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Journey Overview

This journey outlines the complex process a newcomer to Canada must navigate to

transition from an immigrant to a Canadian citizen. It involves a series of steps that require

interaction with various government services, from obtaining permanent residency to

finally applying for citizenship. Each step has its own set of requirements and conditions

that must be met, reflecting the diverse paths individuals may take depending on their

circumstances. Navigating this journey requires careful planning and understanding of the

Canadian immigration system. It involves not just fulfilling legal and bureaucratic

requirements, but also integrating into Canadian society, understanding cultural norms,

and possibly facing challenges such as language barriers and employment. This

comprehensive journey is designed to provide a roadmap for newcomers aiming to

establish themselves as citizens of Canada.

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

Finding Clarity in Confusing Navigation

Pain Point Impact: 2/5 Simulation

NARRATIVE

As I began my journey to become a Canadian citizen, the first step was applying for

Permanent Residency. The online system was supposed to make things easier, but I found

myself stuck trying to navigate the various sections of the website. It wasn't clear where I

needed to go next; the links and steps weren't intuitive for someone like me, who isn't a

tech wizard.

PRIMARY PAIN POINT 

Confusing navigation on the Permanent Residency Application website 

USER QUOTES

I wish the website was more straightforward. It's frustrating to feel lost in such an

important process. 

Smooth Sailing Through the Citizenship Process

Success Impact: 4/5 Simulation

NARRATIVE

Despite a few bumps along the way, I was impressed with how well the federal

government handled my citizenship application. Once I submitted my documents, I

received timely updates about my application status, and the process moved along

without any major hitches.

KEY SUCCESS FACTOR 

Effective management of the citizenship application process 

USER QUOTES

I felt like I was in good hands. The updates were reassuring, and it made me feel

confident that everything was on track. 



Enhancing Accessibility for Language Testing

Opportunity Impact: 3/5 Simulation

NARRATIVE

The language testing was a bit of a challenge, not just because of the wait times, but also

because I rely heavily on digital services. It would have been great to have an option to

see wait times online or schedule my test slot in advance. That way, I could plan better

and not waste time waiting.

OPPORTUNITY AREA 

Long wait times at the Language Testing office 

USER QUOTES

If only I could book a time online, I'd save so much time and hassle. 



Navigating Between Federal and Provincial Requirements

Jurisdictional Impact: 5/5 Cross-Jurisdictional Simulation

NARRATIVE

During my journey to becoming a citizen, I often found myself confused about whether I

needed to refer to federal or provincial websites for certain information. For instance,

when checking residency obligations or tax filing requirements, it wasn't always clear

which website had the most accurate information.

JURISDICTIONAL GAP 

Inconsistent information between federal and provincial sources 

JURISDICTIONS INVOLVED

federal,ontario

HANDOFF DETAILS

Difficulty in determining the appropriate jurisdiction for specific requirements, leading to

potential misinformation.

USER QUOTES

I wish there was a single source that could guide me through both federal and

provincial requirements without the guesswork. 



Smooth Sailing with Citizenship Ceremony

Success Impact: 5/5 Simulation

NARRATIVE

After completing all the steps, attending the citizenship ceremony was a moment of

immense pride. The staff was friendly and guided me through the process seamlessly. I

felt welcomed and was able to take the Oath without any issues.

KEY SUCCESS FACTOR 

None, it was a smooth experience 

USER QUOTES

Taking the Oath was a proud moment, and the ceremony staff made it feel special. 

Navigating Confusing Websites

Pain Point Impact: 4/5 Simulation

NARRATIVE

I struggled with the confusing navigation on multiple government websites, which made it

hard to complete applications and find information. It was frustrating trying to ensure all

my documents were correct when the process wasn't intuitive.

PRIMARY PAIN POINT 

Confusing website navigation 

USER QUOTES

Why is it so hard to find the information I need? I just want clear instructions. 



Improving Line Wait Times

Opportunity Impact: 3/5 Simulation

NARRATIVE

During my language test, citizenship interview, and ceremony, the long wait times were

challenging. It would be great if there were a way to schedule appointments more

efficiently to avoid these delays.

OPPORTUNITY AREA 

Long wait times for in-person services 

USER QUOTES

Waiting in line for so long was exhausting. I wish there was a better system in place. 



