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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

Maria Lopez

Age: Unknown  |  Occupation: Unknown  |  Location: Unknown 

Maria Lopez is a 29-year-old immigrant from Colombia who moved to the

United States three years ago. She is fluent in Spanish and has intermediate

proficiency in English. Maria has a bachelor's degree in marketing and works

for a local small business. She uses digital tools regularly for work, such as

email, basic office applications, and social media, but she often finds herself

struggling with more complex online tasks, like navigating governmental

websites or filling out digital forms. Maria is highly motivated to integrate into

her new community and is keen to improve her digital skills to better access

services and opportunities.



User Stories

Deciphering Passport Photo Requirements

Pain Point Impact: 3/5 Simulation

NARRATIVE

When I started the process of applying for my Canadian passport, the first step was

getting my passport photos. I thought this would be straightforward, but the information I

found online was quite confusing. There were multiple sources with slightly different

requirements, and I wasn't sure which one to follow. I ended up calling a friend who had

recently gone through the process to clarify things for me.

PRIMARY PAIN POINT 

Information about Passport Photo Requirements was not clear 

USER QUOTES

I just wish the photo requirements were clearer. I had to double-check with a friend to

make sure I got it right. 



Successful Submission of Passport Application

Success Impact: 4/5 Simulation

NARRATIVE

Despite the initial confusion with the photo requirements, I was able to successfully

complete and submit my passport application. The online form was straightforward once I

figured out what documents were needed. I felt a sense of accomplishment when I

received confirmation that my application was processed, knowing that I could navigate

the system and complete the task.

KEY SUCCESS FACTOR 

N/A 

USER QUOTES

When I finally got the confirmation email, I felt really proud of myself for handling the

application process on my own. 

Streamlining Information for Better User Experience

Opportunity Impact: 5/5 Simulation

NARRATIVE

Throughout the passport application process, I noticed that the information on the

website could be more user-friendly. As someone who is still improving their English, it

would have been helpful to have step-by-step guides or visual aids that clearly explained

each part of the application process. I believe that improving these resources could make

the process easier for many others like me.

OPPORTUNITY AREA 

Information about the Passport Application was not clear 

USER QUOTES

If the website had more visual aids or clearer instructions, it would have been much

easier for me to understand. 



Enhancing Accessibility for Non-Native English Speakers

Accessibility Impact: 4/5 Simulation

NARRATIVE

Navigating the passport application website was challenging because English is not my

first language. I often found myself using translation tools to understand the instructions

better. It would be incredibly beneficial if the website offered multilingual support or

language assistance to accommodate users from diverse backgrounds.

ACCESSIBILITY CONSIDERATION 

Lack of language support on the website 

USER QUOTES

I had to use a translation app a lot. It would be great if the site offered support in

multiple languages. 

Clear Guidance Makes a Difference

Success Impact: 3/5 Simulation

NARRATIVE

I was relieved when I finally found a step-by-step guide on the government website to

help me understand the passport photo requirements. It was a clear visual aid that broke

down the process, and I felt much more confident in getting my photos done correctly.

KEY SUCCESS FACTOR 

Clear and detailed guidance on photo requirements 

USER QUOTES

Once I found the guide, it was like a weight was lifted off my shoulders. The visuals

helped me understand exactly what I needed. 



Simplifying Complex Information

Opportunity Impact: 4/5 Simulation

NARRATIVE

The passport application form was complicated, and I struggled to understand some of

the language used. It would be helpful to have a simplified version or additional language

support to make sure I’m filling it out correctly.

OPPORTUNITY AREA 

Complex language in application form 

USER QUOTES

I wish there was a simpler version or an option for language support. I spent a lot of

time trying to understand the terms. 

Improving Accessibility for Non-Native Speakers

Accessibility Impact: 5/5 Simulation

NARRATIVE

Navigating the application process was challenging with my intermediate English. I often

had to switch between English and Spanish resources online to make sure I understood

everything. An option for Spanish translations or bilingual support would greatly enhance

my experience.

ACCESSIBILITY CONSIDERATION 

Lack of language support for non-native English speakers 

USER QUOTES

I constantly had to cross-check with Spanish resources to ensure I wasn't making

mistakes. Additional language support would save so much time and stress. 



Clear Photo Guidelines Made a Difference

Success Impact: 2/5 Simulation

NARRATIVE

I was a bit worried at first about getting my passport photo right, as I heard it can be

tricky. The guidelines on the government website were not very clear, but thankfully, I

found a local photo studio that understood the requirements perfectly. They were able to

guide me through the process, making sure my photo met all the specifications. This local

service was a lifesaver and made the initial step much smoother.

