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STATE OF CALIFORNIA
e Department of Motor Vehicless

DMV Services and Operations

Our Core Functions

Our Support Functions

Issue Driver Licenses & ldentification Cards

Budgets, contracts, procurement, HR,

Administrative Services ¢ iiec ' mail printing

Issue Vehicle Titles and Registrations

Revenue Collection $14B

Promote safety via the Driver Safety Program

Information Technology

. Program, installation, and maintenance
Services

Regulate the Motor Vehicle Industry
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Conducts auditing, monitoring, inspecting,

Enforcement Services and investigating

Enterprise Risk Independentassessment of risk

management, enterprise planning,
Management auditing, and privacy.




DMV at a Glance e
i = -
221 9600+ 173 6.646

Locations Employees Auto Clubs Business Partners

o8 = & 121

36M 34M 14M $14B

Registration Licenses & ID Cards Total Transactions Revenue Collection
Transactions
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DMV at a Glance

Q Driver Safety: ﬂ Driver Safety: a Driver Safety:
61K 102K 6.9K 7 8M

DUI APS Impairment Negligent Operator Motor-Voters Served
Cases Cases Cases
L 4 =
Employer Pull Notice Occupational Licensing Occupational Licensing Occupational Licensing
1.9M 39K 77K 17K
Notices Provided Entities Individuals Dealers
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Our Delivery Channels

Transactions by Channel

Kiosk/SSK
6%
Headquarters
14%
Field Office
23%
Business
Partners
Internet 12%
37%
Auto Clubs
IVR 7%

1%

74M Transactions
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Revenue by Channel

RPANVFO
1.2% Kiosk/SSK

6.0%

Headquarters
0,
14.9% Field Office
18.6%
Internet
28.8% Business
Partners
21.8%
ol\ﬁ/ Auto Clubs
a0 8.3%

$14B in Revenue




Transformation vision driven by

Obsessing over our customers

Creating best experience for our employees
Building partnerships

Challenging the status quo

Focusing on the social good

"A good plantoday is better than a perfect plantomorrow"
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The SOEL of Our Business and Tech Transformation

Championing transition “for now” and “for the future”

S O E L

Stabilize Optimize Evolve Lead/Innovate

Process, people, tech,
policy optimizations,
quicker alternatives

00RO

Safety Economic Equity Climate Action
Development
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Digital gov services cycle and the DMV roadmap

Generative Al

Emotion Al
Design Systems

Innovation Ecosystems

Human Centered Al Digital Twin
Machine Customers

Selfintegrating Applications
Partner Ecosystem
Management Platforms

Multiexperience :
Identity Wallets LCAP in Government
—

: - "
Customer Journey Analytics Bged Computer Vision

()
&
4
..
.,
)

Business Ecosystem Modeling

EXPECTATIONS

Metaverse

Identity Verification in Government

Influence Al

ntelligent Document Processing
Q

o Dxp

Predictive Analytics
in Government

- AP| Marketplaces | As of July 2023
Innovation Peak of Inflated Trough of Slope of Plateau of
Trigger Expectations Disillusionment Enlightenment Productivity
TIME

Plateau will bereached: O <2yrs. O 2-5yrs. @ 5-10yrs. A >10yrs. & Obsolete before plateau
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Transforming our business with Al

Customers

Employees/Partners

STATE OF CALIFORNIA
oemmormmmg
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Front 2 e
Office Service  Multilingual  Mobile Remote Spatial  Virtual Field  Mobile ~ Commercial
Advisor In- Drivers |dentity Intelligence Office Technician  Drive Test
person Inter License Proofing for traffic Assist
preter analytics
Back @ ) Q
Office
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Omnichannel Al Proctored Digital
Smart Tests Mailroom
Assistant

Human
Centered
Al (ELP)

Intelligent
Document
Processing

Scheduling
Optimization

Intelligent
Automation

Electronic
Notices
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Piloting more transformative ideas..

Customers Employees/Partners
L‘l
Front (& -
Office Title claims on DMV  Disabled Placard Hyperautomation for
Blockchain Wallet with Verifiable Contact Center
Credentials Workloads
Back
Office
Al for
Customer
Contact

Analytics
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Intelligent Automation in Action

M0 S

5" | >364k | >12.8M

Use Cases Deployed i Tech Hours Saved i Transactions Processed

————————————————————————————————————————————————————————————————————————————————————————————————————————————

19 32 4

Workflow based Use Cases i Bot Based Use Cases i Al / ML Use Cases

* 10 use cases end of life/fully realized | Data current as of 2/2/2024

V.
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> 5.7M

Sheets of PaperSaved

> S17.0M

Cost Avoidance
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Traditional Al Patterns in play

1:1 Photo
) matching

Conwersational O

Fraud Detection Interface

Decision Intelligent

Augmentation Document
Processing

Prescreening L ) Security
L Online Incident Event

Requests Management

Finger Print
Matching

Remote Identity D
Verification
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Capabilities and Use Case Trends
(Courtesy: Gartner and Microsoft)




