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Journey Overview

The complete process of applying for a new Canadian passport, including preparations,

submission, and receiving the passport.

Persona Profile

Carlos Ramirez

Age: Unknown  |  Occupation: Unknown  |  Location: Unknown 

Carlos is a 72-year-old immigrant from Mexico who moved to Canada five

years ago to live closer to his family in Toronto. He has limited English

proficiency and relies heavily on Spanish for his day-to-day communication,

though he's also trying to learn basic French phrases. Carlos has a basic

mobile phone and occasionally uses a computer at the local library with

assistance from staff. He has minimal experience with technology and often

finds it challenging to navigate digital interfaces. Carlos relies on his family

and community services for support with accessing government services,

especially Service Canada and Immigration, Refugees and Citizenship Canada

(IRCC), and understanding necessary paperwork and procedures. His primary

needs are related to healthcare access through the provincial health system,

Canada Pension Plan benefits, and permanent residency status updates.



User Stories

Navigating Passport Photo Requirements

Pain Point Impact: 3/5 Simulation

NARRATIVE

I went to get my passport photos taken, but the instructions were not clear. I spent a lot of

time trying to understand the specific guidelines for how the photos should look. Even

after reading the guidelines, I wasn’t sure if the photos would be accepted, which made

me anxious.

PRIMARY PAIN POINT 

Information about Passport Photo Requirements was not clear 

USER QUOTES

I wish there was a simple checklist in Spanish to ensure my photos meet the

requirements. 

Successful Assistance at the Library

Success Impact: 4/5 Simulation

NARRATIVE

With the help of a librarian, I was able to navigate the online passport application process.

They helped me understand each step in Spanish, which made me feel more confident in

filling out the forms correctly.

KEY SUCCESS FACTOR 

Lack of Spanish language support in official documents 

USER QUOTES

Having someone explain the process in my native language made a huge difference. I

felt supported and less stressed. 



Enhancing Digital Support for Seniors

Opportunity Impact: 4/5 Simulation

NARRATIVE

I struggled with the digital interface of the passport application. It would be helpful if

there were more user-friendly options for seniors like me, such as a simpler interface or a

guided walkthrough.

OPPORTUNITY AREA 

Difficulty navigating digital forms 

USER QUOTES

If only there were a step-by-step guide or an app that could walk me through the

application in Spanish. 

Language Accessibility in Government Services

Accessibility Impact: 5/5 Simulation

NARRATIVE

While applying for my passport, the lack of Spanish language options made it difficult for

me to understand the requirements and fill out the necessary forms without assistance.

ACCESSIBILITY CONSIDERATION 

Insufficient language accessibility in government services 

USER QUOTES

I felt lost trying to navigate the process without clear information in Spanish. It would

be great if forms and instructions were available in multiple languages. 



Struggling with the Passport Application Form

Pain Point Impact: 5/5 Simulation

NARRATIVE

Filling out the passport application form was very difficult for me. The form was long and

complex, and everything was in English. I tried my best, but I needed help from my family

to understand what information was needed. Even after their help, I wasn't confident that

I filled it out correctly, and I'm worried about making mistakes.

PRIMARY PAIN POINT 

Difficulty understanding and completing the application form due to language and

complexity 

USER QUOTES

Necesito ayuda para entender este formulario. No sé si lo estoy haciendo bien. 

Uncertainty in Submitting Passport Application

Pain Point Impact: 5/5 Simulation

NARRATIVE

I was ready to submit my passport application, but I felt anxious because I wasn't sure if I

had all the correct documents and if I filled everything out properly. The process requires

understanding multiple steps and I needed someone to guide me through it, but there

was no Spanish-speaking support available at the submission center.

PRIMARY PAIN POINT 

Lack of language assistance and guidance during submission 

USER QUOTES

No estoy seguro si tengo todos los documentos correctos. ¿A quién puedo preguntar en

español? 



