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1. Executive Summary
1.1

Background & objectives

The NSW Department of Finance, Services & Innovation (DFSI) has been charged with overseeing
the development and implementation of a Digital Drivers Licence (DDL) for NSW drivers in
conjunction with Service NSW, Roads and Maritime Services (RMS) and Transport for NSW, in
consultation with the NSW Police Force and Liquor & Gaming NSW. This DDL is planned to be
available to all NSW licenced drivers by 2019.
In order to ensure that the DDL meets the needs of licence holders (NSW citizens) and stakeholders
(both Police and pubs/clubs), a Beta product trial has been designed to be undertaken in Dubbo.
This Beta trial involves a dual phased roll-out covering both Police checks, and POI checks at pubs in
Dubbo.
The key aims of the main trial were to:


Determine perceptions and likely re-use of the DDL amongst pre-qualifying Dubbo citizens;



Obtain stakeholder feedback in relation to the DDL;



Suggest improvements that can be made to the DDL product prior to full roll-out.

1.2

Research approach

The Beta trial evaluation involved several different components:


The establishment of a ‘panel’ of DDL holders within the Dubbo area;



Conducting three (3) online surveys amongst DDL holders through the trial period which
were specifically designed to capture ‘natural’ DDL checking encounters;



Conducting three (3) planned events (each involving licence checks with Police and Proof of
Identity checks at Dubbo pubs), which were specifically designed to capture feedback onsite, and to ensure that there were a sufficient number of DDL checking experiences
evaluated;



Feedback from Police and pub manager/staff in relation to the planned events and ‘natural’
occurrences.

NOTE: The first planned event was only conducted amongst Government employees. This allowed
for a small scale DDL evaluation to be undertaken while also allowing us to refine the details of the
event process.
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1.3

Research outcomes

1.3.1 Recruitment of trial participants
A microsite was established that was utilised to inform interested Dubbo citizens of the details of
the trial. It was also used for the application process. A total of n=1906 individuals applied to
participate in the DDL trial.

1.3.2 Online survey results
Checking experiences with Police
The online survey respondents were asked if they had been in a situation where they had the
opportunity to show their DDL to Police.
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The incidence level of respondents being able to show their DDL to Police increased over the
trial period (from 10% for Survey 1 to 18% for Survey 3);



Amongst those that had the opportunity to show their DDL with Police more than a third
(36% across the three surveys) indicated that they had multiple checking experiences, and
where this was the case, the DDL holders almost always chose to show their DDL (85% ‘every
time’);



Those who only had single checking opportunities with Police also chose to show their DDL
for the large majority of situations (91% of the time);



Those who used their DDL with Police indicated that the Police almost always accepted it
(90% of the time). However, a small proportion of those that indicated Police did not accept
their DDL were known to be offering it outside the conditions of the DDL trial (e.g. outside
of Dubbo);



Satisfaction amongst DDL users was extremely high, with the mean score for Convenience
varying between 8.9 and 9.1 out of 10, Ease of Use varying between 9.0 and 9.1 out of 10,
and the Speed of the Checking Process varying between 8.3 and 8.6 out of 10.



While the satisfaction results were high in outright terms, the Speed element was rated
lowest and some DDL users indicated that the process involved in accessing the DDL took too
long;



Only a small proportion of DDL users indicated that there were any issues or problems with
their checking experience (and the incidence of this decreased from 8% in Survey 1 to 5% in
Survey 3).
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Checking experiences at Dubbo pubs
The online survey respondents were asked if they had been in a situation where they had the
opportunity to show their DDL at a Dubbo pub.


The incidence level of respondents being able to show their DDL at a Dubbo pub was fairly
consistent, but increased slightly over the trial period (from 11% for Survey 1 to 16% for
Survey 3);



Amongst those that had the opportunity to show their DDL at a pub more than half (51%
across the three surveys) indicated that they had multiple checking experiences, and where
this was the case, the DDL holders chose to show their DDL on the large majority of occasions
(69% ‘every time’);



Those who only had single checking opportunities at a Dubbo pub also chose to show their
DDL in almost all situations (98% of the time);



Those who had a checking experience at a Dubbo pub in Survey 3 tended to indicate that the
check was likely to be visual (as opposed to scanned), though in the small number of cases
where a scan did take place, those DDL users were generally comfortable with the scanning
process (92% either ‘very’ or ‘quite’ comfortable);



Those who used their DDL at a Dubbo pub indicated that the pub almost always accepted it
(85% of the time). Again however, some of those that indicated that the pub did not accept
their DDL were known to be offering it outside the conditions of the DDL trial (e.g. at a club);



Satisfaction amongst DDL users was extremely high with these pub checking experiences,
with the mean score for Convenience varying between 8.9 and 9.1 out of 10, Ease of Use
varying between 8.8 and 9.0 out of 10, and the Speed of the Checking Process varying
between 8.5 and 8.7 out of 10.



As was the case in relation to Police checks, the Speed element was rated lowest, with the
process involved in accessing the DDL took too long being the main complaint;



Only a small proportion of DDL users indicated that there were any issues or problems with
their checking experience at Dubbo pubs (and the incidence of this decreased from 10% in
Survey 1 to 6% in Survey 3).

Other overall measures
The online survey respondents who had either a checking experience with Police or at a Dubbo pub
were asked a series of additional questions relating to their impressions of the DDL.
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There was a very positive response in terms of likely future use, with a mean score varying
between 9.4 and 9.6 out of 10 over the three surveys;
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Similarly, likelihood of recommending the DDL to others was also extremely high, with an
NPS ranging between 82 and 89;



There were no issues evident in relation to the perceived security of the DDL system, with
mean score ratings varying between 9.1 and 9.3 out of 10;



So too, these DDL users were highly satisfied that their personal details are not accessed by
those who shouldn’t see them. This aspect had a mean rating of between 9.2 and 9.3 out of
10;



The security of the DDL was also compared to that of other digital products that access
personal data, and the majority of respondents felt that the DDL offered the same or better
security (only around 75 to 8% felt it would be less secure);



In terms of pricing, the large majority of DDL users expect the DDL (offered in conjunction
with a ‘plastic’ licence) to cost the same as a ‘plastic’ only licence (88%), while around 80%
would expect a DDL only option to be cheaper than a ‘plastic’ licence.

1.3.3 Planned event results
Observations with Police checking experiences


Across all three planned events four main types of licence checking were observed: visual
checks, a scan of the licence using MobiPol (digital only), manual entry of the licence
information into MobiPol and situations were the driver failed to produce a licence;



Overall the speed of performing the DDL checks was slower than ‘plastic’ licence checks, with
an average time of 44 seconds in the pre-trial, 57 seconds in the first main trial event and 54
seconds in the second main trial event recorded for DDL checks. By way of comparison, the
average time for plastic licence checks in the second main trial was 33 seconds.

User experiences with Police checking events
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Satisfaction amongst DDL users was extremely high with these Police checking experiences
at planned events, with the mean score for Convenience varying between 9.1 and 9.4 out of
10, Ease of Use varying between 8.9 and 9.1 out of 10, and the Speed of the Checking Process
varying between 8.7 and 9.2 out of 10;



As was the case with the ‘natural’ events captured through the online surveys, Speed was
the aspects that was rated lowest in overall terms – which tended to relate to the time it
took them to open their phone, find the App, and access the DDL;



The incidence level of problems or issues being encountered during the checking process
increased over the trial period (from 12% in the Pre Trial, to 23% in Main Trial 2), with the
checking speed and access speed being the main issues to emerge;
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There was a very positive response in terms of likely future use, with a mean score varying
between 9.7 and 9.9 out of 10 over the three events;



It follows that likelihood of recommending the DDL to others was also extremely high, with
an NPS ranging between 88 and 91.

User experiences with Pub checking events


The pub staff were not instructed on how the checking process should take place. However,
there was initially a scanner issue at Main Trial 1 (where most checks were visual), whereas
the large majority of checks at Main Trial 2 did involve a scan (96%);



Amongst those who had a DDL scan at a pub, all were comfortable with the experience at
Main Trial 2 (84% were ‘very’ comfortable, while 16% were ‘quite’ comfortable);



Satisfaction amongst DDL users at these planned events was extremely, with the mean score
for Convenience varying between 9.1 and 9.7 out of 10, Ease of Use varying between 8.9 and
9.8 out of 10, and the Speed of the Checking Process varying between 8.4 and 9.5 out of 10;



Again, Speed was the aspects that was rated lowest in terms of satisfaction – which tended
to relate to the time it took them to access the DDL;



The incidence level of problems or issues being encountered during the checking process
was lower at these pub events than it was for the Police events (with a high of 14% recorded
for Main Trial 2);



There was a very positive response in terms of likely future use, with a mean score varying
between 9.6 and 9.8 out of 10 over the two main events;



Again, likelihood of recommending the DDL to others was also extremely high, with an NPS
ranging between 83 and 86 (for the two main events).

1.3.4 Stakeholder feedback
Feedback from pub managers/staff
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The feedback obtained from pub staff involved with the planned events was mostly positive
in nature, and all seemed very supportive of the DDL;



The main advantages of the DDL were seen to be that it was less likely to result in fraudulent
IDs, and that the age of the individual was displayed for them in years. In addition, some of
the managers/staff felt that patrons were more likely to have their phone on them than their
‘plastic’ licence;



In terms of potential issues or concerns, the main drawback was seen to be the time that
some customers took to access their DDL. There was also concern over the way some staff
physically handled phones, while one pub representative raised customer concerns in
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relation to the scanning device (as they needed to be reassured that it was not their own
personal phone being used to scan the customer DDLs).
Feedback from Police


The Police were less positive about use of the DDL in overall terms;



While they did indicate that the scanning process was quicker than an equivalent process
involving them looking up the details from a ‘plastic’ licence, most of their feedback related
to encountered or potential issues that could have safety implications for them and other
officers;



The main issues raised by Police were:
o The overall checking process was seen to be slower for the DDL than ‘plastic’ licences.
This seemed to be largely due to the time taken for the driver to bring it up on their
phone e.g. find the app, remember their PIN etc.
o Some suggested that it can be difficult to scan the DDL using MobiPol in bright
conditions/glare. Some screen protectors may also make scanning more difficult;
o Not all licence information is displayed in a single screen on the DDL. If the Officer wants
to see additional information then they need to ask the driver to scroll down;
o Sometimes the driver’s phone will be too dim, so the Officer will need to request for the
brightness to be increased. Also, on some phones the brightness will auto-adjust once
the phone is held up which can make it harder for the Officer to read the details;
o The above were said to create a potential safety risk whereby Officers tend to be leaning
in towards the driver and not necessarily watching the other passengers/surroundings;
o The process of logging into MobiPol was reported to take time, which is potentially an
issue when Officers are doing their normal rounds and are not necessarily expecting to
encounter a DDL. There was also some reports that MobiPol can ‘time out’ or ‘crash’
which can be frustrating for the Officer during a check;
o Some Officers indicated that polarised sunglasses can make it difficult to see the DDL,
especially in certain conditions and/or on some phones;
o The MobiPol is an extra piece of equipment for Police to handle, especially at night when
they may be also carrying a torch.

1.4

Conclusions and recommendations

The Beta DDL Trial was able to measure user perceptions of the DDL while also revealing issues that
need to be overcome in order to satisfy the safety concerns of Police.

12

DDL Beta Product Trial Evaluation
March 2018
From a user perspective the evaluation results were consistently positive. There were very high
satisfaction levels with the current DDL product – particularly in terms of Convenience and Ease of
Use though also (though to a lesser degree) with the Speed of the Checking Process.
The proportion of users indicating that they are likely to use the DDL in the future was also very high,
as were the results for likelihood of recommending the DDL to others, and the associated NPS results
(which was in excess of +83).
These evaluation results amongst DDL holders suggest that the DDL is a product of interest, and is
worthy of being introduced to NSW drivers. Similarly, feedback from managers and pub staff was
also generally very positive, and they tended to be very supportive of the initiative.
However, feedback from Police was not as positive, and resulted in the identification of several
issues that they feel could impact on the safety of Police in the field. While their main objections
appear to be related to the speed with which an ID check can be carried out, there were other issues
uncovered, and so further consultation may be required to see if any product
changes/enhancements and/or Police procedural changes can alleviate these concerns.

13

DDL Beta Product Trial Evaluation
March 2018

2. Background & Objectives
There has already been a gradual roll out of digital licences in NSW, with Recreational Fishing Fee
(fishing licence), Responsible Service of Alcohol (RSA) and Responsible Conduct of Gambling (RCG)
Competency Cards already available via the Service NSW app.
As a further offering to NSW residents, the Digital Driver Licence (DDL) is scheduled to be available
to all NSW licenced drivers by 2019. This planned introduction will be on an opt-in basis, whereby
drivers will be offered the option of a DDL in addition to the standard ‘plastic’ licence. The idea being
that the DDL will present benefits such as:


Fewer cards to carry – where holders can prove their age and identity as well as ‘permission
to drive’ via a mobile device app;



Convenience – allowing holders to update their details and renew their licence from their
mobile device;



Security – where holders have control over their personal information; and



Real-time information – the DDL app will allow for real-time updates and licence-specific
information, including renewal reminder notifications.

The Digital Driver Licence Project was therefore established. This is led by the Department of
Finance, Services and Innovation (DFSI), together with Service NSW, Roads and Maritime Services
(RMS) and Transport for NSW, in consultation with the NSW Police Force and Liquor & Gaming NSW.
In order to ensure that the DDL meets the needs of licence holders (NSW citizens) and stakeholders
(including NSW Police), a Beta product trial was planned.
Dubbo was selected as the location for the DDL trial. This location was chosen because it is a large
regional city with a population of 42,000 people (offering a good demographic spread), and Dubbo
Police (Orana Local Area Command) is the headquarters for the NSW Police Force Western Region,
making it ideally equipped to facilitate and oversee the trial. Dubbo is also home to a variety of pubs
- providing another opportunity to test the licence.
Woolcott Research & Engagement was commissioned as a suitably qualified third part organisation
to undertake an evaluation of the beta. The broad objectives of the evaluation were:
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To determine user perceptions of the DDL (including likelihood of re-use, and
recommendation to others);



To determine if there are any issues from a user perspective, and (if possible) to recommend
how these may be overcome;

DDL Beta Product Trial Evaluation
March 2018


To obtain stakeholder feedback from NSW Police and pub owners/operators/workers who
were dealing with the DDL throughout the trial process.

The following report details the approach designed for this trial evaluation, together with the
outcomes of the various evaluation phases.
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3. Research Approach
The Beta trial evaluation was designed in two main phases:



An initial release and testing amongst NSW Government employees in Dubbo;
A wider public release and testing amongst Dubbo citizens.

3.1 Recruitment of trial participants
A microsite was developed (www.woolcott.com.au/DDL) where potential DDL participants were
directed for information about the trial, and to apply to become a DDL user. The microsite was also
used as a means of communication with trial participants, as it featured a Contact section allowing
for questions and queries to be raised via webforms.
3.1.1 Recruitment of Government employees
Internal communication channels were used to raise awareness of the DDL trial, and to direct NSW
Government employees to the dedicated microsite to apply to participate in the trial.
Applications were open from the 29th September 2017 to the 13th October, during which time n=92
people applied. These participants were sourced almost entirely from the Dubbo offices of the
following organisations: Service NSW, Transport for NSW, Legal Aid, FACs, Council Staff and Police.
Due to delays with the availability of the app on Android devices, n=31 of these participants could
not take part in the government trial (although they were able to join the main trial). An additional
n=5 participants were vetted out of the trial for issues relating to their licence. This meant that there
were a total of n=56 government employees who had the opportunity to download the app and
participate in the pre trial event.
3.1.2 Recruitment of Dubbo residents
The Service NSW service centre acted as the main channel for raising awareness amongst Dubbo
residents, with staff actively informing customers about the trial and assisting with the application
and account creation process.
In addition, a range of other awareness raising initiatives were put in place:
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Posters in NSW Government offices, Dubbo Regional Council and participating venues
Coasters distributed to participating Dubbo pubs
Social media activity
TV coverage of the Dubbo trial
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These initiatives generally provided the microsite address where interested parties could find
additional information and also apply to participate.
Applications for the main trial were open from the 19th October 2017 until the 21st January 2018.
During this period n=1814 applications were received, to make a total of n=1906 when combined
with the previous n=92 from the government trial.
The procedure for processing applications was as follows:






Each Monday Woolcott Research & Engagement would provide the list of new applications
to DFSI
A check of the licences would then be undertaken by RMS, and any ineligible participants
notified
The vetted participants would then be checked to ensure that they have a valid
MyServiceNSW account, and that is linked to their licence
o Those without a valid MyServiceNSW account would then be contacted by Woolcott
Research & Engagement and sked to confirm after they had created an account. A
team from Service NSW would also call these participants to assist with account
creation.
o Those who had not linked their MyServiceNSW account to their licence were also
contacted by Woolcott Research & Engagement, and similarly followed up by staff
from Service NSW.
Those with valid MyServiceNSW accounts were then sent instructions by Woolcott
Research & Engagement on how to obtain the app:
o For those with iOS devices this required following a separate set of instructions sent
in an email by Testflight
o For those with Android devices the process was relatively straightforward, although
those who had provided invalid Google Accounts had to be contacted to provide the
correct details.

