






















3.1 PERSONAL QUESTIONNAIRE 

1. List all location numbers for which the applicant intends to submit a proposal (limit six locations).
Check the box underneath if proposing the location as a second site in addition to a current agency:

2. Full legal name of proposer __________________________________________________________

7. Spouse’s name (nonprofit corporation N/A) _____________________________________________

8. Spouse’s home street address (nonprofit corporation N/A) __________________________________

City _____________________________ State ____________________  Zip code _____________

9. Are you proposing as the owner of a minority business enterprise (MBE)?  No _____  Yes ______

10. Proposer is (check one and follow instructions):

An individual person.  These forms are designed to be self-explanatory for Proposers 
proposing as individual persons.  Answer all questions as they apply to you personally.  If a 
question does not apply to you, enter “N/A” or “Not applicable; 

The Clerk of Courts of  ____________________ County; 

The County Auditor of  ___________________ County.  Answer all questions as they apply 
to you and your position as Clerk of Courts or County Auditor.  If a question does not apply 
to you or your position, enter “N/A” or “Not applicable; 

A nonprofit corporation (NPC). An officer or an authorized agent should answer all 
questions and sign all documents on behalf of the NPC.  The answers must refer to the NPC 
itself and not to the individual officers, agents, or employees of the NPC, unless otherwise 
specified.  Many questions are not applicable to nonprofit corporations.  To assist your 
responses, we have marked those questions “NPC N/A” meaning we believe the marked 
question is not applicable to most nonprofit corporations.  Please answer all other questions 
unless clearly inapplicable.  
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23. Is Proposer willing and able, if appointed, to maintain during the entire term of your contract a
policy of business liability property damage, and theft insurance satisfactory to the Registrar and
hold the Department of Public Safety, the Director of Public Safety, the Bureau of Motor Vehicles,
and the Registrar of Motor Vehicles harmless upon claims for damages in accordance with Ohio
Revised Code 4503.03(C)? (County Auditor/Clerk of Courts N/A)

No ______  Yes _______  

24. Is Proposer bondable as outlined in Ohio Administrative Code
4501:1-6-01(B)? No ______  Yes _______  

25. Please provide the following information regarding your education.  If applying as a NPC, please
provide educational information for the individual who will manage the license agency business.

High school diploma? No ______  Yes _______

High school name _________________________________________________________________

City __________________________ State _________________________ Zip ___________

College name ____________________________________________________________________

City __________________________ State _________________________ Zip ___________

Major ________________________________  Degree awarded __________________________

College name ____________________________________________________________________

City __________________________ State _________________________ Zip ___________

Major ________________________________  Degree awarded __________________________

26. Computer experience.  Does Proposer have any training or experience working with or using
computers? (Incumbent deputy registrars may take credit for operating BMV computers.  For
nonprofit corporations, this question should be answered for computer systems operated or used in
the nonprofit corporation's activities.)

No ______  Yes _______  
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Ilorin Nigeria
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✔



If “YES” please explain all computer experience in detail.  

27. Please provide the requested information for three persons we can contact by telephone during
daytime business hours and who will serve as a character reference for you.  Do not list relatives,
political contacts, or employees of the Department of Public Safety (including BMV).  If we are
unable to contact at least one person or that person is unable to serve as a character reference, you
may be evaluated unfavorably.  Nonprofit corporations should list references who are familiar with
the nonprofit corporation's activities.

List any special instructions for contacting this person during business hours: 
  ______________________________________________________________________________ 

Form 3.1, Personal Questionnaire, Page 5 of 6 (202 ) 

Extensive & Proficient Use of Computer platforms and several Business and Personal applications

BMV: BASS and QFlow Applications, Bomgar
Operating Systems: Windows and IOS
Devices and Peripherals: Desktops, Laptops, Tables, Printers, Scanners and Webcam
Accounting and Financial: QuickBooks, Quicken, MS Money, Peachtree
Word Processors: MS Word, WordPad, NotePad, Notes
VideoConferencing: MS Teams, Zoom, Webex
Email: MS Outlook, OutlookExpress, MS Mail, Eudora
Tax: TurboTax, TaxAct
Business: MS Office (Excel, PowerPoint Access), Adobe Acrobat
Certifications: MS Certified Engineer, MS Certified Expert Instructor



