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I am a deputy Registrar in Parma and Elyria, therefore I have extensive computer exp
software and hardware. I use different computer software applications to run the bussine
bureau including excel, google, and ios spreadseets. I also use word documents and oth
my License Bureaus. We use google chromebooks, and fax machines to assist in the pr
I use multiple different email accounts, for bussiness and personal. I use different online
for business.
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Through my 32 years of dealing with customers I have learned there is more to
customer service then direct contact. All employee actions have some effect on customer
service. I recognize that quality customer service is a function of multiple variables. As a
Deputy Registrar I have and will continue to do everything possible to ensure my employees
have all of the necessary tools, information and training to deliver quick and accurate service
to the general public. Creating an environment that promotes teamwork requires committed
leadership in which I continue to provide. As a full time working Deputy Registrar I am able to
lead by example and create an environment that promotes continuous learning, business
development and a high level of customer service. My employees work in an workplace that
strives on communication between myself and my employees that promotes an open and
honest communication between us therefore my employees continue those open lines of
communication while working directly with the customers.
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 Answer all of the following questions to the best of your ability. Please be concise and 
attempt to limit each answer to seventy-five (75) words or less. Include attachment(s) if more space is 
needed to answer any of the questions. 

1. How do you plan to manage, be responsible, and be accountable for this business at all times?

2. How will you ensure that all laws, rules, guidelines and procedures are followed, at all times,
specifically with regard to issuing and renewing driver’s licenses, identification cards, and vehicle
registrations?

3. What measures will you put in place to detect, deter, and prevent fraud?

4. The Bureau of Motor Vehicles routinely issues new and/or revised policy and procedural changes
through email broadcasts to the deputy registrars. How will you ensure that policies and procedures
are communicated to the staff and followed on a daily basis?

Being a Deputy Registrar takes an ability to pay attention to detail and to establish a foundation
that promotes this to all involved. While working full time with my employees I have established a
level of accountability that resonates with my employees and permeates to the customers. It is this
foundation that allows me to manage the agencies to the best of my ability.

At the Parma and Elyria License Bureaus we have many layers of accountability that every
transaction must go through. Driver License and I.D. transactions are viewed by a screener,
processing clerk, manager or supervisor and picture taker. Vehicle Registrations are viewed by
multiple employees as well. All applications are rechecked after the transaction is done. This
instills that all procedures are followed.

Educating employees in fraud detection is very important and is done at a daily basis at the
Parma and Elyria License Bureaus. Through attending classes and continuously paying attention to
every document, we are always learning new ways to detect fraud. Policies and procedures are in
place to monitor all employees and all customer applications to assure the detection and deterrence
of fraud. I recognize that detecting fraud is more then just double checking the documents. Paying
attention to customer actions and non verbal clues is a very important way to detect fraud.

Laws and rules are continuously being modified within the Ohio BMV. It is very important that
every employee at the Parma and Elyria License Bureaus reads and understands these changes.
Therefore every broadcast or email is read and signed off on by every employee. During down
times I encourage all employees to use that time to read broadcasts and other communications in the
BMV system. Communicating and working with all employees allows me to be comfortable that
all employees are retaining this information.



5. How will you demonstrate good leadership to your employees?

6. How will you maintain a high level of professionalism each day in this business?

7. How do you intend to recruit and retain high quality employees?

8. How will you provide a safe, clean and friendly place to do business?

9. How would you deal with an irate customer?

I believe that creating a team environment allows for a comfortable work place for all involved.
Being able to work with my employees and process all transactions instills a level of confidence in
every employee that I am here to help them be the best employees they can be. I believe in an open
and honest communication process with all my employees, which allows them to be comfortable
talking to me and other employees whenever they need assistance.

Since I first became Deputy Registrar in 2004 I have worked at building a foundation that
promotes giving good customer service while paying attention to every detail in processing
customers. Working with my employees has proven to them that we need to always maintain a high
level of professionalism and that every customer transaction is the most important transaction.

Creating a comfortable environment that all involved wants to be at is the best way to attract and
keep high quality employees. An atmosphere that promotes a team concept and recognizes that
every employee is as important as the next, instills a level of confidence that motivates every
employee to be the best employee they can be.

No employee or Deputy Registrar can be the best they can without having the proper tools and
safe surrounding environment. As Deputy Registrar I have continuously made sure all involved in
the agency has everything he or she needs to strive. Being honest with every employee and
customer is something I have always strived to do. This allows both the employees and customers
to feel comfortable with every interaction with myself or other employees.

Understanding the situation is important in every transaction, especially when a customer
becomes irate. In most cases when a customer becomes irate it is because they may not have all the
proper documents needed. Having a wide knowledge base of all the transactions is a key way to
inform the customer of other options they may have. Knowing addresses, phone numbers and hours
of operations for the surrounding agencies gives us even more information needed to satisfy
customers when they are irate.



10.

11. How will you meet the expectations of the Bureau of Motor Vehicles?

12.

 

As Deputy Registrar I have always took pride in making sure all employees understand and have
empathy for our customers. Therefore when a customer becomes irate it is important that the
employees work with the customer and continue the lines of communication so the customer has
everything they need so they can eventually obtain the documents they need.

For the last 20 years as Deputy Registrar I have worked at trying to become the best Deputy I can
be. Continuing to educate myself through all the avenues available to me is important. Attending
meetings and building relationships within the BMV and with other agencies gives me the
knowledge to become a better Deputy. Having all the information possible allows me to better
serve my customers which benefits everyone involved in the Ohio BMV

In the last 20 years I have been a Deputy Registrar for four different agencies. In each agency I
have built a foundation through hard work and continuing to educate myself within the Ohio BMV.
The demands of running the Parma and Elyria License Bureaus have been exactly what I have
wanted in my Business career and I look forward to continuing that. I feel it is this love for my
position that makes me a perfect fit for the Ohio BMV.




