Lost in Translation: Navigating Passport Photo Requirements

Pain Point Impact: 4/5 Simulation

NARRATIVE

As Carlos, I went to get my passport photos taken, but I found it very challenging. The

instructions were only in English, and I couldn't understand if the photos I had were

correct. I asked the staff for help, but they didn't speak Spanish, and I felt very lost. I left

without completing this step because I was unsure if the photos would be accepted.

PRIMARY PAIN POINT 

Language barrier in understanding photo requirements 

USER QUOTES

No entiendo las instrucciones para las fotos. ¿Cómo sé si son correctas? 

Lost in Translation: Navigating Passport Photo Requirements

Pain Point Impact: 4/5 Simulation

NARRATIVE

As Carlos, I needed to get my passport photo taken according to specific guidelines, but

all the instructions were in English. I tried to understand the requirements by myself, but

the technical language and lack of Spanish translation made it difficult. I ended up

spending time at the library trying to decipher the information with the help of a bilingual

staff member, but I still felt unsure if the photos were correct.

PRIMARY PAIN POINT 

Lack of Spanish translations for detailed passport photo requirements. 

USER QUOTES

I was unsure if my photos would be accepted because I couldn't understand the

technical requirements written only in English. 



Struggling with the Passport Application Form

Pain Point Impact: 5/5 Simulation

NARRATIVE

Filling out the passport application form was a daunting task. Although I received some

help from my family, the process was still confusing due to the English language barrier

and my limited experience with forms. I often found myself lost in the details, worried that

I might make a mistake that could delay my application.

PRIMARY PAIN POINT 

Complexity and language barrier in the passport application form. 

USER QUOTES

Even with my family's help, I was scared of filling out something wrong on the form

because I couldn't fully understand it. 

Submission Woes: Document and Payment Confusion

Pain Point Impact: 5/5 Simulation

NARRATIVE

When it was time to submit my application, I was unsure about the documents needed

and how to make the payment. The instructions were not clear to me, and I worried about

having everything in order. The process felt overwhelming without personalized

assistance in Spanish, and I feared it would lead to my application being rejected.

PRIMARY PAIN POINT 

Unclear instructions and no personalized guidance for submission in Spanish. 

USER QUOTES

I was anxious about submitting my application because I didn't know if I had all the

right documents and how to make the payment correctly. 



Lost in Translation: Navigating Passport Photo Requirements

Pain Point Impact: 4/5 Simulation

NARRATIVE

As Carlos, I struggle to understand the specific requirements for passport photos because

all the information is in English. I went to a photo studio, but they did not understand the

requirements either, leading to wasted time and effort. I wish I had access to clear

instructions in Spanish.

PRIMARY PAIN POINT 

Lack of Spanish translations for passport photo requirements 

USER QUOTES

No entiendo las instrucciones para las fotos del pasaporte. Todo está en inglés, y no sé

si las fotos que tomé están correctas. 

Form Filling Frustrations: Completing the Passport

Application

Pain Point Impact: 5/5 Simulation

NARRATIVE

When I tried to fill out the passport application, I found it overwhelming. The form was

only available in English, and I didn't know what information was required in each section.

Without help from my family, I felt completely lost and worried about making mistakes.

PRIMARY PAIN POINT 

Difficulty understanding and completing the English-only application form 

USER QUOTES

El formulario es muy complicado para mí. Necesito ayuda para entender qué debo

escribir en cada parte. Es frustrante y me preocupa equivocarme. 



Submission Struggles: Submitting Passport Application

Pain Point Impact: 5/5 Simulation

NARRATIVE

After finally filling out the form, I faced another challenge trying to submit it. I wasn't sure

about the required documents or how to make the payment. The process seemed

confusing and I feared my application might be rejected due to missing information.

PRIMARY PAIN POINT 

Uncertainty about submission requirements and payment process 

USER QUOTES

No estoy seguro de qué documentos necesito enviar o cómo hacer el pago. Todo es tan

confuso, y temo que mi aplicación no sea aceptada. 

Support from My Local Library

Success Impact: 5/5 Simulation

NARRATIVE

The staff at my local library were incredibly helpful. They helped me navigate the

computer to fill out the passport application and explained the steps in Spanish. This

guidance made me feel more confident in completing the application.