Of the n=1906 who applied, n=1492 (or 78%) were eligible to download the app. By analysing all
respondents who either responded to an online survey or participated in a planned event, we know
that at least n=808 reported a DDL checking experience with us (either through one of the planned
events, or via the online surveys). Our results also show that at least n=72 were unable to obtain
their DDL for various reasons.
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3.2 Online surveys
A series of online surveys were devised to specifically capture ‘natural’ DDL checking experiences
that were occurring. These online surveys were designed to be implemented periodically throughout
the main trial period to ensure that recall of the checking experience was kept relatively current.
In total, at least* n=833 individual DDL checking experiences were accounted for through the series
of online surveys carried out:



N=376 with Police
N=413 at Dubbo pubs

* NOTE: the online survey allowed for respondents to report multiple instances of DDL checks, and
the above figures have been calculated by treating instances of multiple encounters as a total of two
encounters – though more could have taken place.
An email invitation to complete each online survey was sent to all participants who were eligible to
download the app, and the survey was kept open for one week. For the first and second online
surveys a reminder email was sent to those who hadn’t responded after three days. For the third
online survey it was decided not to send a reminder as participants were concurrently being
contacted about participating in a planned event.
The surveying periods were as follows:




Survey 1: 5th – 11th December 2017
Survey 2: 9th – 15th January 2018
Survey 3: 7th – 13th February 2018

Participation in the online surveys was incentivised by offering ten prizes of $1000 each to be
randomly selected amongst those who had completed at least two of the three surveys.
3.3 Planned events
Given that the incidence rate of natural interactions was an unknown quantity, the research design
also featured several pre-planned events that involved DDL holders undergoing a checking
experience (either at a Police run RBT event, or at a proof of age checking event at a Dubbo pub) at
a set time and location. Face-to-face interviewing was then carried out immediately following each
interaction to gain feedback on the spot.
In total, n=387 individual DDL checking experiences were measured in this way:
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N=269 at Police run RBT events; and
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N=118 at Dubbo pubs.

The Police RBT events were held on the following days and times:




Pre trial: Saturday 28th October 2017 from 10:30-11:30am
Main trial 1: Saturday 2nd December 2017 from 10:00-12:00am
Main trial 2: Saturday 17th February 2018 from 5:00-6:00pm and 7:00-9:00pm

The pre trial was held at the Dubbo Showground and almost entirely involved trial participants,
although a small number of non-trial participants were also checked. The first main trial event had
been originally planned to take place on Cobbora Road, however wet weather conditions meant
that this had to be relocated underneath the enclosed section of the Dubbo Showground.
Accordingly, this event only involved checks of trial participants. The second main trial event was
held on both sides of Cobbora Road, and meant that checks were observed of both trial participants
and non-participants. This event was scheduled for the afternoon and evening, which meant that
checks were undertaken in direct sunlight, twilight and night time conditions.
The pub identity checking events were held on the following days and times:




Pre trial: Saturday 28th October 2017 from 12:30-1:15pm
Main trial 1: Friday 1st December 2017 from 8:00-10:00pm
Main trial 2: Saturday 17th February 2018 from 12:00-2:00pm

The pre trial was held at the Amaroo and involved checks of DDLs at the bar in daylight conditions.
The first main trial event was held at the Pastoral Hotel and involved bar checks for the first hour of
the event and then checks at the door for the second hour, both of which occurred in night time
conditions. The second main trial event was at the Commercial Hotel during the day and only
included bar checks, as the venue did not have any dedicated door staff.
Participation in the planned events was encouraged by offering every participant a $20 myDubbo
card to thank them for their time. To ensure a good turnout at the final planned event, the incentive
was increased to $40 for the RBT event and a $30 food and drink voucher for the pub event.
3.4 Stakeholder feedback
Feedback was sought from Police Officers and pub staff at the conclusion of each of the planned
events. This included feedback about the process and logistics of each event, but also thoughts on
the checking process and any suggestions for improvement to the DDL.
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In addition, feedback was also sought from these groups about their experience with checking digital
licences in situations outside of the planned events. This feedback has been obtained from a number
of venues in Dubbo, however has not yet been obtained from Police Officers in the Dubbo area.

20

DDL Beta Product Trial Evaluation
March 2018

Evaluation Outcomes
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4. Feedback through the Microsite
The Microsite at woolcott.com.au/ddl featured a contact page whereby participants or interested
members of the public could submit comments or questions about the trial. Depending on the
reason for the comment or question, this would either be submitted to Woolcott Research &
Engagement, the DDL Test Team or Service NSW (see Table 1).
Throughout the trial period Woolcott Research & Engagement received 34 messages through the
contact form:










6 were comments from heavy vehicle licence holders who had been accepted but unable to
get the DDL
6 were requests for information about downloading the Beta app
5 were to report issues with obtaining the app
4 were to report issues with using the app e.g. error messages
4 were from Apple participants who hadn’t received their Testflight email/code
3 were related to registering for one of the planned events
3 were positive remarks about the trial, e.g. “This is great. Love it. Good to see technology
doing something which is beneficial for people and environment”
2 were business related enquiries
1 was in response to a missed call from Service NSW

Table 1: Ownership of responding to Microsite comments/questions

Reason

Comment

Question

Woolcott Research

Woolcott Research

Service NSW

Service NSW

DDL Test Team

DDL Test Team

Trial app features

Woolcott Research

DDL Test Team

Showing my digital driver licence for
inspection

Woolcott Research

DDL Test Team

Giving feedback on the trial

Woolcott Research

Woolcott Research

Registering for the trial
Linking my driver licence to
MyServiceNSW Account
Downloading and using the trial app
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5. Online Survey Results
5.1

Online survey response rates

The response rates for the three online surveys are presented below in Table 2.
Around six in ten participants responded to Survey 1 (62%) and Survey 2 (59%), while half responded
to Survey 3 (49%). This was probably due to their being no reminder email sent for the third online
survey (due to a timing overlap with planned event invitations, and a deliberate decision not to overcommunicate with the registered DDL holders). Despite this, the third online survey still had a
sizeable proportion of those who had experienced a DDL check, with 15% of all participants in this
category.
Of those who had experienced a DDL check there was a roughly even split between checks with
Police and checks with pubs, with a small proportion of respondents having experienced both.
Table 2: Online survey response rates

Survey 1

Survey 2

Survey 3

n=

%

n=

%

n=

%

Invitations sent

962

-

1226

-

1498

-

Didn’t respond

370

38

498

41

760

51

Responded

592

62

728

59

738

49

Unable to install App

90

9

79

6

69

5

Didn’t complete survey

16

2

20

2

22

1

No checking experience

369

38

432

35

425

28

Had a DDL check

117

12

197

16

222

15

Police check

59

6

115

9

132

9

Pub check

63

7

99

8

115

8
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5.2

Demographic details

The online survey respondents were asked to indicate their gender at the initial application stage.
These details were maintained throughout the trial period so that we did not need to repeatedly ask
demographic details when interacting with the registered DDL holders.
As shown in Figure 1, the gender composition of respondents was very consistent across the three
surveys undertaken. The majority of respondents were female in each instance (ranging between
54% for Survey 1 to 56% for Survey 2).
Importantly, this matched the gender composition of all DDL applicants (55% were female).
Figure 1: Gender of online survey respondents

54

55

56
Female

%
Male
46

45

44

Online Survey 1
(n=592)

Online Survey 2
(n=728)

Online Survey 3
(n=738)

Base: All respondents to each online survey: Survey 1 (n=592); Survey 2 (n=728); Survey 3 (n=738)
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So too, age details were captured during the application process.
As shown in Figure 2, the age profile of the online survey respondents did vary somewhat. The
younger DDL holders were consistently more reluctant to engage with the evaluation aspects of the
DDL trial process, and so the profile of respondents achieved in the third online survey is actually
the closest to the profile of all DDL applicants. In total 55% of all DDL applicants were aged under 35
(compared to 50% of the survey 3 respondents), while 23% were aged 45 or more (compared to 28%
of the survey 3 respondents).
Overall though, a reasonable spread (in terms of respondents from the various age ranges) were
represented in the online survey results.
Figure 2: Age range of online survey respondents
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18

13
15

31

32

45 to 54
23
35 to 44

%
22

24

15

15

11

11

Online Survey 1
(n=592)

Online Survey 2
(n=728)

31

25 to 34
16 to 24

19
Online Survey 3
(n=738)

Base: All respondents to each online survey: Survey 1 (n=592); Survey 2 (n=728); Survey 3 (n=738)
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The trial participants also indicated their device type during the application process.
As shown in Figure 3, the device type of the online survey respondents was very consistent for each
of the three surveys – with the proportion of iOS users varying between 67% for Survey 1, to 70%
for Survey 3).
Again, these results were fairly consistent with the profile of all DDL applicants (of whom 72% were
iOS users).
Figure 3: Device type of online survey respondents
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30

30

Android

%
67

70

70

Online Survey 1
(n=592)

Online Survey 2
(n=728)

Online Survey 3
(n=738)

Base: All respondents to each online survey: Survey 1 (n=592); Survey 2 (n=728); Survey 3 (n=738)
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5.3

Police checking experiences

The online survey respondents were asked to indicate if they had been in a situation where they had
the opportunity to show their digital driver licence to Police or at a pub in Dubbo during a defined
time period. The time period for this question varied for Survey 2 and Survey 3, in that it was
dependent on whether or not the respondent had responded to an earlier online survey. As such,
the question wording was specifically designed to avoid the capture of experiences that had already
been captured in previous online surveys.
As shown in Figure 4, the incidence level of being able to show their DDL to Police increased over
the trial period (from 10% for Survey 1 to 18% for Survey 3).
Figure 4: Incidence of having a DDL checking opportunity with Police

Did not have
Poilice checking
DDL opportunity

%

90

84

82
Had opportunity
of DDL check with
Police

10
Online Survey 1
(n=592)

16

18

Online Survey 2
(n=728)

Online Survey 3
(n=738)

Q1.Have you been in a situation where you had the opportunity to show your digital driver licence to Police or at a pub
in Dubbo since [*]?
Base: All respondents to each online survey: Survey 1 (n=592); Survey 2 (n=728); Survey 3 (n=738)
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Respondents who indicated that they had had the opportunity to show their digital driver licence to
Police were asked to indicate if they had more than one opportunity to do so.
As shown in Figure 5, the incidence level of having multiple opportunities to show their DDL to Police
increased over the trial period (from 15% for Survey 1 to 44% for Survey 3).
Figure 5: Incidence of having multiple DDL checking opportunities with Police

63

56

85

Single
Occasion

%
Multiple
Occasions
37

44

15
Online Survey 1
(n=59)

Online Survey 2
(n=115)

Online Survey 3
(n=132)

Q2. Was there more than one occasion where you had the opportunity to use your digital driver licence with Police?
Base: Respondents who had the opportunity to use their DDL with Police: Survey 1 (n=59); Survey 2 (n=115); Survey 3
(n=132)
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Respondents who had more than one opportunity to use their DDL with police were asked to reveal
the frequency that they actually used their DDL.
As shown in Figure 6, where DDL holders had the opportunity to do so, they almost always chose to
show their DDL (more than 80% for each online survey).
Figure 6: Frequency of showing DDL with Police (multiple checks)

Every time
89

86

84

Most times

%
Some times
Never
11

7
2
5

12
3

Survey 1
(n=9)*

Survey 2
(n=43)

Survey 3
(n=58)

Q3. On those occasions how often did you choose to show your digital driver licence with Police?
Base: Respondents who had multiple opportunities to use their DDL with Police: Survey 1 (n=9)*; Survey 2 (n=43);
Survey 3 (n=58)
* CAUTION: Small base size
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Respondents who had more than one opportunity to use their DDL with Police, and who did not
choose to use it every time were asked to reveal why this was the case.
As shown in Table 3, the reasons were quite diverse, however there were a few instances where
their phone was ‘flat’ or unavailable, and a few instances where the DDL holder simply forgot about
their DDL, other reasons were more one-off (e.g. in an area without phone service, and Police not
having a DDL scanner).
Table 3: Reasons given for not showing DDL with Police every time (verbatims)

Survey 1: Reason given (n=1)*
No reason provided
Survey 2: Reason given (n=6)*
I didn’t have my phone
Phone was flat
Was just easier to show my normal licence. If I didn’t have my hard licence would have shown the
digital
It was at a random breath test and I wasn’t asked for my licence
Due to being stopped by general duties police and either not requested, or not in a area with
phone service.
Forgetful
Survey 3: Reason given (n=7)*
They did not have the machine to read it.
Police were trying to rush through RBT so didn’t have time. Felt pressured to move along quickly.
Phone battery was flat.
No valid reason, I just showed my card license.
In a hurry.
Forgot.
They wanted the plastic one.
Q4. Why is it that you haven’t used your digital driver licence every time?
Base: Due to the small number of instances, individual verbatim responses have been shown.
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Respondents who indicated that they had a single opportunity to use their DDL with Police were
asked to reveal if they chose to use it on that occasion.
As shown in Figure 7, when these DDL holders had the opportunity to do so, almost all (91% on
average across all surveys) did chose to show their DDL.
Figure 7: Incidence of showing DDL with Police (single check)

%

86
100

89

Yes, chose to
show DDL

No, did not
choose DDL

Survey 1
Single occasion
(n=50)

14

11

Survey 2
Single occasion
(n=72)

Survey 3
Single occasion
(n=74)

Q5. When you had the opportunity to do so, did you choose to show your digital driver licence with police?
Base: Respondents who had a single opportunity to use their DDL with Police: Survey 1 (n=50); Survey 2 (n=72); Survey 3
(n=74)
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Respondents who had a single opportunity to use their DDL with Police, and who did not choose to
use it were asked to reveal why this was the case.
As shown in Table 4, the reasons were again quite diverse. These reasons included several instances
of the DDL holder not thinking of their DDL at the time, a few instances of difficulties with the App,
as well as some Police indicating a preference to see a ‘plastic’ licence instead of the DDL.
Table 4: Reasons given for not showing DDL with Police on single occasion (verbatims)

Survey 2: Reasons given (n=10)*
Couldn't get into the app, it gave me errors and wouldn't accept the pin, I later on had to reset
the password to get back into it
The app stop working
Was 5:30am getting pulled over. Was in a panic, didn't think about it at the time
I’d forgotten that I had it on my phone
Easier right in my wallet rather then logging in to phone
Very quick one man breath test didn’t have time to open my phone.
RBT and police did not ask to see my licence at all. I might have distracted them as I was dressed
as an elf in a red MG
I was at a RBT and asked the Officer whether they would accept the DDL, he begrudgingly said
yes but due to his huffing and short time frame, I produced my physical licence as it was quicker.
Was only downloaded to my tablet at the time
I was stopped at an RBT… It was also a licence check. I said I had the hard copy license but could
show him the digital licence if he wanted. He said 'No that's fine. The plastic one will do.' So
that's what I did.
Survey 3: Reason given (n=8)*
Did not think of it
Felt was quicker to get from wallet then log into phone
Was easier at the time to present actual licence.
Was off putting to grab the phone while pulled over
I asked the officer if he wanted my digital license or the hard copy and he asked for the hard copy
The app gave me glitches. Wouldn’t accept my pin. Then it told me I couldn’t log in. Eventually a
few days later I had to download and reset the app regretfully.
General duties police didn’t ask to see my licence.
I was pulled over for a RBT but the Police Officer didn’t ask for my licence.
Q6. Why is it that you didn’t use your digital driver licence on that occasion?
Base: Due to the small number of instances, individual verbatim responses have been shown.

