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Finally it was time for 
production

Towards the end of 2005 we started the 
development of the new release of the register 
under the code MRVL 1.3, which supported 
all the new legal demands. After the lessons 
learned throughout the often announced 
start of production, on 6.3.2006 at 1:00 am we 
started the production of the new system. The 
transition scenario to the new MRVL system 
took all of 48 h. FINALLY! Behind us are two 
and a half years of development of the new 
register, which is only just at its beginning. 
Within this time, SRC’s specialist team, together 
with contracted co-workers, specialists from 
other companies and employees of the 
national administration, implemented a system 
capable of tracking the entire lifecycle of a 
vehicle from its sale until its dismantlement. 
Under the current legislation, this is under the 
jurisdiction of three ministries: the Ministry of 
Transport, supervising the technical adequacy 
of the vehicles; the Ministry of the Interior, 
supervising traffic safety; and the Ministry of 
the Environment, ensuring that vehicles end 
up at a suitable final destination. Beside the 
aforementioned three ministries, the Ministry 
of Public Administration is active as the 
commissioner of the whole system.

System limitations

The system is structured so that registration 
can be carried out by car retailers, subject to 
the formal satisfaction of certain conditions. All 
in one place. I buy my car, register it and drive 
off in it.
The security scheme also allows any registering 
organisation delegated by the ministry to carry 
out operations that until yesterday were the 
competence of the local administration only.
The system allows registering organisations to 
order additional number plates electronically 
directly from the supplier. The system supports 
the entire lifecycle of all products (number 
plate, driver’s license) from order to issuance.
Besides ruling out the local jurisdiction, which 
means that now someone from Ljubljana can 
freely drive a vehicle with an MB plate and vice 
versa, another novelty is centralised control 
over technical vehicle tests. In other words, it is 
no longer possible to try one’s luck by choosing 
a particular technical centre where one might 
count on perfect results every time.
Later, the system will be upgraded so the 
computer-controlled testing rig will produce 
results not only regarding the suitability or 
unsuitability of the vehicle, but also including all 
measured parameters. Centralised numbering 
of all technical tests and verification of stolen 
vehicles are reasons why it is now no longer 
possible to work offline. The system practically 
does not allow any procedures to take place 
on a vehicle if the vehicle is noted in the police 
database as stolen.

Web-based extension

The renewed MRVL register has laid the 
foundations for web-based applications 
responding to many vehicle-related demands. 
Soon it will be possible to extend the validity of 
the certificate of registration by using the public 
administration e-portal, eSJU, online.
Users will be able to extend the validity of 
their certificates of registration by entering the 
certificate number, insurance policy number, 
the vehicle, the chosen validity period for the 
road tax, choose an office that will take care of 
the paperwork and pay the calculated amount 
through the ePlačila system. After successful 
payment, the system will register the electronic 
request. This will be all the user will have to 
do, though this is obviously only the tip of the 
iceberg! The core of the action is "underwater", 
where back-office systems ensure that the 
request is adequately taken care of (eSJU, RAZ, 
CIS, ePlačila, SPIS Integrator, MRVL, SPIS 1.45). 
The process of extension of the certificate of 
registration (issuing the classical certificate and 
attestation of road tax payment) is handled by a 
competent employee. Upon receipt of the new 
certificate, the old one has to be returned.
Behind us are now two months of system 
operation. The system accounts for 1438 
users from 169 different institutions. Almost a 
million operations have already taken place, 
of which 210,000 were registration extensions. 
Every fourth vehicle has been exempted from 
technical control. If the drivers of these vehicles 
have access to the Internet, they are potential 
candidates for on-line registration extension.
Data show that, in the observed period, 21,098 
vehicles were initially registered, 15,550 of 
which were new and 5,448 used.
The MRVL register also represents a source of 
information for car retailers, who can determine 
their market share against the number of first 
registrations. Figure 5 shows how satisfied 
drivers are with their new vehicles, as there are 
already many cancellations after only four days.
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Graph 2. New registration duration in march
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In our everyday work, support operators are 
met with all sorts of problems and challenges. 
The knowledgebase is a very valuable tool, 
stored in the MARVAL support provision system, 
and we are also developing our own application 
for applying quick fixes to the database (QuFi). 
This article presents how support is organized, 
how the knowledgebase is created and what 
features QuFi offers.

