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Journey Overview

This journey maps the process of navigating retirement planning and benefits in Canada,

with a specific focus on challenges faced by low-income families. It covers the Canada

Pension Plan (CPP), Old Age Security (OAS), Guaranteed Income Supplement (GIS), and

provincial retirement benefits. The journey highlights pain points where financial

vulnerability, past fraud experiences, and distrust of institutions create barriers for

Canadians attempting to secure their retirement income. 

Persona Profile

Ethel Johnson

Age: Unknown  |  Occupation: Unknown  |  Location: Unknown 

Ethel Johnson is a 72-year-old retiree living in a rural area of the Midwest. She

spent her working years as a seamstress and has always valued personal

interactions over digital communications. Ethel experiences mobility

impairment due to arthritis, which makes travel challenging and often requires

assistance from community services or family members for transportation.

Living on a fixed low income from her Social Security benefits, Ethel finds it

difficult to manage unexpected expenses. She has a basic mobile phone for

emergencies but struggles with using computers or smartphones beyond

making phone calls. Her preference is to handle important matters such as

government services in person, where she can speak face-to-face with

someone who can guide her through the processes. Ethel enjoys spending

time in her garden and attending community events when she can get a ride.

Her community involvement is vital for her well-being and she relies on these

connections for support.



User Stories

Finding Clarity in a Sea of Information

Pain Point Impact: 4/5 Simulation

NARRATIVE

As I sat down with my niece to go through the Canada Pension Plan (CPP) application, I

felt lost. The website navigation was difficult, and I couldn't find the information I needed

without her help. I wish there were clearer instructions or a straightforward guide for

people like me who aren't tech-savvy.

PRIMARY PAIN POINT 

Confusing navigation on the CPP website 

USER QUOTES

I just want to talk to someone who can guide me through this. It's so frustrating trying

to figure this out on my own. 

A Friendly Face at the Service Counter

Success Impact: 5/5 Simulation

NARRATIVE

When I finally reached the local government service office with my daughter, the staff

were so helpful. They explained the OAS application process clearly and even helped fill

out the forms. It was a relief to have someone who understood my needs and could assist

me right then and there.

KEY SUCCESS FACTOR 

In-person support made the process manageable 

USER QUOTES

It's such a comfort to have someone who can walk me through these forms. I felt taken

care of. 



Bridging the Gap Between Federal and Provincial Services

Jurisdictional Impact: 5/5 Cross-Jurisdictional Simulation

NARRATIVE

Applying for provincial healthcare services was confusing because I didn't know how it

connected with the federal retirement benefits I was receiving. It seemed like none of the

information matched, and I had to repeat my details at every step. A smoother transition

or a unified system would make things much easier.

JURISDICTIONAL GAP 

Inconsistent information between federal and provincial services 

JURISDICTIONS INVOLVED

federal,provincial

HANDOFF DETAILS

Repeated information entry and lack of coordination between federal and provincial

systems

USER QUOTES

Why do I have to fill out the same information again? Can't they just share it between

offices? 



Improving Digital Access for Seniors

Opportunity Impact: 3/5 Simulation

NARRATIVE

I struggle with digital forms and online applications, but I know they're the future. It would

be helpful if there were more accessible and user-friendly digital tools, perhaps with larger

text or voice assistance, to guide people like me.

OPPORTUNITY AREA 

Difficulty using online services due to low digital literacy 

USER QUOTES

These websites are hard to read and navigate. I wish there was something simpler or

someone to guide me through them. 

Confusing Navigation Through Retirement Planning Tools

Pain Point Impact: 3/5 Simulation

NARRATIVE

I spent nearly an hour trying to figure out the Retirement Planning Tools online. The

website was so confusing, with links and buttons that didn't seem to lead where I

expected. I had hoped to get a clear picture of my retirement goals and financial status,

but instead, I was left frustrated and without the information I needed.

PRIMARY PAIN POINT 

Confusing navigation on the Retirement Planning Tools website 

USER QUOTES

I just wanted to find straightforward information to help plan my retirement, but it felt

like I was going in circles online. 



Face-to-Face Success with CPP Application

Success Impact: 5/5 Simulation

NARRATIVE

After struggling with the online process, I decided to visit the local Service Canada office

to apply for my CPP benefits. The staff were incredibly helpful. They walked me through

the process, answered all my questions, and ensured I filled out the forms correctly. It was

such a relief to talk to someone in person who understood my needs.

KEY SUCCESS FACTOR 

In-person support effectively addressed my needs 

USER QUOTES

It's so much easier when you have someone right there to help. I felt heard and

supported. 



