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Journey Overview

A comprehensive and realistic simulation of the complete Canadian passport application

process with accurate processing times and potential challenges.

Persona Profile

Dj Khal

Age: Unknown  |  Occupation: Unknown  |  Location: Unknown 

Dj Khal is a 28-year-old warehouse worker living in a small apartment in a

bustling city. With limited income, he is the sole provider for his partner and

their newborn child. Recently, his mother, who lives in another country, fell

seriously ill, and he urgently needs to travel to be with her. However, financial

constraints and the responsibilities of being a new parent make this a

challenging task. Dj Khal is determined to find a way, seeking affordable travel

solutions and support for his young family while he's away.



User Stories

A Clearer Path to Passport Photos

Opportunity Impact: 3/5 Simulation

NARRATIVE

I was initially confused by the passport photo requirements. The guidelines seemed

unclear and I wasn't sure if my photos would be accepted, which made me anxious. After

some research and a visit to a local photo studio, I managed to get the right photos. A

more detailed online guide or checklist would have made this step much easier.

OPPORTUNITY AREA 

Information about Passport Photo Requirements was not clear 

USER QUOTES

I wish there was a simple checklist for the photo requirements. It would save a lot of

time and worry. 

Smooth Sailing with Online Status Check

Success Impact: 4/5 Simulation

NARRATIVE

One of the highlights in the passport application process was the ability to check the

status online. It was straightforward and quick, giving me peace of mind during the

processing period. Knowing that I could easily track my application progress was

reassuring.

KEY SUCCESS FACTOR 

Effective status tracking 

USER QUOTES

Checking the status online was a breeze. It really helped reduce my anxiety about the

process. 



Long Lines at Passport Pickup

Pain Point Impact: 5/5 Simulation

NARRATIVE

When it came time to pick up my passport, I was frustrated by the long wait at the

passport office. As a new parent with limited time, standing in line for over an hour was

challenging. Perhaps implementing an appointment system or special pickup windows

could help reduce waiting times.

PRIMARY PAIN POINT 

Had to wait in line for a long time at the Passport Pickup office 

USER QUOTES

The wait time at the pickup office was really tough. I wish there was a better system to

handle this. 

Simplifying Application Verification

Opportunity Impact: 4/5 Simulation

NARRATIVE

The application verification step was a bit daunting. I wasn't sure if I had everything

required for verification, and the information I found was not very clear. A step-by-step

guide or a checklist could make this process more user-friendly, ensuring all applicants

are well-prepared.

OPPORTUNITY AREA 

Information about Passport Application Verification was not clear 

USER QUOTES

I felt unprepared going into the verification. A clear checklist would make it so much

easier. 



Successfully Navigating the Passport Application Maze

Success Impact: 3/5 Simulation

NARRATIVE

Applying for a Canadian passport was a daunting task at first, but the relief I felt after

completing the application form was immense. Despite some initial confusion around the

process, I managed to gather all necessary documents and submit my application. The

online resources, while not entirely clear, were eventually helpful. I was able to keep track

of my application status online, which assured me that things were moving along.

KEY SUCCESS FACTOR 

Despite unclear initial information, the application process was completed

successfully. 

USER QUOTES

It was a relief to finally submit my application after figuring out all the requirements. 

Clarifying Passport Information for a Smoother Process

Opportunity Impact: 4/5 Simulation

NARRATIVE

As I embarked on the journey to apply for a passport, I found that many steps had unclear

instructions. From the photo requirements to the verification process, I often had to seek

clarification. An opportunity exists here for the government to provide more detailed and

user-friendly guides at each step, which would greatly reduce confusion and save time for

applicants like me.

OPPORTUNITY AREA 

Unclear information across multiple steps of the passport application process. 

USER QUOTES

I wish the instructions were clearer from the start—it would have saved me so much

time. 



Long Wait Times at Passport Pickup

Pain Point Impact: 5/5 Simulation

NARRATIVE

After completing the passport application process, the final step was to pick up my

passport. Unfortunately, this turned out to be the most time-consuming part. I had to wait

in line for a long time at the pickup office, which was frustrating as it added unnecessary

stress to an already tight schedule. Improving the efficiency of this step would enhance

the overall experience.

PRIMARY PAIN POINT 

Extended wait times at the passport pickup office. 

USER QUOTES

The wait at the pickup office was the longest and most frustrating part of the entire

process. 

Triumph in Obtaining My Passport

Success Impact: 5/5 Simulation

NARRATIVE

After a meticulous process, I finally held my Canadian passport in hand. It was a relief to

know that I could now travel to be with my mother during her time of need. The sense of

accomplishment was immense, despite the challenges I faced with unclear information at

various steps.

KEY SUCCESS FACTOR 

Successful completion of passport application process 

USER QUOTES

Holding my passport felt like a huge relief. Now I can focus on being there for my

family. 



Lack of Clarity in Passport Photo Requirements

Pain Point Impact: 3/5 Simulation

NARRATIVE

When I first set out to get my passport photos, I was confused by the unclear guidelines.

It took me multiple attempts to get photos that met the requirements, which was

frustrating and time-consuming. Clearer instructions or examples would have saved me a

lot of hassle.

PRIMARY PAIN POINT 

Unclear passport photo requirements 

USER QUOTES

I wish the photo requirements were clearer. It felt like I was wasting time trying to get it

right. 

