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1. Respectfully submit the Minutes for the May 27, 2009 Cabinet meeting. 
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2009. 
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Recommended. 
 

4. Respectfully submit Collier DOJ Settlement 
 
Attachment #4. 
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 http://www.hsmv.state.fl.us/agenda 
 

http://www.hsmv.state.fl.us/agenda�






























Annual 
Performance 

Report
Fiscal Year 2008-2009

Electra Theodorides-Bustle 
Executive Director



Florida Department of Highway Safety and Motor Vehicles: Annual Performance Report 2008-2009 2

August 2009

I am pleased to present the Florida Department of Highway Safety and Motor Vehicles’ Annual Performance Report 
for fiscal year 2008-2009. The report details progress in achieving legislatively mandated performance measures and 
highlights key initiatives and performance achievements for the past fiscal year.

This year we celebrate our proud history as we continue to lead the way to a safer Florida.  The Department cel-
ebrates 40 years of service, while the Florida Highway Patrol celebrates 70 years of service. In 1969, the Department 
of Highway Safety and Motor vehicles was formed out of the reorganization of state government agencies. The 
Department of Public Safety and the Department of Motor Vehicles became the Department of Highway Safety and 
Motor Vehicles. FHP was formed in 1939, when the Legislature authorized 60 officers to patrol public highways and 
to enforce all state laws governing traffic, travel, and public safety upon the highways.  

During the 2008-2009 fiscal year Florida faced significant challenges, but with the dedication of over 4,500 Depart-
ment members and the support of Governor Crist, the Cabinet, and the Legislature we were able to continue to 
provide critical services that the citizens and visitors of Florida depend on each and every day.  We advanced many 
key initiatives that support our mission and vision such as:

 We focused on proactive safety education to improve driving behavior: developing Ride Proud/Dress Loud 
motorcycle safety campaign; launching the first of its kind teen website at www.takethewheel.net; and creat-
ing the Florida Trip Tips booklet and the Safety First website for one stop highway safety information.  Most 
importantly, the number of deaths per 100 million miles traveled decreased to 1.5 last year - the lowest the 
state has ever reported and less than half the fatality rate of 1986.  This is the first time there have been less 
than 3,000 traffic fatalities in Florida since 2000.

 We used technology to professionalize and streamline operations: updating our website for easy use at 
www.flhsmv.gov; implementing a new Performance Planning and Evaluation System that recognizes our 
members; and implementing an electronic queuing system in driver license offices to improve service times. 

 We focused on partnerships with our stakeholders: opening four driver license offices in AAA locations; 
increasing tax collector participation where offices were closed due to reductions; and co-locating in tax collec-
tor offices to provide road tests.  

 We focused on giving law enforcement the tools they need to protect our roadways and fight crime: equip-
ping Troopers with Chargers and Tasers; enhancing the Driver and Vehicle Information Database enabling a 
vehicle search with just a few known facts; and implementing scenario-based training that exposes recruits to 
reality based, non-lethal firearms training.

As we reflect on what has been accomplished, we look forward to meeting the highway safety and security needs of 
tomorrow.    

It is with great pleasure that I present to you the Florida Department of Highway Safety and Motor
Vehicles’ Annual Performance Report for fiscal year 2008-2009.

Electra Theodorides-Bustle
Executive Director

Message From The Director
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What We Believe…

Our Mission
Providing Highway Safety and Security through

Excellence in Service, Education, and Enforcement

Our Vision
A Safer Florida!

Our Values
WE BELIEVE IN:

Service by exceeding expectations;
Integrity by upholding the highest ethical standards;

Courtesy by treating everyone with dignity and respect;
Professionalism by inspiring confidence and trust;

Innovation by fostering creativity; and
Excellence in all we do!
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Facts and Figures 2008-2009 

Florida Highway Patrol 

364,502 unlawful speed citations

10,329 Driving Under the Influence arrests

8,048 felony arrests

217,084 crash investigations

372,103 written warnings issued

624 stolen vehicles recovered

35,710,934 miles patrolled

307,969 motorists with disabled vehicles received assistance

2,753 public safety presentations

Motorist Services

5,896,039 driver license and identification cards issued

3,340,953 driver license and identification cards issued 
by DHSMV

2,333,368 emergency contacts registered as of 6/30/2009

4,857,423 organ donors registered as of 6/30/2009

2,176,678 suspension, revocations, cancellations and 
disqualifications of driving privileges 

