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Push won’t come to shove next time you go for a driving licence 

Shabby buildings with paan stained walls, the air reeking of urine, touts tugging at you from every 
corner, long queues, constant pushing and shoving and total chaos. If this is the image you have of a 
Regional Transport Office (RTO), get ready for a change. 

Delhi government’s transport department has started transforming all 13 RTOs in the city. Work on the 
revamp of the Mall Road RTO has begun and this will serve as the model for the others to emulate. 
“Within four months, visitors will have a completely different experience when they come to an RTO,” 
promised a transport department official. 

The system of online appointments to get a driving licence or transfer a registration certificate and the 
government’s plan to have certain services home delivered have already ensured there are smaller 
crowds at RTOs and, as the official added, “visitors come here only in the time slot allotted to them”. 

The department will soon start a token-based system. A token-vending machine has already been 
installed at Mall Road RTO and it is being linked with LED screens installed in the waiting halls. 
“Once the system starts operations, priority in allotting tokens will be given to women, senior citizens 
and the differently abled,” the official informed. The wait will not be unpleasant. At Mall Road, two 
new airconditioned halls with ample seating arrangements have been created. Plans for a vending 
machine dispensing tea, coffee, soft drinks and other refreshments, are also in the pipeline. 

When visitors enter the transport office, they will be given a token, after which they can approach one 
of the four helpdesks in Hall Number 1. “As most of our transactions are now online, the helpdesks 
are meant for those who are not comfortable with online transactions or don’t have access to the 
internet,” the official said. A poster describing the process of getting a driving licence has already 
been put up to aid applicants. 

The helpdesks are manned by trained personnel of the Delhi Integrated Multi-Modal Transit System, 
who will assist in filling up and completing forms for a fee of Rs 

50. “We will soon deploy facilitation executives in the first hall to help visitors with their queries or 
documentation,” the official added. 

In Hall Number 2, applicants will be called according to their token number for their photographs to 
be taken and their biometric prints recorded. When fully operational, the token number and counter 
number will be flashed on the LED screens so that no one need stand in a queue. After the 
biometric scan, applicants are directed to the respective counters to get their work done. 

“The idea is to make sure an applicant spends the minimum time at the RTO through streamlined 
processes,” the official explained. “The facilitation agents and helpdesks help us keep the touts way.” 



A new section at Mall Road caters to those needing a learner’s licence and the process, as TOI 
found out, takes only a few minutes. Once the biometric scan is completed, the applicant takes an 
online test on a pedestal-based touchscreen portal. Getting at least six correct answers to 10 
questions qualifies the applicant for a learner’s licence, which is issued immediately. 

Apart from the air-conditioned halls, the entire RTO is being repainted and new furniture is being 
procured to give it a sleek look. A separate grievance counter has also been set up. “Similar halls will 
come up at all RTOs, except at a few such as Janakpuri RTO, where there is a paucity of space,” 
the official said. 
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