28. Employment, management, supervisory, and business experience. Each Proposer’s experience is one
of the most important factors to be considered in the award of deputy registrar contracts. For the
purposes of this RFP, experience gained prior to the year 1990 will not be evaluated or considered.
Please provide a professional resume, in chronological order (no earlier than 1990), the positions
you have held. If the position you held in 1990 was one you started before 1990, you may list that
position and the date you actually started on your submitted resume. If you did not hold any position
in 1990, please begin with the first position you held after 1990. If applying as a NPC, please
provide a description of the fundraising, program, and charitable functions of the nonprofit
corporation.
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FORM 3.2(A) BUSINESS OWNERSHIP EXPERIENCE 
FORM 3.2(B) MANAGEMENT AND/OR SUPERVISORY EXPERIENCE 
FORM 3.2(C) EMPLOYEE EXPERIENCE 

Instructions 

It is important that you supply complete and accurate information about all relevant business ownership, 
management, supervisory, and employment experience so that the BMV will be able to verify that 
experience from independent sources. Generally, proposers receive the most consideration for service as 
a deputy registrar, second most consideration for service as a business owner, third most consideration 
for service as a manager or supervisor, fourth most consideration as a deputy registrar employee without 
management experience, and least consideration for other employment experience without any 
supervisory or management experience. Be sure to include as much detailed experience possible within 
the submitted professional resume.  

Nonprofit corporations must report only the businesses and activities conducted by the nonprofit 
corporation itself on Form 3.2(A) Business Ownership Experience. If the nonprofit corporation has 
operated a deputy registrar agency, that information should be entered and submitted on one 
Form 3.2(A) Business Ownership Experience. Any other business activities (fundraising, charitable 
activities, etc.) should also be entered and submitted on a separate 3.2(A) Business Ownership 
Experience. Use a separate Form 3.2 for each separate business activity performed by the NPC and a 
separate Form 3.2(A) for each separate business activity performed by the NPC. 

Form 3.2(A) Business Ownership Experience. Deputy registrars, nonprofit corporations, county 
auditors, clerks of courts, and individuals should use this form to report on businesses actually owned 
and operated by them. 

Form 3.2(B) Management and/or Supervisory Experience. Individuals, county auditors, and clerks 
of courts should use this form to report management and supervisory experience performed by them. 
Service as a county auditor or clerk of court qualifies as management and supervisory experience. 

Form 3.2(C) Employee Experience. Individuals, county auditors, and clerks of courts should use this 
form to report all other employment that did not include management or supervisory authority. 
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3.3 CUSTOMER SERVICE EXPERIENCE 

Instructions. Please give us a list of ideas you have to improve customer service at your deputy 
registrar agency. You will only receive full credit if you demonstrate customer service 
awareness.  

A. This is a list of ideas I have to improve customer service at my deputy registrar agency if I am
awarded a contract (Please be specific) and/or this is an example of something I have done as part of
my job or business to improve services for my customers (Please be specific):
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Be professional. Greet customer. Listen carefully to customer. Resolve customer complaints
and problems promptly.

Provide customers with adequate information to prepare for service at the agency and also
avoid repeated returns to the agency for the same problems.
Help Senior citizens to sign in. Provide physically and medically challenged customers
expedited service.

Continuing education of staff on customer service and best practices in customer service.
Continuing education of staff on BMV manuals, procedures, forms, services, prices, and
bulletin. Daily emphasis on "customer is king".
Work with Agency City Chamber of Commerce to recruit & attract the best employees. Review
difficult customer interactions and come up with the resolution paths to prevent future
recurrence. Encourage greeting of each customer. Compliment and highlight good customer
service by any employee. Schedule additional staff for peak periods. Provide checklists for
most common BMV tasks for customers. Display notice that we do not offer "Title" or "Testing"
services and provide clear direction to the nearest title & testing office. Ensure agency is
clean. Require staff to tell every customer that they can provide a feedback comments on the
"service rendered and how we can better improve our service to them".

I provided customer service and technical support to diverse users. I listened carefully to the
problems or complaints and identified the issues the customer had. I confirmed with the
customer by summarizing and highlighting the exact problems they had and were
experiencing. They were relieved that they were listened to and their issues were understood.
When I resolved the problem, I confirmed that they were satisfied and asked if there was
anything else I could help with. This attitude was also effective with the teams that I managed.





3.6 PERSONNEL POLICY  

A comprehensive personnel policy must be readily available and presented upon request. 
Items needing covered within the agency’s comprehensive personnel policy are listed 
below. 

Do you agree to provide a comprehensive personnel policy  if requested  that covers 
the listed items?   