Streamlining Information Across Federal and Provincial

Services

Jurisdictional Impact: 4/5 Cross-Jurisdictional Simulation

NARRATIVE

When I was trying to ensure my healthcare coverage, I had to navigate between federal

and provincial services. It was confusing because the information seemed inconsistent,

and I had to re-enter the same details multiple times. This made the process longer and

more complicated than it needed to be.

JURISDICTIONAL GAP 

Inconsistent information and repetitive data entry between federal and provincial

services 

JURISDICTIONS INVOLVED

federal,unknown

HANDOFF DETAILS

Users encounter difficulty when transitioning between federal and provincial healthcare

services due to inconsistent information and the need for repetitive data entry.

USER QUOTES

Why can't they just share information? It would save everyone so much time and

hassle. 



Improving Accessibility for Seniors with Mobility Challenges

Accessibility Impact: 5/5 Simulation

NARRATIVE

As someone with mobility issues, attending appointments for government services is a

real challenge. Reliable and affordable transportation is essential for me to access these

services in person. I often rely on community services or family for rides, but better

transport options would make it so much easier.

ACCESSIBILITY CONSIDERATION 

Lack of accessible transportation options for seniors with mobility challenges 

USER QUOTES

I wish there were more transportation services available for seniors like me, so I

wouldn't have to depend on others so much. 

A Smooth Transition to Retirement Benefits

Success Impact: 5/5 Simulation

NARRATIVE

I was pleasantly surprised when I visited the local government office to apply for the

Canada Pension Plan. I was greeted by a friendly staff member who patiently explained

the application process to me and helped me fill out the necessary forms. They even

arranged for a follow-up appointment to ensure everything was in order. This personal

interaction made me feel valued and supported.

KEY SUCCESS FACTOR 

None 

USER QUOTES

It's reassuring to have someone guide you through the paperwork and make sure you

understand each step. 



Navigating Confusing Websites

Pain Point Impact: 4/5 Simulation

NARRATIVE

I tried using the online tools to plan my retirement and apply for benefits, but the

websites were so hard to navigate. I ended up calling my niece to help me out, which was

frustrating because I want to be able to do these things on my own.

PRIMARY PAIN POINT 

Confusing online navigation 

USER QUOTES

Why is it so difficult to find the information I need online? They should make it simpler

for people like me. 

Improving Accessibility for Seniors

Accessibility Impact: 5/5 Simulation

NARRATIVE

Accessing government services online is a major hurdle for me due to my limited digital

skills. I wish there were more accessible options, like easy-to-read paper forms or a

dedicated phone line for seniors.

ACCESSIBILITY CONSIDERATION 

Lack of accessible service options 

USER QUOTES

I just need someone to talk to over the phone or in person who can walk me through

the steps without all this technology. 



Confusion Between Federal and Provincial Services

Jurisdictional Impact: 4/5 Cross-Jurisdictional Simulation

NARRATIVE

When transitioning from federal to provincial healthcare services, I was unsure about

which office to contact or what forms to fill out. The information I found online was

inconsistent, and I ended up having to repeat my information multiple times, which was

frustrating.

JURISDICTIONAL GAP 

Inconsistent information and repetitive data entry 

JURISDICTIONS INVOLVED

federal,unknown

HANDOFF DETAILS

Issues arose due to lack of clear information on transitioning healthcare coverage from

federal to provincial services.

USER QUOTES

I wish the federal and provincial offices communicated better so I wouldn't have to

repeat myself over and over. 



A Seamless Visit to the Local Government Office

Success Impact: 5/5 Simulation

NARRATIVE

I was a bit anxious about starting my CPP application, but when I visited the local

government office, the staff were incredibly helpful. They took the time to explain each

step of the process and even helped me fill out the necessary forms. I felt relieved and

supported, knowing I could handle this important task with their assistance.

KEY SUCCESS FACTOR 

Need for in-person guidance and support 

USER QUOTES

It's such a relief to have someone walk me through this. I don't think I could have done

it on my own. 

Navigating the Maze of Online Applications

Pain Point Impact: 4/5 Simulation

NARRATIVE

Trying to apply for OAS online was like navigating a maze. The website was confusing, and

I wasn't sure if I was even on the right page. I wish there was an easier way for people like

me who aren't comfortable with computers.

PRIMARY PAIN POINT 

Confusing navigation on the OAS application website 

USER QUOTES

I spent almost an hour just trying to figure out where to start. I need something

simpler. 