KEY SUCCESS FACTOR 

Unclear information about passport photo requirements 

USER QUOTES

I was relieved to find a local studio that knew exactly how to take a compliant passport

photo. 

Streamlining the Application Form

Opportunity Impact: 4/5 Simulation

NARRATIVE

Filling out the passport application form was quite challenging. The instructions were not

very clear, and I had to double-check each field to ensure I was doing it correctly. As

someone who doesn't have English as a first language, I found myself wishing for a more

guided and interactive form that could offer tips or flag errors in real time. This would

have saved me a lot of time and frustration.

OPPORTUNITY AREA 

Complexity and lack of clarity in the application form 

USER QUOTES

I wish the application form was more intuitive and offered guidance as I filled it out. 



Communication Barriers in Application Submission

Accessibility Impact: 3/5 Simulation

NARRATIVE

When it came time to submit my passport application, I was anxious about whether I had

included all the required documents and filled everything out correctly. The instructions

on the website were vague, and I didn't feel confident. An online chat support or a

multilingual helpline would have been invaluable at this stage to confirm that I was on the

right track.

ACCESSIBILITY CONSIDERATION 

Lack of support during application submission 

USER QUOTES

I really could have used some reassurance that I was submitting everything correctly. 

Efficient Passport Delivery

Success Impact: 1/5 Simulation

NARRATIVE

Once I submitted my passport application, I was pleasantly surprised by how quickly I

received my passport in the mail. The delivery was timely, and the tracking information

provided was clear and easy to follow. This efficient service gave me peace of mind and

confidence in the process.

KEY SUCCESS FACTOR 

N/A 

USER QUOTES

Receiving my passport on time was such a relief, and the tracking updates kept me

informed throughout. 



Success in Receiving My Canadian Passport

Success Impact: 3/5 Simulation

NARRATIVE

After navigating through the various steps involved in applying for my Canadian passport,

I was thrilled to receive it in the mail. Despite some initial confusion about the

requirements, I managed to complete each part of the process successfully, from getting

my passport photos taken to submitting the application. The relief and excitement of

holding my passport made all the effort worth it.

KEY SUCCESS FACTOR 

Overall successful completion despite initial confusion 

USER QUOTES

I was so happy when I finally received my passport. All the hard work paid off! 

Clarifying Passport Photo Requirements

Opportunity Impact: 2/5 Simulation

NARRATIVE

When I started the passport application process, I found the information about the photo

requirements to be quite unclear. It took me several attempts to find the correct

guidelines. Thankfully, a local photo studio was familiar with the requirements and helped

me get the right pictures, but I wish the information had been clearer from the start.

OPPORTUNITY AREA 

Unclear information about photo requirements 

USER QUOTES

I had to rely on the photo studio to ensure my pictures met the requirements. It

shouldn't have been so confusing. 



Improving Digital Navigation for Application Forms

Accessibility Impact: 4/5 Simulation

NARRATIVE

Filling out the passport application form online was a bit challenging for me. The layout

was not intuitive, and I had to refer back to the instructions multiple times. I believe a

more user-friendly interface with visual aids and step-by-step guidance could greatly

enhance the experience for users like me who aren't very tech-savvy.

ACCESSIBILITY CONSIDERATION 

Complex digital navigation for application forms 

USER QUOTES

I wish the application form was easier to understand. A step-by-step guide would have

made it much simpler for me. 

Clarity in Requirements: A Success Story

Success Impact: 3/5 Simulation

NARRATIVE

When I started the process of applying for my Canadian passport, I was initially worried

about understanding the photo requirements. However, I found a local photography

studio that specialized in government ID photos. They were knowledgeable about the

federal requirements, which made this step quite smooth for me.

KEY SUCCESS FACTOR 

Successfully navigating the photo requirement step 

USER QUOTES

I was relieved to find a local studio that knew exactly what was needed for passport

photos. It made the process much easier! 



Simplifying the Application Form

Opportunity Impact: 4/5 Simulation

NARRATIVE

Filling out the passport application form was challenging, as the instructions were not

very clear. I spent a lot of time trying to make sure I was doing everything correctly, which

was frustrating. A more intuitive form or clearer step-by-step guidance would help others

like me complete it more confidently.

OPPORTUNITY AREA 

Unclear application form instructions 

USER QUOTES

I wish the online application had clearer instructions or a more guided form to help me

avoid mistakes. 

The Importance of Language Support

Accessibility Impact: 5/5 Simulation

NARRATIVE

Throughout the passport application process, I found myself struggling with the language

used on the website. While I understand English, I could benefit greatly from having

language support features, such as text translations or explanations in Spanish.

ACCESSIBILITY CONSIDERATION 

Lack of language support for non-native English speakers 

USER QUOTES

If there were options for Spanish translations, it would have made the process much

less stressful for me. 