No   Yes 

COMPREHENSIVE PERSONNEL POLICY MUST INCLUDE PROVISIONS FOR: 

HIRING EMPLOYEES WITH DEPUTY REGISTRAR AGENCY EXPERIENCE 
EQUAL EMPLOYMENT OPPORTUNITY 
EMPLOYEE TRAINING BY THE DEPUTY REGISTRAR 
PARTICIPATION IN BMV PROVIDED TRAINING 
DOCUMENTED PERIODIC EMPLOYEE PERFORMANCE EVALUATIONS 
(ANNUAL AT A MINIMUM)   
LIST OF GROUNDS FOR DISCIPLINE OR DISMISSAL
PROGRESSIVE DISCIPLINARY ACTION 
DRESS CODE WITH LISTS OF ACCEPTABLE AND UNACCEPTABLE ATTIRE 
POLICY FOR MAINTAINING PROFESSIONAL APPEARANCE  
FRINGE BENEFITS  
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3.7 SECURITY PLAN SUMMARY 

If you are awarded a contract, you will be required to adopt a security plan to assure that agency employees, 
patrons, other citizens, equipment, and consigned inventory will be protected from harm (your plan should 
detail how you intend to address the items listed below). 

If you are awarded a contract, do you agree to provide all of the following?  
Yes       No 

ELECTRONIC ALARM SYSTEM  
ALARM SYSTEM MONITORED 24 HOURS, OFF-SITE 
ALARM SYSTEM REPORTS OFF-SITE IF WIRES ARE CUT OR TAMPERED 
ADEQUATE ALARM MONITORED PANIC/HOLD BUTTONS 
MOTION DETECTORS CONNECTED TO ALARM SYSTEM 
ALARM MONITORED DOOR CONTACT ON ALL EXTERIOR DOORS 
ALARM MONITORED CONTACTS ON ALL EXTERIOR WINDOWS 
VIDEO RECORDING CAMERA SURVEILLANCE SYSTEM 
A SAFE OR SECURE LOCKING CABINET 
A SECURED STORAGE ROOM WITH ALARM MONITORED CONTACTS ON DOOR(S) AND 
WINDOW(S) 
A CROSS CUT SHREDDER 
SECURELY LOCK ALL DOORS AND WINDOWS WHEN OUTSIDE BUSINESS HOURS 
SMOKE, FIRED, AND CARBON MONOXIDE DETECTION DEVICES 
INTERIOR/EXTERIOR MOTION ACTIVATED SECURITY LIGHTS 

Note: For Deputy Provided Sites, the deputy registrar shall install and maintain an approved 
alarm system. At BMV Controlled Sites, either the BMV or the deputy registrar will 
install an approved alarm system, which will be maintained by the deputy registrar. 

Form 3.7, Security Plan Summary (202 ) 

✔



3.8 FACILITY MAINTENANCE PLAN SUMMARY 

If you are awarded a contract you will be required to adopt a facility maintenance plan, including 
provisions for maintaining the deputy registrar agency premises.  Your plan should detail how you 
intend to address the items listed below. 

If you are awarded a contract, do you agree to be responsible for the following either on your own, 
through your lease or sublease, or by separate contract: 

         No ______ Yes ______ 

OUTDOOR BUILDING MAINTENANCE 
KEEP OUTDOOR AREA FREE OF TRASH AND DEBRIS 
PROVISION TO ASSURE PROMP SNOW AND ICE REMOVAL 
CLEANING INSIDE OF AGENCY INCLUDING EQUIPMENT  
PROVISION FOR INSIDE/OUTSIDE MAINTENANCE  
PROVISION FOR PROFESSIONAL CARPET/FLOOR CLEANING (MIN. OF ONCE A YEAR) 
PROVISION FOR REPAINTING AND/OR COSMETIC UPDATES 
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 Answer all of the following questions to the best of your ability. Please be concise and 
attempt to limit each answer to seventy-five (75) words or less. Include attachment(s) if more space is 
needed to answer any of the questions. 

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

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

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

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

By being readily present, pleasant, and knowledgeable on all the products and services we offer. By
creating and improving business processes, procedures and cycles. By giving attention to details. By
efficient management and organization of time, employees, finances, inventory, and the building.
By keeping customer treatment & satisfaction the constant focus and priority of all BMV activities
and effort. By employing staff that share these values and represent the image of the BMV, ODPS
and the state of Ohio and therefore must reliably prioritize the customer and ensure customer
satisfaction at all times.

