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Citizen Service White Paper
of
Tainan Motor Vehicles Station

1.Introduction
Highway supervision affairs are closely linked with the public lives. Owing to being
responsible for service quality, our officers play an important role and have been crucial in
the shaping of government image. To carry out and reinforce citizen service task, we are
keen to work out all possible measures to make service more convenient for the public, to
provide comfortable working environment, and to make use of modern devices and
networks to improve our service quality and to raise satisfaction for both external and

internal customers.
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2.Service Goal and Service Quality
(1) Service Goal
® We aim at factually implementing the policies of “Benign, Efficient, Service,
Technology”.
® E-innovation, knowledge management, organizational learning, cooperation across
institutions, releasing the pressure of employees, and raising customer satisfaction
toward policy implementation are taken as our goal as well.
(2) Service Quality
® To be customer-oriented. We take it as our top priorities to serve our customers with
enthusiasm and to be concerned and caring about customer welfare, rights and
interests. By simply, friendly, certainly, pleasure, satisfied, to leads the way the
service idea to do everything.
® To fine a requirement on the initiative, the service surmounts asks the service spirit,
by promotes the service quality and the administrative potency truly.

12



3.0rganization Structure - Jurisdiction and Location
(1) Organization Structure
— Stibhsection
1

b Subsection
2

Subsection
3

Station Chief Deputy Chief

b Subsection
4

Subsection
5

(2) Service area
The station main service area for Tainan and Tainan county Yongkang, Rende
township, Guiren township, Guanmaio township, Longci township and residents of
the five township and city.

(3)Traffic route map

%‘nwiﬁ it/ :

1 g
iclan Rd,  traffic circh 5 9@

% & Sec
15 g s F“'"H‘a j %h'. & ow’ﬁm‘,n#d
e A
& sﬁ 2, SN
o 4 oo PO Sty "¢ v
i5L sec_.hw"'“ o%% &
Jiankang Rd. &) :_
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Tainan Station is located on the intersection of Linsen Rd. and Chongde Rd..
4By car:

Exit at Rende national highway No.1 interchange Rende Chunshan Rd(Toward Tainan

downtown) —- Dongmen Rd, Tainan city ---- to Linsen Rd turn left, after 550 meters,

you’ll see the our station on the left.
4 Public transportation:

» Take city bus No.3 to Linsen intersection stop or take city bus No.6 to public
health bureau stop and get off, walk to Linsen Rd sec.1 about 7 minutes will arrive
our station.

» By high speed rail, take 7657(H32) route free bus and get off our station entrance.

4.Service Item

® Motor Vehicle Management (Subsection 1)
In charge of vehicle inspection, new license plate pick-up, change of registration,
renewal of registration, management of entrusted inspection agencies, license tax and
fuel used tax, and to collaborate with the police on road inspection duties.
Tel: 2696678 ext. 101

® Driver Management (Subsection 2)
Driving test and issuance of driver’s license, validation and registration of professional
driver’s license, alteration of driver’s license registration, renewal of driver’s license,
management of driver training schools, traffic safety lectures, and conversion of
overseas driver’s license to R.O.C. driver’s license.
Tel: 2696678 ext. 201

®Transportation Management (Subsection 3)
Governing the establishment, registration, supervision and management of transport
business; collaborated with the police on road inspection duties; issuance of temporary
pass permits.
Tel: 2696678 ext. 301

® Handling traffic violation fines (Subsection 4)
Penalties for traffic violation tickets, appeals and objections, and payments for fines at
convenience stores and post offices.
Tel: 2696678 ext. 401

14



5.Service Hours and Service Line

(1)Service Hours
® Monday through Friday from 08:00 am to 05:00 pm

 mE— mms

®No lunch break except for vehicle inspection, new license plate PPic: -
pick-up, setting up chattel mortgage, handling of motor fuel tax 0:3:;;:"
written and road tests. (':m::o;;m
(2) Service Line M Bt

@ Operator: 06-2696678

® Fax: 06-2697627
® Website: http://tan.cyi.gov.tw/
@ E-mail: thbup301@msl.gsn.gov.tw

