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Service Center Performance for March 2017 compared to

March 2016

e The RMV has been testing the new queuing system (QFLOW); both QMATIC and QFLOW ticket counts were

used to calculate wait times in March

QFLOW conversion date
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Service Center Volume

Customer Volume by Week 2017
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Customer Volume by Week 2016
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System-wide, volume increased by 1% (3k) compared to March of last year.
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System-wide Performance

Wait times by week 2017
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* Wait times improved over March of last year with an increase of customers waiting under 30 minutes from 66% in 2016
to 72% in 2017.
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Service Centers Comparison - Central Region Performance

Customer Volume by Week 2017
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In the Central Region, customer volume increased by 3% or 2.5k compared to March of last year.

massDO7T




Service Centers Comparison - Central Region Performance

Wait times by Service Center 2016
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Wait times by Service Center 2017
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The Central Region did not meet its service level target in March 2017.
Performance in the Central Region improved compared to March of 2016.
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Service Centers Comparison — Northeast Region

Customer Volume by Week 2017 Customer Volume by Week 2016
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Customer volume decreased by 7%, nearly 6k, compared to March of last year.
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Service Centers Comparison -

Wait times by Service Center 2017
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* Wait times improved in the Northeast Region compared to March of last year.
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Service Centers Comparison - Southeast Region

Customer Volume by Week 2017 Customer Volume by Week 2016
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Customer volume in the Southeast Region increased by 1% (1k) compared to March of last year.
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Service Centers Comparison - Southeast Region
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Attleboro, Martha’s Vineyard, and Nantucket served all of its customers under one hour.
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Service Centers Comparison - Western Region

Customer Volume by Week 2017 Customer Volume by Week 2016
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Customer volume in the Western Region decreased by 1% (1k) compared to March of last year.
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Service Centers Comparison - Western Region

Wait times by Service Center 2017 Wait times by Service Center 2016
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 The Western Region did not meet its service level target for March 2017.
* Wait times improved in the Western Region compared to March of 2016.
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RMV ATLAS Project Dashboard

April 4th, 2017

349 Calendar Days to Go Friday, March 23, 2018
Go Live, Monday, March 26, 2018
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Release 1 Driver’s Services Project is

Perfectly on track

Overall Assessment (Green-ish)

Current rating due to:

e Test Scenario Writing Started

* Environment Transfer to New Hardware behind schedule

* Disaster Recovery Plan approved by MassIT & moving forward

* Project Plan updated with additional Commonwealth-owned tasks
* Master Test Plan Finalized

* |dentification of High Level IT Events for March and April 2018

ATLAS - Overall Program Status _1_‘

Prior Current

April 4th, 2017

Project is running into issues
that will not likely impact cost,
scope, or schedule

Project has issues that
have impacted cost,
scope, or schedule

Plan Performance (Green)

Project is significantly
off track

Escalated Issues (Green)

 Escalated Decision Requests
* None
* Escalated Risks
* None
* Escalated Scope or Customizations
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Key Late Tasks:

e Environment Transfer to new Hardware — servers received late, not affecting schedule

* None
e Documentation Demonstration — Scheduling all interested parties
Program Actions (Yellow) .
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