Improving Access for Rural Seniors

Opportunity Impact: 5/5 Cross-Jurisdictional Simulation

NARRATIVE

Getting to the provincial healthcare office is a day-long event for me. If there were more

local outreach programs or transportation options, it would make accessing these crucial

services much easier.

OPPORTUNITY AREA 

Limited access to in-person provincial services due to transportation challenges 

JURISDICTIONS INVOLVED

federal,provincial

HANDOFF DETAILS

The need for better coordination between federal and provincial services to facilitate local

access.

USER QUOTES

I wish there was a van service or something similar to help us get to these places. 



Lost in Transition Between Federal and Provincial Services

Jurisdictional Impact: 4/5 Cross-Jurisdictional Simulation

NARRATIVE

I needed both federal and provincial benefits, but the information wasn't consistent. I was

told different things by different offices, and it was unclear where to start. It was

frustrating to have to repeat my information over and over.

JURISDICTIONAL GAP 

Inconsistent information and repetitive data entry between jurisdictions 

JURISDICTIONS INVOLVED

federal,provincial

HANDOFF DETAILS

Repeated data entry and conflicting information between federal and provincial offices,

causing confusion.

USER QUOTES

I felt like I was going in circles, with each office telling me something different. 



Confusing Website Navigation Hinders Progress

Pain Point Impact: 4/5 Simulation

NARRATIVE

Navigating the online portals for CPP, OAS, and GIS applications was quite frustrating.

Every time I tried to find the information I needed or complete an application, I found

myself lost in a maze of links and pages. It seemed like every step was more confusing

than the last, and I couldn't figure out if I was filling out the forms correctly. I had to stop

several times to calm myself down before trying again.

PRIMARY PAIN POINT 

Confusing navigation on multiple government websites 

USER QUOTES

I just wanted to apply for my benefits, but the website made it feel like an impossible

task. 

A Helpful Community Outreach Event

Success Impact: 5/5 Simulation

NARRATIVE

I attended a community outreach event where a representative from the federal

government explained the retirement benefits available to us seniors. It was such a relief

to be able to ask questions face-to-face and get clear answers. The representative even

helped me understand the paperwork I needed to fill out for my CPP and OAS

applications. Having this in-person support made all the difference for me.

KEY SUCCESS FACTOR 

In-person support provided clarity and assistance 

USER QUOTES

Thank goodness for the community event! I finally got the help I needed to understand

my benefits. 



Streamlining Information Across Jurisdictions

Opportunity Impact: 3/5 Cross-Jurisdictional Simulation

NARRATIVE

When I moved from the federal benefits to the provincial healthcare services, I realized I

had to provide the same information again. It was frustrating to have to fill out similar

forms for different services. I wish there was a way for the systems to communicate so I

wouldn't have to repeat myself over and over.

OPPORTUNITY AREA 

Re-entering the same information for different government services 

JURISDICTIONS INVOLVED

federal,provincial

HANDOFF DETAILS

The need to re-enter personal information when transitioning from federal to provincial

services

USER QUOTES

Why do I have to keep filling out the same forms? Can't they just share my information?



Navigating Between Federal and Provincial Services

Jurisdictional Impact: 4/5 Cross-Jurisdictional Simulation

NARRATIVE

I needed to ensure my healthcare coverage was in place after applying for federal

retirement benefits. It was confusing to figure out which benefits were provided by the

federal government and which were provincial. I spent hours on the phone trying to get a

straight answer about who to talk to for my healthcare needs and still ended up more

confused than before.

JURISDICTIONAL GAP 

Difficulty in understanding the division of responsibilities between federal and

provincial services 

JURISDICTIONS INVOLVED

federal,provincial

HANDOFF DETAILS

Confusion about which level of government was responsible for healthcare services after

applying for federal benefits

USER QUOTES

I just don't understand why it's so hard to figure out who's supposed to help me with

my healthcare. 



A Complicated Web of Information

Pain Point Impact: 4/5 Simulation

NARRATIVE

I tried to navigate the Retirement Planning Tools online to see how I could better manage

my finances as I approach retirement. The website was difficult to use, with links that

seemed to lead nowhere. I just wanted a simple paper brochure that explained what I

needed to do.

PRIMARY PAIN POINT 

Confusing navigation on the Retirement Planning Tools website 

USER QUOTES

Why is this so difficult to understand? I just want clear instructions, maybe in a booklet.

