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Journey Overview

Welcoming a child is a significant milestone for Canadian families, involving both joyous
excitement and a series of essential steps to ensure the child's well-being and legal
recognition. This journey encompasses the necessary processes and interactions with
various Canadian government services to register the child's birth, secure identity
documents, and access family benefits. Parents must navigate these steps to ensure their
child is officially recognized by the state and to avail themselves of the support systems in
place for new families. This journey includes registering the birth, applying for a birth
certificate, and obtaining a Social Insurance Number (SIN) and other identity documents for
the child. It also involves applying for government benefits that support family welfare,
such as the Canada Child Benefit (CCB). Completing these steps helps ensure the child has
access to healthcare and other essential services from the outset.

Persona Profile

Jordan Lee

Age: Unknown | Occupation: Unknown | Location: Unknown

Jordan Lee is a 22-year-old recent graduate who has just entered the
workforce. With a degree in social sciences, Jordan is passionate about
community engagement and is eager to utilize government services to stay
informed and involved in local initiatives. Although comfortable with basic
tasks on a smartphone and computer, Jordan often struggles with more
complex digital processes or troubleshooting technical issues. This sometimes
leads to frustration when navigating websites or applications that aren't
intuitive or straightforward.




User Stories

A Smooth Transition to Parenthood Support

Success Impact: 2/5 Simulation

NARRATIVE

| was pleasantly surprised by how easy it was to apply for the Canada Child Benefit. The
instructions on the Canada.ca website were clear, and the application process was
straightforward. | felt supported and reassured that | would receive the financial support
needed to care for my newborn.

KEY SUCCESS FACTOR
None

USER QUOTES

It was a relief to find that applying for the CCB was so simple and supportive.

Navigating Through Confusing Interfaces

Pain Point Impact: 4/5 Simulation

NARRATIVE

Trying to register my child's birth on the provincial website was frustrating. The navigation
was confusing, and | wasn't sure if | was doing it correctly. | spent a lot of time clicking
around, hoping | was on the right path.

PRIMARY PAIN POINT

Confusing navigation on the Birth Registration website

USER QUOTES

| just wish the website was more intuitive. It shouldn't be this hard to register a birth.



Streamlining Cross-jJurisdictional Processes

Opportunity Impact: 5/5 Cross-Jurisdictional Simulation

NARRATIVE

Applying for a SIN and the provincial health insurance for my newborn required me to
input the same information multiple times. It was tedious and confusing, especially when
switching from federal to provincial systems. | found myself wondering why there couldn't
be a more integrated system.

OPPORTUNITY AREA

Need to re-enter the same information across federal and provincial services

JURISDICTIONS INVOLVED

federal,nova scotia

HANDOFF DETAILS

The transition from federal to provincial services required repeated data entry.

USER QUOTES

Why do | have to keep putting in the same details? There has to be a better way.



Accessibility Challenges for Digital Interfaces

Accessibility Impact: 3/5 Simulation

NARRATIVE

I heavily rely on my smartphone for accessing government services, but | found the
provincial health insurance registration site challenging to use on my mobile device. The
text was hard to read, and navigation wasn't optimized for mobile, making the process
more difficult.

ACCESSIBILITY CONSIDERATION

Lack of mobile-friendly design on the Provincial Health Insurance Registration
website

USER QUOTES

It's tough to do this on my phone. | wish the site was optimized for mobile use.

Navigating the Maze: Registering My Newborn

Pain Point Impact: 3/5 Simulation

NARRATIVE

| was so excited to welcome my newborn into the world, but registering the birth was
more complicated than | expected. | spent almost an hour on a website trying to figure
out how to register my child's birth, and the navigation was just confusing. | wasn't sure if
| was on the right page or if | needed to switch to another service. It was frustrating to hit
roadblocks at the very first step.

PRIMARY PAIN POINT

Confusing navigation on the Birth Registration website.