KEY SUCCESS FACTOR 

Lack of digital literacy support 

USER QUOTES

Without the library staff, I would have been lost. Their help was invaluable. 



Navigating the Passport Photo Requirements

Pain Point Impact: 3/5 Simulation

NARRATIVE

I tried to understand the passport photo requirements, but the information was confusing.

I ended up having to ask my daughter to help me find the proper guidelines online. We

finally went to a professional photo studio, but I wish the instructions were clearer initially.

PRIMARY PAIN POINT 

Information about Passport Photo Requirements was not clear 

USER QUOTES

The requirements for the photo were difficult to understand without someone helping

me. 

Improving Language Accessibility

Opportunity Impact: 4/5 Simulation

NARRATIVE

While trying to fill out the passport application, I realized that having Spanish translations

of the instructions would have saved a lot of time and confusion. It's hard to rely on

others for something as important as a passport.

OPPORTUNITY AREA 

Lack of language accessibility for Spanish speakers 

USER QUOTES

If the instructions were in Spanish, I could have done more by myself. 



Understanding Healthcare and Social Security in Canada

Jurisdictional Impact: 5/5 Cross-Jurisdictional Simulation

NARRATIVE

Navigating healthcare and social security in Canada is complex, especially since I have to

deal with federal and provincial systems. My family helps me with the Canada Pension

Plan benefits and understanding my healthcare coverage. It would be beneficial if there

were a unified system or a dedicated service that could guide immigrants like me through

these processes.

JURISDICTIONAL GAP 

Complexity of navigating both federal and provincial services 

JURISDICTIONS INVOLVED

federal,ontario

HANDOFF DETAILS

There is a need for better integration and guidance between federal and provincial

services for immigrants.

USER QUOTES

It’s challenging to manage healthcare and pension benefits when they come from

different systems. A unified guide would be helpful. 



Navigating the Photo Requirements

Pain Point Impact: 3/5 Simulation

NARRATIVE

I went to a local photo studio to get my passport photos taken. I thought I understood the

requirements, but when I got there, the instructions were not clear. I struggled to

communicate in English, and the staff did not speak Spanish. I had to call my daughter to

interpret for me.

PRIMARY PAIN POINT 

Information about Passport Photo Requirements was not clear 

USER QUOTES

I wasn't sure if the photo would be accepted, and I was worried about having to go

back again. 

Library Assistance Makes a Difference

Success Impact: 4/5 Simulation

NARRATIVE

I went to the library to fill out my passport application. The librarian helped me to

understand the form and where to find information in Spanish. With their assistance, I felt

more confident and was able to complete most of the application myself.

KEY SUCCESS FACTOR 

Access to personalized support improved the application process 

USER QUOTES

Having someone to guide me in Spanish made all the difference! 



Need for Spanish Resources

Opportunity Impact: 5/5 Simulation

NARRATIVE

Throughout the passport application process, I found it challenging to understand the

English-only documents and website information. I wish there were more resources

available in Spanish, both online and in print.

OPPORTUNITY AREA 

Lack of Spanish language resources 

USER QUOTES

If the instructions were in Spanish, I could do more on my own without needing so

much help. 

In-Person Support for Better Accessibility

Accessibility Impact: 4/5 Simulation

NARRATIVE

When I went to submit my passport application, I felt overwhelmed by the process.

However, the staff at the Service Canada center were patient and took the time to explain

things to me in simple terms. They even tried to find a Spanish speaker to help.

ACCESSIBILITY CONSIDERATION 

In-person assistance eased the complexity of the process 

USER QUOTES

It's much easier when someone can explain things face-to-face. 



The Power of Personalized Assistance

Success Impact: 3/5 Simulation

NARRATIVE

When I started my journey to apply for a Canadian passport, I was quite overwhelmed.

The forms seemed complicated, and I wasn't sure about the photo requirements.

