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Drew Michael Hoening

Christina Baker

✔
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Sidney Christian Academy School

Sidney Ohio 45365

Wright State University

Dayton Ohio 45435

Organizational Leadership Bachelors

✔

✔

✔

✔



Accounting courses in college and using accounting programs for business uses. Word p
college as well as personal uses. I have used email for the past 20 years, including Outlo
and hotmail. I have done my own taxes with turbo tax and also sat with my trax professio
with them on how to prepare personal and business taxes. As a deputy for the past 8 yea
using BASS, BASS Test, Terminal servies, and the queue suystem. I have used Apple p
for the last 10+ years for personal and bussiness use, including, Ipads (including pencil)
watch. I am quite comfortable wth technology and taking the changes it brings in stride a
the flow of my agency.









Drew M. Hoening Beavercreek Deputy Regist

1221 Meadow Bridge Ln Beavercreek

Ohio 45434 426-8205

Deputy Registrar

Manage Employees annd do daily paperwork, help hire

Managger

Office Manager 40+

09 2008 05 2014
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✔

✔
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When we implemented the queue system I had someone greeting customers and helping
them get signed in and help them understand how the system works.

We will continue to offer services of printing documents so that customers do not have to leave
the agency to get more documents if it is something they can just print off.

I maintain a good relationship with both my exam station and auto title offices to make sure I
can help all customers understand any issues they may have, whether that is refer them to
someone at those locations or get an answer for them. This also helps to streamline the
customers experience so they do not have to spend a whole day at the BMV.

I will continue to keep staff trained and knowledgable on best ways to help the customer so
that they are not making mulitple trips in to the office, this also includes if they do have to leave
the office to get documentation to inform them that there may be closer agencies for them to
get their transaction completed, I may lose their business but they are not wasting their time.
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5. How will you demonstrate good leadership to your employees?

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

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

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

9. How would you deal with an irate customer?

Leading by example is always the best form of leadership in my opinion. This means that if I expect
my employees to do something that I am doing it in the way they are expected to do so. This goes
across all facets of the business, whether that be in front of the customer, behind the scenes or off
the clock. Conducting myself in a manner that is representative of a professional business person at
all times. Having their backs is important factor in leading in this business, if they are struggling
with a customer or the customer is giving them a hard time, this may mean to step in and calm the
customer down or take control of the situation so that the employee can gather themselves.

Professionalism in this business is a key factor, most people walk into the "BMV" and expect we
are going to be rude and not care, so we strive daily to break that mold and go the extra mile to get
the customer out the door with one of two things, first would be out the door with what they came in
to get and any other services they may not have realized was due, or second would be if they do not
have what they needed for them to have the knowledge of what they need and how to obtain those
things so they only need to make one more trip. Treating the customers with respect and giving
them the information to make this trip and further trips as easy as possible.

When I am hiring I post online and on the door that we are hiring, then the task of interviewing
people begins. Through conversation with people it is usually pretty easy to tell who will give this
job their best and do a good job.

Customer service is an important part of keeping our office safe and friendly. Keeping customers
calm and informed is the best way to keep everyone safe, also we have cameras and panic buttons at
all desks. As for clean we have a crew that cleans routinely and also if any messes are made during
the work day we make every effort to clean it as quickly as possible.

Firstly, it must be understood that the anger displayed by customers is usually not personal. They
are actually more angry with the situation than the person and I keep this fact in mind as I deal with
them. As Deputy Registrar, my duty is to see that complaints or irate customers are handled with
reason and remaining calm. I take the time to explain why we can't always do what the customer
wants and show them how to correct the issue. I remain calm and polite and can usually resolve the
conflict to everyone's satisfaction.



10.

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

12.

 

My clerks are aware that the anger displayed by an irate customer is not usually personal, and that a
calm, friendly explanation is almost always enough to calm the customer. They must also
understand - and not take it personally themselves - that often the customer doesn't want to hear the
explanation from a clerk and will demand to speak to a supervisor, and they should be willingly and
promptly referred to a manager or myself if necessary. We cannot satisfy every customer, every
time, but we make the effort to do so at all times.

By providing the best quality customer service that we can. This means keeping all employees
trained and knowledgeable about all aspects of services and goods provided. Not only should they
be knowledgeable but have techniques and skills to keep a friendly and professional manner
throughout all transactions.
I will make sure that I comply with all requests from the BMV in a quick and timely manner and
make sure that all tasks are handled in a professional manner.