Traditional Al models are trained extensively and
deliberately to optimize them for a particular task

3
a

TASKS

INDIVIDUAL
MODELS

TRAINING DATA



Books

Documents

Chat

News

Internet

Pre-training

\

(@

©

s

Foundation model

Question &
answering

Sentiment
analysis

Named entity
extraction

Classification

Summarization

Translation




Generative Al

offers powerful
capabilities to

help

government
agencies
accomplish
their missions

Jo=
Jo=

Content generation

Creating a human-like output, including textual, visual, or
multimedia content, based on input data or natural
language prompts

Summarization

Extracting key themes and insights from a longer piece of
text, including answering natural language queries

Semantic search

Going beyond traditional keyword matching by
understanding the meaning behind a query and
retrieving relevant search results that are semantically
related to the user's intent

Code generation

Generating code based on a prompt, translating code
from one language to another, or reviewingand improving
existing code



Expanding the output of Al Systems

Symbols

Lifetime value score, intents, risk
levels, “turn left,” image category,
emotion type ...

Mostly Generate
Today Al Systems »

Expand to Generate
Emerging Al Systems 4

@ o H B E

Source: Gartner
756059 C




Human Involvement with Gen Al

_

Domain/Creative Expert User Sets the Parameters
Collaborates With Al for Production
Machines Assist Users Creation of Individual Machines Produce Content Artifacts, Such
Artifacts or as Part of the as Text, Images, Videos or Sound. Humans
Wider Creative, Engineering and May ‘Seed’ Variation Upfront Into the Creation
Production Process. Process, but Not Typically During.
Low Volume High Volume
Creative Co-pilot Artifact Factory
Turn-Taking With Al Seed Initial Conditions

Source: Gartner
756058 C



GenAl Use-Case Prism for Government Contact Centers

Policy Virtual Assistant Contact Center Virtual Assistant

Step-by-Step Services
Multilingual Contact Center

Policy Virtual Assistant

Contact Center
Contact Center : .
Change Modeling Sentiment Analysis

Natural Language . Call Summary
Ad Hoc Reporting N, ~ -

File Noting
Unattended Mailbox Monitor

Contact Center Chatbot

Call Comparison

Feasibility

Source: Gartner

197822 G



GenAl Use-Case Prism for Human Service

Case Manager Training
Explainable Al for Interaction Summary
Multilingual Case Management ynthesizing Policy and Case Reference
Policy Bot for Field Office Staff e i cidariie
ntegrated View of a Recipient

Case Manager Virtual Assistant
Social Services Sentiment Analysis

FOI Support
Personalization of Complex Natural Language Reporting
Interventions

Case Comparison and Review
Customer QnA Chatbot

riage of Protective
Referrals

Feasibility

Source: Gartner
797823 C



And now.. Al at the DMV

(Courtesy: all innovative minds at the DMV)
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LLM Use Cases Contemplated
s [sowion  Jusecwe  Jopesve | Newes

1. Reduction in non-talk time (P)
Contact Center Agent CSD SMVT Queues: Simplify customer call center job 2. Reduction in AHT (P)
1. : -Micro call centers functions, improve customer service,
el -MVR helpline and reduce response times 8 e EEAT (L
P P ' 4. Reduction in Repeat callers (L)
Expand automated customer service 1. Improved call deflection rate (70% today)
: : : , capabilities to deflect calls and improve 2. Increase C-SAT
SO e TS Wil 1915 C-SAT with Miles 3. Improve operational efficiency — measure?
2 I(_Z(z)vr\:v'\élfs";iec?rgcg&A Bot FEE e s Db R Significantly improve self- ; Einzﬁﬁ;ﬂt;glﬁggdr\lllif: g;e g)?ﬁﬁeza;fom lex
and response. Lookup status for 9 y Imp L : Pa P P
DL VR COA etc serve capability by providing gueries)
o I highly personalized contextual
responses
Reduce search time and improve 1. Employee rating before and after
3 Policy Guru FOD and CSD Employee Search acCUracy of response P 2. Ease of adoption on a 1-10 scale
’ y (Memos/Manuals) & support docs y P 3. Adoption rate
4. Escalations to supervisors
. . . Improve employee self-service by 1. Call deflection rate
S T S opening a chat channel integrated with 2. C-Sat
4  Service Desk Co-Pilot emp_onees who currently call the IT an Automated remediation workflow in
service desk
SNOW
Legacy (Assembler and COBOL : 1. Catchup on a delayed project
5 Code documentation code understanding and Eidﬁlzzg&?;a?%zu;fi?:anon effort for 2. Reduce risk of missed requirements and
documentation) business rules
Call-center Notes 1. Reduction in periodic QA time
6 o Call transcription summarization QA rating and training of the agents 2. Employee engagement survey around feedback

summarization .
and training
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“The State” of affairs
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DEPARTMENT OF MOTOR VEHICLES

California Al Exec Order Summary (generated by Copilot)

The California Al Executive Orderis a directive issued by Governor Gavin Newsom on September 6, 2023, to prepare the state for the

development, use, and risks of generative artificial intelligence (GenAl)technology!. GenAl is a type of Al that can create novel content, such
as text, images, audio, or video, based on a given input or goal?.

