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Abstract 

 
Project Area: Medical Review – R U Fit 2 Drive?   
 
Background 
 
Ensuring that members of society are fit to drive is a cornerstone of the driver licensing system in Australian 
jurisdictions. Anecdotally it is known that licensed drivers are not clear on what impacts fitness to drive, or 
at least which medical conditions need monitoring to make sure they do not become an unacceptable risk 
to themselves and others on the road. However the assessment and monitoring process is not well 
understood, which requires a cooperative approach from doctors and patients, as well as careful 
management by the regulator.   
 
VicRoads established a Design Lab to review and redesign policies and services in the registration and 
licensing domain. Its approach is user-centered service design – focusing on the user’s experience in their 
engagement with VicRoads. 
 
The objectives of the project were to: 

• Understand stakeholder perceptions and expectations around early experiences of the medical 
review process; 

• Review the effectiveness of the current customer experience; 
• Determine the different channels a user may rely upon for information; and 
• Explore the various ways a user can enter the medical review ‘system’, and the corresponding 

emotional experience. 

The final set of insights would be used to identify opportunities to improve services and processes in regards 
to the fitness to drive assessment approach. 

Approach 
 
The intent of this paper is to highlight the non-traditional approach taken to problem solving, namely 
adoption of a broadly user-centered design process. The Design Lab formed a multi-disciplinary team and 
piloted an open 6 week ideation process. Elements of this approach included: the creation of a Design Lab 
and sharing of methodologies, tools and skills; stakeholder mapping, engagement with the public at 
customer services centres, contextual interviews with support organisations and VicRoads customer service 
officers, a customer journey mapping workshop, a digital customer journey mapping workshop, and 
frequent sharing and feedback to a core group of internal stakeholders from VicRoads.  
 
The insights and identified themes of the design research process were shared and discussed with the 
VicRoads’ medical review team, internal road safety experts and the operational policy team. The approach 
taken was to employ an open studio concept over a 6 week period. Open Studio is a collaborative ideation 
process. The design team introduced the team members to a user-centered design process: identifying and 
framing the problem and opportunities, ideating, rapid prototyping and user-testing possible solutions. 
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A collection of user stories were gathered and synthesised into three emerging themes; process visibility, 
information resources and social responsibility. Themes uncovered informed the key areas of opportunity 
covered in Open Studio.  
 
At the conclusion of this process the team had great clarity over the following elements:   

• the framing of the problem;  
• articulation of the opportunity statement; 
• scenarios and solution concepts; 
• rapid and iterative prototypes, and 
• the interests and perspectives of diverse internal and external stakeholders, including the users 

themselves.  
 
The short timeframe allowed for rapid prototyping and ideation sprints. Open sessions were also held with 
other staff weekly to draw in broader perspectives and feedback. Photographs, films and audio recordings 
were created along the way to document the rich collaborative process to develop the ‘R U Fit 2 Drive’ 
concepts addressing the need to elevate social responsibility and awareness of fitness to drive, which was 
presented back in week 6 to the wider group of internal and external stakeholders.  
  
The Design Lab has developed a number of specific ideas about increasing social responsibility among 
people who have, or may develop conditions which require fitness to drive assessments. The key element is 
to identify ways in which VicRoads can work with people to assist in managing their condition and its 
impact on road safety. This may lead to more opportunites to improve services, processes and operational 
policies including public campaigns and educational approaches to build social responsibility and 
awareness. 
  
 

 
 Image 1: Customer Journey Mapping Workshop and digital workshop example 
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Image 2: Open studio ideation activities 

  

Image 3: Open studio, iterative rapid prototyping 


