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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.  

tel:360-902-3900
tel:360-902-3900
https://dol.wa.gov/about/access-and-inclusion/accessibility
mailto:ada@dol.wa.gov
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The Department of Licensing (DOL) 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. 

Report Updates 
The Driver Licensing Office Workload report has been updated to improve clarity, flow, and 
usefulness. Most notably, with REAL ID enforcement underway for nearly a year, the sections on 
preparing for REAL ID enforcement have been retired. The revised format focuses on current 
operations, workload, and comparative data, and removes older or less relevant material so 
readers can find the most important information quickly. 

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 and persistent high demand for original 
enhanced credentials have resulted in significant operational pressures.  

• Staffing levels in driver licensing offices reached the lowest point in nine years. 
• The number of customers served in driver licensing offices increased 3% from last quarter. 
• Walk-in wait time at our busiest office increased by 9 minutes this quarter, averaging 54 

minutes.  
• The number of total cardholders with an enhanced driver license (EDL) or ID card (EID) 

increased from 34% last quarter to 36% this quarter.   

Driver Licensing Operations 

Licensing office staff levels have reached their lowest point in nine years, with 340 allotted FTEs 
statewide (see Chart 1). Staffing reductions and managing unplanned employee absences have led 
to more frequent day-to-day office closures than the DOL has previously experienced. Historically, 
lower staffing levels and high customer volumes have led to an increase in unplanned absences 
and protected leave. While planned and unplanned absences are assumed, driver licensing offices 
are experiencing absences above normal. During this quarter, 14 driver licensing offices 
collectively had 143 days where 50% or more of their employees were absent (planned and 
unplanned) and relief from another office was unavailable, forcing offices to primarily serve 
customers with appointments and redirect walk-in customers to online services, a future 
appointment, or another office.   

Chart 1 below shows the overall driver licensing office staffing levels by quarter from Q3 2017 to 
Q1 2026. 
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Chart 1. Driver Licensing Office Filled Positions 

The same staffing reductions also led to the 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. Funding for a second DOL2Go team was provided in the 2026 supplemental 
transportation budget to increase services to rural communities and lessen the impact on 
underserved populations. 

The Kelso driver licensing office, which permanently closed in December, has been holding 
DOL2Go events twice weekly while a new full-time office location is renovated.  The new full-time 
office is expected to open within 12–18 months. 

Alongside staffing reductions and business model changes, new commercial driver license (CDL) 
issuance processes to meet federal requirements were implemented. These updates have 
increased average service times by 1.9 minutes per CDL transaction. 
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Transaction and Customer Volume 

This quarter, 745,000 transactions were conducted through a combination of in-person, online, 
mail, DOL2Go, and phone services.  Driver licensing offices and DOL2Go served 493,000 in-
person customers, accounting for 66% of transactions.  

• Driver licensing offices served 43,000 fewer in‑person customers compared to the first 
quarter of 2025 (see Chart 2). 

• As a result, customers who walked in for service experienced lower wait times for service 
compared to the first quarter of 2025 (see Table 1). 

• 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). 

• DOL2Go served over 3,200 Washington residents and issued 2,500 driver licenses and ID 
cards at 51 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 
first quarter of 2026 to 2025. 

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

Workload in Quarter 1 (January - March) CY 2026  CY 2025  

Customers Served in DLO   471,088    514,704  
January       154,926        179,712  
February       142,016        145,362  
March      174,146        189,630  

Enhanced - Originals Issued   126,960    130,660  
January         42,833          37,912  
February         39,496          34,772  
March        44,631          57,976  

Initial Walk-In Wait Time Average (minutes) 1           20           25  
January                 17                  12  
February                 20                  25  
March                23                  38  

Customer Walk-in Experience Time Average (minutes) 2            27             33  
January                 24                  19  
February                 27                  33  
March                31                  47  

Initial Appointment Wait Time Average (minutes) 3             9             7  
January                    8                     5  
February                    9                     7  
March                   9                  10  

Customer Appointment Experience Time Average (minutes) 4              17             17  
January                 17                  13  
February                 17                  17  
March                18                  20  

LSRs in Service - Daily Average 5          234           309  
January               239                309  
February               220                308  
March              242                309  

 

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  

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  

Starting in the second quarter 2026 and through 2027, the number of customers requiring an in-
office renewal is estimated to increase by 61% (318,726 more customers) compared to 2025, 
coinciding with a 25% staff reduction. The surge in renewals is a residual impact of the transition 
from a 5-year to a 6-year renewal cycle that began in 2014, along with pandemic waivers 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 first quarter of 2026, and estimated transaction volumes 
from the second 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 

Appointment & Walk-in Wait Times 

Appointment customers are prioritized and served as close to their scheduled time as possible, 
while walk-in customers are served on a first-come, first-served basis as time allows between 
appointments.  

Driver licensing offices have implemented quality improvements to increase appointment 
availability and maximize their limited capacity. Customers who cannot be served due to high 
demand are offered options such as a future appointment, resources for online services or, in 
urgent cases, given a walk-in ticket to wait.  

Wait times for walk-in customers are expected to remain elevated through calendar year 2027 due 
to the high volume of customers required to renew in person, as explained in the Renewal Volume 
section above. 

Table 2 below illustrates the average wait time customers without an appointment may experience 
across DOL locations with the longest average walk-in wait times during the first 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 Q1 2026 (Walk-in Only) 

Average Walk-In Time at the 10 Busiest DLOs (Minutes) 
 DLO Average Initial Wait Time (Mins) 
Everett 54 
Mount Vernon 47 
Bellingham 41 
Vancouver 40 
Union Gap 34 
Federal Way 29 
Seattle Queen Anne 28 
Lynnwood 27 
Shoreline 23 
Smokey Point 22 

 

This quarter, customers visiting driver licensing offices spent less time in offices compared to the 
same quarter last year, largely due to lower customer volumes than in the same quarter last year.  

• Statewide average initial wait time for service was 4 minutes less, a 20% decrease. 
Customers spent an average of 16 minutes waiting in the lobby before being called to a 
service counter.  

• Statewide average customer experience time was 6 minutes less, a 21% decrease. 
Customers spent an average of 23 minutes in the offices measured by the time between 
check-in and transaction completion. 

• Customers walking into the offices along the I-5 corridor spent an average of 23 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 I-5 corridor experienced.  

• Customers walking into the offices along the I-5 corridor spent an average of 31 minutes in 
the offices for their total experience time.  

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

Chart 4 below shows the two components of customer experience time, wait time plus 
transaction time, by month from January 2024 through March 2026 for customers who walked into 
a driver licensing office without an appointment. 



11 | P a g e  
January – March 2026 
Driver Licensing Office Workload 
 

Chart 4. Statewide average wait time and transaction time (Walk-in Only) 

Chart 4 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 5 below shows the two components of customer experience time, wait time plus 
transaction time, by month from January 2024 through March 2026 for customers who scheduled 
an appointment at a driver licensing office. 
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Chart 5. Statewide average wait time and transaction time (Appointment Only) 

Chart 5 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 April 1, 2026, 2.47 million Washington license and ID card holders have EDLs/EIDs, 
representing 36% of the total active cardholder population  

This quarter, about 127,000 customers received their original EDL/EID, a 3% 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.  

Fifty-five 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 6 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 2021.  
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Chart 6. Comparing Issuance of Enhanced and Standard Credentials 

Chart 6 Note: All Issuance Transactions in above chart include original, renewal, duplicate and replacement driver  
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