Clarity Needed in Residency Obligation

Jurisdictional Impact: 3/5 Cross-Jurisdictional Simulation

NARRATIVE

Understanding the residency obligation was confusing as I couldn't find clear guidance on

how to track my days in Canada accurately. This left me worried about meeting the

criteria for citizenship.

JURISDICTIONAL GAP 

Unclear information on residency obligations 

JURISDICTIONS INVOLVED

federal,ontario

HANDOFF DETAILS

There was confusion about where to find or how to track residency days across federal

and provincial guidelines.

USER QUOTES

I was anxious about meeting the residency requirements because the information was

so vague. 



Navigating the Complex Maze of Permanent Residency

Pain Point Impact: 3/5 Simulation

NARRATIVE

When I began my journey to become a permanent resident, I was excited but also

nervous about the process. The website for applying was my first stop, but I found myself

clicking back and forth, unsure if I'd completed everything correctly. I spent 30 minutes

trying to find clear instructions and ended up feeling more confused than when I started.

PRIMARY PAIN POINT 

USER QUOTES

I wish the website had a clearer path laid out. I was constantly second-guessing

whether I was doing it right. 

A Smooth Ride to Citizenship

Success Impact: 4/5 Simulation

NARRATIVE

Studying for the citizenship test was a breeze thanks to the comprehensive study guide

available online. The guide was easy to access on my smartphone, allowing me to study

on the go. The straightforward layout and clear content made it possible for me to feel

well-prepared for the test.

KEY SUCCESS FACTOR 

USER QUOTES

The online study guide was really intuitive. I could easily find what I needed and felt

confident going into the test. 



Bridging the Gap Between Federal and Provincial Information

Jurisdictional Impact: 5/5 Cross-Jurisdictional Simulation

NARRATIVE

Throughout my citizenship journey, I often found myself caught between federal

requirements and provincial guidance. For instance, when trying to monitor my residency

obligations, I noticed discrepancies in how information was presented across different

platforms. This led to confusion about whether I was meeting all the necessary

requirements.

JURISDICTIONAL GAP 

JURISDICTIONS INVOLVED

federal,ontario

HANDOFF DETAILS

Differences in how residency obligations were presented online between federal and

provincial sources

USER QUOTES

It was frustrating to see different instructions depending on where I looked. I was never

sure if I was following the right guidance. 



Optimizing Wait Times for In-Person Services

Opportunity Impact: 4/5 Simulation

NARRATIVE

When it came time for the in-person language test and later the citizenship ceremony, I

was surprised by how long I had to wait. Despite having an appointment, the lines were

long, and the wait was frustrating. I couldn't help but think there must be a way to

streamline these processes to respect people's time.

OPPORTUNITY AREA 

USER QUOTES

I had an appointment, yet I waited longer than expected. It felt like the entire day was

gone by the time I was done. 

A Smooth Path to Citizenship

Success Impact: 4/5 Simulation

NARRATIVE

I was thrilled when I finally attended the citizenship ceremony, marking the end of my

journey to becoming a Canadian citizen. The whole process, despite a few hiccups, was

quite streamlined. I appreciated how the online platforms allowed me to complete

applications without having to visit multiple offices. The study guide was especially

helpful in preparing for the test, and I felt well-informed throughout the process.

KEY SUCCESS FACTOR 

Efficient use of online platforms for application processes 

USER QUOTES

I loved how I could do most of the process online. It saved so much time and travel! 



The Waiting Game: In-Person Delays

Pain Point Impact: 3/5 Simulation

NARRATIVE

Waiting in line was a major part of my journey, especially during the language test,

citizenship test, and ceremony. Each time, I spent hours waiting, which was frustrating

and exhausting. This made the process feel unnecessarily long and stressful, even though

the actual events were well-organized once they started.

PRIMARY PAIN POINT 

Long wait times during in-person services 

USER QUOTES

Why do I have to wait so long for something that takes only a few minutes to

complete? 

Navigating Confusing Websites

Opportunity Impact: 4/5 Simulation

NARRATIVE

I often found myself confused while navigating the various government websites during

my application process. Whether it was for permanent residency, tax filing, or citizenship

application, each site had its own quirks. It took me longer to complete tasks because I

had to figure out where everything was located on the websites.

OPPORTUNITY AREA 

Confusing navigation on government websites 

USER QUOTES

I wish the websites were more user-friendly. It's hard to find what I need quickly. 



