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ADA ACCESSIBILITY

If you need accommodation to access this material, our services, or our facilities, call 360-
902-3900. If you’re deaf or hard of hearing, call 711 for relay services. You can also find more
information on our website at dol.wa.gov/accessibility. If you believe your rights to receive
an accommodation under the Americans with Disabilities Act (ADA) have been denied,
contact our ADA Compliance Manager at ada@dol.wa.gov or at the phone numbers listed

above.
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The Department of Licensing is directed through proviso in the transportation budget to report on a
quarterly basis on the driver license office operations, associated workload, and comparative
information from prior years.

Executive Summary

The agency’s 2025-2027 biennial budget for driver licensing workload was reduced by $6.1 million,
resulting in a 25% reduction in FTEs. Lower staffing levels have resulted in significant operational
pressures.
e As predicted, staffing reductions have increased absenteeism.
e About 70% of offices had at least one day this quarter with 50% or more of staff absent.
e Staffing shortages forced temporary office closures in Sunnyside (Apr. 8), Wenatchee (Apr.
16), Colville (June 22 to 23), and Poulsbo (Apr. 2 to 4).
e Lower staffing levels and customer demand reduced offices' ability to accept walk-in
customers.
e Walk-in wait times have increased over last quarter, with an average wait of 55 minutes at
our busiest office.
e The number of total cardholders with an enhanced driver license (EDL) or ID card (EID)
increased from 36% last quarter to 37% this quarter.

Driver Licensing Operations

Staffing reductions and managing unplanned employee absences led to more frequent day-to-day
office closures than previously experienced. In the past, low staffing levels and high customer
volumes impacted staff morale and increased unplanned absences. While planned and unplanned
absences were expected, 25% of driver licensing staff were on extended unplanned leave, a
historic level.

These staffing shortages resulted in temporary office closures, including one day each in Sunnyside
and Wenatchee, two days in Colville, and three days in Poulsbo. Twenty-nine driver licensing
offices collectively had 258 days where 50% or more of their employees were absent. In particular,
the Bellingham, Mount Vernon, Smokey Point, Anacortes, and Wenatchee offices each
experienced more than 20 days with 50% or more of scheduled staff absent. Ongoing, unplanned
leave negatively impacts a driver licensing office's ability to release more long-term appointments,
as well as preventing the release of additional same-day appointments. In the past, with more staff
available, employees could be shifted from one office to another to cover the understaffed office.
This is not possible with our current staffing level.
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Office closures:

To meet lease agreements, deferred maintenance requiring closure was scheduled for three driver
licensing offices: Federal Way (April 18 to May 9), North Bend (June 1 to 20) and Port Townsend
(June 22 and 23). The Pullman office closed May 29 due to flood damage. It is tentatively
scheduled to reopen Sept. 1, 2026.

Chart 1 below shows the overall driver licensing office staffing levels by quarter from Q3 2017 to
Q2 2026.

Chart 1. Driver Licensing Office Filled Positions

Driver Licensing Office Staff Level - Filled Positions by Quarter
Includes supervisory positions not assigned to service counters
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The same staffing reductions also led to the permanent closure of all but one part-time licensing
office in 2025. To maintain efficient service delivery, employees now remain at their anchor offices.
Currently, rural communities with a closed part-time office are served quarterly through the
DOL2Go mobile unit.

The Kelso driver licensing office, which permanently closed in December, held DOL2Go events
twice weekly while a new full-time office location was renovated. A new full-time office opened on
July 2, 2026.
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Transaction and Customer Volume

This quarter, about 722,000 transactions were conducted through a combination of in-person,

online, mail, DOL2Go, and phone services. Driver licensing offices and DOL2Go served 498,000
in-person customers, accounting for 69% of transactions.

NOTE: REAL ID enforcement in 2025 caused record customer demand, so data points are not
directly comparable between second quarter 2025 and second quarter 2026.

e This quarter, driver licensing offices served about 117,000 (20%) fewer customers
compared to the second quarter of 2025 (see Chart 2).

e Customers who were able to walk in for service experienced lower wait times for service
compared to the 2nd quarter of 2025 (see Table 1).

e This quarter, driver licensing offices saw an uptick in employees calling in sick and taking
protected leave, resulting in lower daily staffing numbers (see Table 1).

e DOL2Go served over 4,100 Washington residents and issued about 3,200 driver licenses
and ID cards at 62 events in this quarter.

