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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

Michael Thompson

Age: Unknown | Occupation: Unknown | Location: Unknown

Michael is a 42-year-old student who recently decided to return to education to
improve his job prospects. He works part-time as a delivery driver, which
allows him to support his family while attending night classes. Although
Michael is highly motivated, he struggles with digital literacy, finding it
challenging to navigate online platforms and access digital government
services. He prefers in-person interactions or phone calls over using websites
or apps. Michael is determined to overcome these challenges but often feels
overwhelmed by the complexity of digital systems.




User Stories

Smooth Application for Canada Child Benefit

Success Impact: 3/5 Simulation

NARRATIVE

| was pleasantly surprised at how straightforward it was to apply for the Canada Child
Benefit. The website, despite some confusing navigation, had all the necessary
information clearly laid out once | found it. | was able to complete the application without
any issues, and | felt relieved knowing that financial support was on its way to help with
my child's needs.

KEY SUCCESS FACTOR

Confusing navigation, but ultimately successful application process

USER QUOTES

I'm glad the application went through without a hitch once | figured out the navigation.
It's a relief to know we have this support.



Navigating Between Federal and Provincial Services

Jurisdictional Impact: 4/5 Cross-Jurisdictional Simulation

NARRATIVE

Registering my newborn's birth and applying for a Social Insurance Number and Provincial
Health Insurance were supposed to be straightforward. However, | found myself confused
about which information was needed where, since the federal and Nova Scotia websites
didn't align. | had to re-enter the same details multiple times, which was frustrating.

JURISDICTIONAL GAP

Inconsistent information and re-entering details across jurisdictions

JURISDICTIONS INVOLVED

federal,nova scotia

HANDOFF DETAILS

Multiple points required re-entry of information; inconsistent instructions between federal
and provincial systems

USER QUOTES

Why can't these systems talk to each other? It feels like I'm doing the same thing over
and over.



Opportunity for Simplified Web Navigation

Opportunity Impact: 5/5 Simulation

NARRATIVE

As someone who struggles with digital literacy, | found each step of this journey
challenging. The navigation on the government websites was confusing, and | often
wasn't sure if | was filling out the forms correctly. There is a real opportunity to simplify
these interfaces to make them more intuitive for users like me.

OPPORTUNITY AREA

Confusing navigation on government websites

USER QUOTES

| wish the websites were easier to use. | get lost so easily and worry I'm doing it wrong.

Accessibility Challenges in Digital Government Services

Accessibility Impact: 5/5 Simulation

NARRATIVE

| find it hard to use online platforms due to my limited digital skills. The websites for birth
registration and applying for benefits weren't very intuitive, making the process stressful.
| would greatly benefit from simplified interfaces and perhaps some basic training in using
these digital services.

ACCESSIBILITY CONSIDERATION

Lack of intuitive design for users with low digital literacy

USER QUOTES

| prefer talking to someone in person or over the phone. The websites are just too
complicated for me.



Seamless Birth Registration: A Pleasant Surprise

Success Impact: 3/5 Simulation

NARRATIVE

| was worried about registering my newborn's birth given my previous struggles with
online forms. However, when | went in-person to the vital statistics office, the staff were
incredibly helpful and patient, walking me through the process step-by-step. | was
pleasantly surprised by how accommodating they were and how quickly the registration
was completed.

KEY SUCCESS FACTOR

None - positive in-person support

USER QUOTES

| was expecting a lot of hurdles, but the staff made it so easy for me.

Confusing Navigation on Government Websites

Pain Point Impact: 4/5 Simulation

NARRATIVE

Every time | tried to apply for my child's birth certificate or SIN online, | found the
websites extremely difficult to navigate. It felt like | was constantly clicking around in
circles without getting anywhere. Even after finally completing the applications, | wasn't
sure if | had done everything correctly.

PRIMARY PAIN POINT

Confusing website navigation

USER QUOTES

I'm not sure if | even completed the forms correctly. It was like a maze!



Unified Information Could Simplify the Process

Opportunity Impact: 5/5 Cross-Jurisdictional Simulation

NARRATIVE

| noticed that | had to repeatedly enter the same information when applying for different
documents and benefits. If there was a way for these services to share basic information
like my address and my child's details, it would save a lot of time and reduce errors.

OPPORTUNITY AREA

Repetitive data entry across services

JURISDICTIONS INVOLVED

federal,nova scotia

HANDOFF DETAILS

No system in place to share information between federal and provincial systems, leading
to repetitive data entry.