1st level of support

The first level of support is the service desk, 
which is also the central starting point for 
all customer relations. At this level support 
operators take the user's calls and try to resolve 
any problems they might have. If the problem 
cannot be resolved, the call is elevated to the 
second or third level of support. For each call 
or e-mail received, a support ticket is created 
in the MARVAL support tool. If the first level 
of support successfully resolves the user's 
problem, the support ticket is marked as 
resolved. If the support ticket is not resolved, it 
is elevated to a higher level. This level employs 
people with good communication skills and 
basic knowledge required to resolve simple 
questions.

2nd level of support

The second level involves specialized support 
for specific products. The operator's knowledge 
is based on in-depth familiarity with the 
product. The tasks of second level employees 
are: resolving support tickets arriving from the 
first level; providing solutions and preparing 
the knowledge for the first level; answering 

Providing support for the Register of Vehicles and Vehicle Documents (MRVL), 
Register of Certifications, and the new Register of Drivers is crucial to the user. 
Despite detailed instructions, many users are finding themselves in situations they 
cannot handle on their own. You know the old saying: "The Devil never works 
alone..." In such situations, fast and efficient support is more than welcome.

Knowledge transfer - The key to 
successful delivery of support 

frequently asked questions, and making quick 
fixes. The second level of support collects 
information about recurring cases and notifies 
the third level of support. Second level of 
support operators resolve issues elevated from 
the first level, but also perform other tasks: 
testing new versions of software, writing the 
knowledgebase. If the support ticket shows that 
a developer's intervention is needed to resolve 
the issue, the support ticket is elevated to the 
third level. The support ticket is transferred 
from MARVAL to the JIRA system.

3rd level of support

Together with outsourced providers, the third 
is the highest level of support. This category 
includes: database administrators, software 

developers and technical support. The role of 
the third level of support is to resolve more 
complex support tickets, resolve issues, transfer 
knowledge from the development level to 
lower levels of support, developing and testing 
new versions which include improvements 
and remove errors found in the system. 
Representatives of the third level are involved 
in the planning and development of new 
product functionalities. Based on the collected 
information, the third level is the level which 
also develops quick fixes for QuFi.

Knowledgebase

The knowledgebase, known as Control Error 
in the MARVAL environment, is used to collect 
knowledge from all three levels of support. 

Picture 1. Error control
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The purpose of the database is to be able 
to find information quickly, when we need 
it to resolve support tickets. We can search 
the knowledgebase by error description 
and support ticket classification, as well as 
by module and component of the product 
in which the problem was encountered. The 
knowledgebase can be populated either 
automatically from the support ticket itself, or 
manually. A well-organized knowledgebase 
allows support staff to resolve problems even 
in the absence of employees who have the 
special skills necessary to resolve the particular 
problem at hand. This way our support is not 
dependent on individual experts but rather 
provides an excellent resource for fast and 
efficient transfer of knowledge from higher 
levels to lower levels. Due to the significance of 
the database for the entire customer support 
system, all levels of support are regularly 
updated about any new features.

QuFi

QuFi is a nickname for the program for 
making quick fixes in the database. The name 
is a compound of the phrase "Quick Fix". We 
decided to implement this application because 
we realized that due to a number of errors 
brought from the old system, it was much faster 
and cheaper to develop a quick fix application 
than embed these functionalities into the actual 
MRVL system. The application was developed 
for internal use and was initially only used to 

correct VIN (chassis) numbers on vehicles with 
false hits in the Schengen Information System 
(SIS). The application allowed us to quickly and 
efficiently (i.e. with just a few clicks) carry out 
procedures like vehicle registration, renewing 
the certificate of registration, changing 
ownership etc. Because this saved us a lot of 
time and take the burden off the third level of 
support, we decided to upgrade the application 
so that we could fix 6 of the most common 
errors on the database. QuFi will thus enable 
fixing false hits of stolen VIN numbers and 
prepare a weekly overview of the fixed VIN 
numbers, which allows us to print out vehicles 
with ongoing procedures before restoring the 
initial status (hit in the SIS). 
Because the weekly VIN check is a very complex 
operation, which can be seen as a slowing down 
of the MRVL system when the procedure is in 
operation, we only run this function at off-peak 
hours. This is usually on Friday afternoons. 
QuFi has also proven to be an effective tool for 
managing support tickets, allowing "merging". 
Other features include: cancelling license 
plate reservations, separating the vehicle and 
type approval, editing technical minutes, IE 
membership. We are also working on a quick fix 
module which will focus on correcting errors in 
the new Register of Drivers.

