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Execu�ve Summary 
In 2022, the Oklahoma Legislature created a new agency called Service 
Oklahoma to centralize the delivery of driver licenses and vehicle registra�ons. 
Previously, the services were provided between two state agencies. This ac�on 
came a�er a prolonged effort to offer licenses compliant with federal REAL ID 
standards and COVID-era delays in issuing driver’s licenses.

Service Oklahoma (SOK) 
uses a hybrid model to 
deliver motor vehicle 
and driver license 
services statewide, using 
both State-run facili�es 
and third-party private 
businesses known as Licensed Operators. This creates two unique business 
models: a public-private partnership where profit dictates future opera�ons, 
and the public service model where the service is provided regardless of profit.

With this evalua�on, the Legisla�ve Office of Fiscal Transparency (LOFT) sought 
to measure the changes in service delivery under the new agency and whether 
the model is providing the intended outcome of improved and consistent 
customer service to ci�zens. Addi�onally, LOFT examined the factors 
contribu�ng to Oklahoma’s high costs for obtaining a driver’s license. 

This evalua�on resulted in three key findings:

Finding 1: Contrary to Legisla�ve Intent, Ci�zens’ Experiences Vary Between 
State and Private Operators

LOFT found benefits to the hybrid service model; through privately run 
loca�ons, services are provided in less populated areas of the state where it 
might not otherwise be financially feasible to have a loca�on. However, the lack 
of centraliza�on has some drawbacks, including inconsistent customer service, 
inconsistent use of technology pla�orms and tools, and limited enforcement 
over the private operators that are delivering a public service on behalf of the 
State.

LOFT observed licensed operators that were not in compliance with the 
contract terms established by Service Oklahoma. For example, one operator 
does not offer license services 1 hour prior to closing or during a 1.5 hour 
period in the middle of the day, in viola�on of the requirement to offer license 
services during the en�rety of its opera�ng hours. Online reviews revealed the 
greatest area of complaint from the public was with an operator’s hours of 
opera�on. 

Addi�onally, the difference in business models limits a direct comparison of 
performance. For example, in its first year of opera�on, Service Oklahoma 
reduced customer wait �me from an average of 68 minutes to 24. However, 
metrics for customer wait �mes are only available for the 31 state-run Service 
Oklahoma loca�ons. 

Key Evaluation 
Objectives:

��Evaluate the 
changes in 
service delivery 
after the 
transition to 
Service 
Oklahoma.

��Assess Service 
Oklahoma’s 
processes and 
outcomes.

��Assess the role 
of technology in 
modernizing the 
delivery of 
driver license 
services.

��Compare 
Oklahoma’s 
service delivery 
and costs to 
other states.
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Finding 2: Oklahoma Offers Greater Access to Driver License Services than Similar Sized States

On a per capita basis, Oklahoma has a driver’s license facility for every 12,000 people. LOFT compared 
Oklahoma’s availability to two states with similar popula�ons – Louisiana and Oregon – and found that 
Oklahoma has almost twice as many 
loca�ons as Louisiana and more than 
four �mes the loca�ons as Oregon.

Statute states that every county “should” 
have at least one loca�on from which 
ci�zens can obtain licenses; this can 
either be operated by Service Oklahoma 
or a Licensed Operator. Statute also 
states that Licensed Operators should 
not be located within a three-mile radius of another loca�on. LOFT found numerous viola�ons of this 
provision. Four years a�er the statutory distance limita�on was put in place, one loca�on was approved 
even though there was another loca�on 0.3 miles from it.

While Oklahoma has a rela�vely high number of license-issuing loca�ons compared to similarly populated 
states, the number of loca�ons alone does not indicate whether capacity aligns with demand. However, if 
it were determined that Oklahoma should have at least one loca�on in every county, the state would 
have a total of 77 service loca�ons. This would place Oklahoma between Louisiana and Oregon in terms 
of per capita service loca�ons, with one loca�on per 42,900 driving age residents. Currently, there are 28 
coun�es that have one Licensed Operator. On average, the LOs in these coun�es serve approximately 
14,000 residents per loca�on. 

A low residents per loca�on ra�o may be hampering the state’s ability to control costs. Se�ng a standard 
resident per loca�on metric could assist in determining the appropriate number of operators needed to 
service Oklahomans without sacrificing customer sa�sfac�on. For example, if the number of residents per 
loca�on were set at 50,000, there would be 63 coun�es that could be served with one Licensed Operator. 
The shi� to online renewals and the op�on to renew a license for 8 years has reduced the frequency of 
in-person visits. According to SOK, an Oklahoman will visit an 
LO or SOK loca�on to obtain a license approximately every 5 
years. A loca�on serving 50,000 people over 4.75 years would 
have an annual workload of 10,526 transac�ons. If this ra�o 
were in place, Oklahoma would need just 126 Licensed 
Operators as opposed to the current 234, a 46 percent 
reduc�on in loca�ons.

Addi�onally, If the State sought to ensure greater consistency 
in customer access to services, as intended with the crea�on 
of Service Oklahoma, Service Oklahoma loca�ons should 
provide all services to the public, similar to what is required 
of Licensed Operator loca�ons. Currently, with the excep�on 
of its Oklahoma City headquarters, Service Oklahoma 
loca�ons primarily provide iden�fica�on creden�al services. 
LOFT’s analysis of license issuance found that in urban 
markets – where there is a higher concentra�on of loca�ons - 
Oklahomans preferred to obtain their licenses from Service Oklahoma loca�ons over Licensed Operators.
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Finding 3: Oklahoma has the 10th Highest Driver’s License Fees

Oklahoma’s driver's license fees rank among the highest in the na�on. The fees are set in statute and 
support the State’s hybrid public-private service delivery model. The map below presents the annualized 
cost of each state’s ini�al issuance of a REAL ID. The annualized na�onal average for a REAL ID is $7.89; 22 
percent below Oklahoma’s annualized cost of $10.13 for a new license, ranking Oklahoma as the tenth-
most expensive state to acquire or renew a REAL ID compliant driver’s license.

LOFT found no correla�on between a state’s service model and costs. Arizona and New Mexico both use a 
hybrid model and rank among the lowest annualized costs. Conversely, Oklahoma and Minnesota both 
use a hybrid model and rank among the most expensive states to obtain a REAL ID. However, LOFT 
iden�fied six states that allow private businesses to add a convenience fee to the state driver’s license 
fee. Oklahoma’s model instead compensates private businesses by allowing the Licensed Operators to 
retain 40 percent of the State’s fees. Addi�onally, Service Oklahoma provides metric-based payments 
from the Licensed Operator Performance Fund. The fund is also used to reimburse operators for vehicle 
registra�ons issued to fully disabled veterans and those aged 65 or older, as those clients are not assessed 
a fee by the State. While the Performance Fund’s disbursements support the profitability of Licensed 
Operators in less populated areas, LOFT found the structure also allows those in coun�es with an above-
average popula�on to receive some of the highest payouts. 

LOFT’s analysis found that Licensed Operators generally issue fewer licenses per FTE than Service 
Oklahoma staff, and rural coun�es typically have lower issuance rates per FTE than other coun�es in the 
state. Together, these factors increase the cost of maintaining the current level of statewide access to 
driver’s license services. 

Currently, Service Oklahoma does not have authority over the State’s en�re system of delivering the 
services it is charged with overseeing. Instead, Service Oklahoma directly manages its loca�ons, and an 
Operator Board has authority over all Licensed Operators. While this structure was designed to 
incorporate industry exper�se into oversight, it has created a fundamental governance concern. For 
example, the Board has approved requests from 168 Licensed Operators to have hours that deviate from 
Service Oklahoma’s standard hours of opera�on; some of which also contradict statutory direc�on that 
providers be open at least 4 hours outside of normal business hours or on a Saturday to accommodate 
the public. To fully realize the legisla�ve goal of standardiza�on, Service Oklahoma should have full 
opera�onal authority over all license-issuing loca�ons.
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Summary of Policy Considera�ons and Agency 
Recommenda�ons: 
The Legislature may consider the following policy changes:

• Convert the role of the Service Oklahoma Operator Board to be advisory in nature to help alleviate 
any conflicts.

• Vest full opera�onal and regulatory authority of Service Oklahoma to the director.
• Direct Service Oklahoma to dedicate the primary use of the Licensed Operator Performance Fund 

to subsidize Licensed Operator loca�ons that do not generate enough customer transac�ons to be 
profitable, with the goal of ensuring there is a minimum of one licensing facility in each county.

• Create a separate fund to reimburse Licensed Operators for the vehicle registra�on fees that are 
waived for those 65 and older and disabled veterans.

• Direct the Service Oklahoma Operator Board to promulgate administra�ve rules requiring Licensed 
Operators provide annual financial statements, empowering the board to make decisions based on 
the reported financial posi�on of Licensed Operators.  

• Remove the statutory exemp�on for Licensed Operators opera�ng prior to the crea�on of Service 
Oklahoma to adhere to the brand standards, requiring that each loca�on make annual progress 
toward mee�ng the standards set for all service loca�ons.

Service Oklahoma should:

• Assess the ideal ra�o of Licensed Operators to popula�on. 
• Create a process and dedicate personnel to review, report, and recommend ac�on for poor 

customer service by Licensed Operators.
• Evaluate the metrics of the Licensed Operator Performance Fund to ensure they are measurable 

and accomplish the goals of consistent service delivery in rural areas of the State.
• During unannounced Opera�onal Audits, Service Oklahoma should record the posted business 

hours and validate those hours with the hours of service reported to Service Oklahoma. 
• Require the next Licensed Operator Compensa�on Evalua�on examine the market impact of 

enforcing or elimina�ng the three-mile proximity rule. A copy of the evalua�on should be provided 
to the Chairs of the respec�ve oversight subcommi�ees of the Legislature.

• Issue vehicle registra�ons at all Service Oklahoma loca�ons.
• Examine the new technology tools being used by other states to determine if they have the 

poten�al to improve the delivery of services or reduce costs. 
• Require all Licensed Operators to u�lize the same online queue system that Service Oklahoma 

uses, so the wait �mes of all loca�ons can be displayed on Service Oklahoma’s website. 
• Implement a customer feedback form on Service Oklahoma’s website that is easy to find and 

provides clear direc�on for submission. The agency should include a summary of the feedback in 
its annual report on driver’s licenses and vehicle registra�ons.

• Design the Licensed Operator Compensa�on Evalua�on RFP so that the same consultant cannot 
be used more than two �mes in a row, to ensure the report maintains objec�vity.
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Background
The events that led to the crea�on of Service Oklahoma can be traced back to 2005, when Congress 
enacted the REAL ID Act. The act was the product of the 9/11 Commission’s recommenda�on for 
stronger iden�fica�on standards that would make it more difficult to duplicate state-issued IDs. 
Possession of these new IDs would be required to fly, enter federal buildings, and gain access to 
military bases. The Act was met with harsh cri�cisms na�onwide from states that viewed it as a 
privacy viola�on since the informa�on needed to obtain the new ID card would be made available to 
the federal government. Oklahoma was one of these states and reacted with legisla�on specifically 
blocking the Department of Public Safety from implemen�ng the new standards.1

In 2007, the Oklahoma Legislature enacted SB464, 
which prohibited any updates to the State’s system 
that were needed to proceed with REAL ID 
implementa�on. Over the following ten years, the 
federal government provided grants and 
supplemental funding to assist states with the rollout 
of this new mandate. However, due to the statutory 
prohibi�on, the State of Oklahoma forewent its claim 
to those funds.

In 2017, the number of states opposed to the 
enhanced iden�fica�on standards began to shrink as 
it become clear that REAL ID was not going away. 
With the impending federal REAL ID deadline 
looming, the State enacted HB1845, which gave 

Oklahomans the op�on of ge�ng a tradi�onal 
(Noncompliant) driver’s license or a REAL ID.2 As the holdout states began to implement the REAL ID 
mandate, the federal government allowed extensions to the deadline.

The Department of Public Safety faced several opera�onal challenges brought about by the issuance 
of both REAL ID and Driver’s licenses, such as the increased consumer demand of people who needed 
a new ID versus the capacity of DPS loca�ons and Tag Agents’ ability to fulfill the services needed.3

Staffing issues, outdated technology, and insufficient data plagued DPS’s ability to smoothly transi�on 
to REAL ID. These challenges caused the ini�al implementa�on of REAL ID to fail, leading to long wait 
�mes, poor customer service, and frustrated Oklahomans. These problems were further inflamed 
with the onset of COVID-19 in 2020. The virus forced social distancing standards and reduced 
opera�onal capacity, of both Tag Agents and DPS facili�es.

These converging challenges made it difficult for State officials to pinpoint the root cause for the 
delays. A local news organiza�on surmised that “It’s the learning curve and outages of a new system 
to verify and process the long-delayed rollout of Real ID in Oklahoma. It’s the snowball effect of a 
year of temporary pandemic-related closures or diminished services at Department of Public Safety 
offices or privately run tag agencies across the state. It’s confusion for customers as they navigate 
delays and different websites for appointments, renewals or other online services.”4

1  Eaton, Kevin. “REAL ID: The little card that’s causing big problems,” NonDoc. December 2, 2015.
2  Oklahoma Senate press release. “Oklahoma Senate passes REAL ID bill; measure heads to governor for signature.” 
February 25, 2017.
3  Forman, Carmen. “Oklahoma to start issuing REAL IDs July 1.” The Oklahoman. May 8, 2020.
4  Monies, Paul. “Oklahoma’s Driver’s License System In Disarray, Still.” Oklahoma Watch. May 25, 2021.
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In another news ar�cle, a DPS spokesperson added context for the backlog of licenses, ci�ng issues 
such as implementa�on of federally compliant REAL IDs, state budget cuts and the COVID-19 
pandemic, which caused DPS to suspend such services for about a month. The system was never able 
to recover.5 In response to the extreme backlog, forty-four members of the Oklahoma House of 
Representa�ves sent a le�er to the Governor urging him to address the issues through execu�ve 
ac�on.6 The next day, the Governor issued an execu�ve order aimed at reducing the wait �me for 
licensing services. The mandates included:7

• Allowing tag agents to renew, replace or downgrade Class A, B or C commercial driver licenses 
(which previously could only be done by DPS),

• Allowing tag agents to issue state iden�fica�on cards if an individual, such as an older 
Oklahoman who no longer drives but who needs a state ID, has a valid, expired, or suspended 
driver’s license,

• Allowing career technology centers to administer the state’s wri�en driving exam,
• Allowing commercial driving academies to administer CDL driving examina�ons to the general 

public and not just their students.

The Legislature enacted legisla�on that same year to maintain the mandates put in place by the 
execu�ve order.8

Exhibit 1: Timeline of Events Leading Up and Through Issuing REAL IDs

Source: LOFT analysis of statute.

