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Driver Licensing Transactions – Business Volumes

Transaction  Outturn 
2006-07

Forecast 
2007-08

Forecast 
2008-09

Group 1 Licences (cars, motorcycles etc.)

Ordinary First Licence (Provisional) 29,620 30,000 30,000

Exchange of Surrendered Licence 3,796 3,927 3,000

Conversion of Provisional to Full 27,191 25,000 22,000

Replacement / Duplicate Licences 19,155 19,000 19,000

Name and address changes 19,720 21,000 20,000

Renewals to over 70s 21,229 23,000 20,500

Medical Renewals 4,815 4,200 3,600

Expiry / Optional Renewals 147,435(1) 100,000(1) 50,000(1)

Group 2 Licences (minibus, bus, lorry)

Vocational First Licence 1,380 1,500 1,500

Conversion of Provisional to Full 2,047 1,615 1,500

Replacement / Duplicate / Exchange 
Licences

2,549 2,335 2,200

Name and address changes 1,680 1,440 1,200

Renewal Licences 6,044 6,000 6,000

Digital Tachographs

Driver Cards 3,803 7,264 4,635

Company Cards 507 1,025 654

Workshop Cards 43 31 31

Control Cards 75 80 80

(1)	The period of validity of a driving licence changed from 3 years to 10 years in 1985. This leads to a 3-year peak renewal 
period each mid-decade – in this case 1/1/05 to 31/12/07.
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ROAD TRANSPORT LICENSING 

Road Transport Licensing accounted for some 10% of the Agency’s total business.

During the year, preliminary work continued towards introducing changes emanating from 
the review of taxi regulation in Northern Ireland and one of the key elements of this will be 
the introduction of taxi operator licensing.  Another major review, namely of the regulation 
of the local road freight industry, is also under way.  Both of these will require new primary 
legislation.

Road Transport Licensing – Business Volumes

Transaction  Outturn 
2006-07

Forecast 
2007-08

Forecast 
2008-09

PSV Licences
Taxi
Omnibus
Taxi Plating

9,899
2,037
9,899

10,000
2,500

10,000

10,000
2,500

10,000

Taxi Driver Licences 4,728 4,300 4,300

Road Service Licences
Operator Licences
Vehicle Licences

154
2,331

145
2,400

145
2,400

Freight Operator Licences 335 450 500

Freight Vehicle Licences 6,910 6,700 7,000
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Road Transport Licensing Division’s Performance

All of the performance targets for 2006/2007 were exceeded.

Functions Targets 2005-06 2006-07
Result

2006-07
Proposed

Target
2007-08

Road Freight 
Vehicle 
Licences

To dispatch x% of 
licences in y working 
days from receipt of 
the application

Target
95% in 
6 days

Outcome
98%

Target
95% in 
6 days

Outcome
98%

Achieved

Target
95% in
6 days

Taxi Plating To dispatch x% 
of taxi plates in 
y working days 
from receipt of all 
documentation

Target 
96% in 
6 days

Outcome
96%

Target
96% in 
6 days

Outcome
98%

Achieved

Target
96% in 
6 days
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CITIZENS’ CHARTER

We have always been committed to the ethos of the NICS Customer Service Principles and 
to achieving continuous improvement in the quality of service provided. The standards of 
service achieved throughout 2006/07 exceeded those that customers could expect under the 
Customer Service Principles. The level of service that our customers can expect, along with 
advice on making a complaint should the quality of service fall below the expected standard, 
is clearly set out in our Statement of Charter Standards and our Customer Services Guides. 

During the year the Agency dealt with 274 complaints and 83 compliments were received. 

The Agency received 1,220,413 telephone calls last year, and answered 46% of calls within 
target.

The 2006 Customer Satisfaction Survey showed a 93% level of satisfaction (97% for RTLD) 
with the services delivered. We are reviewing those areas where improvement could be 
expected with a view to improving service delivery.

CHARTER MARK

The Agency once again retained the prestigious Charter Mark Standard for Customer Service 
Excellence. A two day assessment was carried out in December 2006 by Charter Mark 
Assessment Services. This involved a thorough inspection of the evidence provided as well 
as interviews with staff and customers in several locations. In addition to the Charter Mark 
accreditation the Agency was awarded seven ‘Best Practice’ ratings in the following areas;

•	 Consulting people in a variety of ways and regularly reviewing results for effectiveness 
and reliability.

•	 Consultation directly affecting the organisations services.

•	 Working with other providers to actively provide a co-ordinated service.

•	 Ensuring services are easily accessible to everyone.

•	 Making the most of technology to improve services and value for money.

•	 Benchmarking cost effectiveness measures against similar organisations.

•	 A commitment to contribution to the wider local community.

4.4 	 Citizens’ Charter & Customer 
	 Service
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