JIRA

JIRA is a system which allows recording 
unresolved second level support tickets, 

known software issues and new functionality 
requests. JIRA allows delegation of tasks and a 
variety of views, including a list of errors already 
corrected. 
JIRA collects everyday issues we encounter and 
resolve each day, leaving a track of these fixes 
and providing our colleagues and successors 
with the necessary knowledge. If even the 
slightest lack of communication between 
those working on the same project can pose a 
problem, you can imagine what this means for 
ongoing projects where people come and go 
with time.

In our productivity and maintenance projects 
MARVAL and JIRA help us track all support 
tickets, calls and user e-mails. This way we make 
sure that no support ticket is lost or remains 
unresolved. The register administrator at the 
Ministry of the Interior (MNZ) can request a 
report on why any procedure was done and 
review the data on vehicles and vehicle owners 
at any time.

The described method of 
providing support has proven to 
be very effective and so these 
applications will continue to 
receive a lot of our attention in the 
future. We want to maintain the 
high level of customer satisfaction 
with our services.
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Picture 2. Qufi

Apart from the above, we faced another 
challenge: the new software had to replace 
the FORM application, which had been used 
in registration procedures in Slovenia for 
almost 20 years, indicating quality and client 
satisfaction with the existing solution. An 
important guideline in developing the new 
solution was connecting data coming from 
workstations into a shared database. When 
choosing a name for the new product we 
decided to keep the connection between 
the old and the new program and name the 
application "Form.NET".

Description of the concept 
of operation

Form.NET is a modern application used by the 
clerk at his workstation at the Administrative 
Unit and the inspecting technician performing 
the roadworthiness test, which expedites 
the registration process and allows better 
interaction with citizens. A modern user 
interface provides ease of use and a better 
overview of the data, it supports integration 
with multiple web applications, joint log-in into 
multiple web application, and local log-in into 
the Form.NET application, separate settings 
for workstations and work units etc. Form.
NET is a Microsoft .NET Framework application 
operating in the Windows OS, which uses the 

In the Republic of Slovenia (RS) vehicle registration procedures are done at 
administrative units (AU) and authorized roadworthiness test (RT) organizations. 
These are so-called "fast-tracked procedures" where efficient interaction and 
flow of information between the client and the administrative clerk are crucial. 
The software that clerks use in their work must comply with this work method 
and the relevant legislation. For this purpose SRC developed and implemented 
Form.NET.

Form.NET Project - Efficient 
support in registration 
procedures

MS-SQL Server database for long-term data 
storage. One of the most important features 
of Form.NET is that it acts as a base for new 
functionalities and integration with outside 
systems.
Form.NET is also a web client which allows 

integration with web applications "Register of 
Vehicles and Vehicle Documents" and "Register 
of Certifications". Integration with MRVL enables 
total insight into the entire lifecycle of vehicles: 
from registration, extract of forms required by 

law (such as the certificate of registration, proof 
of payment of the annual road tax, application 
for registration and change of information, 
test driving certificate and test driving license 
plate ...) to billing. Integration with the Register 
of Certifications allows users to enter data on 

certified documents 
and printout of 
certification forms.

Form.NET consists of 
three modules:
• Basic module: the 
functionalities of 
the basic module 
include integration 
with the Register 
of Vehicles and 
Transport Documents 
and the Register 
of Certifications, 
registration and 
certification 
procedures, form 
printout, billing 
(different methods 
of payment are 

supported: cash, debit card, payment order 
and invoice), reports (statistical and financial), 
export of data for back-office systems and field 
work;

• Integration with the test track: allows software 
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Picture 1. MRVL concept
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