
Users organic search 
for licence replacement 
information

On the Licence 
replacement landing 
page

Starts the sign up 
process (as per existing 
solution

Login to MVR (as per 
existing solution)

Licence replacement  
landing page (Change 
name or date of 
birth?)

Licence replacement  
landing page (New 
photo required)

- Infor a replacement 
licence card can only be 
issued where a stored 
image exists.

Visit CSC in person to present original 
documentary evidence of your change of 
name. And make payment and confirm 
personal details.

Call CSC to know 
where a stored image 
exists or not.

Visit CSC to take photo, 
make payment and 
confirm personal details

Licence replacement  
landing page (Change 
conditions)

Visit CSC in person to present original 
documentary evidence of your change 
of condition. And make payment and 
confirm personal details.

Make payment and 
confirmation

Licence replacement  
confirmation and the 
receipt is sent to their 
email

MVR dashboard

- Showing the licence 
details and the receipt 
 
- A downloadable button 
for receipt which included  
 the licence details 
 
- Estimated delivery days 

- Chooses a credit card 
payment option or enters 
details.  
- Confirms payment details.

- Sees under myDrivers 
licence showing status 
for licence replacment 
is pending.

Receives new licence 
through post

LICENCE REPLACEMENT USER FLOW_v3 

Scenario: Members of the public would like to replace their driver's licence online.  

User types: Any member of the public that has a valid Victorian driver's licence they need to renew.  

Licence holder oversea/interstateRegular licence holder (cannot replace)Regular licence holder

Content that require improvement: 
 
- Landing pages

Change postal address 
page

Not eligible to 
replacement licence

- If licence status is not 
current

- Clicks on "edit" to 
change postal address.

Licence replacement  
landing page (Change 
address)

Licence replacement  
landing page 

Call CSC to get information.

Send the photo kit.

Call CSC to get information.

Select the licence you 
want to replace 

Receipt is sent to  
their email

- Showing the 
confirmation and the 
receipt which included  
the licence details 
 
- Estimated delivery 
days 
 

10 working day

- Link to update your  
details

- Show licence details 
Licence number 
Licence type 
Expiry date 
Condition 