484,862 insurance suspensions issued

20,918,645 motor vehicle, manufactured home, and 
vessel registrations issued

4,901,295 motor vehicle, manufactured home, and 
vessels titles issued

13,223 dealer and manufacturer licenses issued 

7,547  motor vehicle and mobile home consumer 
complaints investigated

22% of driver license services completed by convenience 
services (internet, phone, mail)

16% of motor vehicles services completed by convenience 
services (internet, phone)
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Department History: Proud Past, Bright Future

 The 1905 Legislature passed an act requiring all vehicles 
“propelled by other than muscular power” be registered with 
the Department of State and pay a $2 registration fee.

 The 1911 Legislature authorized counties to issue automo-
bile tags and the function was abandoned by the state for 
the next six years.

 The 1917 Legislature established motor vehicle licensing 
and registration as a state function and placed this function 
with the State Comptroller.

 In 1921, previous motor vehicle laws were repealed and 
the licensing scale based upon the weight of the vehicle 
was established, the method still used today.  The state also 
abandoned two license plates in favor of one, to be attached 
to the rear only.  Sales of vehicles were to be recorded with 
the Comptroller, the beginning of the present title certificate 
system by which car ownership is recorded.  

 The 1927 Legislature took the tag and title functions from 
the Comptroller and created the Office of Motor Vehicle 
Commissioner; that official was appointed by the Governor 
for a four-year term.

 State law enforcement in Florida began on November 23, 
1931, when the Attorney General ruled that by an act of the 
1923 Legislature, the responsibility of enforcing laws enact-
ed to preserve the physical structure of the highways rested 
upon the State Road Department.  Twelve inspectors were 
hired for this detail.

 In 1939, the Florida Legislature created the State Depart-
ment of Public Safety, the birth of the Florida Highway 
Patrol.  The legislation authorized 60 officers to patrol the 
public highways, and regulate and govern traffic, travel, 
and public safety upon the public highways, with full police 
power to bear arms and arrest persons violating laws.  

 On November 1, 1939, the first FHP training school began 
in Bradenton with 40 students.

 In 1939, the first Florida driver licensing law was enacted.  
The law required everyone to obtain a driver license if they 
intended to drive, but no examination was required. The 
license fee was 50 cents per year.  The operations were 
housed in a one-room office.

 During the first full year of operation in 1940, the Patrol 
made 4,836 arrests and investigated 1,000 accidents.

 In 1941, driver license examinations were required for 
original licenses.  The license fee was increased to 50 cents 
per year for drivers under 18, $1 for operators over 18, and 
$1.50 for chauffeurs.  

 The first communications system was installed in January 
1943, and at that time there were only six FHP stations with 
radio service, but by the end of 1944, there were 13 stations 
in operation with mobile units in all cars.

 The Legislature required that beginning in 1952, license 
plates would show in bold characters the slogan, “SUNSHINE 
STATE.”  This continued through 1976 when the division went 
to the alpha-numeric license plate system and embossed the 
county name on each license plate.

 Prior to 1952, all FHP members were classified as Patrol-
men or Patrol Officers. That changed in 1952, when the new 
classification for members on the Patrol was Trooper. 

 An act authorizing the Director of the Florida Highway 
Patrol to establish an Auxiliary composed of volunteers was 
passed by the 1957 Legislature and was signed by the Gover-
nor.

 In July 1958, the Department of Public Safety held open 
house ceremonies at the new four-story Neil Kirkman Build-
ing in Tallahassee.

 The 1965 Legislature changed the name from the Motor 
Vehicle Commission to the Department of Motor Vehicles 
and placed under the control and administration of an ex-
ecutive board composed of the Governor and Cabinet.  

 In 1966, FHP celebrated the opening of the new training 
academy.  The new three-story building included two class-
rooms each with a capacity for 60 people. 

 In 1970, under central issuance, temporary driving permits 
were issued in field offices and all driver licenses were issued 
by computer from Tallahassee and mailed to the licensees.  
Applicants under the age of 18 were required to complete a 
driver education course to get a driver license.

 In 1972, the first computer terminals were installed in 
headquarters for on-line record inquiries.