USER QUOTES

Why is it so hard to find the right form? This should be straightforward.



Seamless Support: A Positive Experience with the CCB
Application

Success Impact: 4/5 Simulation

NARRATIVE

Applying for the Canada Child Benefit was surprisingly easy once | got into the right
section of the website. The instructions were clear, and although the navigation initially
confused me, | found the help resources very useful. | was able to chat with an online
assistant who guided me through the process. It felt good to know there's support when |
need it.

KEY SUCCESS FACTOR

Clear guidance and support resources.

USER QUOTES

The online assistant was a lifesaver! It's great to know help is just a click away.



Streamlining Birth and Health Registrations

Opportunity Impact: 5/5 Cross-Jurisdictional Simulation

NARRATIVE

After struggling through several websites, | realized | was entering the same information
repeatedly for both the birth registration and health insurance registration. It would be
great if these services could share information or have a combined form. It would save a
lot of time and reduce the chance of making errors.

OPPORTUNITY AREA

Need to re-enter the same information across different services.

JURISDICTIONS INVOLVED

nova scotia

HANDOFF DETAILS

Potential for integration between provincial birth registration and health insurance
systems.

USER QUOTES

Why do | have to fill out the same details again and again? Can't they just share the
info?



Crossing Borders: Navigating Between Federal and Provincial
Services

Jurisdictional Impact: 4/5 Cross-Jurisdictional Simulation

NARRATIVE

Switching between federal and provincial websites was confusing because they used
different terms for similar processes. | wasn't sure if | was following the right steps or if |
missed something important. It would help if there was a guide that explained the
differences and how to transition smoothly between these services.

JURISDICTIONAL GAP

Terminology differences and lack of guidance for transitioning between jurisdictions.

JURISDICTIONS INVOLVED

federal,nova scotia

HANDOFF DETAILS

Challenges with terminology differences and lack of guidance for moving between federal
and provincial systems.

USER QUOTES

I'm not sure if I've done everything right, the terms are different and it's confusing.



Smooth Transition for Canada Child Benefit

Success Impact: 3/5 Simulation

NARRATIVE

| was pleasantly surprised by how easy it was to apply for the Canada Child Benefit
online. The website was intuitive, and the guidance provided on the application process
made it straightforward. | managed to complete the application without any hiccups,
which was a relief considering my usual struggles with online forms.

KEY SUCCESS FACTOR

N/A

USER QUOTES

| couldn't believe how smoothly the Canada Child Benefit application process went! It
was a nice change from the usual web navigation challenges | face.



Navigational Challenges Across Systems

Pain Point Impact: 4/5 Cross-Jurisdictional Simulation

NARRATIVE

Navigating through the birth registration and certificate application was frustrating. Each
site had its own confusing layout, and | often found myself going in circles. It would have
been helpful if the provincial and federal systems were more streamlined, with consistent
layouts and instructions.

PRIMARY PAIN POINT

Confusing navigation on multiple websites

JURISDICTIONS INVOLVED

federal,nova scotia

HANDOFF DETAILS

The transition between the provincial and federal websites was not smooth, with different
designs and navigation styles adding to the confusion.

USER QUOTES

Why do these government sites have to be so complicated? | wish they were as easy to
navigate as some of the other services I've used.



Opportunity for Unified Government Portal

Opportunity Impact: 5/5 Cross-Jurisdictional Simulation

NARRATIVE

| found myself entering the same information repeatedly across different applications for
my newborn's documents and benefits. A unified portal where | could input my
information once and use it across all relevant services would save so much time and
reduce the chance of errors.

OPPORTUNITY AREA

Repeated data entry across multiple services

JURISDICTIONS INVOLVED

federal,nova scotia

HANDOFF DETAILS

Each jurisdiction required separate data entry, leading to inefficiencies and potential
errors.

USER QUOTES

Entering the same details over and over is so tedious. A single entry point for all these
services would be a game-changer!



