibilities 
and the penalties for non-compliance. We have increased the ability of the 
compliant to pay their VED by enabling payment to be made online through 
accepting payment by credit or debit cards.
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CORE Strategic End States

Transforming Customer Service Delivery

C14	 Streamlined Dealer Processes
We will have made it easier for dealers, manufacturers and others  
in the trade to transact with us by providing an integrated and 
streamlined set of processes and systems in the areas of dealer  
vehicle registrations, transfer of cherished numbers and licensing  
at dealers on sale of used vehicles.

C15	 Sale of Marks
We will be capable of selling and transferring personalised registration 
marks electronically, managing the availability of new marks in  
a sustainable and profitable manner.

C4	 Data Accuracy
DVLA data registers will be complete, accurate, and fit for the purposes 
of the Agency and the third parties we work with, including those 
involved in enforcement and road charging activities. We will use 
marketing to encourage customers to inform us of change of details as 
soon as they occur. We will use third party data and customer feedback to 
test the currency of our data, and have quality assurance processes in place 
to ensure the accurate recording and maintenance of the data we receive.

C5	 Data Segmentation
Our databases will allow us to identify groups of records that belong  
to key data segments, for example, vehicles kept by corporations, 
vehicles that are inactive, etc.

C6	 One touch service
We will have minimised the need for customers to contact DVLA,  
but when they do, their enquiry/transaction will be dealt with  
from start to end by the person they first contact.

C7	 Better Regulation
The legislative burden on citizens and businesses will have been reduced 
and simplified while maintaining road safety.

C8	 Single Customer Database
We will have designed our core systems and processes to converge on a 
common customer database to make it easier for customers to deal with 
us and to improve the overall accuracy of our record. We will be pursuing 
opportunities to extend this principle across DfT Agencies and beyond.

C9	 Digital Business
Most of our business will be provided digitally, with phone, 
intermediaries, face to face and paper providing alternatives  
for social inclusion, customer service or efficiency reasons.

DVLA data registers 
will be complete, 
accurate, and fit for the 
purposes of  the Agency 
and the third parties 
we work with…

Back to contents



42

Back to contents

DVLA Strategic Agenda 2008 – 13 43

Back to contents

Improving Road Safety

C1	 Drivers Enforcement
We will maintain accurate and up to date data relating to drivers, and 
their entitlements. We will provide it to approved third parties in the 
UK, and EC counterpart organisations, to prevent people from driving 
vehicles for which they do not hold a valid entitlement.

C2	 Vehicles Enforcement
We will work with third parties, including DfT Agencies, the insurance 
industry and LA’s to deliver a range of integrated enforcement activities. 
In so doing, DVLA enforces from the record both payment of VED, and 
that vehicles are insured continuously. We will maintain and provide 
accurate and up to date data to third party organisations who engage  
in on-road enforcement.

Developing an effective logistics network

C16	 Road Charging
Should the Government introduce road charging schemes, DVLA will be 
providing as much support as needed and assisting to deliver the most 
effective and efficient solution for Government as a whole.

Contributing to wider Government objectives

C11	 Upgraded Driving Licence
Driving licences being issued will include both a photograph and data 
bearing chips to provide a high security token, with the information 
updated at least in line with the 10-yearly statutory cycle period. The card 
will carry minimum information but provide the key and authentication 
tools to provide secure access to driving data services.

C17	 EU vehicle verification
We will have the capability to verify the status of any EU registered 
vehicle in the UK, provided that such information is made available 
electronically by other member states.

C18	 Number plate control
We will be working with authorised third parties to prevent vehicles 
displaying incorrect and incorrectly represented number plates.

C19	 Devolved Powers
We will work with all Local Authorities, delegating powers where 
appropriate, to minimise abandoned vehicles and enforce both number 
plate and vehicle destruction (CoD) legislation. We will have established 
Service Level Agreements (SLAs) with Local Authorities requiring them  
to meet agreed targets for enforcement activity.

C20	 VED Collection
We will collect VED on behalf of HM Treasury (HMT), at the rates agreed, 
and within the policies and resources set by HMT/DfT. By so doing will 
support the Government strategy to change consumer behaviour  
in respect of vehicle emissions, by collecting the rates set for each 
individual vehicle as agreed.