 In 1973, computer terminals were installed in driver 
license field offices, central issuance ended, color photo-
graphic driver licenses were issued in the field offices. 

 In 1983, organ donor information is included on the driver 
license. The Department installed its first personal comput-
ers in driver license and Florida Highway Patrol offices along 
with dot-matrix printers.

 In 1985, two express renewal facilities opened in Eckerd 
drug stores in Pinellas County.

 In 1986, the first specialty license plate, ‘Challenger’ was 
signed into law.



Florida Department of Highway Safety and Motor Vehicles: Annual Performance Report 2008-2009 7

 In 1988, the Department’s Kirkman Data Center provided 
the computer and programming resources necessary for the 
State Division of Elections to accumulate vote totals state-
wide on election night.

 In April 1994, the Dial *FHP project was initiated to report 
drunk drivers, traffic crashes, stranded or disabled motorists, 
or any suspicious incidents occurring on Florida roadways.

 In October 1995, Florida’s first digital driver license was 
issued to Governor Lawton Chiles in Tallahassee.  

 In November 1996, the Florida Highway Patrol was origi-
nally accredited by the Commission on Accreditation for Law 
Enforcement Agencies, Inc. (national accrediting body).  

 In 2001, the Department implemented a web-based and 
telephone application for the renewal of motor vehicle/ves-
sel registrations and handicap parking permits.

Department History continued  In May 2002, the Florida Highway Patrol was accredited by 
the Commission for Florida Law Enforcement Agencies, Inc. 
(state accrediting body). 

 In 2003, the Florida Highway Patrol placed laptop comput-
ers, wireless modems and law enforcement software in FHP 
patrol vehicles.

 In 2005, Internet services were expanded to include ID 
card and driver license renewals; address changes for ID 
cards and driver licenses.

 In 2006, the minimum age for an identification card was 
lowered to age five.

 In 2008, driver license field offices began accepting credit 
cards.

 In 2009, a project was initiated to merge the Division of 
Driver Licenses and the Division of Motor Vehicles into a 
single Division – the Division of Motorist Services.
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Performance Measures

continued

	 07-08 	 08-09 	 08-09
	 Actual	  Actual	  Standard
Florida Highway Patrol			 
1. Florida death rate on patrolled highways per 100 million vehicle miles of travel	 1.57	 1.50	 1.70
2. National average death rate on highways per 100 million vehicle miles of travel	 1.36	 1.27	 1.50
3. Alcohol-related death rate per 100 million vehicle miles of travel	 0.61	 0.59	 0.64
4. State seat belt compliance rate	 81.7%	 Not available	 67.50%
		  at time of 
		  printing
5. Percent change in seat belt use	 3.3%	 Not available	 1.0%
		  at time of 
		  printing
6. Annual crash rate per 100 million vehicle miles of travel on all Florida roads 	 125	 123	 131
7. Number of crashes investigated by FHP	 221,475	 199,471	 200,361
8. Percent change in number of crashes investigated by FHP	 -4%	 -10%	 1%
9. Number of hours spent on traffic homicide investigations (1)	 171,181	 189,027	 156,284
10. Number of cases resolved as a result of traffic homicide investigations (2)	 1,824	 1,444	 1,728
11. Average time (hours) spent per traffic homicide investigation (1)	 92.88	 115.39	 90.44
12. Average response time (mins) to calls for crashes or assistance	 26.40	 25.61	 26.00
13. Number/percent of duty hours spent on preventive patrol by law 	 976,259 / 	 925,715 / 	 1,006,389/ 

enforcement officers	 39% 	 39% 	 41%
14. Number/percent of flight hours spent on aerial traffic enforcement by 	 1,855 / 	 1,632 / 	 1,195/ 

law enforcement pilots 	 59% 	 56% 	 50%
15. Number/percent of duty hours spent on crash investigations by	 355,698 / 	 316,296 / 	 326,447/

law enforcement officers 	 14% 	 13% 	 14%
16. Number/percent of duty hours spent on crash investigations by  	 19,174 / 	 15,576 /	 10,707/          

community service officers (3) 	 43% 	 39% 	 29%
17. Number/percent of duty hours spent on non-patrol support activities	 733,223 / 	 721,319 / 	 654,577/         

