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Executive Summary

The FY’12 annual survey for the LicenseMatch service was
conducted in January, 2012. The survey results indicate a
customer satisfaction rating of 100% overall.

This was the fifth annual survey conducted for the purpose of
measuring and improving LicenseMatch customer satisfaction.
This survey enabled the Office of Data Sales to continue to build
upon information obtained in previous years, as well as gather
valuable new data to improve the service.

The survey results were categorized into key requests to be
addressed. The Georgia Technology Authority responses have
been documented. Office of Data Sales has contacted each of the
customers who provided their optional contact information, in
order to provide timely feedback to their concerns and
suggestions.

These annual surveys have helped the Office of Data Sales
maintain a “world class” customer satisfaction rating on other
products every year.
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Background & Objective

Background:

The Georgia Technology Authority, in cooperation with the
Georgia Department of Driver Services, and the Georgia
Department of Banking and Finance, offers the LicenseMatch
service to industries such as Banks, Financial Institutions, and
Auto Dealerships.

LicenseMatch is an online tool used to verify Georgia driver’s
license and State ID information.

The tool may be used to prevent fraud and minimize losses
during transactions such as cashing a check, opening an account,
or obtaining account information. Other uses of LicenseMatch
include usage by real estate attorneys to verify identification on
the date of a closing, and usage by Auto Rental / Sales companies
to verify status codes on licenses.

Objective:

Assess customer satisfaction for FY’12 and obtain a “world
class” customer satisfaction rating of 95+% for the LicenseMatch
offering.
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Methodology

Based upon the methodology established in previous years for
customer service improvement, Office of Data Sales followed the
same steps in conducting the FY ‘12 LicenseMatch survey.

Office of Data Sales formulated questions to measure satisfaction
associated with basic principles of the service, as well as the
added features in LicenseMatch Gold. Customers indicated
which, if any, of the previously added enhancements were
beneficial to their businesses. The specific features evaluated
were the ability to scan licenses and view license status codes.

Also, similar to previous years, customers were again asked
whether they would be interested in using the Georgia Felon
Search service. Some customers indicated this service would be
useful to them, as well as several other potential services
currently being investigated.

Respondents’ open-ended responses were categorized and
documented as suggestions. The results were analyzed, and
standard responses to the customer suggestions were formulated.
The Office of Data Sales then contacted customers to thank them
for their feedback and to personally discuss their concerns.
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Survey Results

The survey included all of the LicenseMatch customers who had
performed transactions in the past year.

A total of 65 surveys were accessed, and from those 15 surveys
were completed, resulting in about a 23% response rate. The
survey results indicate a customer satisfaction rating of 100%
overall.

The details of the survey are listed in the Appendix.

The survey results were categorized into the following customer
suggestions:

Suggestions:

- Some customers expressed an interest in different scanning
options.

- Some customers would like to verify licenses for other states.

- Another suggestion was to be able to stay logged into the
system without having the time-out feature.

- It was suggested to require less information in the
LicenseMatch data entry screen to complete a search.
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Standard responses to customer suggestions plus feedback to

these are listed below:

Customer Suggestion

—  Some customers expressed an interest
in different scanning options.

—  Some customers would like to verify
licenses for other states.

—  Another suggestion was to be able to
stay logged into the system without
having the time-out feature.

— It was suggested to require less
information in the LicenseMatch data
entry screen to complete a search.

GTA Response

We appreciate the feedback. The purpose of the
scanner is to make the process of license
verification faster and easier, in addition to
reducing data entry errors. Please contact
Intellichek for any issues at: 1-800-444-9542.

The state of Georgia does not have jurisdiction
to provide other states’ license information
verification. We will make note of the
suggestion and continue to investigate any
opportunities to partner with other states to offer
any additional information that will meet our
customers’ needs.

The Time-Out feature was investigated last year,
and it was found to be a mandatory state-wide
security requirement.

The data fields required in LicenseMatch are
mandated by Department of Driver Services’
security policies. License scanning is available
for customers who wish to save time and reduce
errors when entering the license information into
the system. Further, the requirement of a series
of matching fields increases the reliability of an
accurate response.
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Conclusion

The Office of Data Sales concludes that these surveys are an
effective means to obtain customer feedback and measure the
satisfaction level of services over time.

Additionally, the customer suggestions lead to exploring new
products that will meet customer needs.