32

DDL Beta Product Trial Evaluation
March 2018
Respondents who attempted to use their DDL with Police were asked if the Police accepted the DDL
or if they asked to see their physical licence instead.
As shown in Figure 8, in the large majority of instances, Police accepted the DDL when it was offered
(as indicated by around 9 in 10 respondents).
Figure 8: Incidence of DDL being accepted in checks with Police

%

93

88

89

Accepted

Not Accepted

7
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11

Survey 1
(n=59)

Survey 2
(n=103)

Survey 3
(n=124)

Q7. Has there been an occasion when the Police did not accept your digital driver licence – and asked for your physical
driver licence instead?
Base: Respondents who used their DDL with Police: Survey 1 (n=59); Survey 2 (n=103); Survey 3 (n=124)
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Respondents who indicated that the Police did not accept the DDL were asked to reveal the reason
for this.
As shown in Table 5, some of the reasons given indicate that the DDL user was offering the DDL in
situations that were outside the scope of the trial. Where this is clearly the case, the verbatim
comment appears in bold.
Though at relatively low levels overall, there were indications that some Police were not totally
familiar with the DDL and were asking to see the plastic version instead (or in addition to) the DDL.
There were also a couple instances of scanner issues preventing the DDL from being accepted.
Table 5: Reasons given for Police not accepting DDL (verbatims)

Survey 1: Reason given (n=4)*
I was just asked to also provide my actual drivers licence for conformation
Police Officer said "Do not know what this is, never seen it before, need your physical license"
They didn't know to much about the digital licence, and just wanted to confirm with my normal
licence
I was in Sydney at that time, I guess that would be the reason.
Survey 2: Reason given (n=8)*
He didn’t believe in it
Wanted to see plastic copy as well
Just the double check
Apparently they were in a hurry and told me just to produce my licence card
Did not have scanner to check DDL
He didn't have the equipment required for DDLs
Was in the Blue Mountains on a RBT
I took my phone to show the Police officer my digital licence at Orange NSW but he didn't
bother to look at all, instead he asked me for the physical licence copy and provided so.
Survey 3: Reason given (n=13)*
Just to make sure I carry the original licence while the trial is still going on.
Wanted to verify it with the hard copy license.
They did accept it, but as it was a trial they still wanted to see my physical licence.
He looked at digital license & then said he wanted to see my hard copy license.
Only wanted to see original license.
He doesn’t like the digital idea the police man was “old”.
The Police Officer told me that it wasn’t acceptable and that the digital drivers license will never
exist.
They said it was easier for them don't worry about the digital one.
They did not have the machine to read it.
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RBT officer in Peak Hill said the rules are I must always carry & provide the original plastic
licence. GDs officer in Dubbo said no police had received any training in relation to electronic
licences.
It was outside of Dubbo, I offered the digital and the physical just for interests sake.
It was in orange NSW.
It was in Sydney and because it was not being trialled there they hadn't seen it before, still
looked at it and showed his fellow officers.
Q8. If you were informed, please indicate why the Police did not accept your digital driver licence.
Base: Due to the small number of instances, individual verbatim responses have been shown.

35

DDL Beta Product Trial Evaluation
March 2018
Respondents who had used their DDL with Police were asked to rate their satisfaction with the DDL
in terms of ‘convenience’.
As shown in Figure 9, satisfaction with the DDL in terms of convenience has been consistently high
for each of the online reads. Almost three quarters (74%) of those with a DDL checking experience
with Police rated the convenience of the DDL with a 9 or 10 out of 10 in Survey 1, and this was at a
high of 81% for Survey 3.
The mean score for convenience varied little (between 8.9 and 9.1).
Figure 9: Satisfaction with DDL in terms of Convenience (used with Police)
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Q9.Can you please rate how satisfied you are with each of the following on a scale from 0 to 10, where 0 means you
are Extremely Dissatisfied, and 10 means you are Extremely Satisfied. Firstly…
Base: Respondents who used their DDL with Police: Survey 1 (n=59); Survey 2 (n=103); Survey 3 (n=124)
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Respondents who indicated dissatisfaction with the DDL in terms of convenience (by providing a
rating from 0 to 5 out of 10) were asked to reveal why they were dissatisfied.
As shown in Table 6, while few in number in outright terms, many of the comments that emerged
related to the time taken or access aspect of the DDL App. In addition, a few of the reasons given
related to potential fines or questioning by Police in relation to use of a mobile phone while in
control of a motor vehicle.
Table 6: Reasons for dissatisfaction with the Convenience of the DDL (used with Police)

Survey 1: Reason for dissatisfaction with CONVENIENCE (n=2)*
I was asked by police why I was using a mobile phone while in control of a motor vehicle on a P2
license
No reason provided
Survey 2: Reason for dissatisfaction with CONVENIENCE (n=6)*
Because Police Officer didn’t even bother to look at Digital Licence
Buried within the menus of the app
Its hard to have it ready to produce to police in a RBT considering there is fines applicable for
using your phone while driving a vehicle which makes it difficult to have to be stopped, scroll
through the phone to find the app and then produce it to the officer
It is more difficult to get the phone out and get the app open, then the app opened the proof of
age instead of drivers licence
It took far too long to locate it on my phone then open it.
Took forever to get it up
Survey 3: Reason for dissatisfaction with CONVENIENCE (n=5)*
App takes too long to open, what happens if your phone is dead?
I was pulled over at an RBT station and by the time I stopped and got my phone out, put in my
PIN to get into the phone then opened the DDL app using a password it took far too long. It was
far easier to just show my plastic licence.
Cause your phone is not always charged
Some mobile providers and smartphones can be quite slow to load the app.
Takes too long to open it on your phone, quicker to take out your license.
Q10. FOR EACH ASPECT RATED 0 to 5 AT Q9, ASK: Why were you dissatisfied with [INSERT ASPECT FROM Q9]?
Base: Due to the small number of instances, individual verbatim responses have been shown.
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Respondents who had used their DDL with Police were asked to rate their satisfaction with the DDL
in terms of ‘ease of use’.
As shown in Figure 10, satisfaction with the DDL in terms of ease of use was extremely high, and
consistently so for each of the online reads. Around three quarters (between 73% and 75%) of those
with a DDL checking experience with Police rated the ease of use with a 9 or 10 out of 10 in each
survey.
The mean score for ease of use was also very consistent (between 9.0 and 9.1).
Figure 10: Satisfaction with DDL in terms of Ease of Use (used with Police)
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Q9.Can you please rate how satisfied you are with each of the following on a scale from 0 to 10, where 0 means you
are Extremely Dissatisfied, and 10 means you are Extremely Satisfied. Firstly…
Base: Respondents who used their DDL with Police: Survey 1 (n=59); Survey 2 (n=103); Survey 3 (n=124)
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Respondents who indicated dissatisfaction with the DDL in terms of ease of use (by providing a rating
from 0 to 5 out of 10) were asked to reveal why they were dissatisfied.
As shown in Table 7, while there was some variation in the type of reasons given, some of them
related to the interaction they had with Police (in terms of the Police not accepting it, not being
aware of it, and questioning the use of a mobile phone while on P plates). Again, however, the access
aspect came through in the responses to ease of use – with some dissatisfied with the steps involved
in accessing the actual licence.
Table 7: Reasons for dissatisfaction with the Ease of Use of the DDL (used with Police)

Survey 1: Reason for dissatisfaction with EASE OF USING (n=1)*
The Police made it difficult by asking about using a mobile phone while on a P2 licence.
Survey 2: Reason for dissatisfaction with EASE OF USING (n=6)*
Didn't get accepted by police
Police Officer should be educated about this Digital Licence availability. I would have been
satisfied if Police Officer initially looked at my Digital Licence then asked for the physical copy but
he didn't even bother to check the digital licence.
Its hard to have it ready to produce to police in a RBT considering there is fines applicable for
using your phone while driving a vehicle which makes it difficult to have to be stopped, scroll
through the phone to find the app and then produce it to the officer
Phone pin, launch app, app pin, choose licenses, pick drivers license... too many steps.
Not easily enough located on phone to open quickly.eg passwords to be entered.
Took too long to download
Survey 3: Reason for dissatisfaction with EASE OF USING (n=5)*
Cause the policemen seemed to not understand what it was when I showed him
I don't always have my phone on me
I was pulled over at an RBT station and by the time I stopped and got my phone out, put in my
PIN to get into the phone then opened the DDL app using a password it took far too long. It was
far easier to just show my plastic licence.
Too long to load on my phone when police were on impatiently waiting
No reason provided
Q10. FOR EACH ASPECT RATED 0 to 5 AT Q9, ASK: Why were you dissatisfied with [INSERT ASPECT FROM Q9]?
Base: Due to the small number of instances, individual verbatim responses have been shown.
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Respondents who had used their DDL with police were asked to rate their satisfaction with the DDL
in terms of ‘the speed of the ID checking process’.
As shown in Figure 11, satisfaction with this aspect of the DDL use was still high in outright terms.
However, it was lower than recorded for the other two main satisfaction measures (convenience
and ease of use). Six in ten or more (between 60% and 68%) of those with a DDL checking experience
with Police rated the speed of the process with a 9 or 10 out of 10 in each survey. Respondents in
Survey 2 were the most likely to indicate that they were dissatisfied with the speed aspect – with
12% rating it with a 5 or less out of 10.
The mean score for the speed of the process varied between 8.3 and 8.6.
Figure 11: Satisfaction with DDL in terms of the Speed of the process (used with Police)
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Q9.Can you please rate how satisfied you are with each of the following on a scale from 0 to 10, where 0 means you
are Extremely Dissatisfied, and 10 means you are Extremely Satisfied. Firstly…
Base: Respondents who used their DDL with Police: Survey 1 (n=59); Survey 2 (n=103); Survey 3 (n=124)
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Respondents who indicated dissatisfaction with the DDL in terms of the speed of the checking
process (by providing a rating from 0 to 5 out of 10) were asked to reveal why they were dissatisfied.
As shown in Table 8, amongst those who expressed dissatisfaction (25 respondents out of 286) many
of the reasons given related to the number of steps involved in the overall process - with a couple
of these responses detailing the steps involved:







Get phone out
Provide phone access code or touch ID to enter phone
Scroll through/find the beta App
Open the Beta App
Insert PIN to access the content
Open licence component of the App to show to Police

However, there were some other individual reasons forwarded (such as scanning issues etc.).
Table 8: Reasons for dissatisfaction with the Speed of the process (used with Police)

Survey 1: Reason for dissatisfaction with the SPEED of the process (n=3)*
Gaining access to phone, searching for the app, then entering in the four digit code - sometimes
entering the code takes a couple of goes. This time is longer than pulling out the licence from the
wallet and handing it to the police. Once Police had access, it was easy to read and straight
forward.
Police took too long to verify using their own computers and did not trust the app.
Too long to process
Survey 2: Reason for dissatisfaction with the SPEED of the process (n=12)*
Can use my Woolworths Rewards card by double tapping locked phone... takes much longer to
access drivers licence
It took a while to load
It’s slower than getting out the normal licence
Takes a while to unlock your phone, open the app etc.
To slow to open because of previous reasons provided.
It took so long for it to load for the police officer, he didn’t bother doing my RBT. He wasn’t very
impressed but I was loving it because I was so excited that I didn’t mind waiting.
Took too long to download, officer was not too pleased. Need a quicker way to access when at
RBT
Because he didn't actually get to check it due to not having the equipment required for DDL
checking
Didn't have scanner
Police didn’t accept it
They asked for other licence
No reason provided
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Survey 3: Reason for dissatisfaction with the SPEED of the process (n=10)*
App takes too long to open - fingerprint technology should be used if possible.
Had to log in and it took time to update. Traditional licence would have been much quicker.
Slow to load app on certain phones.
Too long to load.
Unlock mechanism is slow.
See previous answer (I was pulled over at an RBT station and by the time I stopped…)
Cause he didn’t understand what I was showing him.
Still had to show my card as the police man wouldn’t accept my digital.
The officer did not have the requisite equipment for checking it. However, they were satisfied that
it was my legitimate licence. We chatted about it for a minute or so. As it is phased in with the
police and they carry the scanner with them this should not be a problem.
No reason provided
Q10. FOR EACH ASPECT RATED 0 to 5 AT Q9, ASK: Why were you dissatisfied with [INSERT ASPECT FROM Q9]?
Base: Due to the small number of instances, individual verbatim responses have been shown.
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Respondents who had used their DDL with Police were asked if they had experienced any issues or
problems with the checking experience.
As shown in Figure 12, the proportion who indicated that there was a problem or issue was quite
small overall, and decreased over time (from 8% in Survey 1 to only 5% in Survey 3).
Figure 12: Incidence of encountering issues or problems (used with Police)
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Q11. Did you experience any problems or issues with the identity checking process by Police?
Base: Respondents who used their DDL with Police: Survey 1 (n=59); Survey 2 (n=103); Survey 3 (n=124)
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Respondents who indicated that there was a problem or issue with the checking process with Police
were asked to detail the issue they experienced.
As shown in Table 9, the issues recounted were most commonly in relation to scanning issues (not
having the scanner with them, or experiencing difficulty in scanning the licence). However, the speed
of gaining access to the DDL was again raised by some at this stage.
Other one-off issues included Police questioning use of a phone while in charge of a motor vehicle,
and the phone software requiring an update.
Table 9: issue or problem experienced with the Police checking process (verbatims)

Season 1: Reason given (n=5)*
No photo present
The app had a fault on the first occasion. I had to enter my pin twice
They still needed my physical license. What's the point if they still need a physical license AS WELL
as the app???
When checking it, it takes a while to load the QR code
Would not scan licence
Survey 2: Reason given (n=6)*
Both times the licence was accepted but they were unable to scan the code
The scanner took a while to process my licence.
It was a slow process to open the digital licence. The police officer was patient but I was getting
agitated.
The officer made a snide remarks stating that it would of been quicker to just use your card.
Which I'm not sure it would of been
When showing DDL to police at RBT the officer explained I could be fined for using a mobile
phone while the car was running.
Wouldn’t let me use it
Season : Reason given (n=6)*
Didn’t have their “phone” on them to check the digital licence
Had to retrieve scanners for DDL at a setup RBT
Only that the officer said they did not have the scanner (or whatever they use) with them. That
being said, she still accepted that it was my legitimate licence - so in that regard there was no
problem.
It took too long to access the DDL.
It didn’t open the second time I used it on my iPhone X. The software was out of date.
Wouldn’t accept it.
Q12. Please explain the issue you experienced:
Base: Due to the small number of instances, individual verbatim responses have been shown.
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5.4