(law enforcement) 	 30% 	 30% 	 29%
18. Average time (hours) to investigate crashes (long form)	 2.31	 2.32	 2.17
19. Average time (hours) to investigate crashes (short form)	 1.33	 1.34	 1.35
20. Average time (hours) to investigate crashes (non-reportable)	 0.74	 0.71	 0.65
21. Number/percent of duty hours spent on law enforcement officer	 113,143 / 	 116,017 / 	 111,635/             

assistance to motorists 	 5% 	 5% 	 5%
22. Number of motorists assisted by law enforcement officers	 272,088	 276,543	 313,277
23. Number of training courses offered to FHP recruits and personnel 	 72	 67	 45
24. Number of students successfully completing training (4)	 1,213	 1,057	 1,224
25. Percent of recruits retained by FHP for 3 years after the completion of training 	 87%	 87%	 90%
26. Percent of closed criminal investigations which are resolved 	 91%	 87%	 80%
27. Number/percent of duty hours spent on criminal investigations (5)	 43,250 / 	 37,351 /	 56,199/         
	 48% 	 41% 	 60%
28. Number/percent of duty hours spent on professional compliance	 12,397 / 	 18,773 / 	 5,293/                

investigations (5) 	 14% 	 21% 	 6%
29. Number/percent of duty hours spent on polygraph examinations	 5,877 / 	 6,118 / 	 5,885/              
	 7% 	 7% 	 5%
30. Number/percent of duty hours spent on non-investigative support activities	 28,579 / 	 29,108 / 	 25,250/             

	 31% 	 32% 	 29%
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Performance Measures continued

continued

	 07-08 	 08-09 	 08-09
	 Actual	  Actual	  Standard
Motorist Services (Licenses, Titles, and Regulations) 			 
Driver Licensure			 
31. Percent of customers waiting 15 minutes or less for driver license service (6)	 84%	 89%	 50%
32. Percent of customers waiting 30 minutes or more for driver license service (6)	 5%	 3%	 35%
33. Average number of corrections per 1,000 driver records maintained (7)	 5.6	 6.5	 4.0
34. Number of driver licenses issued	 5,130,326	 4,930,906	 5,418,344
35. Number of identification cards issued	 1,044,072	 965,133	 852,315
36. Number of written driver license examinations conducted	 1,595,056	 1,626,333	 1,561,590
37. Number of road tests conducted	 537,000	 547,833	 492,055

Motorist Financial Responsibility Services			 
38. Percent of motorists complying with financial responsibility	 94%	 97%	 96%
39. Number of insured motorists	 11,713,387	 11,988,707	 12,180,000

Identification and Control of Problem Drivers			 
40. Percent of DUI course graduates who do not recidivate within	 86%	 86%	 86%

3 years of graduation
41. Number of driver licenses / ID cards suspended, cancelled, and invalidated	 2,048 / 	 1,822 / 	 2,356/                 

as a result of fraudulent activity (with annual percent change shown) (8)	 -24%	 -11%	 -27%
42. Number of problem drivers identified (9)	 2,262,998	 2,176,678	 1,866,461

Mobile Home Compliance and Enforcement Services			 
43. Ratio of warranty complaints to new mobile homes titled (10)	 1 : 179	 1:125	 1 : 154
44. Number of mobile homes inspected (11)	 7,302	 3,531	 14,800

Vehicle and Vessel Title and Registration Services			 
45. Percent of motor vehicle / vessel titles issued without error	 93%	 93%	 92%
46. Number of fraudulent motor vehicle titles identified and submitted 	 59	 42	 50

to law enforcement
47. Percent change in numbers of fraudulent motor vehicle titles identified 	 79%	 -29%	 3%

and submitted to law enforcement
48. Average cost to issue a motor vehicle / vessel title (12) 	 $2.50	 $2.82	 $2.12
49. Number of motor vehicle and mobile home titles issued (13)	 5,712,567	 4,718,683	 6,700,000
50. Number of motor vehicle and mobile home registrations issued	 21,111,938	 19,975,037	 21,446,037
51. Number of vessel titles issued (13)	 207,759	 182,612	 270,879
52. Number of vessel registrations issued	 1,013,423	 943,608	 1,046,445
53. Average number days to issue a vehicle title	 3	 3	 3
54. Ratio of inspections of rebuilt salvage motor vehicles failing the statutory	 1 : 5	 1:6	 1 : 8

and procedural requirement for rebuilt certificates of title to total inspections
of rebuilt salvage vehicles

