
DVSA Book a driving test service redesign

A group project where we collaborated throughout the wireframing and testing 
phase. Specifically, I pitched the problem, did the secondary research and 
designed the storyboard. 



Overview: 
The problem 

I recently passed my driving test, but experienced 
pain points when trying to book a test.

● Tests were not available for a long time, so I had 
to book and then search for cancellations.

● The long-winded login process on the 
government website made this very difficult, the 
user experience on a mobile wasn’t easy and 
there was no option to receive notifications.

● I signed up to third-party websites, which were 
easier to use and offered more features, but 
weren’t always accurate.

Ultimately, I couldn’t find an earlier test and stuck with 
my original appointment and passed! However the 
process was difficult and frustrating and I knew there 
must be a better way which is why I pitched to a group 
to design a better system 



User research 



Proto persona
Users of the book a driving test 
service are quite a specific 
group.

We needed to speak to these 
users during our research in 
order to gain valuable insights. 



Survey Results 

How satisfied were you with the book your driving test 
online service?

From users who booked / changed their test after 
the COVID-19 Pandemic

There are currently no options to receive notifications from 
the government book or change a driving test services. 

Would you find notifications about test availability useful? 



Pain points with 
existing service
Our affinity sort highlighted pain points that 
users were experiencing:

● Complex login process, where users needed to remember long numbers every time
● There were no notifications, so users had to manually search for cancelled appointments
● Limited search options meant users could only search for one test centre at a time
● There was also no way to avoid seeing dates and times users couldn’t make, for example 

days at work
● Third-party apps cost money and were unreliable, but were the only way to receive 

notifications and search multiple test centres

View in Detail

https://www.figma.com/file/ALutj3K7c7f7gMFhvDWnbr/User-research?type=whiteboard&node-id=0%3A1&t=e7Vt0ZUkFjjghexD-1


Secondary research
Camilla Benitz, AA Driving School Managing Director said: 

“There is no easy way for candidates to check availability at multiple test centres without checking each one 
manually. A better system could save many weeks of waiting as our data showed wait times varied between some 
local test centres by as much as three months.”

One driving instructor said:
 
“the search goes by as the crow flies NOT using 
actual roads to get there (mine often book Gillingham 
in Kent when they live near Southend on Sea 
resulting in me explaining - yes it is only 10 miles BUT 
we have to drive 1.5 hours just to get there!”

According to DVSA data from an FOI request, test availability was extremely uneven across test centres. The 
following examples show waiting times accurate to 22nd November 2022:

● a test in Swansea had a 20-week wait, 12 miles away in Llaneli it was 10 weeks
● a test in Herne Bay, Kent had a 22-week wait, 9 miles away in Cantebury it was 2 weeks
● a test in Cheetham Hill, Manchester had a 22-week wait, 7 miles away in West Didsbury it was 6 weeks



User insights
● Learner Drivers need to be able to check for practical test cancellations without 

having booked a test as there is currently no way to search cancellations without 
having a test booked.

● Learner Drivers need to receive notifications for cancelled tests, within their local 
area and required date range, as this saves them manually looking for test that don’t 
meet their criteria.

● Learner Drivers need a quicker way to log in to the DVSA website to check their 
current booking or to book a new practical driving test. This is because the current 
way is too long and does not have an autosave function, meaning users waste 
valuable time when searching for cancellations, in the login process.

● Learner drivers need to be able to see test availability at nearby test centres so they 
do not have to wait unnecessary time when they could go a further ten miles and get 
a test closer to their preferred date saving them money on driving lessons.



Problem statement
DVSA Booking App’s aim is to provide a quick and easy way to for learner drivers to book 
onto practical driving tests, when they are ready. We have observed that DVSA’s current 
users are struggling to log in quickly, cannot sign up for notifications for cancellations on 
the government website, or have personalised search results.

To be able to receive notifications users must have a practical test already booked and 
then go through a third-party app, which often require payment for notification features.

This is not beneficial for users as they want to book cancellation tests quickly and easily; 
not having a notification system can lead to learners missing cancelled tests and not being 
able to take their required test earlier.

How might we introduce a system that gives users the chance to be notified of 
cancellations and book onto earlier tests that suit their personalised needs?



Storyboard - Improved process



Ideation



Competitor analysis
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Key features

1. A user friendly login using details that are easy to remember, and a single-touch sign on for devices 
with fingerprint and face ID recognition.