5  Savage, Tres.  “Stitt executive order, bills target driver license delays.” NonDoc. February 10, 2021.

7  Executive Order 2021-05. Governor Kevin Stitt. Oklahoma. See Appendix C for the full EO. 

6  OK House Press Release. “Bipartisan Group of Legislators Send Letter to Gov. Stitt Supporting EO Addressing DPS 
Wait Times.” February 9, 2021. See Appendix B for the full letter. 

8  Oklahoma HB1059 (2021) and Oklahoma HB2465 (2021).
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Crea�on of Service Oklahoma

In 2022, a new State agency was created to centralize issuing driver’s licenses and vehicle 
registra�ons. HB3419 removed the Driver’s License Services Division from the Department of Public 
Safety and the Motor Services Division from the Oklahoma Tax Commission and combined them into 
the newly created agency, named Service Oklahoma (SOK). Originally, the move transferred all du�es 
from those divisions totaling 250 employees to the Office of Management and Enterprise Services 
(OMES) as a new division. The division was made into a new, stand-alone State agency in November 
2023. This new agency would also be responsible for overseeing the “Licensed Operators” in the 
state, formerly known as Tag Agents.

Governance

Service Oklahoma is led by an execu�ve director, which is a Governor appointed posi�on that must 
be confirmed by the Senate. The Director oversees four divisions within the agency: Administra�ve 
Services, Driver License Services, Motor Vehicle Services, and Informa�on Technology. As of March 
2026, there were 427 employees working for Service Oklahoma. The Director of Service Oklahoma 
sets the opera�onal standards for state-operated Service Oklahoma loca�ons.

Exhibit 2: Service Oklahoma’s Governance Structure.

Source: LOFT’s statutory review.

The nine-person Service Oklahoma Operator Board proposes and approves the opera�onal standards 
rela�ng to Licensed Operators. The seats on the Service Oklahoma Operator Board consist of two 
governor appointees; three appointees from the Senate Pro Tempore, including one Licensed 
Operator from a county with more than 100,000 people; three appointees from the Speaker of the 
House, including one Licensed Operator from a county with less than 100,000 people; and the 
director or a designee of Service Oklahoma. Once a Licensed Operator is approved for a license, they 
become subject to the Board’s authority over opera�ons, including hours of opera�ons, bonding, and 
federal iden�fica�on standards.

Unique to SOK is a seven-person Licensed Operator Advisory Commi�ee. This commi�ee is a 
representa�ve body for Licensed Operators, providing sugges�ons for the Board to consider as they 
relate to the day-to-day opera�ons of Licensed Operator loca�ons. The Commi�ee is made up of six 
Licensed Operators.

• Two Licensed Operators from coun�es with a popula�on under 30,000.
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• Two Licensed Operators from coun�es with a popula�on between 30,001 and 100,000.
• Two Licensed Operators from coun�es with a popula�on over 100,000.
• One Service Oklahoma employee, appointed by the Director of SOK.

Financials

Service Oklahoma has only three years of appropria�ons history. It received its first appropria�on of 
$52.8 million for FY24, and its 
appropria�on remained the same for the 
following two budget years.9 In addi�on 
to appropria�ons, SOK is statutorily 
required to collect fees for the services it 
provides to the public. These funds are 
held in the agency’s revolving funds and 
must be expended for the specific 
purpose of the fund. For example, the 
Licensed Operator Performance Fund is 
used to pay for the performance of Licensed Operators and the reimbursement of vehicle 
registra�ons issued to people that are 65 and older and disabled veterans.

In FY25, SOK collected $38,958,479.25 in revenue, with the largest revenue driver being the “Tag 
Agent Remi�ance” of $26,284,863.08.10 This represents the State’s por�on of all services provided by 
Licensed Operators. In total, SOK received $91.8 million to operate the agency.

SOK expended $88 million in FY25, with the largest expenditure being agency personnel costs totaling 
$28.3 million, followed by expenditures for professional services at $17.3 million.

FY26 year-to-date totals reflect a rela�vely flat opera�onal cost. As of July 14, 2026, SOK has collected 
$37.1 million in revenue and $52.8 million in state appropria�ons. These revenue streams have 
funded $95.8 million in expenditures.11

Exhibit 3: Funding and Expense Totals of Service Oklahoma.

Source: PeopleSo� accoun�ng reports and LOFT analysis.

9  Oklahoma SB1125 (2024).
10  PeopleSoft. “FY2025 Revenue Budget Comparison Summary by Business Unit/ Account.”
11  PeopleSoft. “FY2026 Revenue and Expenditure Budget to Actuals.”
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Finding 1: Contrary to Legisla�ve Intent, Ci�zens’ Experiences 
Vary Between State and Private Operators
Service Oklahoma uses a hybrid model to deliver motor vehicle and driver license services statewide, 
using both State-run facili�es and third-party private businesses known as Licensed Operators. These 
private businesses are required to be licensed by the Service Oklahoma Operator Board, an appointed 
board that is not directly accountable to Service Oklahoma. Service Oklahoma operates 31 creden�al-
issuing loca�ons across the state, and these state operated loca�ons share the creden�al issuing 
workload with Licensed Operators.12 This creates two unique business models: a public-private 
partnership where profit dictates future opera�ons, and the public service model where the service is 
provided regardless of profit.

Service Oklahoma was created to improve and standardize the delivery of creden�als. LOFT sought to 
compare the current service delivery levels with those prior to the crea�on of Service Oklahoma, but 
did not find evidence that data was maintained on the average amount of �me for ci�zens to obtain 
documents. In the first year of Service Oklahoma’s opera�on, it began to measure the “wait �me” of a 
consumer, which is defined as “the elapsed �me from a customer sign up (via kiosk or QLess web join) 
to the moment they are summoned to a worksta�on.”13 Service Oklahoma was able to reduce the 
�me a customer had to wait from an average of 68 minutes to 24 minutes in one year.14 However, 
this data is only applicable to state-run Service Oklahoma loca�ons and does not include any available 
data from privately run Licensed Operators.

As explained in the introduc�on, Service Oklahoma and the Operator Board have set brand standards 
to create a franchise model, similar to what is seen in consumer retail loca�ons, where the 
atmosphere and opera�onal expecta�ons are consistent regardless of the type of ownership and 
loca�on of the facility. Licensed Operators are contractually required to provide all services mandated 
by Service Oklahoma, even if the service is not profitable. The standards that are set by the board 
include appropriate staff a�re, approved wall colors, standard opera�ng hours, required signage and 
no�fica�ons, and allowable furniture. Service Oklahoma also controls the fee reten�on schedule that 
determines the amount Licensed Operators 
retain from each transac�on, the statewide 
technology systems, and the forms required to 
be completed with each transac�on. If a 
Licensed Operator fails to comply with the 
brand standards, service mandates, or any 
other contractual rule the Operator Board or 
Service Oklahoma has put in place, there is a 
process called the Revoca�on or Suspension of 
a License.15 This process is a �ered approach 
with the goal of bringing the Licensed Operator 
into compliance; however, if a Licensed 
Operator willfully refuses to provide services or 
fails to comply with the standards, 

12  Service Oklahoma operates a total of 42 locations, 31 of which issue credentials and 11 CDL testing facilities.
13  Service Oklahoma’s Response to LOFT Request for Information received August 27th, 2025. 
14 Ibid.
15  47 O.S. § 1140.
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the Operator Board can revoke the license and either close the facility permanently or transfer the 
license to another private party.16

Service Oklahoma monitors Licensed Operators’ compliance with brand standards by performing 
unannounced visits and formal audits. These visits focus on opera�onal compliance such as hours of 
opera�on, physical appearance standards, and general services provided. Formal audits are much 
more rigorous and require an in-depth look at how the Licensed Operator performed, recorded, and 
transmi�ed payment for transac�ons. Service Oklahoma performs three types of formal audits: 
annual field audits, annual driver license audits, and transac�onal audits.

Service Oklahoma and Licensed Operator market

With the crea�on of Service Oklahoma in 2022, the term “tag agents” was replaced with “Licensed 
Operators,” and the new model required the businesses to obtain approval from the Service 
Oklahoma Operator Board to operate a designated 
Service Oklahoma loca�on.17 The legisla�on also 
allowed Licensed Operators to sell or transfer an 
exis�ng operator license, be owners of mul�ple 
loca�ons, and removed the requirement that 
operators be a resident of the area being served. 
These changes are the latest in a series of changes to 
how Oklahoma administers these services. Prior to 
1985, State senators would recommend an applicant 
to serve as a tag agent to the Oklahoma Tax 
Commission (OTC) for approval. Once approved 
through OTC, the applicant would be submi�ed for 
confirma�on by the full Senate.

In 1985, the Legislature enacted SB146 to end this 
process for only municipali�es in the largest coun�es 
by popula�on: Oklahoma, Tulsa and Cleveland 
coun�es.18 Under this model, the Senate s�ll 
recommended and confirmed tag agents in smaller 
popula�on centers, while the OTC approved 
applica�ons for larger populated areas. The 
qualifica�ons for approval were reformed again in 
1987 through HB1341.19 This legisla�on added 
several new qualifica�ons that remain in statute today:

• That the applicant has not been convicted of a felony and that no felony charges are pending 
against the applicant;

• That a complete financial statement be submi�ed by the applicant on forms provided by the 
Tax Commission;

• That a report of the applicant's credit history be obtained through the appropriate credit 
bureau; and

17  47 O.S. § 1140. 
18  Oklahoma SB146 (1985).
19  Oklahoma HB1341 (1987).

16  See Appendix D.

Exhibit 4: Current number of Licensed 
Operators by the year of their 
commencement.

Source: Service Oklahoma.
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• That the loca�on specified in the applica�on for appointment as a motor license agent not be 
owned by a member of the Oklahoma Legislature or any person related to a member of the 
Oklahoma Legislature within the third degree by consanguinity or affinity and that the loca�on 
not be within a three-mile radius of an exis�ng motor license agency unless the applicant is 
assuming the loca�on of an opera�ng agency.

In 2009, SB888 ended the process of “patronage” for the en�re state.20 The new model removed the 
Senate from the process of selec�ng and confirming tag agents and instead authorized the Tax 
Commission to approve all applica�ons for new agents based on statutory requirements. This process 
remained un�l the crea�on of Service Oklahoma in 2022.

Service Oklahoma and Licensed Operators have individual strengths

The hybrid model between SOK loca�ons and Licensed Operators allows each to exhibit different 
strengths in providing driver’s licenses across the state.

Service Oklahoma’s centralized model standardizes costs and improves opera�onal efficiency

Oklahoma’s hybrid model creates a public private partnership for the delivery of driver’s license 
services. The fee for each creden�al offered by Service Oklahoma or Licensed Operator loca�ons is 
set in statute. Service Oklahoma then sets the reten�on rate, that is the percentage of the overall 
price that each Licensed Operator keeps from each creden�al issued. This statutorily set fee is what 
each ci�zen pays for a creden�al, and that price is the same no ma�er where in the state the service 
is received. Standardized fees eliminate pricing compe��on between Licensed Operators and Service 
Oklahoma, ensuring that Oklahomans pay the same fee at any issuing loca�on. It also provides 
Service Oklahoma with predictable revenue, helping to align fee collec�ons with agency budge�ng 
priori�es for each fiscal year. The stable revenue model also is a benefit to Licensed Operators 
because it allows them to project their own budget, suppor�ng staffing decisions and helping ensure 
services are delivered as statute directs.

Centralizing these services within a state agency also can create a consistent customer service 
experience. For example, when Service Oklahoma adopted its franchise model, it established 
branding requirements for furniture, technology, and aesthe�cs, which it expected its branches to 
follow.

Centraliza�on can also reduce technology costs. Service Oklahoma pays for and maintains the 
technology required to perform creden�al services. System-wide automa�on reduces labor costs and 
�me, while a standardized technology pla�orm allows support staff to focus on a single system rather 
than mul�ple Licensed Operator varia�ons. The implementa�on of online services, such as driver’s 
license renewals, tags, and ID reduce in-person traffic and help efficiency. A centralized system 

20  Oklahoma SB888 (2009).
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empowers staff to deliver mul�ple services, improving wai�ng �mes by allowing more �me to be 
dedicated to services that must be completed in-person.

Financial transparency is another benefit of this model. When costs are standardized and transac�ons 
are centrally tracked, the state has reliable data for budge�ng and decision-making.

Licensed Operators expand statewide access while reducing state costs

Oklahoma’s use of a hybrid Licensed Operator model has enabled the private sector to establish and 
maintain loca�ons across Oklahoma with fewer resources. Because many Licensed Operators live in 
the communi�es they serve, they are well posi�oned to find acceptable office loca�ons, staff, and 
business specific equipment from vendors in their area. This local knowledge enables Licensed 
Operators to provide services throughout the state with limited state involvement.

This model reduces the State’s costs by limi�ng the need for Service Oklahoma to establish and 
operate offices in every community. If Service Oklahoma were responsible for providing these 
services in these same areas, it would incur the costs associated with acquiring or leasing office 
space, purchasing equipment, and hiring staff at each loca�on.

Another benefit of the Licensed Operator model is that private businesses may operate parallel 
businesses alongside creden�al-issuing opera�ons, crea�ng addi�onal revenue to stabilize 
opera�ons. LOFT found that it is common for Licensed Operators (LOs) to share facili�es with parallel 
businesses such as insurance agencies.

While there are some benefits with the hybrid model, there are also challenges that can create 
inefficiencies and complicate policymaking. The most notable challenge is the varia�on in business 
models, strategy, and transac�on volume across regional hubs and urban and rural areas of the state. 
Since Licensed Operators are privately owned, the State is limited in its control over those operators.
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Project BOOST (Bringing Our Opera�ons and Services Together)

Development of Project BOOST began in 2023 and was launched on February 17, 2026. Implemented 
in partnership with FAST Enterprises, Project BOOST is Service Oklahoma's enterprise moderniza�on 
ini�a�ve to replace the legacy D360 system. Project BOOST unifies driver's license and vehicle 
registra�ons into a single 
workflow pla�orm. Previously, 
Licensed Operators o�en relied 
on separate worksta�ons and 
systems to process driver's 
license and vehicle transac�ons.

Service Oklahoma provided the 
following data and observa�ons 
for the first two months of 
BOOST being opera�onal:21

• A 38 percent decline in 
average transac�on 
�mes, going from about 
8 minutes and 53 
seconds to about 5 
minutes and 31 seconds - 
the processing of 1.59 
million transac�ons 
(726,000 vehicle 
transac�ons, 521,000 �tle 
ac�vi�es, and 345,000 
driver service 
transac�ons).

• The new system’s 
stability – Service 
Oklahoma reports that 
the system has 
maintained a 99.6% 
stability ra�ng since 
launch, which has led to 
consistent opera�ons amongst LO loca�ons. 

• Unified System - The ability for a single system to be used for driver license and motor vehicle 
services, rather than needing separate systems for these services.

• Integrated federal checks - Ensures cross-pla�orm connec�vity with the U.S. Passport 
Verifica�on System (USPVS) and the SAVE interface, elimina�ng mul�ple login creden�als, 
automated workflows for document uploads, and electronic signature capabili�es.