Pub checking experiences

The online survey respondents were asked to indicate if they had been in a situation where they had
the opportunity to show their digital driver licence to Police or at a pub in Dubbo during a defined
time period which was tailored according to which online survey(s) they had previously completed.
That is, the question wording was specifically designed to avoid the capture of experiences that had
already been captured in previous online surveys.
As shown in Figure 13, the incidence level of being able to show their DDL at a Dubbo pub was
relatively consistent across all three surveys, though did increase slightly over the trial period (from
11% for Survey 1 to 16% for Survey 3).
Figure 13: Incidence of having a DDL checking opportunity at a Dubbo pub
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Q1. Have you been in a situation where you had the opportunity to show your digital driver licence to Police or at a pub
in Dubbo since [*]?
Base: All respondents to each online survey: Survey 1 (n=592); Survey 2 (n=728); Survey 3 (n=738)
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Respondents who indicated that they had had the opportunity to show their digital driver licence at
a Dubbo pub were asked to indicate if they had more than one opportunity to do so.
As shown in Figure 14, the incidence level of having multiple opportunities to show their DDL at a
Dubbo pub was considerably higher in Surveys 2 & 3, and overall the incidence rate of multiple
checks was much higher for pubs than it was for Police checks (see Figure 5).
Figure 14: Incidence of having multiple DDL checking opportunities at Dubbo pubs
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Q13. Was there more than one occasion where you had the opportunity to use your digital driver licence at a pub in
Dubbo?
Base: Respondents who had the opportunity to use their DDL at a pub: Survey 1 (n=63); Survey 2 (n=99)); Survey 3
(n=115)
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Respondents who had more than one opportunity to use their DDL at a Dubbo pub were asked to
reveal the frequency that they actually used their DDL.
As shown in Figure 15, where DDL holders had the opportunity to do so, the majority always chose
to show their DDL (with the incidence of this varying between 65% and 83%). The proportion
indicating that they only used it ‘sometimes’ varied between 8% and 14%.
Figure 15: Frequency of showing DDL at Dubbo pubs (multiple checks)
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Q3. On those occasions how often did you choose to show your digital driver licence at a pub?
Base: Respondents who had multiple opportunities to use their DDL at a pub: Survey 1 (n=24)*; Survey 2 (n=57); Survey
3 (n=59)
* CAUTION: Small base size
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Respondents who had more than one opportunity to use their DDL at a pub, and who did not choose
to use it every time were asked to reveal why this was the case.
As shown in Table 10, the most commonly cited reasons were that their phone was ‘flat’ or
unavailable, simply forgetting about their DDL, and being in the habit of using their plastic licence
(or feeling that the plastic version was easier to use).
Table 10: Reasons given for not showing DDL at a pub every time
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Q15. Why is it that you haven’t used your digital driver licence every time?
Base: Respondents who didn’t show their DDL every time at a Pub: Survey 1 (n=4)*, Survey 2 (n=26)* Survey 3 (n=20)*
* CAUTION: Small base size
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Respondents who indicated that they had a single opportunity to use their DDL at a Dubbo pub were
asked to reveal if they chose to use it on that occasion.
As shown in Figure 16, when these DDL holders had the opportunity to do so, almost all (98% on
average across all surveys) did chose to show their DDL.
Figure 16: Incidence of showing DDL at a Dubbo pub (single check)
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Q5. When you had the opportunity to do so, did you choose to show your digital driver licence at a Dubbo pub?
Base: Respondents who had a single opportunity to use their DDL at a pub: : Survey 1 (n=41); Survey 2 (n=42); Survey 3
(n=56)
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Respondents to Survey 3 who used their DDL at a Dubbo pub were asked to indicate what sort of
checking was undertaken.
As shown in Figure 17, in the majority of instances, respondents indicated that their DDL was visually
checked (not scanned) when an ID check was carried out with them at a Dubbo pub. Only 5% of
those who had a single checking experience indicate that their DDL was scanned, while 24% of those
who had had multiple checks indicated that it was scanned ‘every time’ or ‘most times’.
Figure 17: Incidence of DDL being scanned at a Dubbo pub (Survey 3 only)
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Q15b. On the occasions when you chose to show your digital driver licence at a pub, how often was it scanned as
opposed to just being checked visually? / Q17b. When you chose to show your digital driver licence at a pub, was it
scanned or just checked visually?
Base: Respondents who used their DDL at a pub (Survey 3): Multiple checks (n=59); Single check (n=55).
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Respondents to Survey 3 who indicated that they had had their DDL scanned were asked to indicate
how comfortable they were with the scanning process.
As shown in Figure 18, while based on a relatively small number of interactions that involved a scan,
the large majority of those who had such an experience were comfortable with it (92%). Only 1
respondent was uncomfortable with the process.
Figure 18: Comfort with the scanning process by Dubbo pubs (Survey 3 only)
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Q17c. [IF SCANNED] How comfortable did you feel with the scanning process?
Base: Respondents who had their DDL scanned at a pub (Survey 3): (n=27)*
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Respondents who attempted to use their DDL at a Dubbo pub were asked if the DDL was accepted
or if they were asked to produce their physical licence instead.
As shown in Figure 19, in the large majority of instances, staff at Dubbo pubs accepted the DDL when
it was offered (as indicated by an average of 88% of respondents who produced their DDL at a Dubbo
pub). However, this does mean that on some occasions the DDL wasn’t accepted (as indicated by
12% across the three surveys).
Figure 19: Incidence of DDL being accepted in checks at Dubbo pubs
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Q18. Has there been an occasion when staff at a Dubbo pub did not accept your digital driver licence – and asked for
your physical driver licence instead?
Base: Respondents who used their DDL at a pub: Survey 1 (n=63); Survey 2 (n=99); Survey 3 (n=114)
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Respondents who indicated that staff at a Dubbo pub did not accept the DDL were asked to reveal
the reason for this.
As shown in Table 11, some of the reasons given indicate that the DDL user was offering the DDL in
situations that were outside the scope of the trial. Where this was clearly the case, the verbatim
comment appears in bold.
Though at relatively low levels overall, there were indications that some staff were unfamiliar with
the DDL, while there were also some scanning issues reported.
Table 11: Reasons given for staff not accepting DDL (verbatims)

Survey 1: Reason given (n=11)*
Apparently they didn't have scanners for their phones and asked to see my actual licence
Asked me to show physical licence, didn't believe plastic card.
The QR code did not scan within two minutes.
The staff member was not familiar with how to use a DDL
They didn’t know how to accept it
They just wanted to check my real licence as my hair colour is different and looked different to my
photo
Because they had a system where the physical license had to be scanned
Dubbo RSL scans your licence to sign you in if your not a member.
It was at Dubbo Woolworths when I went to purchase cigarettes as they had never heard of
online licences and didn't trust it
They did not know how to accept it using their system for scanning physical driver licences.
No reason provided
Survey 2: Reason given (n=7)*
Security just wanted to be sure
The security guard didn’t think it was real
They were not confident with the format.
They were unaware of the program and the app was also taking a long time to load.
Needed licence for signing into Dubbo RSL as the machine reads your licence
Needed to scan my licence for visitor/guest entry to club.
There's a sign in the RSL club in Dubbo stating that they're not accepting the DDL. I had used it
previously, but I think he said ok (without looking at it) because he had a line up of people
ready to sign in. And he knew I was just there for a regular event, not drinking or gambling.
Survey 3: Reason given (n=7)*
I think because the staff didn't realise that there was such a thing as a digital driver licence.
He never seen one and didn’t know how to scan it, so I showed him how to scan it.
I think because I am well known and 55 years old. But they were very interested in the concept.
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They were unsure about the legislation regarding it and while they accepted it they opted to see
the physical copy as well to cover themselves for any liability.
Just double checking.
Not a valid form of ID.
The machine only read hard copy
Q19. If you were informed, please indicate why the pub staff did not accept your digital driver licence.
Base: Due to the small number of instances, individual verbatim responses have been shown.
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Respondents who had used their DDL at a Dubbo pub were asked to rate their satisfaction with the
DDL in terms of ‘convenience’.
As shown in Figure 20, satisfaction with the DDL in terms of convenience has been consistently high
for each of the online reads. Relatively few respondents indicated any form of dissatisfaction (with
0 to 5 ratings accounting for between 3% (for Survey 3) and 5% (for Surveys 1 & 2).
The mean score for convenience varied around the 9 out of 10 level (from 9.1 to 8.9).
Figure 20: Satisfaction with DDL in terms of Convenience (used at pub)
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Q20.Can you please rate how satisfied you are with each of the following on a scale from 0 to 10, where 0 means you
are Extremely Dissatisfied, and 10 means you are Extremely Satisfied. Firstly…
Base: Respondents who used their DDL at a Dubbo pub: Survey 1 (n=63); Survey 2 (n=99); Survey 3 (n=114)
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Respondents who indicated dissatisfaction with the DDL in terms of convenience (by providing a
rating from 0 to 5 out of 10) were asked to reveal why they were dissatisfied. Reasons that are clearly
outside the scope of the Dubbo trial appear in bold.
As shown in Table 12, there were relatively few reasons for dissatisfaction overall, with many of the
reasons given relating to the fact that not all staff/pubs were aware of/accepting the DDL at the time
DDL holders tried to use, while comments in relation to the time taken to access the DDL also
emerged.
Table 12: Reasons for dissatisfaction with the Convenience of the DDL (used at pub)

Survey 1: Reason for dissatisfaction with CONVENIENCE (n=3)*
I don't think most places are ready to use it yet.. No-one is informed as to what it actually is..
Especially pubs and clubs
It takes a while to get into the app, and for it to load
No reason provided
Survey 2: Reason for dissatisfaction with CONVENIENCE (n=5)*
It just wasn't useful in the only situation I needed to use it.
It's convenient, but no good if it's not accepted.
You need an internet connection to load the app, and I do not always have an internet connection
or Data
Probably faster just to get my wallet out. No option to remain signed into the app, pain in the ass
having to key a password every time, although I get it for security purposes should one lose their
phone
Not really dissatisfied but couldn't use it I went to the Macquarie club, I needed to sign in as a
guest, the machine has a place to put a physical licence but I couldn't use the DDL. I have used
machines like this in lots of clubs, it will be a shame if you can't use it for these
Survey 3: Reason for dissatisfaction with CONVENIENCE (n=3*)
Felt odd
The app takes longer to open than pulling a wallet out
Was not accepted as a valid form of Id
Q21. FOR EACH ASPECT RATED 0 to 5 AT Q9, ASK: Why were you dissatisfied with [INSERT ASPECT FROM Q20]?
Base: Due to the small number of instances, individual verbatim responses have been shown.
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Respondents who had used their DDL at a Dubbo pub were asked to rate their satisfaction with the
DDL in terms of ‘ease of use’.
As shown in Figure 21, satisfaction with the DDL in terms of ease of use was also extremely high,
and consistently so for each of the online reads. Around seven in ten (between 68% and 78%) of
those with a DDL checking experience at a Dubbo pub rated the ease of use with a 9 or 10 out of 10
in each survey.
The mean score for ease of use was also very consistent (between 8.8 and 9.0).
Figure 21: Satisfaction with DDL in terms of Ease of Use (used at pub)
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Q20.Can you please rate how satisfied you are with each of the following on a scale from 0 to 10, where 0 means you
are Extremely Dissatisfied, and 10 means you are Extremely Satisfied. Firstly…
Base: Respondents who used their DDL at a Dubbo pub: Survey 1 (n=63); Survey 2 (n=99); Survey 3 (n=114)
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Respondents who indicated dissatisfaction with the DDL in terms of ease of use (by providing a rating
from 0 to 5 out of 10) were asked to reveal why they were dissatisfied. Reasons that are clearly
outside the scope of the Dubbo trial appear in bold.
As shown in Table 13, while there were a range of reasons given, they tended to relate to the DDL
not being accepted at the venue they visited, and they length of time it takes to access the DDL from
their phone.
Table 13: Reasons for dissatisfaction with the Ease of Use of the DDL (used at pub)

Survey 1: Reason for dissatisfaction with EASE OF USING (n=4)*
Had to produce my licence anyway to sign into the club
No-one had scanners
Only because the club did not accept it as proof of age. Apart from that, I cannot see how it
wouldn't be just as easy and convenient as using a physical licence.
No reason provided
Survey 2: Reason for dissatisfaction with EASE OF USING (n=6)*
It wasn't useful in the only situation I needed it for.
Because they didn’t accept it
Gaining access to the app and clicking through buttons to access the license felt awkward and
time consuming.
The need to be connected to the internet
Probably faster just to get my wallet out. No option to remain signed into the app, pain in the ass
having to key a password every time, although I get it for security purposes should one lose their
phone
Not really dissatisfied but couldn't use it I went to the Macquarie club, I needed to sign in as a
guest, the machine has a place to put a physical licence but I couldn't use the DDL. I have used
machines like this in lots of clubs, it will be a shame if you can't use it for these
Survey 3: Reason for dissatisfaction with EASE OF USING (n=2*)
It's not as easy as it can be to get in
Was not accepted
Q21. FOR EACH ASPECT RATED 0 to 5 AT Q9, ASK: Why were you dissatisfied with [INSERT ASPECT FROM Q20]?
Base: Due to the small number of instances, individual verbatim responses have been shown.
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Respondents who had used their DDL at a Dubbo pub were asked to rate their satisfaction with the
DDL in terms of ‘the speed of the ID checking process’.
As shown in Figure 22, and as was the case in relation to the Police experiences, satisfaction with
this aspect of the DDL use was still high in outright terms, but was lower than for the other measures.
Overall, while around six in ten (between 56% and 69%) of those with a DDL checking experience at
a Dubbo pub rated the speed of the process with a 9 or 10 out of 10, relatively large proportions
rated this aspect with a 6 to 8 out of 10 (between 20% and 39%).
The mean score for the speed of the process varied between 8.5 and 8.7.
Figure 22: Satisfaction with DDL in terms of the Speed of the checking process (used at pub)
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Q20.Can you please rate how satisfied you are with each of the following on a scale from 0 to 10, where 0 means you
are Extremely Dissatisfied, and 10 means you are Extremely Satisfied. Firstly…
Base: Respondents who used their DDL at a Dubbo pub: Survey 1 (n=63); Survey 2 (n=99); Survey 3 (n=114)
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Respondents who indicated dissatisfaction with the DDL in terms of the speed of the checking
process (by providing a rating from 0 to 5 out of 10) were asked to reveal why they were dissatisfied.
As shown in Table 14, amongst those who expressed dissatisfaction (19 respondents out of 286)
many of the reasons related to the process of accessing the DDL – in terms of the steps that this
involves.
Other mentioned issues such as the venue not accepting the DDL, the misconception that they
needed Wi-Fi, and a mention of being reluctant to hand their phone over to pub staff.
Table 14: Reasons for dissatisfaction with the Speed of the process (used at pub)

Survey 1: Reason for dissatisfaction with the SPEED of the process (n=6)*
It is a process to unlock phone and log into specific app to show id.
Needs a numeric keypad for the pin! Slow to click the circle then the number pad
The QR code seems to take it's time loading on their phones.
Only because the club did not accept it as proof of age. Apart from that, I cannot see how it
wouldn't be just as quick as using a physical licence.
No reason provided
No reason provided
Survey 2: Reason for dissatisfaction with the SPEED of the process (n=7)*
The app takes a while to load, often meaning it is just faster to get my physical ID out.
The app can take time to open and especially when in a line if not prepared holds people up
They were just a bit fascinated by the whole thing so it took a while
It wasn't useful in the only situation I needed it.
Because they didn't accept it - doing the plastic card licence is time consuming - so I hope they
accept the DDL soon.
Needing to make sure your connected to the Wi-Fi or turn your data on then open the app select
what you need and wait for it to load
No reason provided
Survey 3: Reason for dissatisfaction with the SPEED of the process (n=6*)
It takes time to get into the app then getting your licence card out
Unlock mechanism is slow
I am hesitant to hand my phone over for close scrutiny, yet they want to look closely at it,
involving me handing over my phone with all my cc’s in it.
Was not accepted and therefore had to resort to plastic card.
No reason provided
No reason provided
Q21. FOR EACH ASPECT RATED 0 to 5 AT Q9, ASK: Why were you dissatisfied with [INSERT ASPECT FROM Q20]?
Base: Due to the small number of instances, individual verbatim responses have been shown.
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Respondents who had used their DDL at a Dubbo pub were asked if they had experienced any issues
or problems with the checking experience.
As shown in Figure 23, the proportion who indicated that there was a problem or issue was quite
small overall, and decreased over time (from 10% in Survey 1 to 6% in Survey 3).
Figure 23: Incidence of encountering issues or problems (used at pub)
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Q23. Did you experience any problems or issues with the identity checking process by staff at pubs in Dubbo?
Base: Respondents who used their DDL at a Pub: Survey 1 (n=63); Survey 2 (n=99); Survey 3 (n=114)
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Respondents who indicated that there was a problem or issue with the checking process at a Dubbo
pub were asked to detail the issue they experienced. Reasons that are clearly outside the scope of
the Dubbo trial appear in bold.
As shown in Table 15, the issues that were described seemed to mostly relate to pub staff not being
aware of the DDL, or not willing to accept it as proof of ID. A few also mentioned that there were
scanning issues (including the staff indicating that they did not have the scanner app).
Table 15: Issue or problem experienced with the pub checking process (verbatims)

Survey 1: Explanation given (n=6)*
Confused at first but interested in the app / formality and legitimate nature of the license form.
The load time trying the QR code.
The staff were not trained to accept the digital licence as proof of age.
They wouldn’t accept it
They did not have a scanner app
The system they had required the card to be scanned and did not have the facilities to scan the
barcode on the app instead
Survey 2: Explanation given (n=8)*
The security guard didn’t think the digital ID was real.
They’re not comfortable with the format.
They had trouble scanning the QR code but accepted the licence by looking at it.
I looked different in my appearance due to going out for the night compared to normal bare face
in my licence photo. I only had to show my [plastic] licence as well and they let me in no worries.
I was asked why hasn’t it been refreshed on a certain date.
Already explained [because they didn’t accept it]
As before when signing into clubs you need your physical licence for machine to read
I went to the Macquarie club, I needed to sign in as a guest, the machine has a place to put a
physical licence but I couldn't use the DDL. I have used machines like this in lots of clubs, it will
be a shame if you can't use the DDL for these
Survey 3: Explanation given (n=7)*
Didn’t accept it.
Staff were not prepared to accept DDL.
They didn’t think my ID was real.
They had no idea about the DDL.
Many are still unaware of the new initiative and so they'll often call the manager to check.
The guy at the door didn’t know how to scan it, so I showed him how to do it.
Machine scanner was flat.
23. Please explain the issue you experienced:
Base: Due to the small number of instances, individual verbatim responses have been shown.
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5.5