USER QUOTES

Why do | need to fill out the same information over and over again?



Navigating Between Federal and Provincial Services

Jurisdictional Impact: 4/5 Cross-Jurisdictional Simulation

NARRATIVE

| found it confusing to know which services were federal versus provincial. For example, |
wasn't sure if | should contact the federal government or Nova Scotia for my child's health
insurance registration. It would help if there were clear guidance on where to go for each
step.

JURISDICTIONAL GAP

Confusion about jurisdictional responsibilities

JURISDICTIONS INVOLVED

federal,nova scotia

HANDOFF DETAILS

Lack of clarity on which government level is responsible for specific services, causing
confusion and delays.

USER QUOTES

Who do | talk to for my child's health insurance? Federal or provincial?



A Smooth Start with the Right Help

Success Impact: 3/5 Simulation

NARRATIVE

When | decided to register my newborn's birth, | was a bit nervous about doing it online
given my struggles with digital platforms. However, | was relieved to find a friendly staff
member at the local vital statistics office who guided me through the online registration
process. Their assistance made the process straightforward and less intimidating, and |

felt a great sense of accomplishment once it was completed.

KEY SUCCESS FACTOR

Lack of digital literacy support

USER QUOTES

It was a relief to have someone walk me through the process. It made all the
difference!



Navigating Confusion Between Federal and Provincial
Systems

Jurisdictional Impact: 4/5 Cross-Jurisdictional Simulation

NARRATIVE

Applying for the Canada Child Benefit after securing my child's Social Insurance Number
was more complex than | anticipated. The transition from the federal application for the
SIN to the provincial health insurance registration was not seamless. | had to re-enter a
lot of the same information, which was frustrating and time-consuming.

JURISDICTIONAL GAP

Re-entering information across jurisdictions

JURISDICTIONS INVOLVED

federal,nova scotia

HANDOFF DETAILS

Separate systems for federal and provincial services required redundant information
entry.

USER QUOTES

Why do | keep entering the same details? Can't these systems talk to each other?



Opportunities for Simplifying Digital Navigation

Opportunity Impact: 5/5 Cross-Jurisdictional Simulation

NARRATIVE

During each step of getting identity documents and benefits for my child, | found the
online navigation confusing. Each site had a different layout and none were intuitive for
someone like me, who isn't tech-savvy. There is a huge opportunity to simplify these sites
and create a uniform navigation model.

OPPORTUNITY AREA

Confusing website navigation

JURISDICTIONS INVOLVED

federal,nova scotia

HANDOFF DETAILS

Distinct navigation styles between federal and provincial online systems.

USER QUOTES

Every new site felt like a maze. | wish they were more alike in how they worked.



Struggling with Accessibility in Government Services

Accessibility Impact: 5/5 Simulation

NARRATIVE

As someone who struggles with digital literacy, the lack of simplified, intuitive interfaces
made the entire process of obtaining my child's identity documents challenging. | had to
rely on repeated phone calls to customer service for guidance, which was both time-
consuming and frustrating.

ACCESSIBILITY CONSIDERATION

Lack of accessible digital interfaces

USER QUOTES

| wish there were clearer instructions or simpler interfaces. It felt overwhelming.

Smooth Sailing: Applying for the Canada Child Benefit

Success Impact: 1/5 Simulation

NARRATIVE

When | needed to apply for the Canada Child Benefit, | was pleasantly surprised by how
straightforward the process was on the federal website. Despite my struggles with
technology, the instructions were clear and easy to follow. | was able to complete the
application without needing additional help, which boosted my confidence.

KEY SUCCESS FACTOR
None

USER QUOTES

I managed to apply for the Canada Child Benefit without any hiccups. It was a relief to
finally find a process that wasn't overwhelming.



Lost in Navigation: The Birth Registration Maze

Pain Point Impact: 3/5 Simulation

NARRATIVE

Registering the birth of my child was supposed to be simple, but the website's confusing
navigation left me struggling. | couldn't easily find the forms | needed and ended up
calling the office for help, which took extra time and effort.

PRIMARY PAIN POINT
Confusing website navigation

USER QUOTES

It felt like | was going in circles trying to register the birth online. | just wish it was more
straightforward.