Confusion Over Jurisdictional Responsibilities

Jurisdictional Impact: 3/5 Cross-Jurisdictional Simulation

NARRATIVE

| was confused about which level of government was responsible for certain services. For
instance, | wasn't sure if registering for health insurance was a federal or provincial
responsibility. Clearer guidance on jurisdictional responsibilities would have helped me
navigate the process more confidently.

JURISDICTIONAL GAP

Unclear jurisdictional responsibilities

JURISDICTIONS INVOLVED

federal,nova scotia

HANDOFF DETAILS

The lack of clear information on which jurisdiction handles what left me unsure of the next
steps at various points in the process.

USER QUOTES

| kept wondering, is this a federal thing or provincial? Some clearer guidance would
really help.



A Confusing Start

Pain Point Impact: 3/5 Simulation

NARRATIVE

As | began the process of registering my newborn's birth, | found the navigation of the
Birth Registration website quite confusing. | was unsure of which section to start with and
found myself clicking back and forth trying to make sense of the process. The layout
wasn't intuitive, which made the task much more time-consuming than | anticipated.

PRIMARY PAIN POINT

Confusing navigation on the Birth Registration website

USER QUOTES

| just wish the website had clear instructions. | felt lost trying to figure out where to
begin.

A Seamless Benefit Application

Success Impact: 2/5 Simulation

NARRATIVE

Applying for the Canada Child Benefit was surprisingly straightforward. Once | got through
the initial registration steps, the application process was well-guided with clear
instructions. The website provided helpful tips and examples at each stage, which made it
easy to fill out the necessary information.

KEY SUCCESS FACTOR

Clear instructions and helpful tips made the process smooth

USER QUOTES

| appreciated how the website walked me through the application step-by-step. It made
the process much less daunting.



Navigating Between Levels of Government

Jurisdictional Impact: 4/5 Cross-Jurisdictional Simulation

NARRATIVE

When trying to register for both federal and provincial services, | encountered some
inconsistency in the information provided. The terminology used on the federal websites
didn't always match what was on the Nova Scotia sites. This made it difficult to ensure
that | was filling out forms correctly, and | had to re-enter the same information multiple
times.

JURISDICTIONAL GAP

Inconsistent information and terminology across jurisdictions

JURISDICTIONS INVOLVED

federal,nova scotia

HANDOFF DETAILS

Inconsistencies between federal and provincial forms required repetitive data entry

USER QUOTES

It's frustrating to have to input the same data over and over again because the
systems don't seem to communicate.



Enhancing Mobile Accessibility

Accessibility Impact: 3/5 Simulation

NARRATIVE

| rely heavily on my smartphone for accessing government services, and | found that
some of the websites weren't optimized for mobile use. The text was hard to read, and
the navigation menus didn't always work properly on my phone. This made it challenging
to complete the tasks when | wasn't at my computer.

ACCESSIBILITY CONSIDERATION

Websites not fully optimized for mobile use

USER QUOTES

| need to be able to do this on my phone, but the site just isn't user-friendly on mobile.
It's really hard to see and use properly.

Navigating Confusing Websites for Parenthood Essentials

Pain Point Impact: 4/5 Simulation

NARRATIVE

As a new parent, | wanted to ensure my child had all the necessary documents and
benefits lined up. However, each step—from registering the birth to applying for the
Canada Child Benefit—felt like a maze. The websites were difficult to navigate, and | often
found myself lost or unsure about the next steps. | spent nearly an hour on each task
without completing any, which left me feeling overwhelmed.

PRIMARY PAIN POINT
Confusing navigation on essential service websites

USER QUOTES

| wish these websites were easier to use. | just want to get everything set up for my
child without feeling lost at every turn.



