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DVSA Digital Data and Technology vision  

Digitally enabled 

Using modern technology platforms

Flexible in supporting the changing needs of the business

Frontline colleagues have the right technology 

Sustainable organisation for the future.



New booking system

Helping you stay safe on Britain’s roads
Helping you stay safe on Britain’s roads



Vision Statement

Our Vision is to deliver a first-class Service Desk by delivering IT Support 
Services using the latest technologies, whilst striving to empower and 
educate our end users with the self-service tools and solutions to help 

them keep Britain’s roads safe.









Omnichannel 
DVSA Support
Consolidated engagement channels for 

better end user experiencesTechnical features

Computer Telephony Integration (CTI)

Single omnichannel Agent workspace 
(phone, SMS, etc.)

Intelligent ServiceNow Screen-pops

Automated call recordings

Contact Center Admin Portal 

Drag-and-drop IVR Designer and workflows

SMS Integration

Text-to-Speech Messaging



Computer Telephony Integration (CTI)

55% service interactions 

deflected to virtual agents

100% self service 

request catalogue

370% increase in knowledge 

articles viewed since launch 

Over 225 request 

catalogue items

Computer Telephony 

Integration 

Remote access support 

Over 70% incidents via self 

service:

• Live chat

• Form 





Critical Success Factors



DVSA Service Desk User Experience 
Program



“New systems are brought in without 

much consultation about whether the old 

system was good or bad.”

“Virtual agent, required at beginning not 

just a skill set but above all an educational 

approach with END USERS”. 

“Do you publish KPIs at all? I wouldn't be 

able to tell you what your values or 

strategies are”. 

“I felt that the message wasn't always 

consistent when receiving 

communications regarding values and 

strategies”. 
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