55. Number of rebuilt salvaged motor vehicles inspected for vehicle identification	 25,066	 28,795	 36,319
numbers and odometer readings

56. Percent of dealer licenses issued within 7 working days upon receipt of	 99%	 99.8%	 99%
completed application

57. Number of automobile dealer licenses issued (all dealer types) 	 13,492	 13,223	 12,800
58. Ratio of taxes collected as a result of International Registration Plan and	 $1.06 : 1	 $1.15 : $1.00	 $1.73 : $1.00

International Fuel Tax Agreement audits to cost of audits (14)
59. Number of International Fuel Use Tax and International Registration Plans 	 339	 375	 350

accounts audited
60. Number of motor carriers audited per auditor, with number of auditors shown	 24 : 14	 30:9	 22 : 14
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Performance Measures continued

	 07-08 	 08-09 	 08-09
	 Actual	  Actual	  Standard
Executive Direction and Support Services			 
61. Agency administration and support costs as a percent of total agency costs/	 4.68% / 	 4.70% / 	 5.40%/       

agency administration and support positions as a percent of 	 6.18% 	 6.18% 	 6.42%
total agency positions 

62. Percent Florida Highway Patrol administration and support costs and	 1.31% / 	 1.29% / 	 1.41%/ 
positions compared to total Florida Highway Patrol costs and positions 	 1.16% 	 1.20% 	 1.18%

63. Percent Motorist Services administration and support costs and positions 	 2.06% / 	 2.02% / 	 2.13%/ 
compared to total Motorist Services costs and positions 	 1.93% 	 1.81%	 2.19%

64. Percent of customers who rate Kirkman Data Center services as satisfactory 	 99%	 99%	 90%
or better as measured by survey
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Justifications

 (1) Number of hours spent on traffic homicide investiga-
tions / Average time (hours) spent per traffic homicide 
investigation - The standard for successful prosecution 
continues to become more complex and challenging.  To keep 
up with these increased demands, the Florida Highway Patrol 
revised its Traffic Homicide investigation report format and 
investigative procedures.  These necessary changes require 
additional time be dedicated to fatality crash investigations.
(2) Number of cases resolved as a result of traffic homicide 
investigations - Florida has experienced a reduced number 
of fatal traffic crashes over the past year.  This has resulted in 
fewer such crashes being investigated by the Florida Highway 
Patrol and therefore, fewer cases resolved each quarter.
(3) Number/percent of duty hours spent on crash investi-
gations by Community Service Officers – The Community 
Service Officer position description requires members spend 
most of their duty time investigating traffic crashes.    
 (4) Number of students successfully completing train-
ing - During fiscal year 08/09, the Florida Highway Patrol had 
to cancel several large classes for various reasons including 
hurricane and tropical storm activity. Some of these classes 
were not rescheduled during fiscal year 08/09.  Based on these 
large classes being canceled, the number of students success-
fully completing training declined.
(5) Number/percent of duty hours spent on criminal inves-
tigations / Number/percent of duty hours spent on pro-
fessional compliance investigations - The patrol separated 
professional compliance from the criminal investigative func-
tion in 2008.  The move established greater accountability and 
tracking of alleged cases of misconduct resulting in a more 
accurate depiction of numbers of complaints and workload.  
(6) Percent of customers waiting 15 minutes or less for 
driver license service / Percent of customers waiting 30 
minutes or more for driver license service -  The continued 
improvement is the result of a combination of factors, includ-
ing technology, training and staffing. Customers are continu-
ing to use the Online Appointment Service and Information 
System (OASIS) to schedule appointments and are taking 
greater advantage of services offered through the internet.  
(7) Average number of corrections per 1,000 driver re-
cords maintained - Many of the errors made on the driver’s 
record, which subsequently require a correction, are com-
pleted or reported by other outside agencies (courts and 
other state motor vehicle agencies). The Department, through 
a DOT grant, is working with five clerks of court to identify 
causes of errors in the transmission of citation data and to 
propose solutions to decrease error rates. Quality assurance 
reviews have also revealed system errors. We have hired a 