@®Post transferring account (for renewal of license by mail): 03360922; Account name:

Tainan Motor Vehicle Station;
Fax: 06-2678984
® Business Bus Service Complain Call: 05-3628623; 0800-231035
® Passenger (taxi) Appeal Phone No.: 06-2678850
6.Main Policies for Simplier procedures and More Convenient Service
(1) Provides warm, the convenient work place and the compassion high quality service

We provide certain Humanized facilities sweetly designed for the public. For

instance, we have nice-looking and cosy sofas and chairs in the lobby, facilities for

the disabled, barrier-free environment, nursing rooms for babies and so forth. There

are distinct and humanized guidance signage and movement directional reticles on

the ground, and furthermore, our roving staff and those recruited volunteers are

ready to offer assistance to those in need of help. Posters are hung in the lobby, and

we also make use of LED electronic billboards to get people informed of the

procedures, how long and how much it will take for an application and required

documents.

(2) Setting up facilities for a barrier-free environment

.Purchasing auto-gear small cars for driving tests and 5 il

.Putting up service counter, special service bells and

Printing D.M.s for reference about driving test for the disabled, vehicle
re-equipment, and regulations of deduction or free

of tax and fees. . NNEEEPL

Facllitien for the disabled service conter

Foreign language ranslation (Exyet - s
Sign la

setting up an authentication group to meet the 555;
!mﬁ;E;!II

special need of the handicapped people when they
apply for driving license.

wheelchairs for the disabled, we also arrange our designated staff to offer the

above service.

15



iv.Setting up a priority seat for the disabled to take written tests with the computer
on the first floor with a view to relieving those handicapped people from walking
up and down stairs.
(3) The initiate in the whole nation vehicle in offering a diversity of services
Targeting social vulnerable groups to offer at-home service for the renewal of
license registration and driver's license so as to enforce government's policy of
taking care of them.
(4) Promoting “mobile motor vehicle station” service in night market
The station is close to a large night market, the
position is special. To serve the people, to extend
servicing time, and to make the service convenient for

 tp—

the office workers, so we promote “ the night market
station ”, in front door to match the night market

business hour. At the motor vehicle service bus, we
manage the license renewal or revise and lead the peaceful guidance. People can
manage the driver or the motor license renewal or revise when they stroll the night
market, the office worker doesn’t have to ask for leave and go to station to handle it.
(5) Cooperation of a place receives and whole service with household registration
office
For provide the service, carries out the administrative one body the sole one
window high quality-service, handles the cross institutions service with Tainan
municipal district six household registration offices to cooperation. This way can
avoid people to go there and back many organizations.
(6) Vehicle service electronic multimedia, saves manpower and operation time
i. Introducing electronic multimedia number calling system:
This system can immediately show each service treats manages, and manage the
population. The manager may dispatch the manpower mobile, reduces the
populace waiting time. The system may broadcast the multimedia movies, may
carry on the guidance and make them release when they are waiting.
ii. To establish the drivers’ image storage system:
The registration of driver’s license will be scanned and stored in the computer
every day, and upload to highway vehicle system information bank, to save time
from artificial to examine and read form.
iii. The driver’s examine computerized :
Many training class’s students and examinee come the station in the city. To
reduce the populace to wait for the test time, to relieve examinee stream of
people, driver’s test comprehensive computerization, one person one computer,

arrives and tests on the moment.
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iv. Surplus vehicle fuel fee and compulsion contrary to carry out work system:
To change computerization work by artificial work, raise the work efficiency, raise
number of article transferring.

v. The entire video recording of the bus examination:

In order to ensure the bus’s security quality, to carry out and examine the entire
video recording, storage the information, to help certiorari the inquiry in the
future.
vi. The monitoring system of the civic vehicle reparation companies :

To examine request service people substitute for examines, to increase service
sites, to give consideration to the factory examine quality and upload the
examination date, to look and examine the frame.