For the consumer, Service Oklahoma has iden�fied addi�onal benefits with the implementa�on of 
Project BOOST aside from decreased transac�on �mes. These changes are categorized into four areas 
of improvement:

21  Service Oklahoma data received June 12, 2026. Period reflects time between April 15, 2026 and June 12, 2026.
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• Driver control – Services pertaining to driver license points and license reinstatement.
o Example: Driver license points evalua�ons changed from showing all points an 

individual had received to showing points accrued in the last five years. Individuals no 
longer must manually request their license be reinstated, instead, they will be 
automa�cally reinstated once eligible.

• E-services – Services that can be completed remotely online.
o Example: Individuals can upload documents and pay fees required for license 

reinstatement online, providing a faster process for online license renewal.
• Financials – Changes to how customers can make payments to Service Oklahoma and changes 

to ease the administra�on of finances for Licensed Operators.
o Example: Individuals can go to any Service Oklahoma Office or Licensed Operator to 

address payments declined due to insufficient funds; previously this could only be paid 
at the same loca�on where the original transac�on was made.

• Issuance – Services related to the obtaining of and issuance of creden�als.22

o Example: Individuals no longer must provide fingerprints when being issued a license. 
Individuals no longer must provide a physical signature on a DL10 form; the signature is 
provided electronically.

Service Oklahoma reported that most implementa�on issues involved programming errors that were 
corrected in real �me and did not iden�fy any significant errors.

Although Project BOOST advanced Service Oklahoma’s goal of consolida�ng motor vehicle services, 
opera�onal differences between Service Oklahoma loca�ons and Licensed Operators remain. SOK 
loca�ons will con�nue to issue creden�als and Commercial Drivers’ Licenses and be the only loca�ons 
that reinstate driver’s licenses that have fallen into suspended status. Apart from Service Oklahoma 
headquarters, Service Oklahoma loca�ons do not provide vehicle registra�on services.23 In addi�on, 
driving tests for new drivers will con�nue to be administered at Service Oklahoma loca�ons, while 
wri�en exams will remain available at Service Oklahoma loca�ons, selected LOs, and career tech 
loca�ons.

Other states demonstrate how Oklahoma can expand technology usage

LOFT iden�fied three technology-based prac�ces that could help further reduce wait �mes and 
improve customer service: online pre-applica�ons, self-service kiosks, and online appointment 
scheduling.24

22  Service Oklahoma Website, “Gear Shifts.”

24  LOFT analyzed technologies in ten states that had similarly populated counties to Oklahoma and Tulsa counties. For 
more on this analysis, see pages 17 and 18.

23  Service Oklahoma’s headquarters is located at 6015 N Classen Blvd, Building Four, Oklahoma City, OK. 73118
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Exhibit 5: Technology Uses from Comparison States (LOFT summarizes other states’ use of 
technology to improve customer experience.)

Source: LOFT analysis of 10 states containing similarly populated coun�es to Oklahoma and Tulsa 
coun�es. 

Among the ten states reviewed, Tennessee’s online pre-applica�on process is notable because 
applicants may submit required documents online for review prior to visi�ng a Driver Services Center. 
Pre-valida�ng documenta�on before an in-person visit helps applicants determine if they have proper 
documenta�on, reducing the �me staff spend reviewing applica�ons and explaining documenta�on 
requirements. It may also reduce repeat visits by applicants whose applica�ons would otherwise be 
found insufficient during an in-person visit.

License Operator’s Contract Compliance and Service Availability Remain Ongoing Challenges 

While Oklahoma’s public private partnership has some advantages, it also has inherent challenges, 
such as the State not having the same enforcement over its private partners as it does with State 
offices. Each Licensed Operator must sign a contract to remain as an authorized agent for the State, 
and viola�on of this contract can result in losing the license. LOFT observed several viola�ons of this 
contract, which is a sign that while the implementa�on of the new agency is progressing and on the 
right track, not every Licensed Operator is performing at standards consistent with contract 
obliga�ons.

For example, the contract states in sec�on 3.3 “general du�es” that the Licensed Operator will: “(a) 
faithfully discharge the obliga�ons and du�es imposed by and abide by laws, rules, regula�ons, and 
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Exhibit 6: Sign posted on the door of a Licensed 
Operator in the Oklahoma City metro area.

Source: LOFT picture captured July 8, 2026.

instruc�ons of Service Oklahoma.”25 Oklahoma 
Administra�ve Code explicitly mandates that 
"Driver licenses or iden�fica�on cards shall be 
issued if the Service Oklahoma loca�on is open 
for business."26 LOFT found instances of LOs not 
offering driver license services during normal 
business hours:

One Licensed Operator loca�on visited by LOFT 
does not offer creden�al services between 
12:30-2 and ceases processing creden�als at 4:30 
every day. As shown in the photo to the right, 
these hours are publicly posted on site, yet 
conflict with the hours of opera�on reported to 
Service Oklahoma, which lists that loca�on’s 
hours as 9-5:30 Monday through Wednesday and 
9-5 Thursday and Friday. The revised hours of this 
loca�on equate to nearly a full business day of 
�me per week that creden�al services are not 
available to the public.27

In another loca�on, LOFT staff viewed a sign on 
the door of a Licensed Operator that said, “state 
system down, cannot issue licenses.” Service 
Oklahoma confirmed to LOFT the state system 
was not down at the �me the sign was on the 
door. Other operators retain one or few 
employees who have responsibility for producing 
creden�als, which means that if that employee is not in the office, no licenses can be issued. This is 
also a viola�on of the contract language, which states that a Licensed Operator must provide “(f) 
provisions for sufficient staffing, equipment, office space, and parking at the Service Oklahoma 
loca�on.”28 Each of these instances increase the wait �me for services.

Another challenge to the franchise model is the slow adop�on of new opera�onal standards. This 
includes updates to signage, furniture, décor and the overall brand image of a Service Oklahoma 
loca�on. However, the majority of Licensed Operators are exempted from the brand standards due to 
a statutory provision for LOs that were ac�ve prior to the crea�on of Service Oklahoma. 
Grandfathered loca�ons are never required to accept and operate to the new service standards.

28  Licensed Operator Contract Page 3. Received April 2026.

25  Licensed Operator contract, Page 4. Received April 2026.
26  Oklahoma Administrative Code 670:10-13-1(a).
27  LOFT Phone conversation with the Licensed Operator on May 12, 2026. 
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Service Oklahoma lacks a formal process for collec�ng customer feedback on Licensed Operators

The Operator Board may revoke a Licensed Operator’s license for, “…failure to meet the standards for 
customer sa�sfac�on established by the board.”29 Service Oklahoma informed LOFT they monitor 
customer sa�sfac�on with State-run loca�ons through reading Google Reviews le� by customers, 
although there is no agency-led analysis of customer sa�sfac�on with Licensed Operators. To 
determine customer sa�sfac�on levels, LOFT analyzed a random sample of 131 Licensed Operators’ 

Google reviews. The analysis examined star ra�ngs 
and customer comments to iden�fy recurring themes 
and areas of concern.

Almost all customers who le� a review le� either a  
five-star or one-star review. 30 Although most Google 
reviews of Licensed Operators were five-star, the next 
largest subset of reviews was one-star. Google 
reviews can provide insight into customer 
experiences, but they are not a reliable measure of 
customer service quality or of viola�ons that could 
warrant disciplinary ac�on or license removal.

 If SOK intends to consider customer feedback as a 
determining factor of LO performance, a dedicated 
system to accept compliments, complaints, or 
concerns may improve the quality of informa�on 
collected. LOFT did not iden�fy a clear method to file 
any of these with Service Oklahoma. Service 
Oklahoma’s website does not provide instruc�ons to 
file a complaint. During a phone call with a SOK 
customer service representa�ve, LOFT was informed 

that complaints could be accepted over the phone and forwarded to someone within the agency or 
submi�ed through the online “Contact Us” form.31

LOFT reviewed a sample of states that u�lize a hybrid model similar to Oklahoma’s and found that 
Arizona provides an example for consumers to register meaningful feedback to government officials.
There, private businesses, called “Authorized Third Party Loca�ons,” contract with the State’s Motor 
Vehicles Division (MVD) to perform motor vehicle services such as licensing and vehicle registra�on, a 
very similar model to Oklahoma. Authorized Third Party Loca�ons must follow performance metrics 
and are subject to disciplinary ac�on for infrac�ons.32 Arizona maintains an online public complaint 
form that allows customers to submit concerns to MVD.33 A�er a third infrac�on, an Authorized Third 
Party’s license can be suspended, canceled or put on proba�on.

29  Licensed Operator Contract, Section 7.3.
30  See Appendix E for evaluated LOs.
31  Phone call to Service Oklahoma May 15, 2026.
32  Arizona’s Department of Transportation, “Third Party Authorization Agreement," Exhibit D.
33  Arizona’s Department of Transportation, “Third Party Statement of Complaint form.” 

Exhibit 7: Almost all Google reviews LOFT 
reviewed were either the highest or lowest 
ra�ng.

Source: LOFT's representa�on of data 
acquired from Google reviews.
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Exhibit 8: Selected one-star reviews. (Quotes were obtained from Google reviews from March – June 
2026). 

Source: Quotes recorded from Google reviews.

Oklahomans no�ce when Licensed Operators lack consistent availability 

The most common customer complaint regarding Licensed Operators involved hours of opera�on. 
Service Oklahoma’s rules require Licensed Operators to operate 40 hours per week, including at least 
four hours outside normal business hours or on Saturdays.34 The rules also authorize the Service 
Oklahoma Operator Board to approve excep�ons to the required hours of opera�on.35 Historically, 
Licensed Operators were required to submit excep�ons annually, however, in March 2025, the Board 
approved a policy allowing excep�ons to remain in effect permanently unless modified.36

LOFT found that more than 72 percent of licensed operators had an approved ‘hour of opera�on 
devia�on.’37 As a result, most Licensed Operators are authorized to operate fewer than 40 hours per 
week and/or fewer than four hours outside normal business hours or on Saturdays. While these 
approved schedules comply with current board policy, varia�ons in opera�ng hours across Licensed 
Operators may make it more difficult for the public to consistently access services.

34  Oklahoma Administrative Code 670:10-9-3.
35 Ibid.
36  Service Oklahoma Operator Board Meeting Minutes for the March 2025 meeting. Reference Appendix I. 
37  Service Oklahoma Data. Received June 2026.
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Exhibit 9: Nega�ve reviews commonly cri�cized issues with Licensed Operators’ hours of opera�on.

Source: LOFT’s analysis of Google reviews.

LOFT found the following themes when analyzing nega�ve reviews:

• Hours of opera�on: Complaints regarding a Licensed Operator’s hours of opera�on described:
o the Licensed Operator being closed prior to its posted closing �me, 
o the Licensed Operator’s actual hours of opera�ng differing from those posted online, 

and
o the Licensed Operator’s hours of opera�on were not convenient for the customer.

• Inconsistent Service: Complaints that Licensed Operators offered different services or used 
different processes to provide the same service.

• Customer Service: Complaints regarding interac�ons with Licensed Operator staff.
• Higher fees: Complaints that a Licensed Operator charged more for a service than another 

Licensed Operator or a Service Oklahoma loca�on.
• System Issues: Complaints that customers were denied service because of system or so�ware 

issues.
• Other: Three unique complaints pertained to a creden�al lost in the mail, a customer being 

asked to pay to reserve an appointment, and a customer being denied service due to a power 
outage.
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Finding 2: Oklahoma Offers Greater Access to Driver License 
Services than Similar Sized States
Statute states that every county “should” have at least one loca�on from which ci�zens can obtain 
creden�als; this can either be operated by Service Oklahoma or a Licensed Operator.38 Addi�onally, 
statute prohibits Licensed Operators from being located within a three-mile linear radius of one 
another. This provision was enacted in 1987, therefore any loca�ons that have been opened within a 
three-mile radius of another Licensed Operator since this date are in viola�on of State law.39 Using 
Google Maps, LOFT found numerous instances of loca�ons that are in viola�on of this statute. For 
example, in Bethany, Ray’s Westside Tag Agency (7601 NW 23rd St, Bethany, OK) and Bethany Tag 
Agency (7323 NW 23rd St, Bethany, OK) are 0.3 miles apart. These two Licensed Operators were 
approved by the Oklahoma Tax Commission in 2015 and 1991, respec�vely. Despite the statutory 
distance limita�on, the overseeing agency at the �me – the Oklahoma Tax Commission – approved 
the new operators.40 LOFT’s review also found loca�ons whose proximity is in viola�on of statute in 
Duncan, Edmond, Enid, Moore, 
Oklahoma City, Purcell and Lexington, 
Shawnee, Tulsa, and Yukon.

If excep�ons are to be made to 
statutory limita�ons on proximity, it 
would be for areas where the 
business demand had outgrown the 
availability of services. To measure 
business demand, LOFT analyzed 
areas within the state, as well as 
different regions around the country. 
As of the 2024 census, there were 3.3 
million Oklahomans that are of 
driving age.41 Currently, there are 234 
Licensed Operators and 31 Service 
Oklahoma Loca�ons that provide 
driver license services. On a per 
capita basis, Oklahoma has a driver’s 
license facility for every 12,000 
people. LOFT compared Oklahoma’s availability of license loca�ons to states with similar popula�ons 
and found:

• Louisiana has 137 licensing facili�es serving 3.7 million people of driving age for an average of 
one facility per 27,000 drivers. 

• Oregon has 60 licensing facili�es serving 3.6 million people of driving age for an average of one 
facility per 60,000 drivers.

41  U.S. Census Bureau. "Age and Sex." American Community Survey, ACS 1-Year Estimates Subject Tables, Table 
S0101. Accessed on Apr. 29, 2026.

39  HB1341 (1987).
38  47 O.S. § 1140.

40 Ibid.

Source: Census Bureau "Age and Sex," Service Oklahoma, 
Louisiana Department of Public Safety, and Oregon 
Department of Transporta�on data.

Exhibit 10: States with Similar Popula�ons, Comparing 
Service Loca�ons Per Capita.
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Comparing Oklahoma’s metropolitan areas to other states

Most of the ci�es that had viola�ons of the three-mile proximity rule were in the greater 
metropolitan areas of Oklahoma City and Tulsa. While the proximity of service loca�ons in these 

areas could reflect a greater demand for services in the most 
populous areas of the state, there is a risk the availability of service 
exceeds demand, which could lead to Licensed Operators not having 
enough business to be profitable. To determine if Oklahoma’s two 
most populous coun�es are overserved, LOFT compared the per 
capita of driver’s license issuing offices to ten similarly populated 
coun�es from ten different states. Oklahoma County contains 39 
loca�ons that issue driver’s licenses: 35 Licensed Operators and four 
SOK loca�ons. LOFT compared both coun�es to those in five other 
states with similar popula�ons, dividing the number of residents by 
the number of driver’s license issuing loca�ons in the county.42

With a popula�on of 822,125, there are 21,080 residents for every driver’s license issuing loca�on in 
Oklahoma County. This is a smaller ra�o than five similarly populated coun�es, which range from 
having 76,220 residents per loca�on (Hamilton County, Ohio) to 423,825 residents per loca�on 
(Bal�more County, Maryland).