Overall feedback

Some of the questioning within each of the online surveys was applied to all respondents who had
a DDL checking experience – that it, it wasn’t specifically related to either Police or pub checks.
5.5.1 Likely future use
Respondents that had a DDL checking experience were asked to indicate how likely they would be
to use a Digital Driver Licence once it is fully launched and available for everyone to use.
As shown in Figure 24, the likely future use results are extremely high, with around 90% of those
who have had a ‘nautral’ DDL checking experience giving a 9 or 10 out of 10 for likely future use.
While a small proportion of the Survey 1 and Survey 2 respondents indicated that they were unlikely
to use a DDL in the future (2% and 3% respectively gave a rating of 5 or less out of 10), none of the
Survey 3 respondents indicated that they were unlikely to use it in the future.
It follows that the mean scores were extremely high for each read (9.4 or higher).
Figure 24: Likelihood of using the DDL in the future
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Q24. Now, using a scale from 0 to 10, where 0 means Not At All Likely, and 10 means Extremely Likely, please indicate
how likely you would be to use a Digital Driver Licence once it is fully launched for everyone to use.
Base: All respondents who had a DDL checking experience: Survey 1 (n=117); Survey 2 (n=185); Survey 3 (n=214)

63

DDL Beta Product Trial Evaluation
March 2018
5.5.2 Likelihood of recommending the DDL
Respondents that had a DDL checking experience were asked to indicate how likely they would be
to recommend use a Digital Driver Licence to a friend or colleague.
As shown in Figure 25, likelihood of making a personal recommendation was also extremely high,
with just under 9 in 10 DDL holders who underwent a DDL checking experience giving a 9 or 10 out
of 10 for this measure.
It follows that the proportion indicating that they were unlikely to recommend the DDL was
extremely small (by giving a rating of 5 or less out of 10) – with only 2% of Survey 1 and 2% of Survey
2 respondents to this question indicating that they were unlikely to recommend.
This question can be used to provide a Net Promoter Score for the DDL. This is calculated by
subtracting the ‘detractors’ (scores of 0 to 6) from the ‘promoters’ (scores of 9 to 10). As depicted,
the NPS that resulted was exceptionally high (varying between 82 and 89).
Figure 25: Likelihood of recommending the DDL to others
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Q25. And how likely is it that you would recommend use of a Digital Driver Licence to a friend or colleague?
Base: All respondents who had a DDL checking experience: Survey 1 (n=117); Survey 2 (n=185); Survey 3 (n=214)
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Respondents who gave a rating of 8 or less (out of 10) for likelihood of recommending the DDL to
others (i.e. those not considered ‘promoters’ in an NPS calculation) were asked to suggest changes
that would need to be made in order for them to recommend it. Given that only small number of
DDL users gave such a rating, the base sizes for this question are quite small, and the results should
be treated as indicative only.
As shown in Table 16, the most common suggestion related to improving the way that the DDL is
access within a mobile phone to speed up the process. Other changes included having more
opportunities to use it, and being able to use it without connecting to the internet, as well as
speeding up the Police checking/scanning process.
Table 16: Suggested changes to improve likelihood of recommending DDL

Survey 1
(n=11)*
%

Survey 2
(n=26)*
%

Survey 3
(n=27)*
%
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42

45
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11

-

4

11
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12

7

Will elderly be able to adapt/use it

-

8

7

The speed of Police checking it/ use
of their scanner

18

4

-

-

-

7

18

8

15

Suggested changes
Easier/ quicker access / improve
speed of log in
More opportunities to use it/places
to accept it
Being able to use it as a full
substitute to plastic
Be able to use it without
internet/when you have no data

Other
Don’t know / NA

Q26. What would need to change to make you more likely to recommend use of a Digital Driver Licence to others?
Base: Respondents who gave a rating of 0-8 for likelihood of recommending: Survey 1 (n=11); Survey 2 (n=26); Survey 3
(n=27)
* CAUTION: Small base size
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5.5.2 Satisfaction with security
Respondents that had a DDL checking experience were asked to indicate how satisfied they were
with the overall security of the system.
As shown in Figure 26, there was very little concern expressed in relation to the security of the DDL
system, with only 3% or less giving a rating of 5 or less (out of 10).
The large majority of DDL users gave a 9 or 10 out of 10 for this aspect (between 71% and 79%), and
although this decreased over time, this difference is not statistically significant.
It follows that the mean scores were extremely high for the overall security rating (9.1 or higher).
Figure 26: Satisfaction with the security of the system
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Q27. Overall how satisfied are you with each of the following aspects of the digital driver licence on a scale from 0 to 10,
where 0 means you are Extremely Dissatisfied, and 10 means you are Extremely Satisfied. ROTATE ORDER.
Base: All respondents who had a DDL checking experience: Survey 1 (n=117); Survey 2 (n=185); Survey 3 (n=214)
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These respondents were also asked to indicate how satisfied they were that your personal details
are not accessed by those who shouldn’t see them.
As shown in Figure 27, there was a high degree of confidence that personal details of DDL users were
not accessed by anyone who shouldn’t see them. Almost 8 in 10 of those who had a DDL checking
experience gave this aspect a rating of 9 or 10 out of 10 (varying between 79% and 80%).
Again, very few gave an indication of dissatisfaction with this measure (between 1% and 2% gave a
rating of 5 or less).
Again, the mean scores were extremely high for the security of personal details (9.2 or higher).
Figure 27: Satisfaction that personal details are not accessed by those who shouldn’t see them
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Base: All respondents who had a DDL checking experience: Survey 1 (n=117); Survey 2 (n=185); Survey 3 (n=214)
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Respondents who had undergone a DDL checking experience were asked to indicate how secure
they felt that the DDL was in relation to other digital products that access personal data.
As shown in Figure 28, the majority of respondents felt that the DDL was just as secure as other
digital products (between 56% and 59%), while more than a third felt that it was more secure (either
‘a little more’ or ‘a lot more’).
Very few felt that the DDL would be less secure than other digital products (this varied between 6%
and 8%).
Figure 28: Satisfaction with the security in relation to other digital products
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Q28. In comparison to other digital products that access personal data (such as banking apps), do you assume that your
digital driver licence is more or less secure.
Base: All respondents who had a DDL checking experience: Survey 1 (n=117); Survey 2 (n=185); Survey 3 (n=214)

68

DDL Beta Product Trial Evaluation
March 2018
5.5.3 Pricing expectations
Respondents that had a DDL checking experience were asked (in Surveys 2 & 3) to indicate how they
would expect a DDL to be priced.
As shown in Figure 29, the large majority of respondents (88% in each read) indicated that the DDL
(along with a ‘plastic’ licence) should be the same price as obtaining a ‘plastic’ licence alone.
The remaining 12% felt that it should be more expensive (with the 0 to 9% more option being most
commonly selected for this price increase.
Figure 29: Expected price level of DDL+’plastic’ in relation to ‘plastic’ licence (only)
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Q29. When the digital driver licence becomes available in 2019 you will be able to choose to have a digital licence in
addition to the standard 'plastic' licence. How would you expect this option to be priced?
Base: All respondents who had a DDL checking experience: Survey 2 (n=185); Survey 3 (n=214)
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Respondents that had a DDL checking experience were also presented with the hypothetical option
of only obtaining a DDL (i.e. without an accompanying ‘plastic’ version) and were asked (in Surveys
2 & 3) to indicate how they would expect that to be priced.
As shown in Figure 30, the large majority of respondents (80% in Survey 2 and 78% in Survey 3)
indicated that the DDL only option should be priced at a lower level than a ‘plastic’ licence. Around
one in five felt that they should have the same price, while a very small minority (2% for each read)
felt that the DDL only option should be more expensive than a ‘plastic’ licence.
Figure 30: Expected price level of ‘DDL only’ in relation to ‘plastic’ licence (only)
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Q30. Hypothetically, if in the future there was the option of having a 'digital only' licence how would you expect the
'digital only' option to be priced?
Base: All respondents who had a DDL checking experience: Survey 2 (n=185); Survey 3 (n=214)
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Those (from the hypothetical option of having digital only licence, as shown above) who indicated
that the digital only licence should be a lower price than a ‘plastic’ licence were asked to reveal how
much lower they felt it should be priced.
As shown in Figure 31, just under half of those who expected the digital only licence idea to be
cheaper felt that it should 30%+ cheaper than a ‘plastic’ licence. Around three in ten felt that it
should be 20% to 29% cheaper.
NOTE: those who felt that the digital only concept should be more expensive were also asked to
indicate how much more expensive they felt it should be. However, there were only three of these
respondents in Survey 2 (two of which selected 20% to 29% more expensive) and four such
respondents in Survey 3 (three of which selected 0 to 9% more expensive).
Figure 31: Expected price reduction expected with hypothetical digital only licence option

Survey 2 (n=148)

Survey 3 (n=167)

%

43

47

32

10

12

0-9% less

14

18

10-19% less

23

20-29% less

30%+ less
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Base: Respondents who expected the ‘digital only’ licence be priced lower: Survey 2 (n=148); Survey 3 (n=167)
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6. Planned Event Results
6.1

Police random breath testing events

During each of the RBT events, observers from Woolcott Research & engagement were stationed at
the checking point to observe each checking encounter. Across all events four main types of licence
checking were observed: visual checks, a scan of the licence using MobiPol (digital only), manual
entry of the licence information into MobiPol and situations where the driver failed to produce a
licence.
As show in Figure 32, the types of checks undertaken at each of the three planned events varied
considerably. In the pre-trial DDLs were scanned three quarters of the time (75%), in the first main
trial almost all were scanned (98%) and in the second main trial just over half of DDLs were scanned
(56%), which represented just less than one in five of all checks (17%).
When comparing the checking speed of digital and plastic licences, it is important to note that DDLs
were subject to more thorough checking than the plastic licences, which were almost always
checked visually (99%).
Figure 32: Type of licence checks undertaken
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One of the key measures taken during the observations was the time taken for the checking process,
measured as the time between the Police Officer greeting the driver to the point when the driver is
either instructed to move on or is booked for an infringement.
The results from the time data are show in Figure 33 for all three events, with results for the second
main trial further split between digital and plastic checks. Overall the speed of performing the DDL
checks appears to be relatively slow, with an average time of 44 seconds in the pre-trial, 57 seconds
in the first main trial event and 54 seconds in the second main trial event. By way of comparison,
the average time for plastic licence checks in the second main trial was 33 seconds.
Figure 33: Speed of licence checks
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Figure 34 provides a more detailed analysis of the time taken for various types of DDL checks. This
event has been chosen because it provided the most realistic checking conditions, with checks
occurring on a public road of both participants and non-participants.
On average, visual checks of the DDL were faster than scanning by 8 seconds. Time of day also had
an impact, with the average speed of checks being slowest in the first hour (from 5-6pm) and slightly
faster in the following two hours (7-9pm). This could be due to the Police Officers becoming more
familiar with checking DDLs, or possibly reflects the impact of bright sunlight on slowing the checking
process. Unsurprisingly, participants who reported encountering a problem/issue with their check
in the survey tended to have taken much longer to complete the check (an average of 17 seconds
more than those who did not report a problem).
Other factors, such as gender, age and type of device were analysed for differences but these were
either non-existent or marginal.
Figure 34: Speed of DDL licence checks (Main trial 2)
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In addition to the timing component, observers also recorded comments if they observed anything
unnusal or which had a large impact on the time taken to do the check.
Table 17 presents these comments in coded form across all three events. The most common
observation across all three events was the Officer experiencing difficulty scanning the licence, and
in some instances requesting the participant to move or tilt their phone. Another common
observation was the driver taking a long time to produce their digital licence ie the process of them
finding their phone, finding the app, logging in etc… Other observations that were more common in
the second main trial was the Officer having a conversation with the driver which slowed down the
checking process, the driver having to refresh their app and the driver offering or being told to
produce both forms of identification.
Table 17: Other observations by observers
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The event participants were asked to indicate their gender at the initial application stage. These
details were maintained throughout the trial period so that we did not need to repeatedly ask
demographic details when interacting with the registered DDL holders.
As shown in Figure 35, the gender composition of attendees was fairly consistent across the three
events, although slightly more balanced during the second main trial event. There was a slight skew
towards females in each event, ranging from 55% in main trial 2 to 62% in main trial 1.
This gender skew was reflective of the gender composition of all who had applied for the trial (55%
were female).
Figure 35: Gender of Police RBT event respondents
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The age of respondents was also captured during the application process.
As shown below (Figure 36), these RBT events were attended by a wide variety of age groups, with
the majority of attendees of ages from 35 to 54. There was a tendency for those in the youngest age
groups to be more difficult to engage, while those in the older age brackets were more likely to
participate. Accordingly, those aged 16-24 were somewhat underrepresented in these events (27%
of all applications), while those aged 55+ were overrepresented (9% of all applications).
Despite this, there was still sufficient variety to ensure that DDL checks were undertaken by a wide
variety of age groups.
Figure 36: Age range of Police RBT event respondents
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The type of device operating system (iOS or Android) was also captured during the application
process.
As shown in Figure 37, the majority of event attendees used iOS devices, although this was less
pronouced during the first main trial event. In the pre trial only iOS devices were tested because the
Android version of the DDL was not yet ready at the time.
Although the second main trial event appears to be skewed toward iOS devices, this was exactly in
line with the breakdown of total applications, of which 71% were iOS.
Figure 37: Device type of Police RBT event respondents
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In the survey following the checking experience, participants were asked to identify which parts of
their digital licence were checked by Police.
In the majority of cases (from 93 to 98%), the full digital driver licence details had been checked,
which is as expected for an RBT checking scenario (Figure 38). In a small number of cases other
details had been checked, such as the age component (due to the participant’s mistake) or their
physical licence (either at Officer’s request or participant’s initiation).
Figure 38: Licence information checked during Police RBT event
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In instances where the participant had their physical driver lincence checked, a follow-up question
was asked requesting the reason why this occurred.
Due to the low incidence of this, responses for the three events have been presented below in Table
18 in verbatim form.
In the first main trial, participants were asked for their physical licence on occasions where they
were unable to produce the app, for example if they were precluded from the trial due to holding a
heavy vehicle licnece. In the second main trial there were a couple of instances where the physical
licence was offered by the participant as they were unsure if this was a requirement.
Table 18: Reason for showing physical licence to Police (verbatims)

Pre trial: Reason given (n=1)*
I got asked to show my physical card
Main trial 1: Reason given (n=4)*
Don’t have the app
Not sure why
Problem with LR licence
I don't have a DDL because I was told I was precluded from doing it. It was something to do with
the conditions of my licence, I thought it was because I wore contact lenses, but the policeman
said he didn't think that would be an issue.
Main trial 2: Reason given (n=4)*
I thought I needed to, it was my own thing
Issues with DDL as photo not appearing
I just offered it because I read at the beginning you should always carry your physical one as well
No reason provided
5. Why did you need to show your physical driver licence?
Base: Due to the small number of instances, individual verbatim responses have been shown.
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The event participants were asked to rate their satisfaction with the convenience of using the DDL,
on a scale from 0 to 10 with 0 indicating extremely dissatisfied and 10 indicating extremely satisfied.
As shown in Figure 39, satisfaction has been extremely high and consistent across all three events.
Three quarters of participants rated it a ‘9’ or ‘10’ during the two main trial events (76% main trial
1; 75% main trial 2), while the mean score ranged from 9.1 in main trial 2 to 9.4 in the pre-trial.
Figure 39: Satisfaction with DDL in terms of Convenience (RBT event)
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Participants were also asked to rate their satisfaction with the ease of using the DDL on the same
scale.
This was also rated very highly, with the proportion of those rating it ‘9’ or ‘10’ ranging from 68% in
main trial 1 to 82% in the pre trial (Figure 40). The mean satisfaction was particularly consistent
across each event, ranging from 8.9 to 9.1.
Figure 40: Satisfaction with DDL in terms of Ease of use (RBT event)

%
Pre trial
(n=18)*

18

3 to 5

6 to 8

9 to 10

82

Main trial 1
22
(n=121)

Main trial 2
11
(n=124)

0 to 2

28

25

68

73

6. Can you please rate how satisfied you are with each of the following on a scale from 0 to 10, where 0 means you are
Extremely Dissatisfied, and 10 means you are Extremely Satisfied. Firstly… Ease of use
Base: All respondents: Pre trial (n=18*); Main trial (n=121); Main trial 2 (n=124)
* CAUTION: Small base size