Opportunity for Improvement: Streamlining Information
Sharing

Opportunity Impact: 4/5 Cross-Jurisdictional Simulation

NARRATIVE

Throughout the process of securing necessary documents and benefits for my newborn, |
found myself re-entering the same information multiple times across different platforms.
This redundancy was not only time-consuming but also frustrating. There must be a way
to streamline this so that information entered once can be shared across services.

OPPORTUNITY AREA

Re-entering the same information multiple times

JURISDICTIONS INVOLVED

federal,nova scotia

HANDOFF DETAILS

Information needs to be re-entered separately for federal and provincial services, leading
to duplication.

USER QUOTES

Why do | have to keep entering the same information again and again? There should be
a way to share it across services.



Navigating Jurisdictions: The Provincial-Federal Divide

Jurisdictional Impact: 5/5 Cross-Jurisdictional Simulation

NARRATIVE

| was confused about which level of government was responsible for what part of the
process. When applying for the SIN and health insurance, | wasn't sure if | was dealing
with the federal or provincial government. This lack of clarity made it difficult to know
where to direct my questions and concerns.

JURISDICTIONAL GAP

Confusion about responsible jurisdictions

JURISDICTIONS INVOLVED

federal,nova scotia

HANDOFF DETAILS

Unclear distinctions and responsibilities between federal and provincial services led to
confusion for the user.

USER QUOTES

| couldn't tell if | should be contacting the federal or provincial office for certain
applications. It was all very confusing.



Successfully Navigating Birth Registration In-Person

Success Impact: 5/5 Simulation

NARRATIVE

When it came time to register my newborn's birth, | decided to visit the vital statistics
office in person. | found the staff incredibly helpful. They patiently walked me through the
process, explained each step, and even helped me fill out the forms correctly. It was a
relief to complete this important step without the stress of navigating a confusing
website.

KEY SUCCESS FACTOR

None, positive in-person experience

USER QUOTES

| felt supported and reassured by the staff's guidance. It was a relief not having to
worry about making mistakes online.



Streamlining Digital Platforms for Better User Experience

Opportunity Impact: 4/5 Cross-Jurisdictional Simulation

NARRATIVE

As someone who struggles with digital literacy, | found it daunting to navigate the various
websites for registering my child's birth and applying for benefits. The navigation was
confusing, and | often had to search for help to complete each step. These platforms
could be improved by simplifying navigation and providing clearer instructions.

OPPORTUNITY AREA

Confusing navigation on government websites

JURISDICTIONS INVOLVED

federal,nova scotia

HANDOFF DETAILS

Users encounter similar navigation issues across both federal and provincial platforms,
suggesting a need for a unified user experience approach.

USER QUOTES

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



Accessibility Challenges in Digital Interactions

Accessibility Impact: 3/5 Simulation

NARRATIVE

Navigating online services was particularly challenging due to my limited digital literacy.
The complex language and layout were overwhelming. | often wished for an option to
simplify the interface or a digital assistant to guide me through the process.

ACCESSIBILITY CONSIDERATION
Difficulty using complex online services

USER QUOTES

| found myself lost in the technical jargon and confusing layouts. A simpler interface
would make a world of difference.



Navigating Federal and Provincial Services Smoothly

Jurisdictional Impact: 2/5 Cross-Jurisdictional Simulation

NARRATIVE

| was worried about dealing with both federal and provincial services, but it turned out to
be smoother than | expected. Although each website had its quirks, once | understood the
process, the steps felt interconnected. It would be helpful if there was clearer guidance on
what information needs to be collected upfront to avoid re-entering it multiple times.

JURISDICTIONAL GAP

Need to re-enter similar information across platforms

JURISDICTIONS INVOLVED

federal,nova scotia

HANDOFF DETAILS

Users need to provide similar information on both federal and provincial platforms,
indicating potential for improved data sharing between jurisdictions.

USER QUOTES

It would save time if the systems could share information so | wouldn't have to fill in
the same details over and over.



A Smooth Start with Canada Child Benefit

Success Impact: 5/5 Simulation

NARRATIVE

| was pleasantly surprised at how straightforward the Canada Child Benefit application
process was. Despite my struggles with digital interfaces, | found the instructions clear,
and the form was easy to fill out. This was crucial as it meant | could quickly secure the
monthly support we needed without delays.

KEY SUCCESS FACTOR

None; the process was efficient and user-friendly.

USER QUOTES

| was worried about applying for the benefit online, but the clear instructions really
helped me complete it without any issues.