Understanding Residency Obligations

Jurisdictional Impact: 3/5 Cross-Jurisdictional Simulation

NARRATIVE

One aspect that puzzled me was understanding my residency obligations. There wasn't a

clear explanation of what was required, which led to a lot of confusion and anxiety about

whether I was meeting the necessary criteria for citizenship. I had to search through

various resources to piece together the information.

JURISDICTIONAL GAP 

Lack of clear information on residency obligations 

JURISDICTIONS INVOLVED

federal

HANDOFF DETAILS

There was confusion about residency requirements due to inconsistent information across

federal resources.

USER QUOTES

It would have been helpful to have a clear guide on residency requirements. I was

constantly worried I might miss something important. 



Long Wait Times for In-Person Services

Opportunity Impact: 3/5 Simulation

NARRATIVE

I found myself waiting in line for what felt like forever when I went for my language

testing and later for the citizenship test and ceremony. These delays were frustrating and

could definitely be improved with better scheduling.

OPPORTUNITY AREA 

Long wait times for in-person services 

USER QUOTES

I spent more time waiting than I did actually taking the tests or attending the

ceremony. There has to be a better way! 

Smooth Online Application Process for Permanent Residency

Success Impact: 4/5 Simulation

NARRATIVE

I was pleasantly surprised at how straightforward the online application process for

Permanent Residency was. Despite hearing about the complexity of immigration

procedures, the website guided me through the requirements and I managed to complete

the application in just 30 minutes.

KEY SUCCESS FACTOR 

None 

USER QUOTES

I was expecting a lot of hassle, but it was surprisingly easy to apply online for my PR. 



Confusing Navigation Across Government Websites

Pain Point Impact: 2/5 Simulation

NARRATIVE

Navigating the Permanent Residency Application and Citizenship Study Guide websites

was quite confusing. The layout wasn't intuitive, and it took me a while to find the

information I needed. This made the process feel more stressful than it should have been.

PRIMARY PAIN POINT 

Confusing navigation on government websites 

USER QUOTES

I wish the websites were more user-friendly. It shouldn't take this long to find a simple

piece of information. 



Navigating Federal and Provincial Tax Requirements

Jurisdictional Impact: 3/5 Cross-Jurisdictional Simulation

NARRATIVE

Filing taxes was a bit of a challenge. I had to figure out which guidelines to follow, as

there was some confusion about the differences between federal and provincial tax

obligations. It wasn't clear which level of government handled what, and I had to dig

through multiple resources to get a clear picture.

JURISDICTIONAL GAP 

Inconsistent tax information between federal and provincial levels 

JURISDICTIONS INVOLVED

federal,ontario

HANDOFF DETAILS

The user had to navigate between federal tax guidelines and provincial requirements,

leading to confusion about responsibilities.

USER QUOTES

I wish there was a single place where I could get all the tax information I need, instead

of trying to piece it together from various sources. 



Waiting in Line: A Test of Patience

Pain Point Impact: 3/5 Simulation

NARRATIVE

I was really excited to take the next step towards becoming a Canadian citizen, but every

in-person step seemed to involve waiting in line for a long time. Whether it was the

language testing, the citizenship test, or the ceremony, the wait times were frustratingly

long.

PRIMARY PAIN POINT 

Long wait times at in-person services 

USER QUOTES

I spent more time waiting than actually participating in the tests and ceremonies. It

was exhausting and a bit disheartening. 

Smooth Sailing with Tax Filing

Success Impact: 5/5 Simulation

NARRATIVE

Filing taxes was a breeze for me. The online system was straightforward and I could

complete the process without any confusion. It was a relief to have at least one step in

the citizenship process that was seamless and user-friendly.

KEY SUCCESS FACTOR 

None, this was a success 

USER QUOTES

The tax filing website was easy to use, and I didn't need any extra help. It was a huge

relief to get this done smoothly. 



Clarity Needed for Residency Obligations

Opportunity Impact: 4/5 Simulation

NARRATIVE

I struggled to find clear information about how to monitor my residency obligations. It

wasn't clear where to look or who to ask, and I worried about making a mistake that could

delay my citizenship application.

OPPORTUNITY AREA 

Lack of clear information on residency obligations 

USER QUOTES

I wasn't sure if I was meeting the residency requirements. The information was

scattered and hard to follow. 



Navigating Between Jurisdictions: A Confusing Journey

Jurisdictional Impact: 4/5 Cross-Jurisdictional Simulation

NARRATIVE

Throughout the process, I often found myself confused about which government level

handled certain services. There were moments when I wasn't sure if I needed to consult

federal or provincial websites, especially when the information seemed inconsistent.