Exhibit 11: Comparison coun�es have a higher residents per loca�on ra�o than Oklahoma County.

Source: LOFT analysis of 10 states containing similarly populated coun�es to Oklahoma and Tulsa 
coun�es. 

42  U.S. Census Bureau, “Population Data.” LOFT selected counties whose populations were within approximately 
50,000 of Oklahoma County’s population.
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With a popula�on of 698,782, there are 53,752 residents for every 
driver’s license issuing loca�on in Tulsa County. Tulsa County contains 
13 loca�ons that issue driver’s licenses: nine Licensed Operators and 
four SOK loca�ons.43 Tulsa County has a smaller resident per loca�on 
ra�o than five similarly populated coun�es, which range from having 
81,444 residents per loca�on (Jackson County, Missouri) to 332,871 
residents per loca�on (Jefferson County, Alabama).

In Oklahoma, Licensed Operators and one SOK loca�on - its 
headquarters - can issue new driver’s licenses and register vehicles. 
This service availability is similar to seven of the ten states used in the above comparison. Alabama, 
Tennessee, and Texas have loca�ons that offer driver’s licenses but cannot register vehicles, meaning 
their loca�ons shown in the exhibits provide less services than those offered in Oklahoma and the 
other comparison states.

Exhibit 12: Comparison coun�es have a higher residents per loca�on ra�o than Tulsa County

Source: LOFT analysis of 10 states containing similarly populated coun�es to Oklahoma and Tulsa 
coun�es.

Service Oklahoma loca�ons typically issue more driver’s licenses than nearby Licensed Operators

While Oklahoma has a rela�vely high number of creden�al issuing loca�ons compared to similarly 
populated states, the number of loca�ons alone does not indicate whether capacity aligns with 
demand. To be�er evaluate workload, LOFT compared the number of creden�als issued by Service 
Oklahoma loca�ons and Licensed Operators.

Using data provided by Service Oklahoma, LOFT analyzed eight markets across the state: two urban 
markets, four regional hubs, and two rural markets.44 LOFT compared creden�al issuance numbers 

44  LOFT used three categories of town populations for analyses of issuances per FTE. Urban markets are cities with a 
population above 90,000 residents. Rural markets refer to towns with a population less than 15,000. Regional hubs 
refer to all towns/cities with a population between 15,000 and 90,000. See Appendix A for a fuller explanation of the 
market designations.

43   U.S. Census Bureau, Population Data. LOFT selected counties whose populations were within approximately 
50,000 of Tulsa County’s population.
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between Service Oklahoma and Licensed Operator loca�ons in Edmond, Tulsa, Lawton, Enid, 
Chickasha, Bartlesville, Clinton, and Woodward.

LOFT must note a limita�on in the comparison: except for its Oklahoma City headquarters, Service 
Oklahoma loca�ons primarily provide iden�fica�on creden�al services. Most Licensed Operator 
loca�ons provide both iden�fica�on services and vehicle registra�on services. As Licensed Operators 
divide staff �me and resources between creden�al issuance and vehicle registra�on services, 
differences in creden�al issuance volumes may not fully reflect differences in overall opera�onal 
performance. The data shows that, in most markets 
examined, Service Oklahoma loca�ons issued 
substan�ally more creden�als than nearby Licensed 
Operators.

Urban Markets 

As shown in Exhibit 13, there is a 
workload disparity between service 
loca�ons in Edmond. Through July 1, 
2026, the Service Oklahoma loca�on 
issued 23,497 creden�als while the 
Licensed Operators issued 23,855 in FY26. 
One Service Oklahoma loca�on 
outperformed every Licensed Operator 
loca�on since its opening in 2023. The 
State-operated loca�on issued 82,710 
creden�als from FY23 through FY26. 
Meanwhile, the five Licensed Operators 
closest in proximity to this loca�on 
collec�vely issued 113,801 licenses. The 
number of licenses issued by these 
loca�ons varied significantly. One 
loca�on, Woodcrest, was responsible for 
45,953 (40 percent) of issuances done by 
Edmond license operators. Over the same 
�me, the Edmond South loca�on issued 
2,338 creden�als.

License issuances in Tulsa show a similar 
trend. SOK at the Farm was opened in April of FY25 
and issued 5,285 creden�als through the end of the 
fiscal year. The four closest Licensed Operator 
loca�ons issued 32,902 licenses during FY25. As of 
July 1, 2026, the SOK loca�on has taken over the market by issuing 34,423 licenses versus the 23,361 
licenses issued by the Licensed Operators, an 11,062 difference. This shows a clear consumer pa�ern: 
Oklahomans in these two populous ci�es prefer to get their IDs from Service Oklahoma.

Exhibit 13: Workload disparity among 
Edmond's six licensing loca�ons for FY26. 
(The SOK loca�on performs 50 percent (23,497 
of 47,352) of the total number of creden�als in 
Edmond.)

Source: LOFT visualiza�on of SOK data.      
Notes: Data reflects FY26 transac�ons through 
July 1, 2026.
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Regional Hub Markets

Oklahoma has several towns that fall in the middle ground between being urban (popula�on greater 
than 90,000 people) and rural (popula�on with less than 15,000 people). These towns act as regional 
hubs for surrounding communi�es. For example, in Lawton there is one Service Oklahoma loca�on 
and two Licensed Operators. The State operated facility issued more licenses than one Licensed 
Operator while keeping pace with the other Licensed Operator located closest in proximity. From 
FY23 to FY26, these loca�ons issued 153,221 creden�als, with the Service Oklahoma loca�on 
accoun�ng for 33 percent (51,151 issuances) of the total; in Lawton, the Service Oklahoma loca�on 
distributes the workload evenly with the two Licensed Operators. LOFT found this trend holds 
constant in Enid as well. Enid has two Licensed Operators and one Service Oklahoma loca�on. The 
Service Oklahoma loca�on manages 41 percent of the transac�on load on average every year.

In Chickasha, the SOK loca�on 
issued 5,710 more creden�als 
from FY23 through FY26 than 
its private counterparts and 
processed 54 percent of all the 
area’s transac�ons.

Bartlesville was the only town 
analyzed where a private 
loca�on consistently outpaced 
its public partner, although the 
SOK loca�on has issued 1,851 
more creden�als as of July 1, 
2026. In total, the difference in 
the number of issuances is 444 
over a four-year period.

Exhibit 14: Workload disparity among Lawton's three licensing 
loca�ons for FY26. (the SOK loca�on performs 39 percent (13,589 
of 35,274) of the total number of transac�ons in Lawton.)

Source: LOFT visualiza�on of SOK data.                                                 
Notes: Data reflects FY26 transac�ons through July 1, 2026.
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Rural Markets

In Clinton, the SOK loca�ons issued 
9,617 more creden�als during this 
period than their private counterparts. 
On average, the SOK loca�on in Clinton 
produced 64 percent of the total number 
of issuances.

Woodward has a SOK loca�on and a 
Licensed Operator. The SOK loca�on has 
processed 525 more licenses than the LO 
over a five-year period. However, the LO 
began issuing more licenses in recent 
years. In FY23, the SOK loca�on issued 
739 more licenses than the LO; in FY24 
the LO produced 122 more licenses than 
the SOK loca�on; and in FY25 the LO 
exceeded the SOK loca�on by 732 
licenses. These examples show that in 
areas where the popula�on is smaller, 
the workload share is more equitable.

There are service differences between 
SOK and Licensed Operators that might 
influence customer preferences. As SOK 
loca�ons are the only ones able to 
administer driver’s exams for new 
licenses, it can be assumed that those 
loca�ons capture much of the first-�me creden�al business.

Right Sized Service Market

To address the oversaturated service market, the Service Oklahoma Operator Board should consider 
the appropriate number of providers and the services available to Oklahomans at all loca�ons. If it 
were determined that Oklahoma should have at least one loca�on in every county, the state would 
have a total of 77 service loca�ons. This would place Oklahoma between Louisiana and Oregon in 
terms of per capita service loca�ons, with one loca�on per 42,900 driving age residents. Currently, 
there are 28 coun�es that have one Licensed Operator. On average, the LOs in these coun�es serve 
approximately 14,000 residents per loca�on.

A low residents per loca�on ra�o may be hampering the state’s ability to cost control delivery of 
these services. The Board should determine the average workload to be managed by the Licensed 
Operator in each county. If the board were to set a standard resident per loca�on metric, it would 
assist in determining the appropriate number of operators needed to service Oklahomans without 
sacrificing customer sa�sfac�on.

For example, if the board were to set the number of residents per loca�on at 50,000, there would be 
63 coun�es that could be served with one Licensed Operator. Per Service Oklahoma’s repor�ng 
metrics, an Oklahoman will visit an LO or SOK loca�on to obtain a creden�al once every 4 years and 9 

Exhibit 15: Workload disparity among Clinton's two 
loca�ons for FY26. (For FY26, the SOK loca�on performed 
70 percent (5,199 of 7,409) of the total number of 
transac�ons in Clinton as of July 1, 2026.)

Source: LOFT visualization of SOK data.                         
Notes: Data reflects FY26 transactions through July 1, 2026.
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months on average.45 Serving 50,000 people over 4.75 years translates to an annual workload of 
10,526 transac�ons per year. If this level were set by the Board, Oklahoma would need just 126 
Licensed Operators as opposed to the current 234, a 46 percent reduc�on in loca�ons.

Alterna�vely, LOFT evaluated how many loca�ons would be needed based on geographic footprint 
alone. Oklahoma is 69,899 square miles. A stated goal of the Board is for a Licensed Operator to be 
within a 15-minute drive of any Oklahoman. If a 15-minute drive covers approximately 15 miles, each 
LO would geographically control 900 square miles. If it were possible to op�mally place an LO 30 
miles away from any other LO, then the state would need 78 LOs. This is not unlike other government 
services that require driving to a central loca�on for services, o�en in the county seat.

If the State sought to ensure greater consistency in customer access to services, as intended with the 
crea�on of Service Oklahoma, Service Oklahoma loca�ons should provide all services to the public, 
similar to what is required of Licensed Operator loca�ons. This change would also naturally regulate 
the market, as those with the best customer service could consume the greatest market share.

Recent Reports Provided Metrics that Overstate the Need for More Licensed Operators

Service Oklahoma is statutorily required to contract with a third party consultant to address the 
profitability of Licensed Operators.46 Similar to the op�ons presented above, the report from Jill 
Geiger Consul�ng (JGC) a�empts to qualify the need for addi�onal loca�ons in underserved areas of 
the state. The 2024 report recommended the use of a decision matrix to determine the need for 
addi�onal Licensed Operator loca�ons. This matrix has six variables to consider:

1. If a SOK or Licensed Operator exists in the county of the proposed loca�on,
2. The number of residents in a county per SOK or Licensed Operator in the county of the 

proposed loca�on,
3. The density of the popula�on in the county,
4. The nearest SOK or Licensed Operator to the proposed loca�on, measured by drive �me,
5. Demand for motor vehicle services, based on prior year transac�on data, in the area of the 

proposed loca�on, and
6. The number of driver’s license and motor vehicle service transac�ons being performed in the 

county of the proposed loca�on. 47

LOFT’s evalua�on of these reports finds metric number four to be the most problema�c as it 
measures if there is a drive �me between loca�ons exceeding 15 minutes. By measuring this way, this 
metric would show a greater need for loca�ons than a metric that measured one-way travel �mes 
from an Oklahoman’s residence. LOFT contends the la�er approach would be�er reflect the need for 
an addi�onal loca�on in rural areas of the state.

47  Jill Geiger Consulting, “Service Oklahoma Cost Model Analysis and Report.” November 1, 2024.

45  Service Oklahoma email to LOFT June 12, 2026.
46  O.S. 47 § 3-103.
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Finding 3: Oklahoma has the 10th Highest Driver’s License Fees
Oklahoma’s driver's license fees rank among the highest in the na�on. The fees are set in statute and 
support the State’s hybrid public-private service delivery model. 

Exhibit 16: Oklahoma’s annualized cost of $10.13 makes it the tenth most expensive state to get a 
new REAL ID.

Source: LOFT analysis of forty-nine states' annualized costs.

The fee for a REAL ID compliant 
driver’s license is $77.00 for an eight-
year Class D license, plus a $4.00 
applica�on fee.48 These fees annualize 
to $10.13 a year for new licenses and 
$9.63 for license renewals. LOFT 
compared Oklahoma’s annualized cost 
to that of other states and found that 
na�onally, Oklahoma is the eighth 
most expensive state to acquire a 
new driver’s license and the tenth 
most expensive state to acquire a 
REAL ID compliant driver’s license. 
Oklahoma is also the tenth most 
expensive state to renew a driver’s 
license or a REAL ID compliant driver’s 
license.49 Fees were annualized in this 
comparison to equalize for differing 
windows of license eligibility.

48  47 O.S. § 6-101v1 (H) – (K). 
49  Hawaii was excluded from national comparison due to high variation of fees within the state. 
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On an annualized basis, the na�onal average cost to obtain a new driver’s license is $6.91; $7.89 to 
obtain a new REAL ID compliant driver’s license; $7.30 to renew a REAL ID compliant driver’s license, 
and $6.69 to renew a driver’s license.50

Between the ages of 16 and 65, Oklahomans will pay $475.63 to maintain a driver’s license, ranking 
Oklahoma as the tenth most expensive state when comparing costs over a life�me. Oklahoma’s 
life�me license cost is 44.16 percent more expensive than the na�onal average life�me cost to 
maintain a driver’s license and 32.27 percent more expensive than the na�onal average life�me cost 
to maintain a REAL ID complaint driver’s license. LOFT used annualized costs of obtaining and 
renewing a license to es�mate life�me costs for maintaining a standard driver’s license or a REAL ID 
compliant driver’s license.51

Oklahomans pay more for their license than those in 
neighboring states 

LOFT performed the same analyses of annualized 
driver’s license costs to obtain a regional comparison. 
Among Oklahoma’s six neighboring states, only Colorado 
has a more expensive annualized cost to obtain a new 
driver’s license, and no neighboring state has a more 
expensive annualized cost to obtain a new REAL ID 
complaint driver’s license. Oklahoma has the second most expensive life�me cost to maintain a 
driver’s license and the most expensive cost to maintain a REAL ID compliant driver’s license when 
compared to its neighboring states.

Exhibit 17: Oklahomans pay a greater life�me cost for driver’s licenses than neighboring state 
residents.