The main objectives ofthe executive order are:
« To performajoint risk-analysis of potential threats to and vulnerabilities of California’s critical energy infrastructure by the use of GenAl*.

- Toissue general guidelines for public sector procurement, uses, and required training for application of GenAl, based on the White
House’s Blueprint for an Al Bill of Rights and the National Institute for Science and Technology’s Al Risk Management Framework?,

 To provide Al training for state government workers and develop a framework to analyze GenAl’s impacton vulnerable communities?.

+ To leverage the state’s procurementpowerto promote trustworthy Al principles, such as fairness, equity, transparency, accountability,
and human dignity?3.

» To collaborate with world-leading GenAl research institutions, such as the University of California, Berkeley and Stanford University, to
advance the state’s innovation and leadership in GenAl*4.

« The executive orderis a proactive and responsible approachto harness the benefits and mitigate the risks of GenAl, which is considered
a potentially transformative technology for society and the economy=. The executive order also recognizes California’s role as the global hub
for GenAl innovation and aims to maintain its competitive edge while ensuring ethical and trustworthy Al practices®.

1 gov.ca.gov 2 cdt.ca.gov 3 bing.com 4 brookings.edu 5 news.bloomberglaw.com 6 politico.com
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https://news.bloomberglaw.com/artificial-intelligence/californias-gavin-newsom-signs-executive-order-on-ai-risks
https://www.gov.ca.gov/2023/09/06/governor-newsom-signs-executive-order-to-prepare-california-for-the-progress-of-artificial-intelligence/
https://cdt.ca.gov/technology-innovation/artificial-intelligence-community/genai-executive-order/
https://bing.com/search?q=California+AI+Executive+Order+summary
https://www.brookings.edu/articles/california-charts-the-future-of-ai/
https://news.bloomberglaw.com/artificial-intelligence/californias-gavin-newsom-signs-executive-order-on-ai-risks
https://www.politico.com/news/2023/09/06/newsom-signs-executive-order-preparing-california-for-ai-00114249
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Resources

Federal

eBlueprint for an Al Bill of Rights (The White House)

e Algorithmic Discrimination Protections (The White House)

eExecutive Order on Safe, Secure, and Trustworthy Artificial Intelligence (The White House)

Advocacy and Industry
e Al Risks (Center for Al Safety)
*Work Trend Index | Will Al Fix Work? (microsoft.com)

California
*GenAl Executive Order - CDT (ca.gov)
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https://www.whitehouse.gov/ostp/ai-bill-of-rights/
https://www.whitehouse.gov/ostp/ai-bill-of-rights/algorithmic-discrimination-protections-2/
https://www.whitehouse.gov/briefing-room/statements-releases/2023/10/30/fact-sheet-president-biden-issues-executive-order-on-safe-secure-and-trustworthy-artificial-intelligence/
https://www.safe.ai/ai-risk
https://www.microsoft.com/en-us/worklab/work-trend-index/will-ai-fix-work
https://cdt.ca.gov/technology-innovation/artificial-intelligence-community/genai-executive-order/

STATE OF CALIFORNIA
DEPARTMENT OF MOTOR VEHICLES

Some men see things as they are
and ask why. Others dream things
that never were and ask why not.

George Bernard Shaw
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Value Proposition - ML for decision augmentation

Use of ML (BERT, LLM) to reduce analysis time for specialized license plates

Model Versioning and Policies

Human and Machine Disagreement

Restarting the Process at the Same
Failure Point

Partial Processing

o Audit Log

© Copy right 2022, California DMV. All rights reserv ed.

Training Model Based on DMV Policies: Machine learning models are trained based on
CA DMV's policies, and the system allows tore-train of the model when policy changes
or a new policy is added. Also, the system enables tracing back to a model version
based on a policy at any time.

GPT 4.0 provides explainable rejection reasons spanning multiple language profanities

Feedback Loop: The machine will be re-trained when there is a disagreement between
the human and machine on order approval and denial.

No Human Intervention or Manual Work: When a failure occurs (e.g.: system up normal
termination), the system will automaticallyrestart (based on the scheduler) and start the
processing at the same failure point.

The system has built-in capabilities to identify the partially processed order file and re-
process themif there is any.

Complete Traceability for Business: Businesses can get a consolidated view of
personalized license plate orders and MLOps recommendations by a given daterange.
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ELP Automation sy

ML Processed by Quarter ML & Human

Agreements vs. Disagreements

8,542

42,196

X
o
o
=)
o
40,157

11,481

® ML /Tech Agreement ML / Tech Disagreement
Q1-2023 Q2-2023 Q3-2023 Q4-2023 Q1-2024

Tech Denied
Disagreements vs. Agreements

Request by source

17,766 16,084

493

8,099

® Field Office = Online Auto Clubs / Others ® ML Denied / Tech Denied ML Approved / Tech Denied
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