2. A sophisticated search and filter feature, where users can:
● search a date range of their choice
● include or exclude specific times and dates
● search multiple test centre locations in one go

3. Users can receive notifications via text, email or app for their search parameters. They can receive 
notifications whether they have a test already booked or not. Users can book a test from 
notifications in 2 clicks.



Value proposition statement

DVSA is developing an all in one app aimed to help learner drivers who are currently in the process of 
booking or changing their driving test. This app’s aim is to cut down time spent in the login process and 
allow users to quickly book onto cancellation tests, that will be shared via notifications.

We’re better because this a free service, unlike any third party apps, which will allow users to set 
preferences for their notification settings, so they only receive notifications for tests which match their 
specific search criteria.

We’re believable because we are the official DVSA app to book and manage practical tests.



User flow On Boarding and login



User flow Search and Book a test



Wireframes Search and Book a test

View Wireframes

https://www.figma.com/proto/6fjADiWbVJqvIpbGLXWNee/Prototypes?type=design&node-id=4-2067&scaling=scale-down&page-id=0%3A1&starting-point-node-id=4%3A2067&show-proto-sidebar=1


Testing



Tests - First round

Questions Success Rate
(6 individuals)

Do users understand how to select and remove certain times from their search? 75.00%

Do users understand how to search for tests across multiple centres? 75.00%

Is it clear to users how to edit their payment details? 91.67%

Can users successfully set up notifications? 100.00%

how users would change their card details for payment and complete the 
booking

100.00%

In average: 88%



Tests - First round Results/ Iterations 



Tests - First round Results/ Iterations 

Before AfterAfter Before After



Design system
Government services must be designed using the Gov.uk design system to ensure consistency and accessibility 
for the user. Components and patterns in the design system are extensively researched and fully accessible in a 
browser. We followed the documentation to ensure that we used components and patterns in the appropriate way 
in order to make the user experience simple and intuitive.

The government does not have a design system for apps. We had to custom build components and a lot of our 
screen patterns to fit with the wider design system and ensure they were accessible, but also provide the 
functionality that we knew our users needed.



High-fidelity Prototype

View In Detail

https://www.figma.com/proto/6fjADiWbVJqvIpbGLXWNee/Prototypes?type=design&node-id=4-2067&scaling=scale-down&page-id=0%3A1&starting-point-node-id=4%3A2067&show-proto-sidebar=1


Tests-second round 
Results

Link to the board

Questions Success Rate
(5 individuals)

Task 1 100%

Task 2 90%

Task 3 100%

Task 4 90%

Task 5 100%

In average: 96%

https://www.figma.com/file/ALutj3K7c7f7gMFhvDWnbr/User-research?type=whiteboard&node-id=0-1&t=PemxpONMSrS4zhqq-0


Tests second round Results/ Iterations  

Before AfterBefore Before



Tests second round Results/ Iterations  

Before After
After



Final Design



Final Prototype Sign in and Book

https://docs.google.com/file/d/1WCfi7byXBbEQhgoXjpaHsM01uxABseLe/preview


Final Prototype Book From a Notification

https://docs.google.com/file/d/11LiZFB27suvvRsjnkvDzog8NAQJAhUOQ/preview


Conclusion



Next steps

● Continue to test the designs, especially the new components, to ensure usability and 
accessibility.

● Give users the option to save their search preferences. They could then receive 
notifications for multiple search options, for example, they could have their ‘ideal’ 
search which excludes rush hour tests, but also have another sets of filters saved that 
searches for tests at all times of the day. For users who don’t want notifications, they 
could quickly search their saved search preferences.

● I would like to expand the app to include all of the steps you need to take to learn to 
drive. Users would be able to access everything in one place from applying for a 
provisional licence and theory test practice questions to booking your test. 



Reflections

It was hard for me to stay impartial in the research and ideation process as I had 
very strong views as a target user and had thought about ways to improve the 
service for a long time. The other group members had some good ideas coming 
from a different perspective that I hadn’t thought about like having notifications 
before even booking a test and I made sure to listen to what they had to say.  
But overall I really enjoyed this project as the other group members worked 
hard and it is something I am really passionate about. I think if the DVSA were to 
develop an app it would make learner drivers’ lives much easier!