51  Annualized costs were determined by using annualized driver license and renewal fees to reflect a driver keeping a 
valid license from the ages of 16 - 65. The age cap of 65 was imposed as states vary on how they bill those 65 and 
older for license fees. This analysis also ignores any discounted license fees for those under the age of 21. In states 
where there were cheaper annualized fees for longer renewal periods, these were the fees that were used. In New 
York, the cheaper fees for residents who live outside of the New York City metropolitan area were used. These 
annualized fees do not consider age-based discounts.

50  See Appendix J to see all 49 states’ annualized REAL ID costs.

Source: LOFT’s regional 
analysis of license fees.

Note: The regional 
average life�me cost for 
a driver's license is 
$384.95. The regional 
average life�me cost for 
a REAL ID is $342.38.
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Hybrid Models Across the Country Use Convenience Fees to Maintain Lower State Fees 

LOFT sought to quan�fy why Oklahoma’s license fees rank among the most expensive in the country. 
LOFT determined that while most states have a hybrid model for providing vehicle and motor 
services, it is not common for private businesses to issue first-�me creden�als. Eight states allow 
private businesses to issue first-�me creden�als. Seven of these states use a hybrid system like 
Oklahoma, where both public and private en��es can issue a creden�al. Ohio is unique in that their 
issuance of creden�als is solely performed by private businesses.

LOFT found no correla�on between a state’s use of service model and costs. Arizona and New Mexico 
both use a hybrid model and rank among the lowest annualized costs. Conversely, Oklahoma and 
Minnesota both use a hybrid model and rank among the most expensive states to obtain a REAL ID.

Exhibit 18: Eight states allow private businesses to issue first-�me creden�als.

Source: LOFT’s analysis of fi�y states’ methods of issuance for first-�me creden�als.

Of the seven states that use a hybrid model for issuing first-�me creden�als, Oklahoma has the 
second most expensive annualized cost to obtain and renew a REAL ID. LOFT analyzed the five states 
that had hybrid models and annualized creden�al costs lower than Oklahoma’s to determine how 
other states with hybrid models could have lower costs for residents. The five states are: Alaska, 
Arizona, Louisiana, Missouri, and New Mexico.

All five states allow private businesses that issue creden�als to charge a convenience fee along with 
the state’s license fee. The convenience fee is fully retained by the private business. Alaska, Arizona, 
and New Mexico do not regulate the amount that businesses can charge as a convenience fee. New 
Mexico is unique as private businesses charge a convenience fee and are remi�ed a minimum of 
$6.00 of the state fee for each creden�al issued.52 Louisiana and Missouri regulate this fee, 
establishing caps. In Louisiana, a private business is statutorily allowed to charge up to $23 per 
transac�on.53 In Missouri, statute permits a convenience fee of $9 for a creden�al valid for three 
years or less and a fee of $18 for a creden�al valid for longer than three years.54

52  NMSA 66-6-23 (A).
53  R.S. 47:532.1
54  RSMo 136.055.1
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The use of convenience fees is not limited to those states whose annualized costs for creden�als are 
less than Oklahoma’s. Minnesota has a hybrid model, an annualized cost more expensive than 
Oklahoma’s, and allows private businesses to add a convenience fee to the state driver’s license fee. 
The fee charged in Minnesota is regulated to $16 for a first-�me creden�al and $11 for renewing a 
creden�al.55

LOFT’s na�onal and regional comparisons of states’ driver’s license and REAL ID fees only considered 
the fees charged by the state. Below, LOFT re-calculated the annualized fees for those states with a 
convenience fee, using the maximum convenience fee allowed in states with a regulated fee. For 
states with an unregulated fee, LOFT used a convenience fee posted on the website of a private 
business. This calcula�on shows that Alaska, whose annualized state cost was lower than Oklahoma’s, 
exceeds Oklahoma’s annualized cost to the consumer when including a convenience fee of $25.

Exhibit 19: Alaska’s annualized cost exceeds Oklahoma’s when factoring in a convenience fee.

Source: LOFT’s analysis of na�onal convenience fees.
Note: A convenience fee could not be found for New Mexico’s privately run driver’s license loca�ons.

Oklahoma could lower its cost to obtain a creden�al without decreasing Licensed Operators’ 
revenues

The implementa�on of hybrid models in other states shows that Oklahoma could lower its state 
license fees without nega�vely impac�ng Licensed Operators by making use of a convenience fee. 
Rather than allowing Licensed Operators to profit through retaining 40 percent of the State’s driver’s 
license fees and metric-based disbursements from the Licensed Operator Performance Fund, Service 
Oklahoma could allow Licensed Operators to collect a convenience fee along with a lesser reten�on 
of the state fee. 

This model would allow Oklahoma to lower the state fee for its driver’s licenses without decreasing 
Licensed Operators’ revenues, if the convenience fee and lesser reten�on rate matches or exceeds 
what Licensed Operators currently retain for issuing a creden�al. Licensed Operators who charge this 
fee would have a higher cost to the applicant than a Service Oklahoma loca�on, but it provides the 
applicant with the choice to pay a higher price if they believe a Licensed Operator can provide a 
creden�al more quickly or conveniently.

The Licensed Operator Performance Fund was created to ensure profitability in less populated 
coun�es

Demand for driver’s license services is greater in urban areas than in the rural areas of the state. As a 
result, Licensed Operators in lower popula�on markets generate less revenue from licenses than their 
urban counterparts.

55  Minn. Stat. 171.061.
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The crea�on of the Performance Fund was recommended by Jill 
Geiger Consul�ng (JGC) to Service Oklahoma in their 2022 SOK 
Cost Model report. This recommenda�on called for a fund that 
could be, “…used to ensure LO profitability in less populated 
coun�es, to incen�vize behaviors Service Oklahoma wants 
Licensed Operators to exhibit, and to demonstrate that services 
are being provided to ci�zens.”56 When the Performance Fund 
went into effect in 2023, SOK set the following metrics for 
Licensed Operators to receive Performance Fund disbursements:

1. A Licensed Operator processing at least 80 percent of 
eligible applicants within their share of their county’s 
driver’s license applica�ons, and

2. If a Licensed Operator provides at least 80 percent of 
vehicle registra�ons within their share of their county.57

In the December 2024 SOK Cost Model Analysis Report, JGC 
reported that 68 percent of Performance Fund-eligible Licensed 
Operators met one of these two metrics and 53 percent met 
both metrics. This report also made further recommenda�ons 
for the Performance Fund:

1. Make Licensed Operators who operate in towns with a popula�on above 90,000 residents 
ineligible to receive money from the Performance Fund. JGC determined that LOs in towns 
with more than 90,000 residents make a profit without needing disbursements from the 
Performance Fund.

2. Change performance metrics to factor in driver’s license applicants and vehicle registra�ons 
outside the Licensed Operator’s county, if those customers are closer to them than a different 
Licensed Operator.

3. Changes to how the driver’s license applica�on metric is calculated, to be�er reflect the true 
demand for the service.

How the Licensed Operator Performance Fund Works

Each eligible county is ini�ally allo�ed $50,000 by Service Oklahoma, which is divided equally among 
the Licensed Operators within the county.58 Service Oklahoma budgets approximately $3.6 million 
annually to the Performance Fund to provide this base alloca�on to every eligible county. 

Service Oklahoma budgets an addi�onal $1.5 million to the Performance Fund to further supplement 
Licensed Operators opera�ng in the more populous eligible coun�es. These funds are distributed 
propor�onally based on county popula�on to coun�es with mul�ple Licensed Operators, providing an 
addi�onal $0.78 per resident to Licensed Operators that qualify for a Performance Fund payout.59

Between FY24 and FY25, the Licensed Operator Performance Fund disbursed a total of $6,141,598.04 
to Licensed Operators who have achieved performance metrics and to reimburse Licensed Operators 

58  See Appendix H to see how Service Oklahoma calculates the share of metric-based payouts each Licensed 
Operators is eligible for in counties with multiple Licensed Operators.

56  See Appendix F for Profitability Table. Jill Geiger Consulting, Service Oklahoma Cost Model Analysis and Report. 
December 5, 2022. Page 19. See Appendix G for report excerpt. 
57  Service Oklahoma, “Compensation Structure FAQs,” June 30, 2023.

59  Service Oklahoma Data Received June 2026.



LOFT Evalua�on: Service Oklahoma Driver's License Process LOC DRAFT 28

for motor vehicle registra�ons for individuals aged 65 and older or fully disabled veterans. Ninety-
seven percent of disbursed funds were performance-metric based payouts.

Exhibit 20: Ninety-seven percent of Performance Fund disbursements are metric-based payouts.

Source: LOFT’s visualiza�on of Service Oklahoma License Operator Performance Fund Data.

Two hundred and forty-three Licensed Operators received a payout from the Performance Fund in 
FY25. Less than half, 118, received a payout for performance metrics. 60 Those that did not receive a 
performance-based award were reimbursed for those transac�ons where a fee was not charged to 
ci�zens over the age of 65 or fully-disabled veterans, which is another allowable use of the fund. 
Coun�es with a popula�on of over 100,000 residents are not eligible for performance metric-based 
payouts from the Performance Fund. Oklahoma has five coun�es that exceed 100,000 residents and 
are excluded from metric-based payouts: Oklahoma, Tulsa, Cleveland, Canadian, and Comanche 
coun�es.61

Performance Fund disbursements were analyzed by county to see if payouts were being disbursed in 
line with the stated goal of ensuring profitability in lower-populated coun�es. In FY25, the county 
that received the most money from the Performance Fund was Wagoner County, which received 
$85,350.11; $83,610.59 of this total was for metric-based payouts and $1,739.52 was for 
reimbursements for senior and disabled veteran registra�ons. The average amount a county received 
from the Performance Fund in FY25 was $41,838.61. Forty-one coun�es received more than this from 
the Performance Fund. Of those 41 coun�es, 33 had a popula�on below the average popula�on of an 
Oklahoma county.

61  Rogers County also exceeds 100,000 residents per US Census 2025 population estimates but remains eligible.

60  The total number of Licensed Operators reflects all LOs that were open at any point during the Fiscal Year. 
Locations that were bought or transferred during the year were counted more than once
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Exhibit 21: The largest Performance Fund payments are to Licensed Operators in coun�es close to a 
popula�on of 100,000. 

Source: LOFT’s visualiza�on of Service Oklahoma License Operator Performance Fund Data, FY25.
Notes: The loca�ons reflected in orange are ones that are named in the graph. Rogers County exceeds 
100,000 residents per US Census 2025 popula�on es�mates but remains eligible.

The ten coun�es with the highest funds received a total of 21 percent of funds disbursed in FY25. The 
average popula�on of these coun�es was 52,160 residents, about equal to the average popula�on of 
all coun�es in Oklahoma: 53,549 residents. Half of the top ten Performance Fund receiving coun�es 
exceeded the average statewide county popula�on. Two of the three coun�es that received a payout 
exceeding $70,000 were Po�awatomie and Wagoner, which have a popula�on of 75,102 and 93,263 
residents, respec�vely. This suggests that the coun�es that receive the most from the Performance 
Fund are those that can remain eligible for performance-based metric disbursements but have an 
above average county popula�on. 
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Less populated coun�es issue less licenses per FTE

LOFT received BOOST authorized user counts for 233 Licensed Operators and 29 Service Oklahoma 
loca�ons. These counts were used as a proxy for staffing levels. Using par�al FY26 issuance data, the 
only year in which BOOST creden�als were ac�ve, LOFT calculated the ra�o of issuances per FTE at 
the county level. About half of coun�es, 35, had an issuance-per-FTE ra�o between 500-1,000. Thirty 
coun�es had an issuance-per-FTE ra�o between 100-500. Twelve coun�es had an issuance-per-FTE 
ra�o above 1,000.

Exhibit 22: About half of coun�es issue between 500 – 1,000 creden�als per FTE.

Source: LOFT analysis of issuance data and BOOST creden�al amounts provided by Service Oklahoma.

Generally, lower issuance-per-FTE ra�os were observed in less populated coun�es, though this 
pa�ern was not uniform. Some coun�es with ra�os exceeding 1,000 licenses per FTE were not among 
the state's most populated coun�es. The following coun�es, all of which fall below the average 
Oklahoman county popula�on, recorded issuance-per-FTE ra�os above 1,000:

• Seminole – popula�on of 23,441
• Cherokee – popula�on of 49,196
• Delaware – popula�on of 41,910
• Bryan – popula�on of 51,367
• Carter - popula�on of 48,910
• McCurtain – popula�on of 30,744

Service Oklahoma staff issue creden�als more efficiently than Licensed Operator staff

LOFT used authorized user counts from the BOOST system to compare creden�al issuance between 
Licensed Operators and Service Oklahoma in FY26.62 Licensed Operators accounted for 86 percent of 
staff and issued 61 percent of creden�als. Service Oklahoma accounted for 14 percent of staff and 
issued 39 percent of creden�als. On average, a single FTE at a Licensed Operator loca�on issued 641 
creden�als, compared with 2,428 licenses per FTE at Service Oklahoma loca�ons, approximately 
four �mes higher produc�vity per FTE.

62  See Appendix K to see total credentials issued by Service Oklahoma and Licensed Operators between FY23 and 
FY26. 
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Exhibit 23: On average, one Service Oklahoma FTE issues four �mes more creden�als than an FTE 
at a Licensed Operator.

Source: LOFT analysis of issuance data and BOOST creden�al amounts provided by Service Oklahoma.

LOFT compared the issuances per FTE in FY26 of Service Oklahoma staff to nearby Licensed Operator 
staff in eight different communi�es of varying popula�on size: Edmond, Tulsa, Lawton, Enid, 
Chickasha, Bartlesville, Clinton, and Woodward.

Service Oklahoma loca�ons issued more creden�als per FTE than nearby Licensed Operators in six of 
the eight communi�es. The largest differences were observed in Edmond, Tulsa, and Bartlesville, 
where Service Oklahoma staff issued substan�ally more creden�als per FTE than Licensed Operator 
staff. There are two communi�es whose LOs surpassed Service Oklahoma’s efficiency by comparison: 
Lawton and Clinton. In Chickasha, the differences in FTE efficiency were negligible.

Overall, Service Oklahoma loca�ons issue more creden�als on a per-employee basis than nearby 
Licensed Operators in the analyzed communi�es. This, combined with the statewide analysis of 
issuances per FTE, suggests that Service Oklahoma loca�ons issue creden�als more efficiently than 
Licensed Operators.

Exhibit 24: Service Oklahoma loca�ons tend to have a higher average of creden�als issued per FTE 
than nearby Licensed Operator loca�ons.

Source: LOFT analysis of issuance data provided by Service Oklahoma.

This analysis is not an evalua�on of the work performed by Licensed Operators. This analysis is 
limited to issuance of iden�fica�on creden�als, an area of opera�ons where SOK loca�ons and 
Licensed Operators func�on as partners, with Service Oklahoma helping alleviate demand for driver’s 
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licenses while Licensed Operators provide other services such as car tags. LOFT did not analyze data 
related to tag issuance for this report. The Licensed Operators could view license issuance as a 
secondary func�on of their business. However, given recent changes that allow Licensed Operators to 
retain a greater percentage of the state licensing fee, the State may have an interest in Licensed 
Operators increasing the volume of creden�als issued at their loca�ons.