Improving Efficiency and Capability

C10	 DVLNI Merger
DVLA and DVA will be operating on common vehicle IT systems and 
processes, enabling all Strategic End States for vehicle activities to  
apply UK-wide.

C12	 Eliminate Paper Outputs
We have reduced the need to send paper documents and tokens to 
end customers as either evidence of their compliance (e.g. tax discs) or 
reminders for them to transact with us. We have done this in a way that 
has the potential to eliminate paper output completely, and that does 
not jeopardise compliance or accuracy. 

C13	 Abolition of VED Refunds
We will have an agreed approach with HMT in respect of VED refunds 
that minimises the impact of refunds on both them and us, whilst at  
the same time maximising VED compliance.

C21	 Data strategy
We will be enabling and encouraging direct access to our data to those 
who are legally entitled to it in order that reliance on physical evidence  
is reduced. We will be doing this using standard interfaces which  
provide information securely, reliably, and efficiently for both DVLA  
and those using our data.

C22	 Policy Changes
Driver and Vehicle policy/legislative changes will be in place to support 
fully effective and efficient processes, with compliance/enforcement built 
into the overall system and data sharing issues with other organisations 
(UK and EC) resolved to underpin these processes.  
The processes will have been recast to deliver the policies effectively.

C3	 Identity Management
DVLA will use identity checking services provided by other government 
agencies to ensure that identity of applicants has been proven. We will 
collaborate with other government departments to manage identities, 
including using data items relating to identity – such as photographs  
and signature – that have already been captured by others, only 
collecting these ourselves when they do not already exist (within  
the time parameters set out) within government.

CORE  
Strategic  
End States
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Enabler Strategic End States

People

E10	 Staff Development
Training support (including training plans) will be effective for each  
job (role) type for all appropriate agency roles.

E11	 Succession Planning
Effective succession planning will complement career planning and  
will be compliant with Civil Service rules.

E17	 HR Policy
We will have the HR policies, processes and systems in place to run 
the business, make management decisions, track transformation and 
respond to threats and opportunities in rapid timescales.

E5	 Values and Culture
We will be recruiting and assessing staff against a set of organisational 
values based on the Civil Service Code of Conduct and the DVLA PRIDE 
(Partnership, Responsibility, Integrity, Dedication and Enjoyment) values.

E9	 Job Design
Jobs will be designed to be fit for purpose and provide staff with 
challenge, variety, learning and growth.

Technology

E13	 IT Strategy
We will have an IT Strategy in place that fully supports the achievement 
of the DVLA Transformation Strategic End States.

E2	 New System Landscape
The Driver system will be operating fully on the New System Landscape 
as a common system for both GB and NI, providing a flexible and 
responsive platform to support changing functional requirements, 
information support for policy evaluation/development and rapid 
implementation of new statutory changes.

E3	 Data Strategy
The new database system will be able to deliver a full and accurate 
picture in terms of driving entitlements – including driver identity 
(involving biometrics), driving categories, learning and testing status/
records, driving related medical status, driving instructor and taxi driver 
certification, tachograph card issuing and driving offence records.

Estates

E14	 Estates Strategy
The DVLA and SSDL estate strategy will be aligned and will look for 
opportunities to co-locate with other SSDL agencies when considering 
relocation and or new premises and built into the estates transformation 
plan on an ongoing basis. Where co-location with SSDL agencies is not 
feasible, co-location with other government agencies will be considered 
if efficiency gains can be made.

E15	 Public Finance Initiative
The DVLA dual site (Morriston and Swansea Vale) estate will be fully 
refurbished and managed through the PFI contract to respond flexibly 
and rapidly to demands for increases and decreases in capacity. 
Additional estates projects, presented as further menu items can  
be taken up through the PFI as required.

E16	 Working Environment
Cultural and behavioural expectations will be supported through the 
deployment of a ‘fit-for-purpose’, secure working environment and the 
introduction of alternative ways of working which meet the requirements 
of the business.