Data Note: Numbers have been rounded to the nearest thousand or hundred, as appropriate
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Table 1. Key workload and performance indicators for driver licensing offices (DLO); compares the
second quarter of 2026 to 2025.

Key Workload & Performance Indicators for Licensing Services Offices
Compares Second Quarter 2026 to 2025

Workload in Quarter 2 (Apr - Jun) CY 2026 CY 2025

Customers Served in DLO 494,950 612,323
April 175,475 225,666

May 160,669 210,388

June 158,806 176,269

Enhanced - Originals Issued 108,266 243,439
April 39,521 93,159

May 35,296 89,757

June 33,449 60,523

Initial Walk-In Wait Time Average (minutes) ! 16 44
April 20 51

May 14 50

June 14 30

Customer Walk-in Experience Time Average (minutes) 2 23 52
April 27 59

May 21 59

June 21 38

Initial Appointment Wait Time Average (minutes) 3 9 11
April 10 12

May 9 12

June 9 11

Customer Appointment Experience Time Average (minutes) * 17 21
April 17 21

May 17 21

June 18 20

LSRs in Service - Daily Average ° 235 260
April 234 247

May 237 273

June 233 260

Table 1 Data Notes:

1 -Initial Walk-In Wait Time Average: From check-in to first service counter visit for customers who walk in. It does not account for
those turned away at the door or who exited the line before signing in.

2 -Customer Walk-In Experience Time Average: Total time customer spends in office from check-in to end of transaction for
customers who walk in for service. Initial wait time is included here (may include subsequent wait time).

3 -Initial Appointment Wait Time Average: From check-in to first service counter visit for customers with an appointment.

4 -Customer Experience Time Average: Total time customer spends in office from check-in to end of transaction for customers with
an appointment. Initial wait time is included here (may include subsequent wait time).

5 -Licensing Service Representatives (LSRs) In Service — Daily Average: Count of distinct LSRs working service counters during the
day, Tuesday through Friday. This does not reflect the number of FTE allotted.
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Chart 2. Monthly distribution of transactions by service channel

Driver Transactions by Channel by Month
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Chart 2 Note: Transactions completed by mail and phone are a small portion of overall transactions, so they are
combined with online transactions and shown in the chart above as Alternative Channel Transactions.

Renewal Volume

In-office renewal volumes continue to increase. Beginning in the second quarter of 2026 and
continuing through 2027, renewal demand is expected to remain elevated. This is due to the
transition from a 5-year to a 6-year renewal cycle and the expiration of a pandemic-era renewal
waiver that allowed all customers to renew online even if an office visit was required.

Chart 3 below shows the in-office renewal and non-renewal transactions by quarter, actual
transactions during year 2024 through the second quarter of 2026, and estimated transaction
volumes from the third quarter of 2026 through 2028, including in-cycle estimated first EDLs (out-
of-cycle first EDLs are excluded).
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Chart 3. Driver license office quarterly volume of transactions

Driver Licensing Office Quarterly Transaction Volume - Renewals vs All Other
Transactions
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Appointment & Walk-in Wait Times

In response to lower staffing levels and increased customer demand, medium- and large-sized
driver licensing offices began piloting strategies to control customer flow, reduce wait times, and
optimize staff resources. These offices offered future appointments based on limited staffing
levels and offered additional same-day appointments depending on how many employees
reported to work that day.

Customers with appointments were assisted within their scheduled appointment window. The
lobby coordinator evaluated each walk-in customer for urgency, same-day and future appointment
availability, and the office's ability to serve them based on the number of customers already
waiting and the existing appointment load. Customers who could not be accommodated that day
were redirected to a future appointment rather than waiting indefinitely. As a result, fewer walk-in
customers remained in the lobby, reducing visible wait times without increasing overall service
capacity. By adding appointments when staffing allowed and triaging walk-in customers, offices
better matched customer demand to available resources, smoothed fluctuations in workload, and
reduced excessive wait times for customers who could be served.
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Walk-in customers who could not be served during their first visit expressed frustration. There is no
way to capture the number of deferred walk-in customers or how or when they ultimately received
service. Offices continue to improve processes and identify the best ways to serve customers
despite increased absenteeism and staffing reductions. Chart 4 illustrates the statewide
distribution of customers served and the average initial wait time by appointment versus walk-in,
by month. In June, 64% of customers were served by appointment, compared to 41% in June 2025.