Effortless Transition with Canada Child Benefit Application

Success Impact: 3/5 Simulation

NARRATIVE

Applying for the Canada Child Benefit was surprisingly straightforward once | figured out
where to go. The instructions were clear and detailed, helping me understand how to fill
out the application correctly. It felt reassuring to know there was a system in place to
support new parents financially, and | felt a sense of accomplishment once | submitted

the application.

KEY SUCCESS FACTOR

Clear instructions and support for application process

USER QUOTES

The Canada Child Benefit application was much easier than | anticipated. The
guidelines were clear, and | felt supported throughout the process.



Unified Portal for New Parents

Opportunity Impact: 5/5 Cross-Jurisdictional Simulation

NARRATIVE

While navigating different websites for each service, | kept wishing there was a single
portal for new parents. It would be great to have a centralized platform where | can
register the birth, apply for a SIN, and access health insurance all in one place. This would
save time and reduce the frustration of having to navigate multiple confusing systems.

OPPORTUNITY AREA

Lack of a centralized platform for new parent services

JURISDICTIONS INVOLVED

federal,nova scotia

HANDOFF DETAILS

Currently, parents need to transition between federal and provincial websites, resulting in
duplicated efforts and confusion.

USER QUOTES

Why isn't there just one place to do all of this? A single portal would make life so much
easier for new parents.



Cross-Jurisdictional Confusion in Birth Registration

Jurisdictional Impact: 4/5 Cross-Jurisdictional Simulation

NARRATIVE

I was unsure whether the birth registration was a federal or provincial responsibility. After
spending nearly an hour trying to navigate the website, | realized | needed to deal with
the provincial office. This led to wasted time and frustration as | had to start over with a
new set of instructions and requirements.

JURISDICTIONAL GAP

Confusion over jurisdictional responsibilities for birth registration

JURISDICTIONS INVOLVED

federal,nova scotia

HANDOFF DETAILS

There was no clear indication of whether birth registration should be handled at the
federal or provincial level, leading to confusion and repeated efforts.

USER QUOTES

| wish it was clearer whether | needed to go through the federal or provincial system for
birth registration. It was a huge waste of time figuring this out.



The Smooth Application for Canada Child Benefit

Success Impact: 3/5 Simulation

NARRATIVE

Despite my struggles with navigating complex websites, | found the Canada Child Benefit
application process to be refreshingly straightforward. The federal portal had clear
instructions and intuitive design, which made it easy to complete the application without
needing additional help. It was a relief to know that | didn't have to deal with unnecessary
complications at this stage.

KEY SUCCESS FACTOR

Successfully applied for Canada Child Benefit without issues

USER QUOTES

| was pleasantly surprised at how easy the Canada Child Benefit application was.
Everything was laid out clearly, and | didn't feel lost at any point.



Navigating Between Federal and Provincial Services

Jurisdictional Impact: 4/5 Cross-Jurisdictional Simulation

NARRATIVE

When | needed to register my newborn's birth, | was confused about whether | should
start with the federal or provincial website. This confusion only grew as | went through the
process. The information on the provincial site was slightly different from the federal one,
and | wasn't sure which instructions to follow. It was difficult to discern which jurisdiction
was responsible for what, and | often found myself re-entering the same details.

JURISDICTIONAL GAP

Inconsistent information and unclear jurisdictional responsibilities

JURISDICTIONS INVOLVED

federal,nova scotia

HANDOFF DETAILS

Lack of clarity on jurisdictional responsibilities led to confusion about where to start the
process.

USER QUOTES

| just wish there was a clear guide on whether | should start with the federal or
provincial site. It felt like | was going in circles.



Improving the User Experience of Online Applications

Opportunity Impact: 5/5 Simulation

NARRATIVE

| noticed that every government website | visited had a similar confusing navigation
structure. While | eventually figured it out, it required a lot of trial and error. If the
websites had more intuitive interfaces, it would significantly reduce the time spent
figuring out each step and minimize frustration.

OPPORTUNITY AREA

Confusing navigation across multiple government websites

USER QUOTES

If only the navigation was more intuitive, | wouldn't have to spend so much time
clicking around aimlessly.