Enabler  
Strategic  
End States
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Contact us
All our services may be accessed through

Alternatively…

Drivers enquiries	 	
Telephone:	 0870 240 0009 (national rate)	

Fax:	 0870 850 1285 

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

E-mail:	 drivers.dvla@gtnet.gov.uk

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

Vehicle enquiries	 	
Telephone:	 0870 240 0010 (national rate)

Fax:	 0870 850 1285

Address:	 Vehicle Customer Services (VCS) 
	 DVLA Swansea SA99 1AR

E-mail:	 vehicles.dvla@gtnet.gov.uk

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

Premium Rate Services:    
(Calls charged at 49 pence per minute) 

Dealer line number:	 09061 858585

Date Vehicle First Registered: 	 0906 185 8585 

Date of Liability:	 0906 765 7585   

Car hire companies:	 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 782341 

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

Public services all in one place
www.direct.gov.uk
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Annex A

Mapping 2008 – 13 Strategic Agenda End States to 2007 – 12 Agenda

2008–13 Strategic End State 2007–12 Strategic End State

C14	 Streamlined Dealer Processes V2601	 Streamlined processes and systems

C15	 Sale of Marks V2602	 Sale of Marks

C4	 Data Accuracy V7503	 Vehicles register accuracy 
V7506	 Single Accurate Vehicles Register

C5	 Data Segmentation DV2604	 Customer segmentation  
I2602	 Customer Understanding

C6	 One touch service C7510	 Voice to voice transactions
C7513	 Face to face transactions

C7	 Better Regulation

C8	 Single Customer Database DV2602	 Database Strategy  
O7504	 Customer focus

C9	 Digital Business C7501	 Electronic Transactions
C7503	 Customer self-service
C7505	 IVR
C7512	 Intermediary Channels
C7502	 Transactions details
C7504	 Customer Electronic Communication
C7508	 Call Centre
D7503	 Drivers channel strategy

C1	 Drivers Enforcement D7506	 External Vehicle & Driver data provision 
D7509	 Driver licencing enforcement
I7509	 Driving licence enforcement

C2	 Vehicles Enforcement D7506	 External Vehicle & Driver data provision

C16	 Road Charging B7504	 Charging schemes data provision
B7506	 National Road Pricing
B7505	 National Road Pricing

C11	 Upgraded Driving Licence D7507	 Driving licence features

C17	 EU vehicle verification I7505	 EU vehicle verification

C18	 Number plate control I7507	 Number plate control

C19	 Devolved Powers I2604	 Local authorities

C20	 VED Collection I7501	 VED evasion   
I2603	 VED Enforcement
I7503	 On-road enforcement 
I7504	 Off-road vehicles enforcement

C10	 DVLNI Merger NI2601	 DVLNI Merger

C12	 Eliminate Paper Outputs C7514	 Paper transactions
V7502	 Tax disc alternatives

C13	 Abolition of VED Refunds V7509	 VED refunds

C21	 Data strategy

C22	 Policy Changes DV2601	 Driver & Vehicles policies and legislative changes

C3	 Identity Management D7510	 Identity checking
B7501	 Identity data provision

E10	 Staff Development O7505	 Learning Organisation 
O7506 	 Staff responsibility 
07507	 Staff empowerment

E11	 Succession Planning O7503	 Leadership

E17	 HR Policy H7511	 HR standards
H7512	 HR policies

E5	 Values and Culture O7502	 PRIDE adoption

E9	 Job Design O7508	 Team types
O7509	 Team performance

E13	 IT Strategy

E2	 New Systems Landscape D7502	 New driver system landscape

E3	 Data Strategy D7504	 Data strategy

E14	 Estates Strategy

E15	 Public Finance Initiative

E16	 Working Environment O7501	 Public sector working ethos

DV2603	 Driver & Vehicle Services Record update
C7511	 Intermediaries and Agents

P7501	 Electronic payment
P7502	 Electronic transactions cost recovery

P7503	 Direct debit   
D7508	 Card production

V7501	 Licensing and VED banding 
V7504	 HRC

V7505	 Off road register
I2602	 Change of detail notification

I7506	 Motoring underclass reduction  
I7508 	 Intelligence provision

B7502	 Insurance & MOT Enforcement Service Level Agreement

O2601	 Chief Executive support   
O2602	 Corporate Assurance

O2603 	 Planning Processes   
W7541	 Organisational performance

W7542	 Workload reduction   
W7535	 Organisation design

W7543	 Working patterns    
W7538	 Project teams

W7531	 Workforce productivity   
W7532	 IRM primacy

W7534	 Workforce time horizons   
W7539	 Staff changes

H7513	 Management experience   
H7514	 HR arrangements

H7515	 HR efficiency    
H7516	 HR information

Back to contentsBack to contents


