
Case Study

Wake Technical Community College Drives  
North Carolina DMV Customer Satisfaction 
Have you ever walked into your DMV office, been warmly greeted, asked how you 
could be helped and directed to the shortest line? No? Well, take a look at North 
Carolina where the DMV is going through a radical change to provide services that 
are customer centric.

It all started during Governor Pat McCrory’s State-of-the-State address during 
which he talked about creating a “culture of customer service” at every state agency. 
Without hesitation he looked at the Secretary of Transportation and threw out the 
challenge to “Fix DMV.”

Publicity leads to Proposal 
With continuous publicity surrounding Governor McCrory’s 
“culture of customer service” it was only natural that Jamie Glass 
would reach out to the Department of Transportation to assist. 
Glass is Associate Vice President for Corporate Solutions at Wake 
Technical Community College in Raleigh, NC. She leads a group 
that provides leadership and customer-service training programs 
to business and government entities.  As Glass learned more 
about the DMV, she proposed to help “fix DMV” by having the 
Corporate Solutions group train every DMV employee using the 
Achieving Stellar Service® workshops provided by AchieveGlobal. 

Glass explains her choice, “I selected the AchieveGlobal 
workshops for a number of reasons.  In terms of course content I did a comparison 
with other vendors. Given what the DMV told me they were looking for, I knew that 
the AchieveGlobal off-the-shelf workshops were the best fit.  AchieveGlobal had 
workshops that we easily adapted to use DMV examples for the three personnel 
levels to be trained: executives, managers and customer-facing employees.  The 
AchieveGlobal workshops are very nicely packaged allowing us to provide consistent 
training across the state using multiple facilitators. Lastly, they provided us with 
fabulous one-on-one customer service.”

Shortly thereafter, Kelly Thomas, following a 32-year career in the US Army, was 
named commissioner of DMV. One of his first acts was to direct a survey on how 
DMV contractors and customers perceived the DMV. The results of the survey, in 
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Thomas’ words, revealed that “DMV employees did not seem happy, didn’t seem to 
like what they were doing, didn’t seem to like dealing with the public and didn’t take 
the time to explain DMV’s business.” 

Having a very strong background in training personnel within complex organizations, 
Commissioner Thomas says, “I know that a professional organization is one that 
continues to train. It’s not a one-time deal. But when I asked ‘When did we last 
conduct customer service or support training?’ the answer was ‘Never!’ That’s when 
I decided that we needed to initiate a training program for all of our employees.”

The North Carolina Department of Motor Vehicles
The North Carolina DMV is comprised of 2,100 people, working in 235 locations 
around the state. There are 113 DMV offices that handle driver services, such as 
learner permits and license renewals, and 122 License Plate Agencies (LPAs), which 
are independent contractors that offer vehicle services, such as registrations and 
license plates. About 70 percent of DMV’s business is the vehicle services provided 
through the LPAs and 30 percent is driver support services provided by DMV 
employees. 

Commissioner Thomas notes, “I quickly realized that most of our customer 
interaction is not through a state employee, but with a contractor that is doing DMV’s 
business. They wear our face and represent the DMV in everything they do – and we 
give them no training other than how to run the computer systems.” 

Implementation of the Training program
Commissioner Thomas tasked Hope Mozingo, DMV Assistant Commis-
sioner, to work with Wake Tech’s Jamie Glass to determine the viability of 
the Wake Tech proposal and how DMV could implement the AchieveGlobal 
workshops as quickly as possible. 

In turn, Wake Tech asked Katie Perry, a Wake Tech training facilitator, to 
lead a session with DMV executives to discuss why the DMV was embarking 
on this training program, what the objectives of the training were, and how 
they would promote the training. They identified customer behaviors and 
discussed measuring employee performance, producing quarterly progress reports, 
and conducting employee and customer surveys. Perry also helped Commissioner 
Thomas make a video that would be played at each training session to impart the 
importance and objectives of the training.  

Commissioner Thomas said, “It’s important to me that everybody understands why 
our employees need this training, so at every training session I put a DMV employee 
in front of the group for the first ten minutes to set the scene of why they were there 
and why the training would be valuable for them.”

The objective of the training is to give the DMV employees the skills that they can use 
on a day-to-day basis not only to handle dissatisfied customers but also to dazzle all 
their customers with stellar service. 

Deanna Sevits, DMV Director of Training, makes the point that “Sometimes people 
complain about customer service when, in fact, it’s not that the DMV employee isn’t 
polite and courteous. It’s that North Carolina law dictates what they can and cannot 
do.” 

Hope Mozingo, DMV 
Assistant Commissioner
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For example, the law states that a person applying for a driver’s license must show 
two forms of identification. If the customer only brings one form of ID they will not be 
able to get a license.  As Donna Boone, DMV’s Administrative Officer for the License 
Plate Agencies, says, “The training helps DMV employees learn a proper way to say 
‘no’ to customers and offer other suggestions, rather than just saying ‘no.’”

Wake Tech’s Jamie Glass says, “We want to give the DMV employees and contractors 
the opportunity to practice, role play and learn how to say things differently. We want 
the customer facing employee to give the customer a great feeling of having just 
been to the DMV.”

AchieveGlobal’s Achieving Stellar Service® training workshops
Frontline employees participated in AchieveGlobal’s Creating Stellar Customer 
Relations® workshop. This workshop teaches customer-facing employees the value 
of stellar service as well as the skills for delivering stellar service and how to handle 
difficult customers while providing exceptional service.

Managers are trained using AchieveGlobal’s Coaching for Stellar Service® workshop 
which teaches them the value of stellar service and provides them with the skills 
to coach employees, how to provide constructive feedback, and how to recognize 
employees for providing exceptional service.

Continuous Improvements
To date over 900 employees have taken the training.  Every employee completes 
an evaluation, and the results have been exceptional. 97 percent of the employees 
said that the training met or exceeded their expectations. 96 percent said it was 
worth recommending to others. Many offered comments on how the training would 
improve the customer service they provide.

The DMV has begun to collect customer interaction data for future analysis with the 
initial customer and partner survey to be used as a baseline. 

Commissioner Thomas extols other results as well. “There is a very positive benefit 
in putting a group of folks together who do not work with each other daily. For 
example, we have 140 telephone operators and we benefit greatly when they meet 
and form relationships with contractors who are not state employees.”

Partnering for Success
DMV’s Hope Mozingo says, “The partnership of DMV, Wake Tech and AchieveGlobal 
has been an excellent vehicle for us to get this much-needed training out as quickly 
as we did. There is just no way the DMV could have done this training without the 
Wake Tech instructors and facilities and AchieveGlobal’s course content.” 

That thought was echoed by Dr. Steve Scott, president of Wake Tech who said, 
“We are very high on AchieveGlobal’s solutions and think that AchieveGlobal is an 
excellent partner. Our partnership is a way to maximize the training budget for state 
agencies that reach out across all 100 counties in North Carolina. In the future 
we believe AchieveGlobal, in partnership with other North Carolina Community 
Colleges, can provide high-quality training not only to the employees of the DMV but 
to the employees of other state agencies as well.” 