Ensuring Accessibility for All Users

Accessibility Impact: 4/5 Simulation

NARRATIVE

Accessing government services on my smartphone is crucial for me, but | found that
some sites were not mobile-friendly. This made it challenging to complete applications
and view important information on the go. Improved mobile accessibility would make the
process smoother and more inclusive for those who primarily use smartphones.

ACCESSIBILITY CONSIDERATION

Lack of mobile-friendly interfaces

USER QUOTES

It's really inconvenient when | can't use my phone for these applications. More mobile-
friendly sites would help a lot.



Navigating the Maze: Confusing Digital Interfaces

Pain Point Impact: 4/5 Simulation

NARRATIVE

| was really excited to register my newborn and get all the necessary documents sorted.
However, | found the websites for birth registration, applying for a birth certificate, and
getting a SIN really confusing. The navigation wasn't clear, and | often didn't know which
section to go to next. It felt like a maze, and | was worried | might miss something
important.

PRIMARY PAIN POINT

Confusing navigation on multiple government service websites.

USER QUOTES

| wish these websites were more user-friendly. It's hard to know if I'm even on the right
page!

Successful Application for Canada Child Benefit

Success Impact: 5/5 Simulation

NARRATIVE

Despite my struggles with some of the websites, applying for the Canada Child Benefit
was a success! Once | understood the website's layout, the application process itself was
straightforward. The instructions were clear, and | was relieved to receive confirmation of
my application.

KEY SUCCESS FACTOR
None - this was a positive experience.

USER QUOTES

It felt great to finally complete the Canada Child Benefit application successfully. The
instructions were clear and concise.



Streamlining Information Entry Across Platforms

Opportunity Impact: 3/5 Cross-Jurisdictional Simulation

NARRATIVE

While applying for various documents and benefits for my newborn, | noticed that | had to
enter the same information multiple times across different platforms. It was frustrating
and time-consuming. It would be amazing if these websites could share data or pre-fill
forms to save time.

OPPORTUNITY AREA

Repetitive information entry across different service websites.

JURISDICTIONS INVOLVED

federal,nova scotia

HANDOFF DETAILS

No automatic sharing of information between federal and provincial systems, requiring
repeated data entry.

USER QUOTES

Entering the same data over and over is exhausting. Why can't they just share the
information?



Understanding Federal and Provincial Responsibilities

Jurisdictional Impact: 4/5 Cross-Jurisdictional Simulation

NARRATIVE

It was confusing to figure out which services were managed by the federal government
and which ones were provincial. For example, | wasn't sure if | needed to go through
federal or provincial channels for the birth registration and health insurance applications.
A clearer distinction and guidance on the websites would have been helpful.

JURISDICTIONAL GAP

Confusion over jurisdictional responsibilities for different services.

JURISDICTIONS INVOLVED

federal,nova scotia

HANDOFF DETAILS

Lack of clarity on which government level handles each service, leading to confusion
during the application process.

USER QUOTES

| wish there was a clear guide on which services are federal and which are provincial. It
would save so much time!



Journey Steps

Birth Registration
Department: Provincial/Territorial Vital Statistics

Register the newborn's birth with the provincial or territorial vital statistics office to
create an official record.

Birth Certificate Application
Department: Provincial/Territorial Vital Statistics

Apply for the newborn's birth certificate, which serves as a primary identification
document.

Social Insurance Number Application
Department: Service Canada

Get a SIN for the child, necessary for accessing government programs and benefits.

Canada Child Benefit Application
Department: Canada Revenue Agency

Apply for the CCB to receive a tax-free monthly payment that helps with the cost of
raising children.

Provincial/Territorial Health Insurance Registration
Department: Provincial/Territorial Health Department

Register the newborn with the provincial or territorial health insurance plan to ensure
healthcare coverage.
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