Face-to-Face Support: A Rare Success

Success Impact: 5/5 Simulation

NARRATIVE

When I went to apply for my CPP benefits in person, I was warmly greeted by a

government employee who patiently walked me through the entire process. It felt so

reassuring to have someone explain things to me directly and help me fill out the

necessary forms.

KEY SUCCESS FACTOR 

Effective in-person assistance for CPP application 

USER QUOTES

I'm so glad I came in person. The lady at the office was a godsend! 



The Promise of Simplified Processes

Opportunity Impact: 3/5 Simulation

NARRATIVE

I believe that government services could be more user-friendly if they were simplified,

especially for seniors. If there were more paper-based options and clearer instructions,

many of us would feel less overwhelmed.

OPPORTUNITY AREA 

Need for simplified, paper-based processes 

USER QUOTES

If only they would send us a simple guide through the mail, I wouldn't have to rely on

my niece so much. 



Crossing the Federal-Provincial Divide

Jurisdictional Impact: 5/5 Cross-Jurisdictional Simulation

NARRATIVE

When I needed to ensure my healthcare coverage was up-to-date, I found myself

bouncing between federal and provincial offices. Each one told me to contact the other,

and I had to repeatedly fill out the same information. It was exhausting and confusing.

JURISDICTIONAL GAP 

Confusion and redundancy in information required for federal and provincial

healthcare services 

JURISDICTIONS INVOLVED

federal,provincial

HANDOFF DETAILS

Re-entering the same information multiple times when transitioning between federal and

provincial healthcare services

USER QUOTES

I don't understand why they can't just share the information with each other. It's the

same thing over and over! 



Navigating the Maze of Retirement Benefits

Pain Point Impact: 4/5 Simulation

NARRATIVE

I tried to navigate the various websites to apply for my CPP, OAS, and GIS benefits, but

each site was confusing and hard to navigate. I spent nearly an hour on each application

and still couldn't complete any. It's frustrating because I rely on these benefits and need

them to secure my retirement.

PRIMARY PAIN POINT 

Confusing navigation across multiple federal benefit websites. 

USER QUOTES

Why can't these websites be more straightforward? I just want to apply for my benefits

without getting lost online. 

A Friend at the Service Center

Success Impact: 3/5 Simulation

NARRATIVE

Despite the challenges online, when I finally got a ride to the service center, the staff

there were incredibly helpful. They walked me through the forms, answered all my

questions, and even helped me fill out the paperwork. It was a relief to have someone

guide me through the process.

KEY SUCCESS FACTOR 

Lack of in-person guidance online. 

USER QUOTES

The staff at the service center were so kind and patient. I felt like I finally understood

what was needed for my applications. 



Bridging Federal and Provincial Gaps

Jurisdictional Impact: 5/5 Cross-Jurisdictional Simulation

NARRATIVE

When I tried to transition from federal benefits to provincial healthcare, I faced a lot of

confusion. The federal and provincial websites used different terms for the same services,

and I had to re-enter my information multiple times. It was exhausting trying to keep

track of everything.

JURISDICTIONAL GAP 

Inconsistent information and multiple data entries between federal and provincial

systems. 

JURISDICTIONS INVOLVED

federal,provincial

HANDOFF DETAILS

Repeated data entry required when transitioning from federal to provincial services.

USER QUOTES

I feel like I'm repeating myself, entering the same details over and over. It's tiring and

confusing. 



Improving Access for Seniors

Opportunity Impact: 4/5 Simulation

NARRATIVE

With mobility issues, it's hard for me to attend in-person appointments. I wish there were

more accessible transportation options or mobile services that could come to my home.

This would make it so much easier for me to manage my affairs without relying on family

for transportation.

OPPORTUNITY AREA 

Limited accessible transportation options for in-person service access. 

USER QUOTES

If only there were more ways for people like me to get to the services we need without

being a burden on our families. 

Journey Steps

1 Retirement Planning Tools

Department: Service Canada

Evaluate personal retirement goals, current financial status, and desired retirement age

to plan the transition effectively.

2 CPP Application

Department: Service Canada

Apply for CPP benefits which provide a monthly taxable benefit to replace part of your

income upon retirement.

3 OAS Application

Department: Service Canada

Initiate the application for OAS to receive a monthly payment available to seniors aged

65 and older.

4 GIS Application

Department: Service Canada

Evaluate eligibility for additional supports such as the Guaranteed Income Supplement

(GIS) for low-income seniors.
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5 Provincial Healthcare Services

Department: Various Provincial Health Ministries

Ensure continued healthcare coverage by transitioning to provincial healthcare plans

where necessary and understanding available benefits.
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