consultant to document the business rules and provide a gap 
analysis. Two federal grants will partially fund system modern-
ization and data clean-up efforts.
(8) Number of DL/ID cards suspended, cancelled and 
invalidated as a result of fraudulent activity (with annual 
percent change shown) – This measure details possible driver 
license fraud when a customer reports their driver license or 
identification card may have been comprised.  This measure 
does not include fraud cases worked by the Florida Highway 
Patrol.  This measure does not capture all alleged incidents 
of fraud and may not be a reliable indicator of more or less 
fraudulent activity.   
(9) Number of problem drivers identified - The number of 
problem drivers exceeds the performance standard due to an 
increase in court related suspensions, such as failure to comply 
with court requirements on traffic citations (D-6 suspensions), 
child support suspensions, and financial obligation suspen-
sions. Problem driver is defined as a driver that has had a driver 
license suspended, revoked, cancelled or disqualified.  
(10) Ratio of warranty complaints to new mobile homes 
titled - The number of homes titled has decreased while the 
number of complaints has held relatively constant. The ratio 
variance is caused by the increase in number of complaints on 
out of state mobile home manufacturers that ship into Florida 
(77%).  The Department has been successful in decreasing the 
number of complaints on in-state manufacturers, however, 
the inspection of homes shipped into the state is outside the 
Department’s authority.
(11) Number of mobile homes inspected - Production in 
mobile/manufactured home plants has continued to decrease 
significantly due to reduced public demand and industry 
decline causing fewer homes to be inspected in plants. All 
required mobile home inspections are being met. 
(12) Average cost to issue a motor vehicle/vessel title - 
Fixed title costs (staff, forms, data processing, overhead, etc.) 
represents approximately 90 percent of all title costs. These 
costs remain constant regardless of the number of titles issued. 
Since fewer titles were issued, a higher average cost results.
(13) Number of motor vehicle and mobile home titles 
issued / Number of vessel titles issued - Title issuance has 
decreased due to lower consumer demand for the purchase of 
motor vehicles, mobile homes, and vessels.
(14) Ratio of taxes collected as a result of International 
Registration Plan and International Fuel Tax Agreement 
audits to cost of audits - Based on audit results, more carri-
ers are being found in compliance, and those carriers not in 
compliance are making installment tax payments rather than 
lump sum payments.
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Key Services 

On Line Services
 Check your driver license, insurance, social security number and vehicle registration status 
 Personalized license plate inquiry to check plate availability
 Check your teens’ driving record
 Check if you are eligible to take a driving course
 Request a vehicle title be printed and mailed to a vehicle owner
 Renew or replace your driver license, ID card, parking placard, or vehicle registration
 Register “ECI” Emergency Contact Information for law enforcement only access in case of an emergency
 Live crash and road conditions
 Locate a driver license, motor vehicle, or Florida Highway Patrol office
 Make an appointment for a visit to our driver license offices at “OASIS”
 Conduct vehicle registration and fuel use tax reporting services for qualified commercial carriers  
 Download driver handbooks
 Access to new on-line organ donor registry

On line educational resources:
 Learn about driver license and motor vehicle laws for new Florida residents and new drivers 
 Check for information about the latest highway safety alerts at www.FLHSMV.gov/safetytips/ 
 Teen-parents website: www.FLHSMV.gov/teens 
 Teen section: created by teens for teens about dangers of poor driving choices
 Parent section: guides them on how to teach their teen to drive and helps them understand Florida’s licensing laws.

 Florida Granddriver Program: educates drivers on aging and driving at www.Floridagranddriver.com/

Other services:
 Florida Licensing on Wheels (FLOW’s): 11 (5 buses, 6 miniFLOWs) mobile units that are actual Motor Services offices 
that can go anywhere in the community
 Identification card for children 5 years of age and older so that there is a digital photo at the fingertips of law en-
forcement if one is needed- any DL office can do this.  Also allows parent to enter ECI information for the child.
 Child passenger safety and occupant protection: agency personnel around the state will check child seats, teach 
individuals on proper installation, answer questions about Florida requirements, and assist in determining whether indi-
viduals qualify for low-cost seat or booster seat. Check out www.FLHSMV.gov/FHP/cps/


