Navigating the Maze of Registration Websites

Pain Point Impact: 4/5 Cross-Jurisdictional Simulation

NARRATIVE

Each step of registering my newborn's birth felt like | was navigating a maze. The
websites were not intuitive, and | had to go back and forth multiple times to ensure | filled
out everything correctly. | wish there was a more streamlined approach or a single portal
for all these services.

PRIMARY PAIN POINT

Confusing navigation across multiple government websites.

JURISDICTIONS INVOLVED

federal,nova scotia

HANDOFF DETAILS

No clear guidance or consistent navigation between federal and provincial websites.

USER QUOTES

| kept getting lost on the websites and had to start over several times. It was really
frustrating.



Improving Digital Literacy for Better Access

Opportunity Impact: 3/5 Simulation

NARRATIVE

Given my limited digital skills, the online processes for registering my child's birth were
daunting. Although | managed to complete them, it was a struggle. Offering basic digital
literacy training or tutorials could make a significant difference for people like me.

OPPORTUNITY AREA
Lack of support for users with low digital literacy.

USER QUOTES

If only there were some kind of tutorial or help session, | wouldn't feel so lost trying to
do this online.



Clarifying Jurisdictional Responsibilities

Jurisdictional Impact: 4/5 Cross-Jurisdictional Simulation

NARRATIVE

Throughout the process, | encountered confusion about which services were federal and
which were provincial. Understanding who was responsible for what could have saved me
a lot of time and anxiety. It wasn't always clear which level of government | needed to
contact for help.

JURISDICTIONAL GAP

Confusion over jurisdictional responsibilities and service ownership.

JURISDICTIONS INVOLVED

federal,nova scotia

HANDOFF DETAILS

Lack of clear communication about which government level manages each service.

USER QUOTES

| was never sure if | should be talking to the federal or provincial offices for some of
these steps. It was really confusing.



Successfully Navigating the Birth Registration Process

Success Impact: 3/5 Simulation

NARRATIVE

When | first started the process of registering my newborn's birth, | was really nervous
about handling it online. However, the in-person option at the local office was incredibly
helpful. The staff were patient and guided me through the steps, making sure |
understood everything. It was a relief to have that kind of support, and | left feeling much
more confident about tackling the following steps online.

KEY SUCCESS FACTOR

None, this was a positive experience.

USER QUOTES

| was so relieved to have someone walk me through it in person. It made all the
difference.

Confusion in Applying for Benefits Online

Opportunity Impact: 4/5 Simulation

NARRATIVE

Applying for the Canada Child Benefit online was a bit overwhelming. Each page seemed
to lead me in circles, and | wasn't sure if | was entering the right information. | wish the
website had clearer instructions or maybe a checklist to follow. It felt like | needed a guide
just to get through it.

OPPORTUNITY AREA

Confusing navigation on the Canada Child Benefit Application website.

USER QUOTES

| kept thinking, 'Am | doing this right?' | just needed clearer guidance.



Navigating Between Federal and Provincial Systems

Jurisdictional Impact: 5/5 Cross-Jurisdictional Simulation

NARRATIVE

Dealing with both federal and provincial services for my newborn was quite a challenge.
For instance, after registering the birth and applying for the SIN, | had to switch to the
provincial website for health insurance. | found myself re-entering a lot of the same
information. It was confusing to keep track of which service required what, and who to
contact if I had questions.

JURISDICTIONAL GAP

The need to re-enter the same information across different platforms.

JURISDICTIONS INVOLVED

federal,nova scotia

HANDOFF DETAILS

The transition from federal to provincial services required re-entering information,
highlighting a lack of integration between systems.

USER QUOTES

Why do | have to keep filling out the same details over and over? There should be a
way to streamline this.



Overcoming Digital Barriers with Support

Accessibility Impact: 3/5 Simulation

NARRATIVE

As someone who struggles with digital platforms, | appreciated the option to call for
support when applying for the Social Insurance Number online. A friendly representative
explained each step, which made the process much smoother for me. | felt like | had a
safety net to catch me when | got stuck, which was reassuring.

ACCESSIBILITY CONSIDERATION

Initial difficulty with digital platforms, mitigated by available support.

USER QUOTES

Having someone to talk to made it so much easier. | felt supported and less stressed.

Journey Steps

a 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.

a Birth Certificate Application
Department: Provincial/Territorial Vital Statistics

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

e 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.



e 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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