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Licensing Division Update -- Briefing 

Staff Contact: 
 

Bill Joplin, Licensing Division Manager 

Presenter(s):  
 

Bill Joplin, Licensing Division Manager 

 
Background: 
 
The licensing system is the means by which the Department conducts financial transactions 
through 570 dealers and online sales to nearly 1 million customers each year. 
Changes to the Department’s approach and contract settlements have taken place over the 
past 8 months that have provided improvements to the end-user experience and created 
efficiencies for our dealers and customers. 
The purpose of this briefing is to update the Commission on the licensing system and 
contractor performance:   
1.Contract Settlement  
2. New controls and results associated with special hunt drawings 
3.System performance and enhancement plans 
Policy issue(s) you are bringing to the Commission for consideration: None 
 
Public involvement process used and what you learned: 
 
Emphasis has been on “improving the end user experience”.  

• Fulfillment of Internet and telephone sales reduced from 3 weeks to 2 days 
• Special Hunt Applications accepted and processes closed without a hitch 
• 120+ system defects corrected since January 1, 2008 
• Sales channels Open and unclogged 
• Hunter reporting completed January 31 
• 2008 Catalog available by December1st 
• Training emphasis for all Call Center employees 

 
Customer Relations Results and feedback: 

• 35% fewer customer calls (less issues) 
• 70 % of dealer helpline calls resolved on 1st contact compared to 45% in 2007 
• Call center contractor now answers 98% of calls without referral to WDFW 
 

Action requested:  
Feedback regarding presentation/discussion topics 
Draft motion language: 
N/A 
Justification for Commission action: 
Action not required 

 