82

DDL Beta Product Trial Evaluation
March 2018
Participants were lastly asked to rate their satisfaction with the speed of the DDL check on the same
scale.
As shown below (Figure 41), this attribute was rated very highly, with the proportion of participants
rating it ‘9’ or ‘10’ ranging from 64% in main trial 1 to 71% in the pre trial. The mean satisfaction was
also consistently high, ranging from 8.7 to 9.2. Compared to the other attributes, the speed of the
process did have the highest levels of dissatisfaction recorded, although still only 5% for main trial 2
and 9% for main trial 1.
Figure 41: Satisfaction with DDL in terms of the Speed of the process (RBT event)
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Participants who had given a rating that was ‘5’ or less for at least one of the three attributes were
asked to identify their reason for dissatisfaction.
Due to the low incidence of dissatisfaction, the results have been presented in Table 19 in verbatim
form. Most of the comments had to do with the speed of the checking process taking too long, in
particular the time taken to actually show the DDL. Other reasons mentioned the Police Officer
taking a while to scan the licence. In main trial 1 some mentioned the need to have data enabled to
refresh the licence, while a couple mentioned experiencing bugs with the app in the second main
trial.
Table 19: Reasons for dissatisfaction with RBT checking experience (verbatims)

Main trial 1: Reasons for dissatisfaction (n=15*)
I had to sign in twice, I was asked to open my licence but he didn't look at it the first time, then I
had to put my phone down to do the breath test and then he wanted to see my licence so I
needed to sign in again. But there was an error that said send a report, but I just clicked cancel
and it was still fine.
I had to touch it many times, there were a few too many steps. It could have been streamlined.
When you get to the pin stage it should pop up with numbers instead of needing to tap the circle
to bring up the keyboard. Also a fingerprint option would be good.
When I first went in it took a while for my licence to come up on my phone. It seemed to take a
while for the police officer to be able to confirm details on his phone.
Took too long, and I still unintentionally had it in my hand
Takes too long to load up and actually get into, unable to load without data
It had to refresh. They wanted it up to date. So depending on where you are being tested, I don't
know how they would handle being out of mobile coverage.
Because it's too slow - took the police scanner too long to register the ddl
It didn't scan properly. He tried it several times but it wouldn't scan at all so he took my licence
number and address etc standard questions.
Having to do this for a living it's easier to check the plastic licence. When people change phones
and everything, I changed mine recently and had to redownload everything.
Didn't work at all
Not applicable don't have DDL
Wasn’t particularly dissatisfied
Main trial 2: Reasons for dissatisfaction (n=9*)
Takes longer than just licence out
Took forever to load
Too many steps to get to accessing it. Physical card is simpler to use
The QR code, if there is stuff on the screen it can interfere with it. It takes 2 seconds to get out of
my wallet but 30 seconds to get my phone, unlock it, etc. You have to go through all these extra
processes to get your digital licence out.
Police couldn’t scan my DDL, checking took a really long time, I get error messages of technical
difficulties when I try to open DDL and also when police was trying to scan phone licence.
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Trouble with the officer picking it up quickly
Bug with app
Checking tyre tread using this as an excuse to book us
No reason provided
Base: Respondents who gave a rating of 0-5 for any attribute: Pre trial (n=0); Main trial 1 (n=15*); Main trial 2 (n=9*)
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Participants were asked if they had experienced any problems or issues with the driver licence
checking experience.
As shown in Figure 42, just over one in ten experienced this in the pre trial (12%) and the first main
trial (14%), however almost one in four experienced a problem or issue in the second main trial
(24%).
Figure 42: Incidence of encountering issues or problems (RBT event)
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Those who had experienced a problem or issue were asked to provide more details about the what
had occurred, the results of which are presented below in Table 20.
The most common issues reported across all events was that it ‘takes too long’, ‘forgot password/
login issues’, ‘app kept closing’ (only an issue in main trial 2) and ‘officers couldn’t scan properly’.
Table 20: issue or problem experienced with the Police RBT checking process

Main trial 1
(n=16*)

Main trial 2
(n=29*)

n=

%

n=

%

n=

Takes too long

-

25

4

24

7

Forgot password/ login issues

-

25

4

14

4

App kept closing

-

-

-

21

6

Officers couldn’t scan properly

1

-

-

17

5

Didn’t work properly

1

19

3

3

1

It never loaded up the photo

-

6

1

3

1

Plastic is easier

-

6

1

-

-

-

6

1

-

-

-

-

-

3

1

-

12

2

14

4

Explanation of problem/issue

Hadn’t completed the download
process before arriving
Had to make sure my phone was
charged/ internet
Other

Pre trial
(n=2*)

9. Please explain the issue you experienced
Base: Respondents who experienced a problem/issue: Pre trial (n=2*); Main trial 1 (n=16*); Main trial 2 (n=29*)
* CAUTION: Small base size
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All participants were asked to rate their likelihood of using the DDL once it is fully launched, on a
scale from 0 to 10 with 0 being extremely dissatisfied and 10 being extremely satisfied.
As shown in Figure 43, the likelihood of future use has been extremely high and very consistent
across all events. The proportion of those giving a likelihood of ‘9’ or ‘10’ was 93% in each of the
main trial events and 100% for the pre trial, with mean scores of 9.7 and 9.9 respectively.
Figure 43: Likelihood of using the DDL in the future (RBT event)

%
Pre-trial
(n=18)*

0 to 2

3 to 5

6 to 8

9 to 10

100

Main trial 1
2 6
(n=121)

93

Main trial 2
1 6
(n=124)

93

10. Now, using a scale from 0 to 10, where 0 means Not At All Likely, and 10 means Extremely Likely, please indicate
how likely you would be to use a Digital Driver Licence once it is fully launched for everyone to use.
Base: All respondents: Pre trial (n=18*); Main trial (n=121); Main trial 2 (n=124)
* CAUTION: Small base size

88

DDL Beta Product Trial Evaluation
March 2018
Participants were also asked to rate their likelihood of recommending the digital driver licence to a
friend or colleague on the same scale.
This was also rated extremely highly (Figure 44), with over 90% of participants in all three events
giving a score of ‘9’ or ‘10’. Net Promoter Scores (NPS) were calculated by taking the proportion of
those who gave a score from 9-10 (‘promoters’), and subtracting from this the proportion who gave
a 0-6 (‘detractors’). The resulting scores were also extremely high, ranging from 88 for the main trial
events to 91 for the pre trial.
Figure 44: Likelihood of recommending the DDL to others (RBT event)

%
Pre-trial
(n=18)*

6

0 to 2

3 to 5

6 to 8

9 to 10

94

Main trial 1
2 7
(n=121)

91

Main trial 2
2 6
(n=124)

93

11. And how likely is it that you would recommend use of a Digital Driver Licence to a friend or colleague?
Base: All respondents: Pre trial (n=18*); Main trial (n=121); Main trial 2 (n=124)
* CAUTION: Small base size
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Event participants who gave an ‘8’ or lower for the recommendation question (those not classified
as ‘promoters’) were asked what improvements would need to be made to the DDL to increase their
liklihood of recommendation.
The responses are shown below in Table 12 in verbatim form, due to the low incidence of those who
were asked this question. There were a range of suggestions, however most tended to focus on
improving the ease of accessing the DDL, for example a quicker sign-in or fewer steps to reach the
licence screen.
Table 21: Suggested changes to improve likelihood of recommending DDL (RBT event) (verbatims)

Pre trial: Suggested improvements (n=1)*
What I found, you have to have a fairly good understanding of technology to use it. And I would
say the average or below average would struggle with it, and people who don't have smart
phones what are they going to do?
Main trial 1: Suggested improvements (n=11)*
More experience from my end like knowing to keep the license open, and having a dedicated
shortcut on home screen instead of scrolling through all the apps
One annoying thing is that the passcode screen doesn't immediately display the number pad
automatically to enter the passcode to get into the ddl
Pin protected instead of password.
Process needs to be quicker
Streamlining the steps to go through to show it.
Don't have to turn on your mobile data in order to use the digital driver licence because some
people don't have a lot of data and also there are spots where data gets no reception
Wouldn't change it, I know more old people so they wouldn't be interested
I don't usually recommend things like that to friends.
I don't think the licence needs to go digital - doesn't think process should change
Preferred hard copy
Nothing will have to change, everything will get easier.
Main trial 2: Suggested improvements (n=9)*
Make it quicker
Took too long to load. Difficult to access.
You should be able to open the licence it without a pin
Easier access to actually get it out.
The only thing would be the speed at which the DDL is opened- the process takes a lot of time
Make it easier for over 60s particularly in regards to notifications
Not have to carry plastic license
Not sure
No suggestion provided
12. What would need to change to make you more likely to recommend use of a Digital Driver Licence to others?
Base: Due to the small number of instances, individual verbatim responses have been shown.

90

DDL Beta Product Trial Evaluation
March 2018

6.2

Pub identity checking events

Event participants were asked to indicate their gender at the initial application stage, and these
details were recorded so they did not need to be asked at every interaction.
As shown in Figure 45, the gender composition of attendees was fairly balanced for the main trial
events, with the pre trial event having insufficient numbers to achieve a representative balance. The
slight female skew observed for the second main trial was in line with the overall gender
composition of all applicants (55% female).
Figure 45: Gender of pub event respondents

50

55

n=5

Female

%
Male
50

45

Main trial 1
(n=36)

Main trial 2
(n=76)

n=1
Pre-trial
(n=6)*

Base: All respondents: Pre trial (n=6)*; Main trial 1 (n=36); Main trial 2 (n=76)
* CAUTION: Small base size
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The age of respondents was also captured during the application process.
As shown below (Figure 46), the pub identity checking events were attended primarily by those in
the younger age groups, from 18* to 34 years of age. This was intentional as it was felt that only
those who looked relatively young would be likely to be asked for ID in a real life scenario.
There was some variation between the two main trial events in terms of the proportion of those
aged 18-24 in attendance, with two in five (39%) attending the first main trial event, but only one in
five (20%) attending the second.
* Underage participants (those aged 16 or 17) were not invited to the pub event.
Figure 46: Age range of pub event respondents
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3
8

55+
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50
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%

25 to 34

n=4

16 to 24
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Pre-trial
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Main trial 1
(n=36)

Base: All respondents: Pre trial (n=18)*; Main trial 1 (n=121); Main trial 2 (n=124)
* CAUTION: Small base size
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The type of device operating system (iOS or Android) was also captured during the application
process.
As shown in Figure 47, both main trial events had a mix of iOS and Android participants although
each to a differing extent. In the first main trial just under half of participants (47%) had iOS devices,
while for the second event six in ten (59%) had iOS.
Compared to all DDL applicants, these events underrepresented iOS users, however this may be due
to the younger age skew.
Figure 47: Device type of pub event respondents
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41
Android

%

n=6
Apple
47

Pre-trial
(n=6)*

Main trial 1
(n=36)

Base: All respondents: Pre trial (n=6*); Main trial 1 (n=36); Main trial 2 (n=76)
* CAUTION: Small base size
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In the survey following the checking experience, participants were asked to identify which parts of
their digital licence were checked by the pub staff.
In the pre trial, but not the two main trials, participants were instructed to show their age
component, which is why 100% chose this option (Figure 48). During the main trial events most
participants (89% & 91%) correctly chose to show the age component of their digital driver licence.
However, several also chose to show their full digital driver licence details (19% main trial 1 and 13%
for main trial 2).

There were no instances where participants were required to show their physical driver licence
instead of their DDL.
Figure 48: Licence information checked during pub event

%
Your full digital driver
licence details

Pre trial*

Main trial 1

Main trial 2

19
13

The age component of
your digital driver licence

n=6
89
91

Digitial driver licence
unsure which part

Your physical driver
licence
3. When the staff checked your identity, did they check…
Base: All respondents: Pre trial (n=6*); Main trial 1 (n=36); Main trial 2 (n=76)

94

* CAUTION: Small base size
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Participants at the pub events were asked if their licence had been scanned or only checked visually.
As shown in Figure 49, the incidence of scanning varied heavily between each of the three events.
In the first main trial there was a low incdience of scanning (19%), due to difficulties operating the
scanners which were only resolved towards the end of the session. In contrast, almost all attendees
at the pre trial and second main trial had their DDL scanned.
Figure 49: Incidence of licence being scanned (pub event)

4
n=1

Not scanned

81

%

96
n=5

Scanned

19
Pre-trial
(n=6)*

Main trial 1
(n=36)

Main trial 2
(n=76)

5. Did staff scan your licence, or just check it visually?
Base: All respondents: Pre trial (n=6*); Main trial 1 (n=36); Main trial 2 (n=76)
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Of those participants who had their DDL scanned, a follow up question was asked to gauge how
comfortable they were with this, on a five point scale from ‘very uncomfortable’ to ‘very
comfortable’.
As shown below (Figure 50), all participants were comfortable with having their licence scanned,
with the majority being ‘very comfortable’.
Figure 50: Level of comfort with having licence scanned (pub event)

16
29

Very uncomfortable

Quite uncomfortable

%

n=5

Not sure

84
71
Quite comfortable

Very comfortable

Pre trial
scanned
(n=5)*

Main trial 1
scanned
(n=7)*

Main trial 2
scanned
(n=73)

6. How comfortable did you feel with the scanning process?
Base: Respondents who had their licence scanned: Pre trial (n=5*); Main trial 1 (n=7*); Main trial 2 (n=73)
* CAUTION: Small base size
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Participants were asked to rate their satisfaction with the convenience of using the DDL, on a scale
from 0 to 10 with 0 indicating extremely dissatisfied and 10 indicating extremely satisfied.
As shown in Figure 51, satisfaction has very high for all three events, with mean scores ranging from
9.1 to 9.7 for the main trial events. Although three quarters (75%) of respondents gave a score of ‘9’
or ‘10’, this was slightly lower than what was recorded for the first main trial event (83% 9-10). On
the other hand, there were very low levels of dissatisfaction recorded for all events.
Figure 51: Satisfaction with DDL in terms of Convenience (pub event)

%
Pre-trial
(n=6)*

Main trial 1
(n=36)

Main trial 2
(n=76)

0 to 2

3 to 5

6 to 8

9 to 10

n=6

6

3

11

22

83

75

8. Can you please rate how satisfied you are with each of the following on a scale from 0 to 10, where 0 means you are
Extremely Dissatisfied, and 10 means you are Extremely Satisfied. Firstly… Convenience
Base: All respondents: Pre trial (n=6*); Main trial 1 (n=36); Main trial 2 (n=76)
* CAUTION: Small base size
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Participants were also asked to rate their satisfaction with the ease of using the DDL using the same
scale.
This attribute was also rated very highly, with the proportion of those rating it ‘9’ or ‘10’ ranging
from 69% in main trial 1 to 72% in main trial 2. (Figure 52). The mean satisfaction was quite
consistent between the two main trial events, with 9.1 for main trial 1 and 8.9 for main trial 2.
Figure 52: Satisfaction with DDL in terms of Ease of Use (pub event)
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8. Can you please rate how satisfied you are with each of the following on a scale from 0 to 10, where 0 means you are
Extremely Dissatisfied, and 10 means you are Extremely Satisfied. Firstly… Ease of use
Base: All respondents: Pre trial (n=6*); Main trial 1 (n=36); Main trial 2 (n=76)
* CAUTION: Small base size
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Participants were then asked to rate their satisfaction with the speed of the DDL check on the same
scale.
As shown below (Figure 53), this attribute was rated very highly, with the proportion of participants
rating it ‘9’ or ‘10’ ranging from 55% to 64% in the main trials. Although still objectively high, the
mean satisfaction scores were relatively low compared to the other two satisfaction attributes,
especially for the second main trial event (8.4). It should still be noted that the incidence of actual
dissatisfaction was still very low, at less than one in ten (8%).
Figure 53: Satisfaction with DDL in terms of the Speed of the process (pub event)
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8. Can you please rate how satisfied you are with each of the following on a scale from 0 to 10, where 0 means you are
Extremely Dissatisfied, and 10 means you are Extremely Satisfied. Firstly… Speed of the process
Base: All respondents: Pre trial (n=6*); Main trial 1 (n=36); Main trial 2 (n=76)
* CAUTION: Small base size
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Participants who had given a rating that was ‘5’ or less for at least one of the three attributes were
asked to identify their reason for dissatisfaction.
Due to the low incidence of dissatisfaction, the results have been presented in Table 22 in verbatim
form. Most of the comments had to do with the speed of the checking process taking too long,
compared to the speed of producing the plastic licence. Some also mentioned experiencing
difficulties with the app having logged them out and then needing to log back in.
Table 22: Reasons for dissatisfaction with pub checking experience (verbatims)