By being thoroughly conversant and knowing the laws, rules, guidelines and procedures myself. By
requiring all employees to know them and read the manuals and the broadcasts. By adequately vetting
and thoroughly training employees in following all required and recommended guidelines of the The
Registrar. Continuous training through classes, broadcasts, and manuals will be mandated and rewarded.
New developments and process improvements would be shared before shifts and during staff meetings.
Common & Known mistakes would be compiled & kept to be discussed regularly so that they can be
avoided. A working environment that fosters a policy of "when in slightest doubt, ask a Manager" &
"better safe than sorry" would be encouraged among my BMV employees.

I will create a clear and uncluttered work area where materials and resources are arranged in a logical, sequential, and
functional manner. I will ensure a very well illuminated office which breeds transparency. I will provide proper
internal controls of checks and balances that will be in our processes. I will ensure employees are well vetted,
competitively and adequately compensated, and enjoy their work. I will ensure regular product inventory and camera
systems review for employee actions as they handle confidential data. BMV materials in storage will be locked up.
Walls & Notice Board will have information on Penalty for fraud. There will be Zero tolerance for theft and the
authorities will be notified. I will provide a designated place away from work areas for staff personal items. I will also
avoid employees working alone or in cliques. Down times will be used for going through manuals and cleaning.

I would require employees to read, acknowledge and initial new policies and procedures. It would
be printed before shifts; clarity and understanding would be verified. Changes would be discussed,
simulated, and reviewed. Folders for broadcasts and newly updated information will be kept within
reach of all employees. During down time, employees will be encouraged to read the different
manuals in the BMV BASS system; if there is updated information or procedure discovered that no
other employee is aware of, the employee that discovers this and alerts the rest of the team would be
financially compensated under our fringe benefits.



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

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

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

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

9. How would you deal with an irate customer?

I will be present and know every detail of the business. I will actually do every function in the work
process from greeting customers, cleaning the agency, and picking up items for staff. I will exhibit a
servant leader attitude. I will lead by example, modeling behavior and attitudes that staff could
emulate. I will be involved in helping staff grow in their jobs and responsibilities. I will be sensitive
and come to the aid of employees having difficulty with any service, product, or customer. I will
ensure that employees are aware that their success and welfare in the workplace and outside is
strongly desired by me.

By keeping employees focused everyday on the customer and the joy and satisfaction of meeting the
needs of others. This is highly rewarding. By letting employees know it is a "privilege" to work here and
be able to serve customers. By letting employees know that we are representing the state of Ohio.
Essentially we are the "face" of "BMV, ODPS & State of Ohio". So our interaction with the customer
must live up to a highly professional standard and reputation and not create a bad image for these
government agencies which we represent. Be optimistic, positive, complimentary, friendly, pleasant,
kind, and nice to the employees and to the customers. Talk to customers with respect, patience, and
empathy.

I will work with City & County Chamber of Commerce to get good employees. Have good Customer
Service reps shortlisted from the website Indeed.com. I will retain quality current staff at the location
that love people and love what they are doing. I will employ staff with BMV experience and those with
direct customer interaction experience. Explore job fairs on college campuses.
I will compensate new and current employees with a very competitive and attractive wage. I will not
assume employee's happiness but instead constantly get feedback from them as a group and individually
to know they are happy with their job. I will also remove obstacles to their effectiveness at work.

I will provide a very good security system including video surveillance. Well illuminated building. Doors secured with locks in the front and
rear. I will ensure daily cleaning of tables, desks, equipment floor. Annual carpet cleaning. Painting of interior. Hand sanitizer available at
every desk and table. I will have air-freshener available within reach of employees. The toilet & bathroom will be cleaned daily and well
stocked for employee use.
I will let employees know we all work as a team and there is a complimentary financial compensation for any employee that comes to the aid
of needy employee in the course of their work. I will promote a conducive and friendly atmosphere.
I will encourage employees to "Smile and have a welcoming, friendly disposition" to customers. Develop "a friendly welcome script" for
customer approaching the counter just like you would have for answering the telephone in a business setting.
Employee feeling overwhelmed should be comfortable and eager asking for help and assistance from a colleague or a manager.
Every Employee should feel important and relevant to the business. A collegial team atmosphere would be encouraged
When Employee mistakes happen, speedy resolution, remedy, and future avoidance should be the focus and not just impact of the mistakes.

The goal is to be patient with the customer, listen to the grievance, identify what brought them to the BMV today and
work to address that. Explain how the problem would be solved, and if it is out of our jurisdiction, provide the
customer where to go to resolve the problem and how to get there. If we make a mistake, we would apologize;
customers appreciate this.
I will encourage my employees that the tone of their voice is very important in this situation; they are not to raise their
voice, shout back, or point at the irate customer, they should also avoid getting angry or taking criticisms or customer
outbursts personal. If they inadvertently become emotional, they should ask a manager for help with the customer.
This even pacifies some customers as they perceive that their situation has been escalated to a higher authority. My
managers and I would also be sensitive and step in as we see an interaction going south; we will introduce ourselves as
the employee's manager and ask the customer how we can help. We will do this with sensitivity to the employee.



