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lllinois’ Skip-the-Line Program Improving DMV Services
Appointment System & Online Services Create Efficiencies, Conveniences for Customers

A year after Secretary of State Alexi Giannoulias’ office introduced its Skip-the-Line
program, new data shows the multi-pronged approach designed to reduce wait times
has improved the customer experience at lllinois DMVs.

Launched last September, Skip-the-Line initiated an appointment-only system at the
state’s 44 busiest DMVs, including all Chicago and suburban facilities and 20 downstate
facilities. Since then, nearly 2.2 million lllinoisans have made in-person appointments to
renew or obtain a driver’s license or state ID. As a result, the “Time Tax,” or the amount
of time customers were forced to wait in lines for DMV services, has decreased
significantly.

Meanwhile, the Secretary of State’s office also enhanced and promoted its online
services, encouraging residents to renew their driver’s licenses or vehicle registrations
without having to visit a DMV. During the past year, more than 4.8 million transactions
were completed through the Secretary of State’s website and monthly transactions
increased by more than 20 percent. For services that require a DMV visit, an enhanced
appointment portal was developed to guide customers to the correct service and
appointment type they require.

“Our Skip-the-Line program started as an appointment system but has grown to become
a model of convenience and efficiency by leveraging new technology and enhancing
accessibility with expanded online services,” Giannoulias said. “We’ll continue to


https://youtu.be/rOIWW9d33uY

innovate and develop customer-focused solutions to make essential government
services even easier and faster to obtain.”

The office’s Help Line, which assists with appointment scheduling and questions, has
handled more than 1.1 million customer calls since Skip-the-Line started. During that

time, the average wait time decreased from 2 minutes and 22 seconds to 50 seconds,
despite an increase in the monthly average number of calls.

To reduce the number of appointment no-shows, the office implemented text message
notifications to remind customers of their upcoming appointments and allow them to
cancel, which has freed up additional appointments, especially in urban locations,
according to Government Technology magazine — “The Text That's Saving lllinois
DMVs Time (And Frustration).”

To make DMV services more accessible to seniors who may encounter difficulty making
an appointment online, the office opened four “Senior Only” walk-in centers located in
Bridgeview, Calumet Township, Evanston and Westchester. Since last September,
80,000 customers have received services at these dedicated centers.

The office continues to pursue additional opportunities to bolster the Skip-the-Line
program and make its DMV facilities as accessible as possible. For instance, utilizing a
data-driven approach, the office determined that customer demand across the state is
typically stronger during the first morning hour of facility operations than during the last
hour of evening operations. Based on this finding, the office is opening DMV facilities 30
minutes earlier at 7:30 a.m.
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