Chart 4. Wait Time by Appointment vs Walk-in, by month
Statewide Distribution of Customers Served and Average Initial Wait Time by
Appointment vs Walk-In, by Month
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Itis important to note that reported wait times do not fully capture the significant amount of staff
time dedicated to services such as re-examinations, oral examinations, knowledge tests, and drive
tests. These services often require extended staff support and vary considerably in duration,
making them less visible within traditional wait-time reporting metrics.

Table 2 below illustrates the average wait time customers without an appointment may experience
across locations with the longest average walk-in wait times during the second quarter of 2026.
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Table 2. Average wait time for customers without an appointment at the 10 driver licensing offices
with the longest wait times in Q2 2026 (Walk-in Only)

Average Walk-In Time at the 10 Busiest DLOs (Minutes)
DLO ‘ Average Initial Wait Time (Mins)

Mount Vernon 55
Everett 52
Smokey Point 33
Vancouver 31
Lynnwood 27
Seattle Queen Anne 26
Union Gap 23
Bellingham 22
Shoreline 19
Lacey 19

During the same quarter last year, REAL ID enforcement caused record wait times. As a result of
lower demand for enhanced credentials and offices employing strategies to control customer flow,
customers spent less time in offices this quarter compared to the same quarter last year.

e Statewide average initial wait time for service was 20 minutes less, a 56% decrease.
Customers spent an average of 16 minutes waiting in the lobby before being called to a
service counter.

e Statewide average customer experience time was 25 minutes less, a 55% decrease.
Customers spent an average of 20 minutes in the offices measured by the time between
check-in and transaction completion.

e Customers walking into the offices along the I-5 corridor spent an average of 22 minutes
waiting in the lobby before being called to a service counter. These offices represent the
higher wait times that customers in metropolitan offices along the |-5 corridor experienced.

e Customers walking into the offices along the |-5 corridor spent an average of 29 minutes in
the offices for their total experience time.

Data Note: Time measurements have been rounded to the nearest minute.

Chart 5 below shows the two components of customer experience time, wait time plus
transaction time, by month from January 2024 through June 2026 for customers who walked into a
driver licensing office without an appointment.
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Chart 5. Statewide average wait time and transaction time (Walk-in Only)
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Chart 5 Note: Wait time data reflects customers who check in for service. It does not account for those turned away at
the door or who exited the line before signing in.

Chart 6 below shows the two components of customer experience time, wait time plus

transaction time, by month from January 2024 through June 2026 for customers who scheduled an
appointment at a driver licensing office.
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Chart 6. Statewide average wait time and transaction time (Appointment Only)

Appointment Only
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Chart 6 Note: Initial Appointment Wait Time Average reflects from check-in to first service counter visit for customers
with an appointment. Appointment Transaction time is typically higher than walk-ins due to type of service completed.

Enhanced Driver License and Enhanced ID Demand

As of July 1, 2026, 2.56 million Washington license and ID card holders have EDLs/EIDs,
representing 37% of the total active cardholder population.

This quarter, about 108,000 customers received their original EDL/EID, a 55% decrease from the
same quarter of 2025. An original EDL/EID application takes up to five minutes longer to issue than
a standard driver license renewal and can only be obtained in person at a driver licensing office.

Forty-three percent of the original EDLs/EIDs issued this quarter occurred outside the customer’s
renewal cycle. These customers likely made a special trip to a driver licensing office specifically to
upgrade to an enhanced license or ID card.

Chart 7 below shows the volume of original EDL/EID documents and the percent of the total
volume of driver licenses and ID cards issued by quarter beginning January 2023.
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Chart 7. Comparing Issuance of Enhanced and Standard Credentials
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Chart 7 Note: All Issuance Transactions in above chart include original, renewal, duplicate and replacement driver
licenses and identification cards.

Percent of Total Issuances
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