JURISDICTIONAL GAP 

Inconsistent information and unclear jurisdiction responsibilities 

JURISDICTIONS INVOLVED

federal,ontario

HANDOFF DETAILS

Users often need to navigate between federal and provincial websites for comprehensive

information, leading to confusion about which jurisdiction is responsible for specific

processes.

USER QUOTES

It was confusing to figure out whether I needed to look at federal or provincial

resources. I wish there was a single point of contact for clarity. 



Smooth Citizenship Application Process

Success Impact: 5/5 Simulation

NARRATIVE

I was pleasantly surprised by how straightforward the online citizenship application

process was. Despite my concerns about navigating through complex forms, the clear

instructions and user-friendly layout made it easy to complete my application. I

appreciated the step-by-step guidance, which helped me ensure I had all the necessary

documents ready.

KEY SUCCESS FACTOR 

None, this was a success story 

USER QUOTES

I was expecting a lot of hassle, but the online application process was surprisingly

smooth and clear. 

Long Wait Times at In-Person Services

Pain Point Impact: 4/5 Simulation

NARRATIVE

Having to wait for extended periods at the Language Testing office and later the

Citizenship Test and Interview really tested my patience. Each time, I was left wondering if

there was a more efficient way to manage these queues or if appointments could be

scheduled differently to reduce wait times.

PRIMARY PAIN POINT 

Extended wait times at in-person service centers 

USER QUOTES

I spent more time waiting than actually interacting with the service, which was really

frustrating. 



Need for Clearer Residency Obligation Information

Opportunity Impact: 3/5 Cross-Jurisdictional Simulation

NARRATIVE

When trying to understand the residency requirements for maintaining my Permanent

Residency, I found the information scattered and unclear. I was not sure if I was getting

the correct details from federal sources or if provincial rules applied differently. This left

me anxious about meeting the requirements correctly.

OPPORTUNITY AREA 

Unclear and scattered information about Residency Obligation Monitoring 

JURISDICTIONS INVOLVED

federal

HANDOFF DETAILS

Confusion about whether residency requirements differ or are governed by both federal

and provincial jurisdictions

USER QUOTES

I just want to make sure I'm following the rules, but it's hard to know which information

is accurate. 



Challenges with Website Navigation

Accessibility Impact: 3/5 Simulation

NARRATIVE

Navigating the various government websites for my Permanent Residency and Citizenship

applications was a challenge. The sites were not as intuitive as I hoped, which made the

process longer and more frustrating. I often found myself going in circles trying to find the

right pages.

ACCESSIBILITY CONSIDERATION 

Confusing navigation on government websites 

USER QUOTES

I wish the websites were more intuitive. I spent a lot of time trying to figure out where

to go next. 

Journey Steps

1 Permanent Residency Application

Department: Immigration, Refugees and Citizenship Canada (IRCC)

The first step towards citizenship is acquiring Permanent Residency (PR) status in

Canada, typically through economic immigration programs like Express Entry.

2 Residency Obligation Monitoring

Department: Immigration, Refugees and Citizenship Canada (IRCC)

As a PR, you must live in Canada for at least 1,095 days (3 years) in the 5 years before

you apply for citizenship.

3 Tax Filing

Department: Canada Revenue Agency (CRA)

You must file Canadian income taxes for at least 3 years within the 5-year period

preceding your citizenship application.

4 Language Testing

Department: Private Language Testing Organizations

Demonstrate adequate knowledge of English or French if you are between 18 and 54

years of age when you apply.
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5 Citizenship Study Guide

Department: Immigration, Refugees and Citizenship Canada (IRCC)

Study for the citizenship test that covers Canadian history, values, institutions, and

symbols.

6 Citizenship Application

Department: Immigration, Refugees and Citizenship Canada (IRCC)

Complete and submit your citizenship application, ensuring all necessary documents and

fees are included.

7 Citizenship Test and Interview

Department: Immigration, Refugees and Citizenship Canada (IRCC)

Participate in a citizenship test and interview assessing your knowledge and eligibility.

8 Citizenship Ceremony

Department: Immigration, Refugees and Citizenship Canada (IRCC)

Attend a citizenship ceremony to take the Oath of Citizenship, marking your final step to

becoming a Canadian citizen.
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