10.

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

12.

In addition to the answer in Question 9 above:

Don't take it personal or emotionally. With a soft voice, let customer know you want to solve the
problem. Listen carefully, identify the need of the customer, apologize if it would pacify the
customer, explain how you would help, then go resolve the problem. At the end, ask if there is
anything else you could help with. Get the manager to help, this calms some customers.
Especially if they think their issue is being specially attended to.
At the end, ask them "if there is anything else you could help them with" and "if they are satisfied
with the resolution of the problem".

I will work to meet and exceed the expectation of the BMV by keeping the obligations of my
contract, the Deputy Registrar Agency manual, the DL, ID, and VR manuals and the laws pertaining
to the BMV in the OAC and ORC. Concerted daily effort to satisfy the customers that come in and
call on the phone. Keep the BMV operational, respect the time of customers, be in constant touch
with the BMV updates and information. Have weekly and regular contacts with my Field
Representative and district office for my Agency. Work to meet the metrics of the BMV. Keep
records and logs expected of me by the BMV. Keep my Field Representative aware of activities at
my Agency regarding successes, mistakes, employee performance, problems, and even goals; work
to avoid surprises by the Field Representative. Check regularly with the Supervisors of my agency
to know if we are living up to expectations. I will also be in touch with my Field Representative for
another reason; to know if there are important operational lessons we can learn from other agencies
that the Field Rep is responsible for.

I have several years of experience working and managing a BMV as well as a Deputy Registrar.
Experience turning around the previous bad reputation of an agency, with repeated daily positive
customer comments and feedback.
I like to meet the needs of people and help out in difficult circumstances. I believe I can improve
people's experience interacting with the BMV.
As Deputy Registrar, I was agile to adapt to COVID operational changes and post-COVID rush
successfully.
Extensive professional experience working with people of different backgrounds and circumstances,
resolving their urgent computer problems and fixing complex technical issues while also explaining
the resolution in clear and understandable terms that is satisfactory to them. Being able to work
under enormous public pressure resolving problems while minimizing the recurrence has prepared
me for this DR opportunity.
Being an Engineer enables me to see services as procedures & processes and help improve them to
enhance people’s lives and work. These skills would continue to help me to contribute considerably
to the goals of the BMV.
My Computer background is an asset to the BMV as computer systems and new technology
solutions better improve BMV services to customers in areas such as kiosks, texting, wait-time
technologies, online services and others. Being a Deputy Registrar, my experience would be an
added benefit to the BMV in working with the agencies to get not only administrative but technical
feedback.
My agency will strive to give each customer a pleasant experience.













4.4 START-UP COSTS CALCULATION

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. PERSONNEL COSTS (FOUR WEEKS)

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

$

2. SITE PREPARATION 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. AGENCY RENTAL PAYMENTS (3 MONTHS)

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] $
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5.1 SITE QUESTIONNAIRE 

1. Location Number for which you are proposing (from Agency Specifications):   _________________

Street address of site  _______________________________________________________________ 

City  _________________________________________________, Ohio,  Zip Code  ____________

2. Is the site you are proposing currently in operation as a deputy registrar agency?

No _______  Yes _______ 

3. Do you intend to perform construction or remodeling to prepare this site for operation under a new
deputy registrar contract?

No _______  Yes _______ 

4. Are you applying for a contract at an existing license agency site that
was approved under  contract?

No _______ Yes _______

5. A. If you answered “No” to question number 4, skip to question number 7, and complete the
information required for this form (5.1) and the remainder of Section 5 forms 5.2 through 5.4. 

B. If you answered “Yes” to question number 4, have there been any changes to the site
(interior and/or exterior to include parking areas, path of travel, and accessibility to individuals
with disabilities, and signage)?

No _______ Yes _______

6. A. If you answered “No” to question number 5,  rint and submit this 
compliance with Section Five (5) requirements for this RFP and include it with the 

remainder  of your required proposal documents.  

B. If you answered “Yes” to question number 5, list the site changes in the space below and be
specific with the description(s) of any changes that have been made. Include additional
supporting documentation and attachments if needed, then stop here. Print and submit this page
along with any other documentation and attachments for compliance with Section 5
requirements for this RFP and include it with all other required proposal documents.

43-D
31517 Vine St

Willowick 44095
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