Main trial 1: Reasons for dissatisfaction (n=4)*
It was slow to use
Slow log-in process
I’m still learning
Not dissatisfied
Main trial 2: Reasons for dissatisfaction (n=12)*
Because of the time it takes, you have to open it then put pin in then select proof of age then
stand there while bartender checks your phone
It takes a while to login - lots of clicks to get through
Phone has fingerprint login so I want to use that with this process
It’s a few more steps than handing over license
Takes a little bit longer. There are a few too many steps
Having to manually open up keyboard to type in pin (more of a problem with the whole service
app); if you lock the phone you have to refresh the whole app
It logged me out and I had to log back in. Slowed it up
It was a bit slow to use the DDL because it wouldn’t load and it signs me out and then I had to
sign back in and reset the PIN
The time it takes to get out your phone instead of getting your actual license out.
Slow sometimes. Easier with card id
It’s just easier to pull your card out - more used to it
The scanning process wasn’t quick (because of the scanner)
11. Please explain the issue you experienced
Base: Due to the small number of instances, individual verbatim responses have been shown.
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Participants were asked if they had experienced any problems or issues with the identity checking
experience.
As shown in Figure 54, the incidence of experiencing a problem or issue was high in the pre trial
(although amongst a very small base), fairly low in the first main trial (6%) and somewhat higher in
the second (14%).
Figure 54: Incidence of encountering issues or problems (pub event)
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experienced
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10. Did you experience any problems or issues with the identity checking experience?
Base: All respondents: Pre trial (n=6*); Main trial 1 (n=36); Main trial 2 (n=76)
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Those who had experienced a problem or issue were asked to provide more details about what had
occurred, the results of which are presented below in Table 23 in verbatim form.
Many of the issues reported during the second main trial involved need to redownload or update
the app. This was probably due to an important app update that was required of all iOS users close
to the date of the planned event. Some other participants mentioned experiencing difficulties with
the scanning process.
Table 23: issue or problem experienced with the pub checking process

Pre trial: Explanation of problem/issue (n=2)*
It said my licence wasn’t valid
The hologram doesn’t render properly
Main trial 1: Explanation of problem/issue (n=3)*
It wasn’t refreshing. After a few tries it worked
[participant required help from DDL project member]
Just the man scanned the code before the phone had finished refreshing so it came up with a
cross, then we refreshed it again and it was fine and I got a tick.
There was an unexplained error that came up on the drivers licence but the error wasn't there on
the proof of age.
Main trial 2: Explanation of problem/issue (n=11)*
Got an error, wasn’t able to confirm that it was a valid license
Had to redownload
You have to keep redownloading the app otherwise the checking process takes longer because it
says “app expired please update”.
Logged me out and slowed up the process
Had to update app halfway through
The DDL wouldn’t load, I kept trying and then the app signed me out and then I had to sign back
in, except that I had to reset my PIN which took extra time
Entering the pin to unlock phone was a bit annoying
Slow process
I had opened my driver licence, but the staff just wanted my age component
Took a while for scanner to work
The first time we had trouble scanning we think it was the lighting and then he grabbed my
phone and repositioned it and then it worked.
11. Please explain the issue you experienced
Base: Due to the small number of instances, individual verbatim responses have been shown.
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All participants were asked to rate their likelihood of using the DDL once it is fully launched, on a
scale from 0 to 10 with 0 being extremely dissatisfied and 10 being extremely satisfied.
As shown in Figure 55, the likelihood of future use was extremely high and very consistent across all
events. The proportion of those giving a likelihood of ‘9’ or ‘10’ was 94% in the first main trial event
and 86% in the second, with mean scores of 9.8 and 9.6 respectively.
Figure 55: Likelihood of using the DDL in the future (pub event)
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12. Now, using a scale from 0 to 10, where 0 means Not At All Likely, and 10 means Extremely Likely, please indicate
how likely you would be to use a Digital Driver Licence once it is fully launched for everyone to use.
Base: All respondents: Pre trial (n=6*); Main trial 1 (n=36); Main trial 2 (n=76)
* CAUTION: Small base size
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Participants were also asked to rate their likelihood of recommending the digital driver licence to a
friend or colleague on the same scale.
This was also rated very highly (Figure 56), with over 80% of participants in all three events giving a
score of ‘9’ or ‘10’. A Net Promoter Score (NPS) was calculated by taking the proportion of those
who gave a score from 9-10 (‘promoters’), and subtracting from this the proportion who gave a 0-6
(‘detractors’). The resulting scores were also extremely high, ranging from 83 for main trial 2 to 100
for the pre trial (although amongst a very small base).
Figure 56: Likelihood of recommending the DDL to others (pub event)
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13. And how likely is it that you would recommend use of a Digital Driver Licence to a friend or colleague?
Base: All respondents: Pre trial (n=6*); Main trial 1 (n=36); Main trial 2 (n=76) * CAUTION: Small base size
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Event participants who gave an ‘8’ or lower for the recommendation question were asked what
improvements would need to be made to the DDL to increase their liklihood of recommendation.
Table 24 presents the responses in verbatim form, due to the low incidence of respondents being
asked this question. There were a range of suggestions, with many focusing on improving the speed
and ease of accessing the DDL.
Table 24: Suggested changes to improve likelihood of recommending DDL (pub event) (verbatims)

Main trial 1: Suggested improvements (n=5)*
Speed of log on
They should have touch-ID to log into the app
Not the sort of thing I recommend
Nothing needs changing/ will be easier once fully operational
Not sure about rules around P platers using phones while driving
Main trial 2: Suggested improvements (n=12)*
Amount of steps in accessing
If the pin was a bit faster
Just the speed
Make it quicker to use
If the physical driver licence was completely replaced by the DDL
Age wise, like my dad might not be able to use it. Nothing that you can change, just age
demographic.
Practical consideration of phone battery
Na; personal preference on hard copy use
Wouldn’t change anything just personal preferences of hard copy
Nothing at the moment
No suggestions, set up is good
Unsure
14. What would need to change to make you more likely to recommend use of a Digital Driver Licence to others?
Base: Due to the small number of instances, individual verbatim responses have been shown.
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7. Stakeholder Feedback
7.1

Feedback from pub staff and managers

7.1.1 Feedback captured at planned events
Pub staff involved in each of the planned events provided feedback immediately following the event.
Below is a summary of their feedback:
From Planned Event 1 (amongst Government employees):
Overall the staff were quite positive in relation to the DDL, and stated that they were in favour of
the concept. They felt that the DDL would be more secure than a traditional ‘plastic’ licence (being
more difficult to replicate. They also felt that the scanning process was quick, simple and easy for
their staff to learn.
When prompted to reveal any issues or concerns that they may have, the staff stated that a DDL
check could be slower than a ‘plastic’ licence as the DDL holder could take time to bring it up on
their phone.
When scanning was undertaken, the staff (and DDL holders) were also somewhat surprised that
there was a 12 hour refreshing requirement which caught out some of the DDL holder participants
as they were not aware of this requirement and some did not know how to refresh their DDL.

From Planned Event 2:
Again, the staff were greatly positive in their feedback. The main advantage they saw in the DDL was
that it would give greater assurance that their patrons met age requirements. They also liked the
fact that the age component of the DDL ‘calculated’ the age of the DDL holder for them (displaying
their age in years) – which meant that they didn’t have to work out how old they were themselves
(as they do with a ‘plastic’ licence).
While there was an initial issue with them getting the scanner to work, once this was overcome,
they stated that use of the scanner was very straightforward, and the age verification was simple
and easy to interpret (“with an obvious green tick”).
Overall, they suggested that it was a more efficient way of doing an age check.
Again, the staff were prompted to reveal any concerns that they (or other staff) may have with the
DDL system, and they indicated that they did have a concern in relation to bar staff potentially
dropping/damaging a patron’s phone when they take it to check the details.
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And as there was an initial issue with the scanner, they wondered how they would have handled
that situation if there weren’t project team experts on hand to solve the issue.
While the staff did think that the DDL was less likely to be duplicated than a ‘plastic’ licence, they
also suggested that someone would be able to duplicate the App in the future to allow for ‘fake’
DDLs.
From Planned Event 3:
The bar staff involved in this event also spoke positively in relation to the potential introduction of
the DDL. They stated that they liked the overall concept and the look of it. The main positive that
they saw was that the DDL would be difficult to fake, and the scanning process would provide them
with greater assurances of a patron’s age. However, they didn’t think that it would be impossible for
the DDL system to be compromised in some way in the future (with ‘fakes’ being produced).
In terms of potential concerns, the speed of access was the main issue mentioned. They felt that it
can take a while for people to bring up their licence on their phone given the steps required for them
to do so. They suggested that the process should be simplified by, for example, adding it to the
digital wallet of a phone.
The pub staff also revealed that a few of the DDL trial participants expressed some initial concern
when the bar staff went to scan their DDL. They thought that the scanner being used was the bar
staff’s personal phone, and had to be reassured that it belonged to the bar and was an official
scanning device.
7.1.2 Feedback captured in relation to random DDL encounters
Dubbo pub managers and staff were asked for their feedback in relation to the DDL checking
encounters that have taken place throughout the trial period (i.e. the ‘random’ or unplanned
instances).
Most of the pub representatives indicated that there had been relatively few ‘random’ DDL
encounters during the first month or so of the Dubbo trial. A couple also maintained that they had
personally only seen a few throughout the whole process – however they tended to follow this with
an explanation for not having seen many, such as the typical demographic composition of their
establishment.
“It’s been quite slow to gain any kind of movement with us. Not sure if that’s just because of
the patrons that we bring in, probably because they’re all a little older and don’t usually get
asked for ID.”
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However, indications from other pub representatives were that the incidence of coming across a
DDL increased over the trial period.
While a few specifically referenced use of their scanners, some stated that their checks had tended
to be visual, and one of the venues stated that they did not have a scanner.
“Our venue doesn’t actually have one of the scanning devices but I’ve checked people’s IDs
on their phones.”
While not all pub representative felt that the DDL was particularly relevant to their establishment
(e.g. if their clientele tended to be older), most could see advantages in it being introduced. The
advantages forwarded included:


Availability (“people always have their phones on them”)



Being up-to-date (“everything is essentially on your phone these days”)



Decreased fraud (“it will be harder for people to fake their ID”)



Easy to read (“most of the plastic IDs I see come in here are tarnished and have crud all over
them, and you won’t get that on a phone”)

However, a few of the pub representatives also cited potential negatives. These included:


Timeliness (“some people take forever to get their phone out, find the app, and then open it
to show us”)



Novelty value (“I think people just wanted to have it initially because their friends had it, and
that novelty of having something different could wear off”)



Phone condition (“I’m not sure when we’re meant to do when we get someone with a really
cracked screen. Their licence may be in tact within the phone, but we can’t see it”).

7.2

Feedback from Police

Police feedback was also obtained from each of the planned events. A summary of their feedback is
provided below:
From Pre Trial (amongst Government employees):
The Police were asked to reveal when they liked about use of the DDL, and they stated that the
scanning of digital licences was much quicker and easier than looking up the details of an individual
using their ‘plastic’ licence.
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In terms of concerns, they indicated the following:


Glare caused some difficulty with the scanning process in that it seemed to interfere with
the ability of MobiPol to scan the DDL on several occasions;



The polarised sunglasses worn by the Police Officers also caused some difficulties in reading
the DDL/MobiPol;



They felt that the DDL system increased the amount of equipment that Police Officers would
be required to have on them.

In addition, there was a concern expressed in relation to their inability to take hold of the DDL. They
questioned the legal ability of Police Officers to ensure that DDL holders will show full licence details
(by scrolling) if this is requested. As a result they suggested that more information should be made
available on the first screen of the DDL, such as address, licence classes and more detail about
conditions and restrictions.
In terms of their procedure, there was also an indication that Police Officers had a tendency to lean
in to view/scan DDL which could be problematic.
From Main Trial Event 1:
Only a small number of issues arose from the event itself. These resulted from a small number of
instances of glare / screen brightness issues which impeded their ability to see/scan the DDL.
However, the Police staff involved with this event also expressed concerns in relation to how the
DDL would impact on them outside of the planned event. Their concerns here related to:


The P Plate version of the App not stating ‘Provisional’ which was thought to be an issue
when these licence holders travel interstate;



The address not being visible on all phones. A few of the Police felt that the address was
more important than DOB details, as they used it as a validation process. They suggested
that if they asked the licence holder to alter the screen display to show the address, the
licence holder would know what they were asking that for;



The aspect of ‘juggling’ additional equipment was also raised. While this wasn’t necessarily
seen to be an issue in the DDL planned event process (involving ‘passive’ participants) some
Police wondered how it would work in a ‘real-life’ scenario with ‘difficult’ / less cooperative
drivers;



The process was seen to be ‘quick’ when logged into the system, but the time taken to do
this (in real-life scenarios) was also a concern raised.
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From Main Trial Event 2 (daytime):
Following the daylight component of the third planned event the Police were asked to provide
feedback on the event as well as the DDL checking process, and the Police involved with this event
were not particularly positive about either aspect.
In terms of the event, they were not impressed that some of the DDL trial participants who were
invited to the event were slowing down on the street outside the RBT checking station – wanting to
be pulled over. One or two participants also took it upon themselves to enter the checking station
without being instructed to do so.
However, most feedback was in relation to the speed of the checking process. The Police indicated
that DDL checks are too slow, reducing their ability to ‘churn through’ a high volume of drivers at an
RBT event. They believed that the speed issue was as a result of the driver needing to find the app,
remembering their PIN etc. They also indicated that sometimes the app crashed which caused
complications and delays.
In addition, there were said to be some difficulties with the scanning process:


In a few cases they were unable to scan the licence, and had to manually enter it instead which again slowed down the process



Glare was said to make it harder for MobiPol to scan the licence



The issue with polarised sunglasses & some polarised screen protectors was raised



Some phone screens were much brighter than others, and in some cases Officers had to
request for brightness to be increased/adjusted.

One of the Police officers also took issue with the information present on the DDL screen. They felt
that it was too limited, and they indicated that they had to ask participants to scroll (as they were
unable to touch the phone).
Overall, all of these issues were thought to create a potential safety issue, with the officer spending
more time concentrating on the driver, and therefore unable to watch other passengers etc. To this,
the Police officers suggested that the plastic licence has the advantage of being handed over, at
which point officer can take the licence and step back from the vehicle.
There were also a few unexpected cases to emerge which required further consideration:


Two participants turned up with their DDL on an iPad/tablet device;



One participant had a shattered screen that made the licence illegible.
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From Main Trial Event 2 (night time):
Again, the Police involved in the evening component of the planned DDL event were asked to
provide feedback, which is summarised below.
The Police officers felt that night time conditions (in darkness) made it harder for them to scan the
DDL as phone brightness can auto-adjust to changing light conditions which in turn can delay focus
by MobiPol. However, they stated that they did not experience any issue themselves in terms of
their ability to see the DDL or in looking from an illuminated screen during the night.
The night conditions also resulted in a couple of the officers bringing out their torch, which resulted
in one of the officers suggesting that this resulted in too much equipment for them to handle at
night (MobiPol + torch).
There was also an indication that MobiPol occasionally ‘times out’ - which can slow things down.
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8. Conclusions and Recommendations
The Beta DDL Trial can be seen to have been successful both in determining user perceptions of the
DDL, and also in revealing issues that need to be overcome in order to satisfy the safety concerns of
Police.
From a user perspective the results have been consistently positive, both between reads and
between approaches (comparing the results obtained from the online surveys that were designed
to capture ‘natural’ interactions, with those of the planned events which were designed to capture
immediate responses to DDL interactions).
Users have shown very high satisfaction levels with the current DDL product. The ratings for
Convenience and Ease of Use were particularly high (with mean scores of around 9 out of 10 for
each). While the ratings for Speed of the Checking Process were also high in outright terms, they
were slightly lower for this measure (at around the 8.5 out of 10 level).
The proportion of users indicating that they are likely to use the DDL in the future (should it be made
available to all) has also been encouraging (with a mean score in the vicinity of 9.5 out of 10), as
have the results for likelihood of recommending the DDL to others, and the associated NPS results
(in excess of 83).
Clearly then, the DDL is something that has appeal amongst this audience, and it could be
hypothesised that it will also have appeal amongst a reasonable segment of the wider NSW
community – however the likely take-up rate cannot be determined from this evaluation project.
Even so, the evaluation results amongst DDL holders suggest that the DDL is a product of interest,
and is worthy of being introduced to NSW drivers.
The managers and pub staff that provided stakeholder feedback was also generally very positive,
and these individuals also seem supportive of a wider release of the DDL.
However, feedback from Police has identified issues from their perspective, which they feel could
impact on the safety of Police in the field. Their main objections appear to be related to the speed
with which an ID check can be carried out, but other issues (such as the type/amount of information
that appears on the phone screen, and the brightness of the display) were also raised. As such,
further consultation may be required to see if any product changes/enhancements and/or Police
procedural changes can alleviate the concerns that have been raised. Should this be possible, further
testing may be required to ensure that these issues have been adequately addressed.
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Should the NSW Government decide to move forward with the DDL product, in addition to the
aforementioned consultation with Police, consideration should also be given to the following:


Incorporating product enhancements to improve the speed with which DDL holders can
access their licence (without compromising on the security of the personal data that the
licence contains);



Promotion and communication relating to the DDL product will need to clarify aspects such
as:o when and where the DDL can be used;
o what condition a phone must be in in order to be accepted as a valid form of ID;
o if it can be accessed by other devices (e.g. tablet devices); and
o operational aspects such as how to refresh the DDL and that it can still be used
without an internet connection;



Further education and training of bar staff in term of procedures if their scanner fails (e.g. to
revert to a procedure of visual checks), and other aspects such as liability should they drop a
phone while handling it;



The look of the scanners supplied to pubs (which at the moment can be misinterpreted as
personal devices).
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9. APPENDICES
8.1

Microsite contact form

8.2

Online survey questionnaire
SCREENING QUESTION
0. Have you been able to download and install your digital driver licence?
Yes
1
CONTINUE
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No

2

THANK & TERMINATE MESSAGE 2

1. Have you been in a situation where you had the opportunity to show your digital driver
licence to Police or at a pub in Dubbo since [*]? MULTIPLE RESPONSE POSSIBLE
NOTE: this excludes any planned event that you may have been invited to
Yes, with Police
1
Yes, at a Pub
2
No, I have not been in such a situation
3
THANK & TERMINATE
* IF COMPLETED SURVEY 1/2: “completing the last online survey”
IF DID NOT COMPLETE SURVEY 1/2: “downloading it”
POLICE INTERACTION
IF CODE 1 AT Q1:
2. Was there more than one occasion where you had the opportunity to use your digital
driver licence with Police?
Yes
1
CONTINUE
No
2
GO TO Q5
3. On those occasions how often did you choose to show your digital driver licence with
Police?
Every time
1
GO TO Q7
Most times
2
CONTINUE
Sometimes
3
CONTINUE
Never
4
CONTINUE
4. Why is it that you haven’t used your digital driver licence every time?
___________________________________________________________________________
___________________________________________________________________________
IF CODE 4 AT Q3, GO TO Q13 (IF RELEVANT), OTHERS GO TO Q7
5. IF Q2=2? When you had the opportunity to do so, did you choose to show your digital
driver licence with Police?
Yes
1
GO TO Q7
No
2
CONTINUE
6. Why is it that you didn’t use your digital driver licence on that occasion?
___________________________________________________________________________
___________________________________________________________________________
IF CODE 2 AT Q5, GO TO Q13 (IF RELEVANT)
7. IF Q3=1,2,3 OR Q5=1? Has there been an occasion when the Police did not accept your
digital driver licence – and asked for your physical Driver Licence instead?
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Yes
No

1
2

CONTINUE
GO TO Q9

8. If you were informed, please indicate why the Police did not accept your digital driver
licence?
___________________________________________________________________________
___________________________________________________________________________
No reason provided
1
9. In terms of the use of your digital driver licence with Police, please rate how satisfied
you were with each of the following on a scale from 0 to 10, where 0 means you are
Extremely Dissatisfied, and 10 means you are Extremely Satisfied. ROTATE ORDER.
Extremely
Extremely
Dissatisfied
Satisfied
The CONVENIENCE
0
1
2
3
4
5
6
7
8
9
10
of using a DDL
The EASE OF USING
0
1
2
3
4
5
6
7
8
9
10
a DDL
The SPEED of the ID
0
1
2
3
4
5
6
7
8
9
10
checking process
10. FOR EACH ASPECT RATED 0 to 5 AT Q9, ASK: Why were you dissatisfied with [INSERT
ASPECT FROM Q9]?
__________________________________________________________________________
__________________________________________________________________________
11. Did you experience any problems or issues with the identity checking process by Police?
Yes
CONTINUE
No
GO TO Q13
12. Please explain the issue you experienced:
___________________________________________________________________________
___________________________________________________________________________
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PUB INTERACTION
IF CODE 2 AT Q1:
13. Was there more than one occasion where you had the opportunity to use your digital
driver licence at a pub in Dubbo?
Yes
1
CONTINUE
No
2
GO TO Q16
14. On those occasions how often did you choose to show your digital driver licence at a
pub?
Every time
1
GO TO Q15b
Most times
2
CONTINUE
Sometimes
3
CONTINUE
Never
4
CONTINUE
15. Why is it that you haven’t used your digital driver licence every time?
___________________________________________________________________________
___________________________________________________________________________
IF CODE 4 AT Q14, GO TO Q24 (IF RELEVANT), OTHERS GO TO Q15b
15b. On the occasions when you chose to show your digital driver licence at a pub, how often
was it scanned as opposed to just being checked visually?
It was scanned every time
1
It was scanned most times
2
GO TO Q17c
It was scanned sometimes
3
It was never scanned
4
GO TO Q18
16. When you had the opportunity to do so, did you choose to show your digital driver
licence at a pub?
Yes
1
GO TO Q17b
No
2
CONTINUE
17. Why is it that you didn’t use your digital driver licence on that occasion?
___________________________________________________________________________
___________________________________________________________________________
IF CODE 2 AT Q16, GO TO Q24 (IF RELEVANT),
17b. When you chose to show your digital driver licence at a pub, was it scanned or just
checked visually?
It was scanned
1
GO TO Q17c
It was checked visually
2
GO TO Q18
17c.How comfortable did you feel with the scanning process?
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Very comfortable
Quite comfortable
Not sure
Very comfortable
Quite comfortable

1
2
3
4
5

18. Has there been an occasion when staff at a pub in Dubbo did not accept your digital
driver licence – and asked for your physical Driver Licence instead?
Yes
1
CONTINUE
No
2
GO TO Q20
19. If you were informed, please indicate why the pub did not accept your digital driver
licence?
___________________________________________________________________________
___________________________________________________________________________
No reason provided
1
20. In terms of the use of your digital driver licence at pubs in Dubbo, please rate how
satisfied you were with each of the following on a scale from 0 to 10, where 0 means you
are Extremely Dissatisfied, and 10 means you are Extremely Satisfied. ROTATE ORDER.
Extremely
Extremely
Dissatisfied
Satisfied
The CONVENIENCE
0
1
2
3
4
5
6
7
8
9
10
of using a DDL
The EASE OF USING
0
1
2
3
4
5
6
7
8
9
10
a DDL
The SPEED of the ID
0
1
2
3
4
5
6
7
8
9
10
checking process
21. FOR EACH ASPECT RATED 0 to 5 AT Q20, ASK: Why were you dissatisfied with [INSERT
ASPECT FROM Q20]?
__________________________________________________________________________
_
__________________________________________________________________________
_
22. Did you experience any problems or issues with the identity checking experience by staff
at pubs in Dubbo?
Yes
CONTINUE
No
GO TO Q24
23. Please explain the issue you experienced:
___________________________________________________________________________
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___________________________________________________________________________
OVERALL
ASK REMAINING QUESTIONS IF PARTICIPANT HAS ANSWERED Q7 OR Q18 (ie they have used their
DDL at least once)
24. Using the scale from 0 to 10, where 0 means Not At All Likely, and 10 means Extremely
Likely, please indicate how likely you would be to use a digital driver licence once it is
fully launched for everyone to use.
Not at All
Extremely
Likely
Likely
Likelihood of using
0
1
2
3
4
5
6
7
8
9
10
digital
driver
licence
25. How likely is it that you would recommend use of a digital driver licence to a friend or
colleague?
Not at All
Extremely
Likely
Likely
Likelihood
of
0
1
2
3
4
5
6
7
8
9
10
recommending
26. IF 0 to 8 AT Q25, ASK: What would need to change to make you more likely to
recommend use of a digital driver licence to others?
__________________________________________________________________________
_
__________________________________________________________________________
_
SECURITY
27. Overall how satisfied are you with each of the following aspects of the digital driver
licence on a scale from 0 to 10, where 0 means you are Extremely Dissatisfied, and 10
means you are Extremely Satisfied. ROTATE ORDER.
Extremely
Extremely
Dissatisfied
Satisfied
The SECURITY of the
0
1
2
3
4
5
6
7
8
9
10
system
That
your
0
1
2
3
4
5
6
7
8
9
10
PERSONAL DETAILS
are NOT accessed
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by
those
who
shouldn’t see them
28. In comparison to other digital products that access perso nal data (such as banking apps),
do you assume that your digital driver licence is more or less secure.
A lot more secure
1
A little more secure
2
About the same
3
A little less secure
4
A lot less secure
5
PRICING
29. When the digital driver licence becomes available in 2019 you will be able to choose to
have a digital licence in addition to the standard 'plastic' licence (i.e. you would be
issued with both licence types if you select this option). How would you expect this
option to be priced?
At the same price level as the ‘plastic’ licence
1
0-4% more than the ‘plastic’ licence alone
2
5-9% more than the ‘plastic’ licence alone
3
10-14% more than the ‘plastic’ licence alone
4
15-19% more than the ‘plastic’ licence alone
5
20-24% more than the ‘plastic’ licence alone
6
25-29% more than the ‘plastic’ licence alone
7
30-34% more than the ‘plastic’ licence alone
8
35-39% more than the ‘plastic’ licence alone
9
40+% more than the ‘plastic’ licence alone
10
30. Hypothetically, if in the future there was the option of having a ‘digital only’ licence (i.e.
you would not receive a plastic licence with this option), how would you expect the
‘digital only’ option to be priced?
At a higher price level than the current 'plastic' licence
1
ASK Q31
At the same price level as the current 'plastic' licence
2
SKIP TO END
At a lower price level than the current 'plastic' licence
3
ASK Q32
IF HIGHER
31. How much higher would you expect the price to be for the ‘digital only’ licence?
0-4% more than the current ‘plastic’ licence
1
5-9% more than the current ‘plastic’ licence
2
10-14% more than the current ‘plastic’ licence
3
15-19% more than the current ‘plastic’ licence
4
20-24% more than the current ‘plastic’ licence
5
25-29% more than the current ‘plastic’ licence
6
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30-34% more than the current ‘plastic’ licence
35-39% more than the current ‘plastic’ licence
40+% more than the current ‘plastic’ licence

7
8
9

IF LOWER
32. How much lower would you expect the price to be for the ‘digital only’ licence?
0-4% less than the current ‘plastic’ licence
1
5-9% less than the current ‘plastic’ licence
2
10-14% less than the current ‘plastic’ licence
3
15-19% less than the current ‘plastic’ licence
4
20-24% less than the current ‘plastic’ licence
5
25-29% less than the current ‘plastic’ licence
6
30-34% less than the current ‘plastic’ licence
7
35-39% less than the current ‘plastic’ licence
8
40+% less than the current ‘plastic’ licence
9

8.3

Planned event questionnaires

8.3.1 Police RBT event observation sheet
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8.3.2 Police RBT event questionnaire
1.

RECORD NUMBER PLATE: ___________

2.

Can you please tell me your name? ______________

3.

And can I just confirm your date of birth? ___ / ___ / ___ [PRE-POPULATED]
PROCEED IF REGISTERED

[PRE-POPULATED]

INTRODUCTION
Thank you for that. We just have a few questions to ask you about the RBT event you just
experienced.
Once you complete our questionnaire we will provide you with a charged $40 my Dubbo shopping
card as a token of appreciation for your time.
EXPERIENCE RATING
4.

When the Police checked your identity, did they check….. READ OUT. MR POSSIBLE
Your FULL DIGITAL driver licence details
1
GO TO Q6
The AGE component of your DIGITAL driver licence
2
GO TO Q6
DO NOT OFFER: Digital Driver Licence (not sure which part)
3
GO TO Q6
Your physical driver licence
4
CONTINUE

5.
IF CODE 4 AT Q4, ASK: Why did you need to show your physical driver licence?
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
6.
Can you please rate how satisfied you are with each of the following on a scale from 0 to
10, where 0 means you are Extremely Dissatisfied, and 10 means you are Extremely Satisfied.
Firstly…. READ OUT. ROTATE ORDER.
Extremely
Extremely
Dissatisfied
Satisfied
a. The CONVENIENCE
0
1
2
3
4
5
6
7
8
9
10
of using a DDL
b. The EASE OF USING
0
1
2
3
4
5
6
7
8
9
10
a DDL
c. The SPEED of the ID
0
1
2
3
4
5
6
7
8
9
10
checking process
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7.
IF ANY ASPECT RATED 0 to 5 AT Q6, ASK: Why were you dissatisfied with using the DDL?
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
ISSUES
8.

Did you experience any problems or issues with the driver licence c hecking experience?
Yes
CONTINUE
No
GO TO Q10

9.
Please explain the issue you experienced:
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
LIKELIHOOD OF RE-USE AND RECOMMENDATION
10.
Now, using a scale from 0 to 10, where 0 means Not At All Likely, and 10 means Extremely
Likely, please indicate how likely you would be to use a Digital Driver Licence once it is fully
launched for everyone to use.
Not at All
Extremely
Likely
Likely
Likelihood of
0
1
2
3
4
5
6
7
8
9
10
using Digital
Driver Licence
11.
And how likely is it that you would recommend use of a Digital Dri ver Licence to a friend
or colleague?
Not at All
Extremely
Likely
Likely
Likelihood of
0
1
2
3
4
5
6
7
8
9
10
recommending
12.
IF 0 to 8 AT Q11, ASK: What would need to change to make you more likely to
recommend use of a Digital Driver Licence to others?
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________ ________
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Thank you for providing us with your feedback, and for participating in the Digital Driver Licence
Trial.

8.3.1 Pub event questionnaire
13.

Can you please tell me your name? ______________

[PRE-POPULATED]

14.

And can I just confirm your date of birth? ___ / ___ / ___ [PRE-POPULATED]

PROCEED IF REGISTERED
Thank you for that. We just have a few questions to ask you about the ID checking event you just
experienced.
Once you complete our questionnaire we will provide you with a $30 voucher to be spent on food
and drink as a token of appreciation for your time.
15. When the staff checked your identity, did they check….. READ OUT. MR POSSIBLE
Your FULL DIGITAL driver licence details
1
GO TO Q5
The AGE component of your DIGITAL driver licence
2
GO TO Q5
DO NOT OFFER: Digital Driver Licence (not sure which part)
3
GO TO Q5
Your physical driver licence
4
CONTINUE

16. IF CODE 4 AT Q3, ASK: Why did you need to show your physical driver licence ?
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
17. Did staff scan your licence, or just check it visually?
It was scanned
It was checked visually

1
2

CONTINUE
GO TO Q7

18. IF CODE 4 AT Q3, ASK: How comfortable did you feel with the scanning process?
Very comfortable
1
Quite comfortable
2
Not sure
3
Quite uncomfortable
4
Very uncomfortable
5
19. IF CODES 4 or 5 AT Q6, ASK: Why weren’t you comfortable with that process?
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________

124

DDL Beta Product Trial Evaluation
March 2018
20.
Can you please rate how satisfied you are with each of the following on a scale from 0 to
10, where 0 means you are Extremely Dissatisfied, and 10 means you are Extremely Satisfied.
Firstly…. READ OUT. ROTATE ORDER.
Extremely
Dissatisfied

Extremely
Satisfied

a. The CONVENIENCE of using a DDL

0

1

2

3

4

5

6

7

8

9

10

b. The EASE OF USING a DDL

0

1

2

3

4

5

6

7

8

9

10

c. The SPEED of the ID checking
process

0

1

2

3

4

5

6

7

8

9

10

21.
IF ANY ASPECT RATED 0 to 5 AT Q8, ASK: Why were you dissatisfied with using the DDL?
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
22.

Did you experience any problems or issues with the identity checking experience?
Yes
CONTINUE
No
GO TO Q12

23.
Please explain the issue you experienced:
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
24.
Now, using a scale from 0 to 10, where 0 means Not At All Likely, and 10 means Extremely
Likely, please indicate how likely you would be to use a Digital Driver Licence once it is fully
launched for everyone to use.
Not at All Likely
0
1
2

3

4

5

6

7

8

Extremely Likely
9
10

25.
And how likely is it that you would recommend use of a Digital Driver Licence to a friend or
colleague?
Not at All Likely
0
1
2
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3

4

5

6

7

8

Extremely Likely
9
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26.
IF 0 to 8 AT Q13, ASK: What would need to change to make you more likely to recommend
use of a Digital Driver Licence to others?
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________

Thank you for providing us with your feedback, and for participating in the Digital Driver Licence
Trial.
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