Navigating Jurisdictional Boundaries

Opportunity Impact: 2/5 Simulation

NARRATIVE

Although the passport process was under federal jurisdiction, I initially expected to

coordinate with provincial services because I have done so for other documents.

Understanding which services are federal and which are provincial could be clearer,

perhaps with an introductory guide explaining jurisdictional responsibilities.

OPPORTUNITY AREA 

Confusion about federal versus provincial service responsibilities 

USER QUOTES

I was confused about whether I needed to involve provincial services. A simple guide

could help clarify jurisdictional responsibilities. 

Confusing Photo Requirements Clarified

Success Impact: 3/5 Simulation

NARRATIVE

Getting my passport photo taken was the first step, and I found the requirements quite

confusing at first. However, after some research, I found a photo service that clearly

explained what was needed. This clarity helped me feel more confident about moving

forward with my application.

KEY SUCCESS FACTOR 

Initial confusion about passport photo requirements 

USER QUOTES

I finally understood the photo requirements after visiting a specialized photo service. It

was a relief to have someone explain it to me clearly. 



Need for Simplified Application Instructions

Opportunity Impact: 4/5 Simulation

NARRATIVE

Filling out the passport application form was a challenge due to unclear instructions. I

spent a lot of time trying to figure out what each section required. A simplified version or

a step-by-step guide would make this process much smoother for someone like me, who

is still improving her English skills.

OPPORTUNITY AREA 

Unclear instructions for filling out the application form 

USER QUOTES

I wish the application form had clearer instructions. A step-by-step guide in plain

language would have saved me a lot of time and frustration. 

Accessibility Enhancements Needed for Non-Native Speakers

Accessibility Impact: 5/5 Simulation

NARRATIVE

Navigating the online application and instructions was difficult due to my intermediate

English proficiency. Websites with more visual aids and possibly language support would

greatly enhance my ability to complete these tasks without external help.

ACCESSIBILITY CONSIDERATION 

Lack of language support and visual aids for non-native English speakers 

USER QUOTES

I often found myself guessing what to do next. More visual instructions or language

options would make it easier for people like me. 



Streamlined Federal Processes

Jurisdictional Impact: 2/5 Simulation

NARRATIVE

Applying for my passport was a federal process, so I didn't have to worry about dealing

with different jurisdictions. This consistency was a relief and made the process feel more

straightforward than other experiences I've had.

JURISDICTIONAL GAP 

N/A 

USER QUOTES

It was nice not to worry about which level of government I was dealing with. All

passport-related services were handled federally. 

Navigating Passport Photo Requirements

Pain Point Impact: 3/5 Simulation

NARRATIVE

When I decided to apply for my Canadian passport, the first step was to get passport

photos. I spent quite a bit of time trying to understand the specific requirements, which

were not as clear as I hoped. Despite this confusion, I managed to get the photos done

correctly by consulting with a local photography service that was familiar with these

standards.

PRIMARY PAIN POINT 

Information about Passport Photo Requirements was not clear 

USER QUOTES

I wish the photo requirements were clearer online, but thankfully, the local photo studio

knew exactly what to do! 



Smooth Application Process

Success Impact: 4/5 Simulation

NARRATIVE

Filling out the passport application form was a bit nerve-wracking at first, but once I

started, I found the process to be straightforward. The online form was user-friendly and

allowed me to save my progress, which was helpful. I was proud of myself for completing

it without any major issues.

KEY SUCCESS FACTOR 

Successfully completing the passport application form 

USER QUOTES

I'm glad the online application allowed me to save my progress. It made the process

much less stressful! 

Improving Clarity of Information

Opportunity Impact: 4/5 Simulation

NARRATIVE

Throughout the application process, I often found the information provided to be unclear,

especially regarding the documentation needed. It would have been helpful to have a

checklist or a more detailed guide to ensure I had everything I needed before submission.

OPPORTUNITY AREA 

Lack of clear and detailed information about required documentation 

USER QUOTES

A checklist would have been so helpful. I just want to make sure I'm doing everything

right without any guesswork. 



Language Accessibility for Application

Accessibility Impact: 3/5 Simulation

NARRATIVE

As someone who is still improving my English, I appreciated that the website had an

option to change the language to Spanish. This made it much easier for me to understand

the instructions and complete the application. However, some sections were not fully

translated, which caused a bit of confusion.

ACCESSIBILITY CONSIDERATION 

Partial language support during the application process 

USER QUOTES

The Spanish option was great, but I wish every part of the site was fully translated to

avoid misunderstandings. 

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.

4 Passport Application

Department: Service Canada

Receive passport by mail or pick up in person.
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