I have now been a Deputy Registrar since 2014 and I have heard how much my agency has
improved over the years. I take these compliments as a sense of pride and they make me only want
to make this agency and the overall mindset of the Ohio BMV one that people respect. The few
complaints that we have received have always been handled in a friendly and professional manner
and I always work with the customer and field staff closely and as timely as possible.

Any time there is an error or issue I try to bring it to my field staff as soon as I find out if it is
something that the BMV would need to know about, even if this may mean I get written up for
doing so. Honesty and transparency are key to making sure that the customer does not have any
issues.

I have a very knowledgeable staff that I feel can handle any and all situations, and the great thing
about them is they are not afraid to ask questions to make sure that it is correct. My staff works
great as a team and we always strive to make the customer experience as simple and quick as
possible. Some of these same employees will help at a new location if I were to be awarded a
second location.

Given the opportunity to continue serving the BMV and the public as the Deputy Registrar I will
continue to strive to be better and improve the integrity and expectations of everyone we serve.
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4.4 START-UP COSTS CALCULATIO  

Proposer's name: Location number: 

The purpose of this form is to assure the BMV that you are financially able to cover the 
costs of beginning a deputy registrar business.  We need to know that you have enough 
financial resources to cover your personnel, site preparation, and site rental costs. 

1. PERSO EL COSTS (FOUR WEEKS)

Use Form 4.3 to calculate four (4) weeks’ personnel costs for this location.

$ 

2. SITE PREPARATIO  COSTS (AMORTIZED)

A. If this is a Deputy Provided Site, calculate and enter the actual projected
costs  you will need to spend to prepare the building for use as a deputy
registrar agency in each of the following categories:

1. Building Modifications $ _______________ 

2. Counter Costs $ _______________ 

3. Other Costs $ _______________ 

4. Total $   

Total amortized over 60 month contract period 
(Divide line 4 by 60) = $ 

B. If this is a BMV Controlled Site, enter the information contained in the
Agency Specifications for this location.  Do not change the information
from the Agency Specifications.

$ 

3. AGE CY RE TAL PAYME TS (3 MO THS)

A. If this is a Deputy Provided Site, enter the actual amount you will pay to
rent or lease this site.

B If this is a BMV Controlled Site, enter the estimated rent listed in the
Agency Specifications for this site.  Do not change the amount listed.

One month's rent: $ ___________ x 3  = $

TOTAL START-UP COSTS 
[four weeks’ personnel costs, plus one month's amortized 
site preparation costs (2.A total amount or 2.B BMV 
Controlled Site amount), plus three months' rent] $ 

Form 4.4, Start-up Costs Calculation (202 )

Drew M. Hoening 13-C

17920

0

1629.80 4889.40

22809.40



STATE OF OHIO 

DEPARTME T OF PUBLIC SAFETY 

BUREAU OF MOTOR VEHICLES 

DEPUTY REGISTRAR CO TRACT – 202

This Agreement is made by and between the Registrar of Motor Vehicles, (Registrar, 

herein),   located   at   1970   West   Broad   Street,   Columbus,   Ohio    43223-1102   and 

, (deputy registrar, herein) whose 

 to operate a deputy 

registrar agency, Location o.  , to be located as follows: in the 

State of Ohio, County of 

City/Village/Township (indicate which) of 

Street address: 

(City)  , Ohio (Zip) 

WHEREAS, the Registrar of Motor Vehicles, pursuant to section 4503.03, section 4507.01, and 
other applicable sections of the Ohio Revised Code, wishes to appoint and contract the above 
named person as deputy registrar for the above referenced location; 

WHEREAS, the above named deputy registrar wishes to accept this appointment and contract as 
deputy registrar;  

OW, THEREFORE, IT IS AGREED AS FOLLOWS: 

The Registrar hereby appoints the above named person as a deputy registrar subject to the
202  Deputy Registrar Contract Terms and Conditions which are incorporated herein by
reference;

The above named person hereby accepts appointment as a deputy registrar subject to the 202
Deputy Registrar Contract Terms and Conditions incorporated herein by reference;

The term of this appointment and contract shall begin on the th day of June, 202 , and shall
end on the th day of June, 20 , unless otherwise terminated as provided herein;

Form 4.5, Deputy Registrar Contract (202 )

Drew Michael Hoening

13-C

Clermont

City Milford

1007 Lila Ave

Milford 45150