Another possible explana�on for the discrepancy in efficiency is that Licensed Operators are private 
businesses that decide which areas of their business they would like to focus on. In finding 1, LOFT 
shared examples of loca�ons that did not offer license services for mul�ple hours a week. Historically, 
license/ID reten�on rates were lower for licenses than for tags. Further, there are many loca�ons that 
have not issued licenses by prac�ce un�l recently. When a private business is allowed to decide which 
services to offer, inefficiencies will be found throughout the system, especially when there is a 
capable and durable state-run op�on for consumers to use in lieu of the private business. Licensed 
Operators may also refer business overflow to the State-run facili�es, further strengthening the 
hybrid model. The crea�on of the Licensed Operator Performance Fund, the lower volume of 
creden�als issued in less populated coun�es, and the greater share of creden�als issued by Service 
Oklahoma staff compared to Licensed Operator staff illustrate the tradeoffs within Oklahoma’s hybrid 
model.

Oklahoma’s creden�al fees are among the highest in the na�on, and a por�on of that revenue is used 
to support Licensed Operators in less-populated markets where demand may not be enough to 
sustain opera�ons. In some markets, compe��on from nearby Service Oklahoma loca�ons may 
further reduce the volume of creden�als issued by Licensed Operators. LOFT’s analysis found that 
Licensed Operators generally issue fewer creden�als per FTE than Service Oklahoma staff, and rural 
coun�es typically have lower issuance rates per FTE than other coun�es in the state. Together, these 
factors increase the cost of maintaining the current level of statewide access to driver’s license 
services.

Service Oklahoma Operator Board Conflicts

Introduced earlier in this report, the Operator Board acts as the oversight authority of all Licensed 
Operators. Under current law, the board is responsible for establishing performance standards, 
se�ng opera�onal expecta�ons, and shaping the overall framework within which Licensed Operators 
func�on. The board’s authority includes se�ng customer service metrics, opera�onal requirements, 
and processes �ed to the con�nua�on or termina�on of Licensed Operator licenses. While this 
structure was designed to incorporate industry exper�se into oversight, it has created a fundamental 
governance concern.

State statute requires that two of the nine members of the Service Oklahoma Operator Board be 
ac�ve Licensed Operators.63 As a result, individuals who own or operate Licensed Operator loca�ons 
are directly involved in regula�ng the same marketplace in which they compete. This arrangement 
creates an inherent conflict of interest because those par�cipa�ng in regulatory decisions are also 
subject to and impacted by those same decisions in a compe��ve business environment.

The enforcement of Licensed Operator opera�onal hours exemplifies poten�al biased decision 
making by the Operator Board. Administra�ve rules allow the board to authorize a Licensed Operator 
to operate outside of the standard 40-hour work week.64 Service Oklahoma provided LOFT with a list 
of the 168 Licensed Operators that had approved devia�ons from the standard hours of opera�on, 

63  47 O.S.§ 3-104.
64  Oklahoma Administrative Code 670:10-9-3.1
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along with the hours approved by the Operator Board.65 Service Oklahoma’s standard hours of 
opera�on require Licensed Operators to be open at least 40 hours per week, including at least four 
hours on weekends or outside normal business hours. Although "normal business hours" are not 
defined in statute nor in administra�ve rules, the data provided by Service Oklahoma treats any 
weekday hours a�er 5:00 p.m. as outside normal business hours.

Licensed Operators may request devia�ons from the Operator Board, allowing them to operate fewer 
than 40 hours per week, reduce or eliminate weekend or a�er-hours service, or both. Once approved, 
these devia�ons remain in effect unless changed and do not require reapplica�on.

Exhibit 25: 42 Licensed Operators who had approved hours of opera�on devia�ons had different 
hours than those listed on Google Business Profile. Of those, 34 had less hours of opera�on, 4 had 
less weekend or evening hours, and 4 had both.

Of the 168 Licensed Operators with approved schedule devia�ons, 119 had Google business hours 
that matched their approved schedules. Forty-two had Google business hours that differed from their 
approved schedules, and seven did not list business hours on Google. Of these forty-two loca�ons 
that had different hours listed on Google:

• thirty-four had less
hours of opera�on a
week than what was
listed in their schedule
devia�on,

• four had fewer
opera�onal hours on
the weekend or in the
evening than what was
listed in their schedule devia�on

65  See Appendix I for Board minutes.

Source: Service Oklahoma schedule devia�on data.



LOFT Evalua�on: Service Oklahoma Driver's License Process LOC DRAFT 34

• eight had both less hours of opera�on a week and fewer opera�onal hours on the weekend or
in the evening than what was listed in their schedule devia�on

A recurring complaint iden�fied in LOFT's analysis of Google reviews was that Licensed Operators 
were closed during hours they reported as being open. To assess whether Licensed Operators were 
poten�ally opera�ng differently than their reported schedules, LOFT compared approved devia�on 
schedules with the hours listed on Google. Differences could be a�ributable to Google business hours 
being outdated and poten�ally misleading to customers or that the hours reported to Service 
Oklahoma are inaccurate.

To fully realize the legisla�ve goal of standardiza�on, full opera�onal authority should be vested in 
the Director of Service Oklahoma. This would include final decision-making power over standards, 
enforcement ac�ons, and all ma�ers affec�ng Licensed Operators. Centralizing authority in the 
Director ensures that regulatory decisions are made by a single, accountable state official who is not 
engaged in the market being regulated.
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Summary of Policy Considera�ons and Agency 
Recommenda�ons: 
The Legislature may consider the following policy changes:

• Convert the role of the Service Oklahoma Operator Board to be advisory in nature to help
alleviate any conflicts.

• Vest full opera�onal and regulatory authority of Service Oklahoma to the director.
• Direct Service Oklahoma to dedicate the primary use of the Licensed Operator Performance

Fund to subsidize Licensed Operator loca�ons that do not generate enough customer
transac�ons to be profitable, with the goal of ensuring there is a minimum of one licensing
facility in each county.

• Create a separate fund to reimburse Licensed Operators for the vehicle registra�on fees that
are waived for those 65 and older and disabled veterans.

• Direct the Service Oklahoma Operator Board to promulgate administra�ve rules requiring
Licensed Operators provide annual financial statements, empowering the board to make
decisions based on the reported financial posi�on of Licensed Operators.

• Remove the statutory exemp�on for Licensed Operators opera�ng prior to the crea�on of
Service Oklahoma to adhere to the brand standards, requiring that each loca�on make annual
progress toward mee�ng the standards set for all service loca�ons.

Service Oklahoma should:

• Assess the ideal ra�o of Licensed Operators to popula�on.
• Create a process and dedicate personnel to review, report, and recommend ac�on for poor

customer service by Licensed Operators.
• Evaluate the metrics of the Licensed Operator Performance Fund to ensure they are

measurable and accomplish the goals of consistent service delivery in rural areas of the State.
• During unannounced Opera�onal Audits, Service Oklahoma should record the posted business

hours and validate those hours with the hours of service reported to Service Oklahoma.
• Require the next Licensed Operator Compensa�on Evalua�on examine the market impact of

enforcing or elimina�ng the three-mile proximity rule. A copy of the evalua�on should be
provided to the Chairs of the respec�ve oversight subcommi�ees of the Legislature.

• Issue vehicle registra�ons at all Service Oklahoma loca�ons.
• Examine the new technology tools being used by other states to determine if they have the

poten�al to improve the delivery of services or reduce costs.
• Require all Licensed Operators to u�lize the same online queue system that Service Oklahoma

uses, so the wait �mes of all loca�ons can be displayed on Service Oklahoma’s website.
• Implement a customer feedback form on Service Oklahoma’s website that is easy to find and

provides clear direc�on for submission. The agency should include a summary of the feedback
in its annual report on driver’s licenses and vehicle registra�ons.

• Design the Licensed Operator Compensa�on Evalua�on RFP so that the same consultant
cannot be used more than two �mes in a row, to ensure the report maintains objec�vity.
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Appendix A: Research Methodology 
Stakeholders Engaged: 

• Service Oklahoma 
• Lobbyist Representing Licensed Operators 
• Public Officials 

Statutory and Video Review of Enacted Laws 

LOFT reviewed past and current legislation to qualify the legislative directive for the creation of Service 
Oklahoma. LOFT used publicly available media libraries to gain understanding of legislative intent 
regarding the creation and desired operational expectation of Service Oklahoma.  

Financial Data Collection 

LOFT utilized the statewide accounting software, PeopleSoft, to evaluate the agency’s financial 
standing. Throughout this evaluation, LOFT evaluated budget to actuals, revenues, expenditures, and 
cash flow statements for Service Oklahoma.  

Evaluating the Use of the BOOST Implementation 

Two LOFT employees obtained drivers license services; one from Service Oklahoma and another from a 
Licensed Operator. In both cases, the date of service was after the implementation of project BOOST. 
These experiences allowed the staff to see firsthand how the new system worked. These observations 
informed components of the report’s findings.   

Evaluation of Google Reviews  

LOFT analyzed Google Reviews of licensed operators posted between December 2025 and May 2026 to 
capture customer feedback before and after the implementation of Project BOOST. Licensed operators 
were selected by calculating a sample equal to 40 percent of the licensed operators in each county. 
This number of licensed operators were then randomly selected from within each county. For a 
complete list of the Licensed Operators that were selected, see Appendix E.  

Population Classifications 

LOFT categorized town/cities based on their population used in all analyses of credentials issued per 
FTE. Since these analyses compared Licensed Operator performance to Service Oklahoma 
performance, LOFT only considered towns/cities that contained a Service Oklahoma location. LOFT 
classified towns/cites that contained a Service Oklahoma and at least one Licensed Operator as urban, 
a regional hub, or rural. Cities with a population above 90,000 residents were classified as urban. The 
threshold of 90,000 residents is based on Service Oklahoma’s decision to exclude cities with 90,000 or 
more residents from the Licensed Operator Performance Fund metric-based payouts. Towns with a 
population below 15,000 were classified as rural. All towns/cities with a population between 15,000 
and 90,000 were classified as a regional hub. 

Calculating the Annualized Cost of a License in All 50 States 

Annualized costs of driver’s licenses and REAL IDs were determined for all states except Hawaii, which 
was excluded from analysis due to a high variance of fees within the state. State fee costs were 
obtained through individual state agency websites. Annualized costs were determined by dividing 
states’ costs to obtain a new driver’s license and REAL ID, but ignoring any differentiated age-based 
rates, and dividing the cost by the number of years the new credential is valid for. The same was done 
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to calculate the annualized cost of renewal. In states where there were less expensive annualized fees 
for longer renewal periods, LOFT used these fees. For the costs for New York, the lesser fees for 
residents who live outside of the New York City metropolitan area were used. These annualized fees do 
not consider age-based discounts. 

Lifetime costs were determined by using annualized driver license and renewal fees to reflect a driver 
keeping a valid license from the ages of 16 - 65. The age cap of 65 was imposed as states vary on how 
those aged 65 and older are billed for license fees.   

Obtaining Exhibit 6 

LOFT obtained the picture used in Exhibit 6 by driving to three licensed operators near one another in 
downtown Oklahoma. Of these three licensed operators, one had a sign posted on its door stating a 
window when credentials would not be issued. 

Hybrid Models that use Convenience Fees 

LOFT reviewed all states to identify those that use a hybrid model for driver’s license services and 
allowed private businesses to issue first-time credentials. Seven states were identified. LOFT then 
reviewed state statutes, state agency websites, and private business websites to determine the 
convenience fee private businesses may charge for issuing a credential. 

LOFT compared the annualized REAL ID driver’s license fees of hybrid model states after accounting for 
convenience fees. For states with a regulated convenience fee, LOFT used the maximum fee allowed. 
For states with an unregulated fee, LOFT used the convenience fee posted on the website of a private 
business. LOFT could not identify a convenience fee for private businesses in New Mexico, but both 
state agency and private business websites state that a convenience fee is charged.  
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Appendix B: Letter from Oklahoma Legislators to Governor, 
February 9, 2021 
Oklahomans across the state are facing enormous challenges and lengthy wait times to schedule 
appointments to receive driver’s licenses or update existing licenses to REAL IDs. 

As a result of social distancing due to the COVID-19 pandemic and the high demand for REAL IDs, our 
tag agencies are overwhelmed. These unreasonable wait times are leading to significant delays for our 
commercial drivers in the state, limiting our opportunities for economic growth and making it 
substantially more difficult for new drivers to become licensed. 

Our constituents have faced this issue for months, and many have tried for several months to schedule 
appointments. Oklahomans across the state are facing the same issue and we the undersigned Legislators 
applaud your efforts to work with all parties and find a solution that meets the needs of our constituents 
in a timely manner. 

As members of the Oklahoma House of Representatives, we support your efforts to enact an Executive 
Order with the help of the Oklahoma Department of Public Safety as well as the Oklahoma Legislature 
to address this alarming issue facing many Oklahomans. While there is legislation pending in the House 
to increase the number of authorized driver testing exam locations, we agreed this problem merits 
immediate action. 

We request the following recommendations be considered for implementation by the executive order: 

• Allow tag agents to renew, replace or downgrade a commercial driver’s license (CDL). The Dept. of 
Public Safety currently has to process all of them. 

• Allow tag agents to issue an identification card if the person requesting the identification card has an 
existing state driver’s license file, even if the driver’s license is expired or suspended. Currently, the 
requesting person must have a valid driver’s license to receive an identification card from a tag agent. 

• Allow third-party examiners (non-DPS CDL examiners) to test anyone with a CDL permit. Currently, 
they are only allowed to administer driving tests to their own students. 

• Allow certain locations, such as Oklahoma Career Tech Centers, to administer driving knowledge 
written tests for Class D exams, with hopes to expand to CDL exams. 

We believe the changes listed above would lend more authority and control to our local tag agencies and 
significantly reduce the wait times Oklahomans are facing. 

Again we appreciate your efforts in enacting this Executive Order to help Oklahomans throughout the 
State. 