(7) To promote online service of all application items actively in order to reach the

goal of zero counter service

i. To Provide service for download form:

People can download and use service form in the station homepage. Don’t need
to get it from desk. It has written model to refer at the same time.

ii. To develop e-innovative measures — to inquire compulsory insurance:

Creative research electronization service, keep compulsory insurance material to
offer Yunjiana area’s vehicle from Guan Mao network company, car’s owner can
inquire about insure condition online.

iii. Sending an e-mail automatically to inform car owners of the approaching
inspection date:

To remind car owners not to miss the inspection date by sending a notice
automatically to them through e-mail. Those who would take time to visit our
website and leave their license plate number and ID No. may apply for this service.
In addition, we also offer stickers serving as a reminder of the approaching
inspection date for car owners.

iv.To apply Housing or employment place address online:

To apply online in the station website expect from desk or mail, may save people
waiting time and money.

v. Asks about somebody’s well being lectures and studies to extend teach online:
People can inquire the session of lectures and studies and time on the station
website, and to handle online, expect save people’s time and reduce artificial work,
raise the frequencies.

vi. Setting up electronic number selection system for new license plate numbers

and internet competitive bidding system:

The number selection system to choose new license i

B o T 5 L SRR

plates has been computerized so the general public can A B G R |
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inquire about license plate numbers available and choose their favorite one on the
internet through competitive bidding system. Procedures are open and
transparent to prevent from disputes and frauds.

vii. Applying for motor vehicle road test online:
The public can check date and time for road test online, make confirmation about
their testing experiences, and then accomplish the process of application. They
don’t have to wait for the test in line. Come and take the test right away. No need
to waste time waiting.

viii. Utilizing the automatic voice-operated bank transfer system and internet
transfer service:
The public can make use of voice- operated account transfer system by using ATM
cards, credit cards or internet to pay ticket violation fines and fuel fees to alleviate
the general public’s hardships in making trips back and forth. What is more, that
can provide service around the clock.

(8) Promoting “mobile motor vehicle station” service actively to extend service sites
into the rural areas:

The implementation of mobile motor vehicle station makes it possible to expand our

service into rural areas and makes it convenient for people to apply for renewal of

driver’s license and vehicle license, to pay for traffic violation fines and to inquire
about motor vehicle affairs.
(9) Promoting cooperation across institutions to increase service sites:

With a view to make good use of social resources, we cooperate with the Yong Kong

Agricultural Bank to set up a counter to handle the application of renewal of license

and change of license address for private vehicles.

(10) Recruiting volunteers to participate in the citizen service task:
To recruit people with enthusiasm to be our volunteers who will be educated and
trained to be capable of assisting people with motor vehicle affairs so as to shorten
waiting time and upgrade service quality and efficiency.

(11) Informing vehicle owners or drivers automatically of certain news concerning
motor vehicle affairs and making confirmation:

i.A new car first examination in five years, notifying on the phone to avoid the car’s
owner forget it.

ii. Sending letters of notification to vehicle owners to remind them of overdue
payment of vehicle fuel fees or to inform them of the duplicate payments of
vehicle fuel fees automatically.

iii. Sending notices by postcards to those who renew licenses by mail but in lack of
required documents.

iv. To initiative when vehicles regular inspection expired date. To notify car’s owner

18



by postcard.
v.The date is expired in conveyance parking, to initiative notify the conveyance.
vi. Notifying applicants of the follow-up of traffic violation appeals.

(12) Setting up a “drive-through” license renewal counter:
It is a time-saving, speedy, and convenient way for
people to apply for renewal of driver’s license and
vehicle license.

(13) Providing a practice field free of charge for motorcycle
driving test applicants to practice straight-line stability
In order to strengthen our service, to enhance riding skills and to assist driving test
applicants to pass tests successfully, our motorcycle practicing field and road test
site are open for the public to practice for free.

(14) Providing service during lunch break
Our staff members take turns accepting applications during lunch break except for
certain service items which are vehicle inspection, written and road tests, driver’s
license, new license plate pick-up, setting up and cancelling of chattel mortgage,
learner's permit, and conversion of overseas driver's license to R.O.C. driver's
license.

(15) Through real-time online connection with post office, cases can be closed
immediately if payment of violation ticket fines to be collected in the post office
Because of the online connection system with post office, cases can be closed
immediately. The public can benefit a lot from this function.