Fortunately, my daughter helped me navigate through the process. She explained each

step in Spanish, and we visited a local photo studio that was familiar with the federal

requirements. Their experience made it easier for us to get everything right the first time.

KEY SUCCESS FACTOR 

Lack of clear information in Spanish 

USER QUOTES

Without my daughter's help, I would have been lost. The photo studio really understood

what was needed, and that made a big difference. 

Lost in Translation

Pain Point Impact: 4/5 Simulation

NARRATIVE

Filling out the passport application was extremely challenging because the instructions

were not available in Spanish. I spent almost an hour trying to understand the

requirements and still felt unsure. It would be so much easier if there were Spanish

translations or assistance available directly from the service.

PRIMARY PAIN POINT 

Information about Passport Application was not clear 

USER QUOTES

I spent a long time trying to figure out the forms. A Spanish version would help me and

others like me. 



An Opportunity for Digital Simplicity

Opportunity Impact: 5/5 Simulation

NARRATIVE

Given my limited experience with technology, I find online forms quite intimidating. It

would be incredibly beneficial if there were a simpler, more intuitive online application

process for seniors or those with limited digital literacy. Perhaps a mobile-friendly

interface could guide users step-by-step, with visual aids or video instructions in multiple

languages.

OPPORTUNITY AREA 

Complexity of the online application process 

USER QUOTES

A simpler online form with clear visuals could make a big difference for someone like

me. 

Bridging the Language Gap

Accessibility Impact: 3/5 Simulation

NARRATIVE

When it came to understanding my passport application's status, there were no updates

in Spanish, which left me anxious and unsure about whether I had completed everything

correctly. Having multilingual status updates or a helpline in Spanish would be incredibly

reassuring.

ACCESSIBILITY CONSIDERATION 

Lack of language support in application status updates 

USER QUOTES

I wish there was a way to check the status in Spanish. It would help me feel more at

ease. 



Lost in Translation: Understanding Passport Photo

Requirements

Accessibility Impact: 3/5 Simulation

NARRATIVE

I tried to get my passport photos taken, but I didn't understand the specific requirements.

Everything was in English, and I found it difficult to grasp the details. I wish there was a

straightforward guide in Spanish.

ACCESSIBILITY CONSIDERATION 

Lack of clear information in Spanish about passport photo requirements. 

USER QUOTES

I couldn't find clear instructions in Spanish, so I was worried my photos wouldn't be

accepted. 

Family Support: A Key to Success

Success Impact: 2/5 Simulation

NARRATIVE

My daughter helped me with the passport application form. Together, we filled out all the

necessary sections. She made sure everything was correct, and I felt confident submitting

it. It was a relief to know I had support.

KEY SUCCESS FACTOR 

Navigating the application process alone. 

USER QUOTES

Having my daughter help me was invaluable. I felt supported and confident. 



Bridging the Communication Gap for Better Service

Opportunity Impact: 4/5 Simulation

NARRATIVE

I struggled to understand the passport application details until a library staff member

explained it to me in simple terms. A government service that offers language assistance

directly would make a huge difference.

OPPORTUNITY AREA 

Difficulty understanding application details without assistance. 

USER QUOTES

I would feel more independent if I could understand the application details myself. 

Streamlining Communication Across Languages

Opportunity Impact: 5/5 Simulation

NARRATIVE

When I needed to check the status of my passport application, I found it challenging

because the helpline was only available in English or French. Providing multilingual

support would really help people like me.

OPPORTUNITY AREA 

Limited language support on helplines. 

USER QUOTES

It would be amazing to have someone speak with me in Spanish when I call for

updates. 



Frustration Over Unclear Passport Photo Instructions

Pain Point Impact: 3/5 Simulation

NARRATIVE

I went to a local photo studio to get my passport photos taken, but the instructions I

found online were confusing. I wasn't sure about the size and the background

requirements, which made me anxious about whether my application would be rejected.

PRIMARY PAIN POINT 

Information about Passport Photo Requirements was not clear 

USER QUOTES

I wish the instructions for the photos were more straightforward, maybe with pictures

for reference. 