Sincerely,  

• Rep. Ross Ford, R-Broken Arrow 
• Rep. Lonnie Sims, R-Jenks 
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• Rep. Rhonda Baker, R-Yukon 
• Rep. Steve Bashore, R-Miami 
• Rep. Jeff Boatman, R-Tulsa 
• Rep. Brad Boles, R-Marlow 
• Rep. Denise Brewer, D-Tulsa 
• Rep. Ty Burns, R-Pawnee 
• Rep. Carol Bush, R-Tulsa 
• Rep. Sherrie Conley, R-Newcastle 
• Rep. Rusty Cornwell, R-Vinita 
• Rep. Denise Crosswhite Hader, R-Piedmont 
• Rep. Dean Davis, R-Broken Arrow 
• Rep. Eddy Dempsey, R-Valliant 
• Rep. Sheila Dills, R-Tulsa 
• Rep. Mike Dobrinski, R-Okeene 
• Rep. Scott Fetgatter, R-Okmulgee 
• Rep. Andy Fugate, D-Oklahoma City 
• Rep. Brian Hill, R-Mustang 
• Rep. Justin Humphrey, R-Lane 
• Rep. Ronny Johns, R-Ada 
• Rep. Gerrid Kendrix, R-Altus 
• Rep. Dell Kerbs, R-Shawnee 
• Rep. Mark Lawson, R-Sapulpa 
• Rep. Dick Lowe, R-Amber 
• Rep. Ken Luttrell, R-Ponca City 
• Rep. Robert Manger, R-Oklahoma City 
• Rep. Anthony Moore, R-Clinton 
• Rep. Carl Newton, R-Cherokee 
• Rep. Monroe Nichols, D-Tulsa 
• Rep. Jim Olsen, R-Roland 
• Rep. Daniel Pae, R-Lawton 
• Rep. Kenton Patzkowsky, R-Balko 
• Rep. Dustin Roberts, R-Durant 
• Rep. Eric Roberts, R-Oklahoma City 
• Rep. Jacob Rosecrants, D-Norman 
• Rep. Todd Russ, R-Cordell 
• Rep. Danny Sterling, R-Tecumseh 
• Rep. Tammy Townley, R-Ardmore 
• Rep. Mark Vancuren, R-Owasso 
• Rep. Kevin Wallace, R-Wellston 
• Rep. Kevin West, R-Moore 
• Rep. Rick West, R-Heavener 
• Rep. Tammy West, R-Oklahoma City 
• Rep. Max Wolfley, R-Oklahoma City 
• Rep. Rande Worthen, R-Lawton 
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Appendix C: Executive Order 2021-05 

FILED 

 

February 10, 2021 

 J. Kevin Stitt  OKLAHOMA SECRETARY  

 Office of the Governor  OF STATE 

State of Oklahoma  

EXECUTIVE DEPARTMENT  

EXECUTIVE ORDER 2021-05  

 
As COVID-19’s impact continues to affect our State and its citizens, it is important to continue to take 
measures to mitigate this threat for all. It has come to my attention that COVID-19 has contributed to 
unacceptable delays in the processing of licenses and other identification documents under the 
authority of the Department of Public Safety.  It is therefore necessary to expand the flexibility of the 
State and political subdivisions of the State during the continuance of the State emergency as provided 
by this Order and pursuant to the provisions of the Oklahoma Emergency Management Act of  2003 
and Executive Order 2020-20, as amended.     

Therefore, I, J. Kevin Stitt, Governor of the State of Oklahoma, pursuant to the power and authority 
vested in me by Sections 1 and 2 of Article VI of the Oklahoma Constitution, hereby direct the 
Department of Public Safety to waive statutory or regulatory restrictions, to the extent allowable by 
law, on the ability of certified Motor License Agents to issue renewals or replacements of valid, 
unexpired, Class A, B, or C driver licenses. Likewise, the Department of Public Safety shall waive 
statutory or regulatory restrictions on the ability of certified Motor License Agents to issue a lower 
class Oklahoma REAL ID compliant driver license or Oklahoma REAL ID non-compliant driver license in 
response to a voluntary downgrade from a Class A, B, or C, driver license. Nothing in this paragraph 
relieves the licensee from the responsibility to provide documentation required by the Department of 
Public Safety or the Federal Motor Carrier Safety Administration’s commercial driver license 
requirements (49 C.F.R part 383).  
This Order directs the Department of Public Safety to waive statutory or regulatory restrictions, to the 
extent allowable by law, on the ability of certified Motor License Agents to issue an Oklahoma REAL ID 
compliant, or Oklahoma REAL ID non-compliant identification card, as long as the person requesting 
the identification card has an existing Oklahoma driver license file. A licensee whose record reflects a 
notation of the person’s proof of legal presence, verified by the U.S. Department of Homeland Security, 
or proof of U.S. citizenship, may obtain a REAL ID compliant identification card, or non-compliant 
identification card, regardless of the status of the license held by the licensee. Provided, the 
licensee must comply with all REAL ID documentation requirements to obtain a REAL ID compliant 
identification card. Nothing  in this paragraph relieves the person requesting the identification card 
from the responsibility to provide documentation required by the Department of Public Safety for 
the issuance of an identification card.   
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This Order directs the Department of Public Safety to waive statutory or regulatory restrictions, to the 
extent allowable by law, on the ability of certified Third-Party Examiners to administer a skills test to 
any applicant applying for a Class A, B, or C commercial driver license. However, if the applicant is 
applying for a Class B commercial driver license with an “S” endorsement, or Class C commercial driver 
license with an “S” endorsement, the applicant shall provide, to the Third-Party Examiner, proof of 
training from a school district recognized by the State Department of Education, or a technology center 
school recognized by the State Board of Career and Technology Education.   

This Order authorizes the Department of Public Safety to execute agreement(s) with an institution of 
higher education, a technology center school recognized by the Oklahoma Board of Career and 
Technology Education, or a public school district recognized by the Oklahoma Department of 
Education, to proctor Class A, B, C, or D written driver license examinations. Provided, however, any 
agreements entered pursuant to this paragraph must provide for protection of applicant data and 
protection of the integrity of the test and testing process, as determined by the Department. The 
applicant is responsible for any fees associated with the proctoring of the examination. This order 
suspends Department of Public Safety rules requiring an applicant to submit an application for a driver 
license prior to taking a written examination. The applicant may submit a record of passing the written 
examination to the Department at the time of completing the application.    

This Order shall be effective until the end of 30 days after the filing of this Order.  

Copies of this Executive Order shall be distributed to the Commissioner of the Oklahoma Department 
of Public Safety, the Oklahoma Department of Career and Technology Education, the State Department 
of Education, and to the Secretary for Agency Accountability, who shall cause the provisions of this 
Executive Order to be implemented.    

IN WITNESS WHEREOF, I have set my hand and caused the Great Seal of the State of Oklahoma to be 
affixed at Oklahoma City, Oklahoma this 10th of February, 2021.  

BY THE GOVERNOR OF THE STATE OF OKLAHOMA  

 
  

  
J . KEVIN STITT   

A TTEST:  

  
BRIAN BINGMAN, SECRETARY OF STATE  
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Appendix D: Service Oklahoma Decision Matrix
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Appendix E: Licensed Operators Randomly Selected for 
Google Reviews  

License 
Number 

Address License 
Number 

Address 

0104 

 

7606 

 

0305 

 

0405 

 

0510 

 

0608 

 

0720 

 

0719 

 

0836 

 

0923 

 

0931 

 

0929 

 

1012 

 

4520 

 

1280 South Williams  

Westville OK 74965     

504 Flynn Street  

Alva OK 73717     

177 North Ohio Avenue  

Atoka OK 74525    

412 South Main  

Turpin OK 73950     

115 East Broadway Avenue  

Elk City OK 73644   

316 East Oklahoma  

Okeene OK 73763     

1202 North 16th Avenue  

Durant OK 74701    

404 West Main Street  

Bokchito OK 74726    

105 East Main Street  

Hinton OK 73047    

933 South Cornwell  

Yukon OK 73099     

414 Piedmont Road N  

Piedmont OK 73078    

120 South Rock Island Avenue  

El Reno OK 73036  

4151 Hospital Road  

Healdton OK 73438     

30 East Wilson Suite B  

Valliant OK 74764   

4921 

 

4414 

 

4412 

 

4522 

 

5116 

 

5003 

 

5118 

 

4611 

 

5215 

 

5308 

 

5407 

 

5569 

 

8808 

 

5582 

 

216 East Main Street Locust  

Grove OK 74352   

302 West Main Street Suite 101  

Purcell OK 73080  

697 North Main Street Suite B  

Newcastle OK 73065  

212 North Main Street 

Broken Bow OK 74728   

316 East Benge Road  

Fort Gibson OK 74434   

2112 West Broadway Suite A  

Sulphur OK 73086   

806 3rd Avenue  

Warner OK 74469     

305 South Main Street Unit A  

Eufaula OK 74432  

325 North 7th Street  

Perry OK 73077    

1223 East Cherokee Avenue  

Nowata OK 74048    

421 West Broadway Street  

Okemah OK 74859    

2839 South Douglas Boulevard Suite 112  

Midwest City OK 73130 

13919 North May Avenue Suite A  

Oklahoma City OK 73134 

3100 North Classen Boulevard  

Oklahoma City OK 73118   
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1104 

 

1302 

 

1219 

 

1432 

 

1436 

 

1435 

 

1503 

 

1627 

 

1620 

 

 

1711 

 

1806 

 

1917 

 

1922 

 

2016 

 

2011 

 

2110 

25 Plaza South Street  

Tahlequah OK 74464    

101 Main Street  

Boise City OK  

1605 East Jackson  

Hugo OK 74743     

108 East Broadway Street  

Lexington OK 73051    

1315 24th Avenue Southwest Suite A  

Norman OK 73072  

443 West Gray Street  

Norman OK 73069    

28 North Main Street  

Coalgate OK 74538    

902 Southwest 38th Street  

Lawton OK 73505    

303 Southwest 5th Street  

Cache OK 73527    

 

202 West Missouri Street  

Walters OK 73572    

175 West Ketchum Avenue  

Ketchum OK 74349    

103D Cimarron Drive  

Mannford OK 74044     

713 South Mission Street  

Sapulpa OK 74066    

504 South 10th Street  

Arapaho OK 73620    

200 South Broadway Street  

Weatherford OK 73096    

2123 South Main Street Suite D  

8812 

 

8828 

 

5577 

 

8824 

 

8834 

 

5585 

 

4206 

 

8836 

 

5553 

 

 

8825 

 

5565 

 

5612 

 

5610 

 

5737 

 

5802 

 

5911 

4512 South Pennsylvania Avenue  

Oklahoma City OK 73119   

5936 Northwest 122nd Street  

Oklahoma City OK 73142   

7323 Northwest 23rd Street  

Bethany OK 73008    

7601 Northwest 23rd Street  

Bethany OK 73008    

221 South Ash Street  

Luther OK 73054    

3900 South Broadway Suite 2E  

Edmond OK 73013   

14700 South Coltrane Road  

Edmond OK 73034    

10443 North May Avenue  

Oklahoma City OK 73120   

2511 North Western Avenue  

Oklahoma City OK 73106   

 

14890 Southeast 29th Street Suite 105  

Choctaw OK 73020  

6225 Northwest 39th,  

Bethany, OK 

312 South Hughes  

Morris OK 74445     

501 East 8th Street Suite B  

Okmulgee OK 74447  

801 East Main Street  

Pawhuska OK 74056    

20 1st Avenue Northeast  

Miami OK 74354    

108 South Broadway Street  
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1013 

 

2222 

 

2316 

 

2419 

 

2421 

 

2516 

 

2515 

 

2619 

 

2618 

 

2704 

 

2808 

 

2907 

 

3006 

 

3106 

 

3217 

 

3221 

Grove OK 74344  

2024 Newport Road  

Lone Grove OK 73443    

218 West Hobson Avenue  

Leedey OK 73654    

122 West 3rd  

Shattuck OK 73858     

115 West Owen K Garriott Road  

Enid OK 73701  

114 East Euclid  

Waukomis OK 73773     

311 West Cherokee Suite C  

Lindsay OK 73052   

113 East Paul Avenue  

Pauls Valley OK 73075   

1027 South 4th Street  

Chickasha OK 73018    

303 West Main Street  

Tuttle OK 73089    

112 North Main Street  

Medford OK 73759    

108 East Pierce Street  

Mangum OK 73554    

511 East Broadway Street  

Hollis OK 73550    

911 South Broadway  

Laverne OK 73848     

801 East Main Street  

Stigler OK 74462    

112 North Main Street  

Wetumka OK 74883    

825 Roosevelt Avenue  

 

6021 

 

6019 

 

6113 

 

6115 

 

6214 

 

6212 

 

6332 

 

6330 

 

6712 

 

6416 

 

6508 

 

6621 

 

6617 

 

6333 

 

6811 

 

6918 

Cleveland OK 74020    

911 East Main Street  

Cushing OK 74023    

702 South Western Road  

Stillwater OK 74074    

909 East Main Street  

Quinton OK 74561    

902 Pennsylvania Avenue  

Hartshorne OK 74547     

509 Arlington Street  

Ada OK 74820     

23433 County Road 3460  

Roff OK 74865    

514 North Broadway Street  

Tecumseh OK 74873    

3715 North Kickapoo Avenue 

Shawnee OK 74804    

213 South Wewoka Avenue  

Wewoka OK 74884    

191475 North 4140 Road #2  

Antlers OK 74523   

104 South Cearlock Avenue  

Cheyenne OK 73628    

1755 North Highway 66 Suite E  

Catoosa OK 74015  

319B North Broadway  

Inola OK 74036     

48248 Highway 9  

Earlsboro OK 74840     

915 East Cherokee Avenue  

Sallisaw OK 74955    

101 Village Mall  
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3320 

 

3504 

 

 

3617 

 

3618 

 

3708 

 

3821 

 

3820 

 

3903 

 

4018 

 

4016 

 

4120 

 

4118 

 

4207 

 

4303 

 

4706 

 

Stuart OK 74570     

802 Falcon Road  

Altus OK 73521     

103 West Main Street  

Tishomingo OK 73460    

 

2101 North 14th Street Suite 109  

Ponca City OK 74601 

114 South Main Street  

Newkirk OK 74647    

401 North Main Street  

Hennessey OK 73742    

407 South Main Street  

Hobart OK 73651    

100 North 2nd  

Mountain View OK 73062    

106 East Ada Avenue  

Wilburton OK 74578    

800 West Broadway Street  

Spiro OK 74959    

101 East Avenue C  

Heavener OK 74937    

821 North Jim Thorpe Boulevard  

Prague OK 74864   

101 South Dewey Avenue  

Chandler OK 74834    

2105 South Division Street  

Guthrie OK 73044    

112 West Main Street Suite J10  

Marietta OK 73448  

103 South 7th Avenue  

Fairview OK 73737    

 

6917 

 

7012 

 

 

7119 

 

7254 

 

7260 

 

7283 

 

7290 

 

7262 

 

7280 

 

7313 

 

7277 

 

7278 

 

7317 

 

7271 

 

7404 

 

Comanche OK 73529     

102 Sunny Lane  

Velma OK 73491     

317 East 1st Street  

Grandfield OK 73546    

 

13809 South Casper Street Suite I  

Glenpool OK 74033  

1003 West Broadway Street  

Collinsville OK 74021    

14621 South Memorial Drive  

Bixby OK 74008    

11560 North 135th E Avenue Suite 104  

Owasso OK 74055 

824 South Elm Place  

Broken Arrow OK 74012     

1914 South Garnett Road 

Tulsa OK 74128    

1158 North 38th Street  

Broken Arrow OK 74014   

3190 West 21st Street Suite 304  

Tulsa OK 74107  

8216 South Elm Place Suite B  

Broken Arrow OK 74011 

12657 South State Highway 51  

Coweta OK 74429   

1414 South Denver Avenue 

Tulsa OK 74119    

1661 Swan Drive  

Bartlesville OK 74006     

114 East Main Street  

Cordell OK 73632    
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4809 

 