Finally, the Office of Data Sales annual customer surveys help
Georgia Technology Authority achieve its customer satisfaction
goals, which elevates the level of satisfaction experienced by
Georgians when interacting with their state government.

The results of FY’12 Survey indicate that satisfaction levels are
increasing every year for this service. Office of Data Sales will
continue to solicit feedback and work to improve LicenseMatch
based on customer-focused enhancements.
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Select the products / services you currently use or have used in the
past:

Response Response
Percent Count
LicenseMatch 93.3% 14
MVR {online motor vehicle records) 20.0% 3
Bulk MVR {batch motor vehicle records) 6.7% 1
Dealer Internet Inquiry (online VIN Checks) 13.3% 2
Corporate Records 0.0% 0
Georgia Felon Search 0.0% 0
answered question 15
skipped question 0
Do these products / services meet your expectations?
Response Response
Percent Count
Yes 100.0% 15
No (if no, please comment) 0.0% 0
answered question 15
skipped question 0
For LicenseMatch, please select from the following options any
enhancements you find helpful. (Check all that apply)
Response Response
Percent Count
Ability to Scan the License (as opposed to
manually keying the license information 26.7% 4
into the search screen)
Ability to view License Status Codes (to
verify the status of the license; such as 40.0% B
barred, revoked, suspended, etc.)
LicenseMatch service works fine "As
- 53.3% 8
Is" (No enhancements necessary)
Other (please specify) 46.7% 7
answered question 15
skipped question 0
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Please rate the following statements according to your satisfaction level:

Very . . . Very Rating Response
Satisfied SOUECE i e Dissatisfied Average Count
Process of becoming a customer D SerED S 0.0% (0) 0.0% (0) 167 15
(8) (4) (3)
. . 40.0% 26.7% 33.3%
Process of issue resolution 0.0% (0 0.0% (0 1.83 15
®) @  ® © ©
Price of product(s) L A e 0.0% (0) 0.0% (0) 180 15
(6) (6) 3
Receiving your product{s) in a 53.3% 46.7% 0.0%
timely manner @) @ ) 0.0% (0) 0.0% (0) 147 15
answered guestion 15
skipped question 0
Please rate your satisfaction with the LicenseMatch system
availability.
Response Response
Percent Count
Very Satisfied 60.0% 9
Satisfied 40.0% G
Dissatisfied 0.0% 0
Very Dissatisfied 0.0% 0
Please comment 5
answered question 15
skipped question 0
Please rate your satisfaction level with the current billing process and
method of making payment for services.
Response Response
Percent Count
Very Satisfied 46.7% T
Satisfied 20.0% Y
NiA 33.3% 5
Dissatisfied 0.0% 0
Very Dissatisfied 0.0% 0
answered question 15

skipped question 0
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Please select any other methods of payment which you would prefer
from the list below:

Response Response

Percent Count
ACH 0.0% 0
Debit Accounts 50.0% 1
Credit Cards 100.0% 2
Other (please specify) 0.0% 0
answered question 2
skipped guestion 13

In response to requests made in previous surveys, the state now
offers Georgia Felon Search, an online Felony Records Search. Would this service be useful to

you?
Response Response
Percent Count
Yes 13.3% 2
No, | would not be interested 86.7% 13
Please enter your contact information {optional) if you would like to learn more about Georgia Felon Search 3
answered question 15
skipped question 0
Please select if you would like to see any of the following services
be offered. (Check all that apply)
Response Response
Percent Count
Reserving personalized license plates 20.0% 4

online

Receiving vital records online (birth
certificate, death certificate, marriage 40.0% 2
certificate, immunization record, etc.)

Website to locate a towed vehicle 20.0% 1

Other (please specify) 60.0% 3

answered question 5

skipped question 10




Georgia Technology Authority

Office of Data Sales
47 Trinity Ave. Suite 600, Atlanta, GA 30334
Tel: 404 463 2300 / Fax: 404 463 2390
datasales@gta.ga.gov - http://gta.ga.gov/





<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<

    /BGR <>
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /CZE <>
    /DAN <>
    /DEU <>
    /ESP <>
    /ETI <>
    /FRA <>
    /GRE <>

    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)
    /HUN <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /LTH <>
    /LVI <>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /POL <>
    /PTB <>
    /RUM <>
    /RUS <>
    /SKY <>
    /SLV <>
    /SUO <>
    /SVE <>
    /TUR <>
    /UKR <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