Helpful Community Assistance

Success Impact: 4/5 Simulation

NARRATIVE

I was struggling to fill out my passport application form at the library's computer.

Thankfully, the library staff were very kind and helped me understand what information

was needed and how to input it correctly. Their support made me feel more confident

about my application.

KEY SUCCESS FACTOR 

N/A 

USER QUOTES

The library staff really made a difference. I couldn't have finished the application

without their help. 



Improving Language Accessibility for Government Forms

Opportunity Impact: 5/5 Simulation

NARRATIVE

While trying to fill out the passport application form, I realized there were no Spanish

instructions available. This made the process very challenging for me, and I had to rely

heavily on my son to translate and explain each section.

OPPORTUNITY AREA 

Lack of Spanish language support for application forms 

USER QUOTES

If the forms were available in Spanish, I could have understood them better and filled

them out independently. 

Navigating Between Federal and Provincial Services

Jurisdictional Impact: 2/5 Simulation

NARRATIVE

I initially thought my passport application would involve both federal and provincial

offices, similar to my healthcare experiences. I was relieved to find that this was a

federal-only process, which simplified the steps for me.

JURISDICTIONAL GAP 

N/A 

USER QUOTES

I was glad the process didn't require me to contact provincial offices, as that usually

adds more complexity. 



Lost in Translation: Finding Clarity in Passport Photo

Requirements

Accessibility Impact: 4/5 Simulation

NARRATIVE

As I tried to understand the passport photo requirements, I realized that the instructions

were not available in Spanish. I often had to rely on my daughter to help translate the

English documents, but she was not always available. This made it difficult for me to

ensure that my photos met the official standards.

ACCESSIBILITY CONSIDERATION 

Lack of Spanish translations for passport photo requirements 

USER QUOTES

I wish there were instructions in Spanish so I could understand them without bothering

my family. 

Smooth Sailing with Community Support

Success Impact: 5/5 Simulation

NARRATIVE

I managed to navigate the passport application process with the help of a community

service worker who spoke Spanish. They guided me through filling out the form at the

library's computer and explained each step in my language. This assistance made the

process much less intimidating and helped me feel more independent.

KEY SUCCESS FACTOR 

Need for personalized support in native language 

USER QUOTES

Having someone who speaks Spanish helped me understand the process completely. I

felt more confident with their guidance. 



Digital Barriers: A Chance for Greater Inclusivity

Opportunity Impact: 3/5 Simulation

NARRATIVE

I struggled to fill out the online passport application form. The digital interface was

confusing, and I wasn't familiar with the technical terms used. This experience highlighted

the need for more user-friendly digital services, especially for seniors like me who are not

tech-savvy.

OPPORTUNITY AREA 

Complexity of digital interfaces for seniors with low digital literacy 

USER QUOTES

It would be helpful if the online forms were simpler and had language options for

people like me. 



Navigating the Maze of Government Services

Jurisdictional Impact: 2/5 Cross-Jurisdictional Simulation

NARRATIVE

While applying for my passport, I wondered if I needed to coordinate with other

government services I use, like healthcare or pension. This confusion made me anxious

about missing a step since I am not always sure which agency handles what.

JURISDICTIONAL GAP 

Uncertainty about coordination between different government services 

JURISDICTIONS INVOLVED

federal,ontario

HANDOFF DETAILS

Carlos often feels unsure about whether he needs to involve provincial services when

dealing with federal applications, highlighting a need for clearer inter-agency

communication.

USER QUOTES

I wish there was a clear guide showing how different services connect, so I know who to

contact for what. 

Journey Steps

1 Passport Photo Requirements

Department: Service Canada

Get passport-sized photos taken according to official requirements.

2 Passport Application

Department: Service Canada

Fill out the passport application form completely.

3 Passport Application

Department: Service Canada

Submit application with required documentation and payment.



Generated by Journey Labs - User Story Extractor

For more information about this report, please contact the Journey Labs Research Team. 

4 Passport Application

Department: Service Canada

Receive passport by mail or pick up in person.
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