(16) The out-sourcing of five nationwide chains of convenience stores to accept
payment of fines and vehicle fuel tax, and to renew motor vehicle licenses
People can go to the nearby convenience stores that provide service around the
clock to pay ticket violation fines and have their license renewed. We can not only
extend our service sites but also reach our goal of bringing convenience to the
public.

(17) Entrusting inspection agencies to handle matters concerning the renewal of

vehicle registration, payment of ticket violation fines and fuel tax:

People can renewed driver’s license in the generation examines the factory,
payment of ticket violation fines and fuel tax, with the help of civil team resources,
save the time.

(18) Providing mobile service by our designated staff to rove around the lobby and
offer assistance automatically, and to complete inspection process for vehicle
owners:

Our staff members can substitute for vehicle owners to go through the whole
inspection process and designated staff makes the rounds in the lobby for inquiries
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and providing immediate guidance.
(19) Actively promoting service courtesy with the performance of smiling, nodding,
saying hello and doing so all from the heart:
Service courtesy training is held for our staff. Through phone speech politeness test
and training every week to strengthen employee politeness and to make a habit of
it. By so doing service quality might be upgraded.
(20) Promoting service the customer degree of
satisfaction questionnaire survey for the people:
In order to understand the people to the station
expectation and each measure degree of

satisfaction. Carry out questionnaire survey on a
regular time. Demand of take the people as
administration target. To understand that the people demand is. In addition is the
objectivity. To entrust the exquisite poll Consultant firm to carry on the degree of
satisfaction questionnaire survey, can by the investigation improvement, provides a
higher quality service.
7.Future prospects

(1) Continuing to promote policies about simplification of procedures and to conduct
measures that can bring convenience to the public
To keep on enforcing the 10" phase of the service policy for the pursuit of “more
simplified procedures and more convenient service for the public”. To innovate more
valuable measures to make it quicker and easier for every application item and to
shorten the time spent while waiting for the service.

(2) To reinforce service courtesy of our staff members in order to promote service
quality
Training courses as to service politeness and techniques
about answering phone calls are held regularly to improve
service attitudes of our staff and to enhance their working
abilities.

(3) To promote online service of all application items actively
in order to reach the goal of zero counter service
Through the establishment of network, people can make use of the online service
system to acquire news releases and declarations about motor vehicle affairs. We
also take efforts to inform the public of the multiple service channels to apply for
motor vehicle service for example by utilizing phone voice-operated transfer system,
application by mail or via convenience stores, and through internet in the hope of
preventing people from walking back and forth.

(4) To keep on the cooperation across institutions to extend service sites
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A joint charge service window in the Yong Kang City Farmer’s Association was set up
on the date of July, 2, 2009. And we are still working on another cooperation with
the Administrative Enforcement Agency. We are engaged to make our service more
convenient and beneficial for the public. And positive impetus adds a conformity
circle revaluation service, with Tainan county and city tax department, the Tainan
local court, the Tainan society department and the Tainan locomotive hanse
completes the conformity service one after another, then completes the application
in the station.

(5) Continue to work on e-innovations
To shorten working process and decrease waiting time, we continue to work on
designs based on computerized technology to create new and valuable measures for
simplified procedures and convenient service.

(6) Cooperating with mass media to propagandize our policy implementation for
simplified procedures and more convenient service and to strengthen the guidance
of traffic safety as well
We keep on the cooperation with radio stations to produce the program of Motor
Vehicles on the Air. We try to get near to the public to strengthen the guidance of
regulations, laws and traffic safety by releasing news for cable TV and print media to
report, by utilization of LED display at the information desk, and through the
interaction with the public at our service counters.
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8.Conclusion

Our service to the public could never come to an end. In this ever-changing era, we
deeply keep in mind our responsibility of providing service and raising service quality, and
are eager to think of every possible means to simplify administrative procedures so as to
bring about more convenient service measures to meet the needs of the public. We want
to declare our will revealed through this citizen service white paper which demonstrates
our service spirit and our accomplishments as well. We are looking forward to your
suggestions and encouragement. Your concern and directions would motivate us to

enhance and upgrade our performance.
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