4922 
 

206 Highway 70 West  

Kingston OK 73439    

420 East Graham Avenue  

Pryor OK 74361    
 

7521 

 

7706 

 

0209 

 
 

124 South Main Street  

Mooreland OK 73852     

111 South Grand Avenue 

 Cherokee OK 73728    
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 Appendix F: Licensed Operators’ Profitability Table (2024) 

 
Source: Jill Geiger Consulting, 2024 Cost Model Report. 
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Appendix G: Excerpts from the Licensed Operator 
Performance Fund Recommendations from the 2022 Service 
Oklahoma Cost Model Analysis and Report 
Other Potential Considerations 
2. Creation of a Performance Fund for Licensed Operators to ensure all services are offered 
equally in all locations across the state, ensuring availability of services to all Oklahomans. This 
fund could be deployed by formula. 
The fund could be used to ensure LO profitability in less populated counties, 
to incentivize behaviors Service Oklahoma wants Licensed Operators to exhibit, and to 
demonstrate that services are being provided to citizens. It is recommended that metrics be 
established to gauge Licensed Operator productivity and their eligibility for potential payments 
from the performance fund. 
To determine the criteria for the performance fund, a formula was created which accounts 
for the number of individuals needing DL/MV services in a given county, the number of 
Licensed Operators in that county, and the percentage of the drivers in the county served by a 
given Licensed Operator. 
For DL services, census data for how many individuals between 18-65 live in the county 
is used to estimate the number of individuals in need of a license, with a formula applied to 
estimated the amount of 4-year and 8-year licenses. Then, the number of potential licensees is 
divided by the number of Licensed Operators in that county. If a Licensed Operator is serving at 
least 90% of eligible applicants for their share of their county, they meet the performance fund 
metric for DL services. 
For MV services, a prior-year average of registrations is divided by the number of 
Licensed Operators in the county. If a Licensed Operator is providing at least 80% of 
registrations for their share of their county, they meet the performance fund metric for MV 
services. 
3. Consideration of a minimum rate to be charged with the ability for Licensed Operators to 
charge some additional component for profit, with assurances against price gouging. 
4. Bolster communication efforts and flexibility granted around community-specific hours 
of operation for LOs. Allowing them to tailor their service hours to the needs of their 
communities, assuring community needs were still being met, could provide additional incentive 
to maintain service standards. 
5. Continue to improve service from SOK to LOs to maintain service standards from LOs to 
citizens, including high quality training opportunities and manuals. 
6. The reality of longer durations to process any transaction through D360 at present is the 
largest variable impacting the profitability of those transactions at present, versus pre-D360 or 
versus where JGC understands Service Oklahoma intends to be with system improvements. With 
the knowledge that the system used to deliver these services will continue to evolve and, as such, 
the time per transaction will continue to change, thereby impacting the cost of providing the 
services, we recommend the requirement of a regular assessment of the cost of providing these 
services to ensure the fee retention schedule is appropriately aligned. This should be 
accompanied by a comprehensive review and simplification of the overall motor vehicle fee and 
tax structure, which may require changes to the reporting requirements from Licensed Operators 
to Service Oklahoma. It is prudent to consider removing the fee schedule from statute to allow 
for more flexibility in the process. In this model, the Legislature could mimic the process of the 
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Appendix H: Service Oklahoma’s Calculation of the Blended 
Metric for Licensed Operator Performance Fund Metric-
Based Payouts 
Beginning in 2025, Service Oklahoma implemented a blended metric model to determine performance 
metrics for Licensed Operator Performance Fund annual disbursements. This model uses two weighted 
components: 

1. Local Population Share (60%) – Based on the population of the city or town where the licensed 
operator is located, relative to all other cities and towns with licensed operators within that 
county. 

2. Equal County Share (40%) – An equal distribution of the county's customers among all licensed 
operators in that county. 

The blended metric assigned to each licensed operator is applied to the total number of driver license 
and motor vehicle transactions processed within the county during the prior fiscal year to establish 
individual driver license and motor vehicle transaction thresholds. A licensed operator who achieves at 
least 80 percent of both thresholds is eligible for a full payout. A licensed operator who achieves at 
least 80 percent of only one threshold is eligible for a payout equal to 25 percent of the full amount. 
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Appendix I: Service Oklahoma Operator Board Minutes 
Service Oklahoma Operator Board 

March 12, 2025, Meeting Minutes 

 

Notice of the Service Oklahoma Operator Board meeting was posted with the Oklahoma Secretary of 
State on December 11, 2023, and posted on the door of 6015 N. Classen Blvd., Oklahoma City, OK 
73118 on March 10, 2025, at 8:30 am. 

1. The Service Oklahoma Operator Board meeting was Called to Order at 3:31 pm. 
2. After taking roll of the members present, it was determined that a quorum was present. The 

following members were in attendance: 

Diedra O’Neil on behalf of Jay Doyle Amber Brock 

Todd Currie Lauren Toppins Jeff Mize 

The following members were absent: 

Baxter Lewallen Lex Gaylord 

3. A motion to approve February 12, 2025, Regular Meeting Minutes was made by Lauren 
Toppins, seconded by Jeff Mize, and approved unanimously by the Board. 

4. Diedra O’Neil presented the Service Oklahoma Report. 
5. Jeff Mize moved to open applications until June 1, 2025, for a new designated Service 

Oklahoma location in the following locations: Caddo County, Okfuskee County, Chelsea, OK, 
North Tulsa, OK, and Alva, OK. Diedra O’Neil seconded this motion and was unanimously 
approved by the Board. 

6. Todd Currie motioned to approve every deviation request where the designated Service 
Oklahoma location is open at least 40 hours per week and does not require a resubmission 
annually unless hours change. The motion was seconded 

by Jeff Mize and approved unanimously by the Board. 

Page 2 of 2 

7. Seeing no other business, a motion to adjourn was made by Diedra O’Neil, seconded by Todd Currie, 
and approved unanimously in favor by the Board. 

8. The meeting adjourned at 4:10 pm. 
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Appendix J: National Comparison of State Driver’s License 
Fees 

 
Source: LOFT analysis of forty-nine states’ annualized costs. 
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Appendix K: Total Credentials Issued by Fiscal Year 

 
Source: Service Oklahoma. 
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AGENCY RESPONSE 

LOFT Evaluation of Service Oklahoma Driver's License Process 

Service Oklahoma appreciates the thorough work of the Legislative Office of Fiscal 
Transparency (LOFT) and its collaborative approach throughout this evaluation. Our teams 
shared a commitment to ensuring Oklahomans receive accessible, consistent, and high-
quality service. 

Service Oklahoma became a stand-alone state agency on November 1, 2023, inheriting a 
decentralized service network, legacy technology, and operating practices developed over 
many decades. Its early work focused on standard operating procedures, transaction 
consistency, technology, wait times, and service levels. The LOFT report provides valuable 
direction for the agency's next phase of work. 

Finding 1: Contrary to Legislative Intent, Citizens' Experiences Vary Between State and 
Private Operators 

A. Does the agency agree with the facts as presented? 

Service Oklahoma partially agrees with the finding. The agency agrees that customer 
experiences vary between state-run and Licensed Operator locations and among Licensed 
Operators. While the degree of variation differs by location and type of service, citizens do 
not always encounter the same level of access, service, or physical experience across the 
network. Greater consistency remains a priority. 

B. Provide agency comments and/or clarifications to the finding. 

Differences in hours, service availability, customer service, and physical standards can 
make the experience vary by location. LOFT's analysis provides a helpful view of how those 
differences are experienced by citizens. Service Oklahoma recognizes room to improve its 
oversight of Licensed Operator compliance, including verification that locations are open 
during approved hours and provide required services. 

The agency will strengthen its audit and follow-up protocols and add an easy-to-find 
website option for customers to provide feedback on Licensed Operator locations. 
Together, these steps will give the agency better information to identify recurring concerns 
and address them consistently. 

Finding 2: Oklahoma Offers Greater Access to Driver License Services than Similar 
Sized States 

A. Does the agency agree with the facts as presented? 
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Service Oklahoma agrees with the finding. Oklahoma's state-run and Licensed Operator 
network provides broad access to driver license services across urban, regional, and rural 
communities. The size and geographic reach of the network help reduce travel burdens and 
preserve in-person access throughout the state. 

B. Provide agency comments and/or clarifications to the finding. 

As reflected in the report, 234 Licensed Operator locations and 31 state-run locations issue 
credentials in Oklahoma. This extensive footprint is a strength of the state's service model 
and provides citizens with more options for completing credential transactions, particularly 
in communities where access to a state-run location would otherwise require additional 
travel. 

Finding 3: Oklahoma has the 10th Highest Driver's License Fees 

A. Does the agency agree with the facts as presented? 

Service Oklahoma agrees with the facts as presented. LOFT's analysis shows that 
Oklahomans pay more for a driver license than residents of most other states, and the 
agency recognizes that this results in a higher direct cost to citizens. 

B. Provide agency comments and/or clarifications to the finding. 

An original eight-year Oklahoma REAL ID Class D license costs the citizen $81: a $77 
issuance fee and a $4 application fee. Service Oklahoma agrees that this is a higher direct 
cost than in most other states. It is also important to distinguish the total amount paid by 
the citizen from the amount available to support Service Oklahoma's driver license 
operations. 

Under 47 O.S. Section 6-101, the $77 issuance fee is allocated among several purposes: 
$11 to the Trauma Care Assistance Revolving Fund; $13.50 to the Service Oklahoma 
Computer Imaging System Revolving Fund; $20 to the Service Oklahoma Revolving Fund; 
and $6 to the State Public Safety Fund. The remaining $26.50 of the issuance fee, along 
with the separate $4 application fee, is distributed under other statutory provisions. 
Together, these amounts account for the full $81 paid by the citizen. This allocation does 
not change the cost to the citizen, but it clarifies that the full amount is not dedicated to the 
driver license program. 

Recommendations 

A. Does the agency agree with the recommendations? 

Service Oklahoma generally agrees with the direction of the agency recommendations. The 
recommendations identify practical opportunities to build on the agency's early progress, 
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strengthen oversight, and continue improving access and consistency across the network. 
The agency will incorporate the recommendations into its ongoing strategic and 
operational planning, subject to available resources, statutory requirements, and the 
results of further evaluation. 

B. Provide agency comments and/or clarifications to the recommendations. 

Recommendations to the Agency 

1. Assess the ideal ratio of Licensed Operators to population. 

Service Oklahoma agrees. Its strategic plan includes evaluating the ideal footprint for both 
state-run and Licensed Operator locations. The assessment will consider population, 
transaction volume, travel distance, existing service capacity, and the availability of 
credential and motor vehicle services. LOFT's analysis will inform that work. 

2. Create a formal process and dedicate personnel to Licensed Operator customer-
service concerns. 

Service Oklahoma agrees. The agency will evaluate the process and resources needed to 
receive, categorize, track, review, and follow up on Licensed Operator customer-service 
concerns. A more formal process will help identify recurring issues, support appropriate 
escalation, and provide better information for oversight and training. 

3. Evaluate the metrics used by the Licensed Operator Performance Fund. 

Service Oklahoma agrees. The agency will evaluate whether the metrics are measurable, 
supported by reliable data, and effective in encouraging consistent service and rural 
access. The review should also consider whether the measures align incentives with 
customer service, compliance, service availability, and the purposes established for the 
fund. 

4. Verify posted and reported business hours during unannounced operational audits. 

Service Oklahoma agrees and will strengthen its audit protocols to compare posted, 
publicly displayed, and Operator Board-approved hours with actual operating status. The 
agency will document discrepancies, follow up with the operator, and use recurring issues 
to inform future monitoring and corrective action. 

5. Examine the market impact of enforcing or eliminating the three-mile proximity rule. 

Service Oklahoma agrees. A Licensed Operator Compensation Evaluation is underway, and 
the agency will ensure it examines the potential effects of enforcing or eliminating the 



Service Oklahoma’s Response to LOFT Evaluation on Driver License Process 
 

Page 4 

three-mile rule on compensation, market coverage, competition, access, and operator 
viability. 

6. Issue vehicle registrations at all Service Oklahoma locations. 

Service Oklahoma agrees with improving access to motor vehicle services. As part of its 
footprint assessment, the agency will evaluate where adding motor vehicle services at 
state-run locations would provide the greatest benefit. That analysis will consider 
customer demand, the capacity of the existing network, operational readiness, and 
opportunities to improve accessibility, consistency, and customer experience. 

7. Evaluate technology used by other states to improve service or reduce costs. 

Service Oklahoma partially agrees. The agency routinely evaluates technologies used by 
other states and industries to improve service delivery, increase efficiency, and reduce 
administrative burden. The implementation of BOOST introduced new functionality and 
modernized several core processes. For example, customers can now visit the Navigate 
website and complete a pre-application before arriving at a Service Oklahoma location. 
Staff can retrieve the submitted information when the customer arrives, reducing data 
entry and making the in-person visit faster and more efficient. Service Oklahoma will 
continue evaluating new technologies and opportunities to build upon these capabilities. 

8. Require all Licensed Operators to use the same online queue system as state-run 
locations. 

Service Oklahoma partially agrees with the recommendation. The agency supports 
consistent service standards and greater customer visibility into wait times and service 
availability. However, requiring every Licensed Operator to use the same queue system 
would fundamentally change how many operators manage customer flow within their 
businesses. It would move beyond standardizing procedures and outcomes by prescribing 
a specific local service-delivery model. Implementing and supporting a common platform 
across more than 230 locations could also require significant investment. Service 
Oklahoma is open to evaluating the benefits, costs, operational effects, and less 
prescriptive alternatives that could achieve greater consistency. 

9. Implement an easy-to-find customer-feedback form and summarize feedback in the 
annual report. 

Service Oklahoma agrees and will add an easy-to-find website option for customers to 
provide feedback on Licensed Operator locations. The agency will establish consistent 
categories and a process to track, review, respond to, and report aggregate feedback while 
protecting personally identifiable information. 
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10. Prevent the same consultant from conducting more than two consecutive 
compensation evaluations. 

Service Oklahoma partially agrees with the recommendation and supports preserving 
independence and objectivity in compensation evaluations. At the same time, bringing a 
new consultant up to speed on Oklahoma's statutory fee structure, service-delivery model, 
and underlying data requires substantial agency effort, particularly when the firm has not 
conducted this type of evaluation before. The agency has also experienced challenges 
identifying consultants interested in this specialized work. Service Oklahoma will consider 
consultant rotation or similar safeguards while balancing independence with relevant 
expertise, continuity, market availability, and the demands placed on agency resources. 
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