Improving the Passport Pickup Experience

Opportunity Impact: 4/5 Simulation

NARRATIVE

Picking up my passport was the final step, but I ended up waiting in line for over an hour.

This delay was unnecessary and stressful, especially when juggling responsibilities at

home. Implementing a better appointment system or providing real-time updates on wait

times could enhance this experience.

OPPORTUNITY AREA 

Long wait times at passport pickup 

USER QUOTES

Waiting in line for so long was frustrating. A system to manage this better would be

great. 



Streamlining Passport Application Clarity

Opportunity Impact: 4/5 Simulation

NARRATIVE

Throughout the passport application process, I noticed that the information provided was

often vague, leading to delays and confusion. Ensuring that all instructions are clear and

comprehensive would greatly improve the user experience, especially for someone like

me who's not an expert in navigating government processes.

OPPORTUNITY AREA 

Vague information throughout the application process 

USER QUOTES

I found myself second-guessing the steps because the information wasn't clear. It could

be improved. 

Efficient Passport Processing Experience

Success Impact: 5/5 Simulation

NARRATIVE

I was really worried about how long it would take to get my passport given my urgent

need to travel. Although the application process was a bit confusing at times, I was

impressed with how quickly the passport was processed and ready for production. This

efficiency gave me hope that I could make it to see my mother in time.

KEY SUCCESS FACTOR 

Quick processing of the application once submitted. 

USER QUOTES

I couldn't believe how fast they processed my application once it was submitted. It

gave me some peace of mind. 



Clarity in Passport Information Needed

Opportunity Impact: 4/5 Simulation

NARRATIVE

Every step of applying for my passport seemed to have unclear information, which made

the process longer and more stressful than it needed to be. I had to spend extra time

double-checking requirements and asking for help, which wasn't ideal given my tight

schedule and responsibilities at home.

OPPORTUNITY AREA 

Lack of clear information about the application process. 

USER QUOTES

I wish the instructions were clearer from the start. It felt like I was constantly second-

guessing myself. 

Long Waits at Passport Pickup

Pain Point Impact: 3/5 Simulation

NARRATIVE

I was so relieved when I finally got the notification that my passport was ready. But when I

went to pick it up, the line was incredibly long. I had to leave my partner alone with the

baby for a lot longer than I expected, which was stressful for both of us.

PRIMARY PAIN POINT 

Long wait times at the passport pickup office. 

USER QUOTES

Picking up my passport took so much longer than I thought. It was frustrating standing

in line for that long. 



Need for Better Support for New Parents

Accessibility Impact: 4/5 Simulation

NARRATIVE

As a new parent, juggling the responsibility of caring for my child and dealing with the

passport process was tough. It would have been helpful to have some kind of support or

information specifically targeted at people in my situation, maybe even a childcare

support service at the passport office.

ACCESSIBILITY CONSIDERATION 

Lack of tailored support for new parents during the passport process. 

USER QUOTES

It would have been great to have some guidance on managing these tasks as a new

parent. 

Efficient Passport Processing

Success Impact: 3/5 Simulation

NARRATIVE

I was worried about how long it would take to get my passport because I needed to travel

urgently. However, once my application was submitted and verified, the processing was

surprisingly efficient. I received updates promptly, which reassured me that everything

was on track.

KEY SUCCESS FACTOR 

None; the process was smooth 

USER QUOTES

I was relieved to see how quickly my passport was processed after verification. 



Clarifying Passport Photo Requirements

Pain Point Impact: 4/5 Simulation

NARRATIVE

When I first tried to get my passport photos, I was confused by the requirements. They

weren't clearly explained, and I ended up having to retake them because they didn't meet

the criteria. This was frustrating and cost me extra time and money.

PRIMARY PAIN POINT 

Unclear information on photo requirements 

USER QUOTES

It took me a couple of tries to get the photos right because the instructions weren't

clear enough. 

Improving Passport Pickup Experience

Opportunity Impact: 5/5 Simulation

NARRATIVE

Picking up my passport was the most challenging part. I had to wait in line for over an

hour, which was difficult with my tight schedule. There has to be a better way to manage

the pickup process to reduce waiting times.

OPPORTUNITY AREA 

Long wait times at passport pickup 

USER QUOTES

I wish there was a more efficient system for picking up passports. The long wait was

really inconvenient. 



Navigating Additional Support Services

Jurisdictional Impact: 4/5 Cross-Jurisdictional Simulation

NARRATIVE

While the passport process was mostly federal, I struggled to find information about

additional support services for my family, like childcare assistance, which is managed

provincially. It would be helpful if these services were more integrated or at least better

coordinated.

JURISDICTIONAL GAP 

Lack of integration between federal passport services and provincial support services

JURISDICTIONS INVOLVED

federal,provincial

HANDOFF DETAILS

No direct handoff, but a need for better coordination between federal and provincial

services for holistic support.

USER QUOTES

Finding support services for my family while I'm away was a hassle because they don’t

connect with federal services. 



Successfully Navigating the Passport Application Process

Success Impact: 3/5 Simulation

NARRATIVE

Despite the challenges, I was able to complete the Canadian passport application process

successfully. The steps required focus and patience, but knowing that I was one step

closer to seeing my mother was a huge motivator. The process was clear once I got the

hang of it.

KEY SUCCESS FACTOR 

Clarity in instructions 

USER QUOTES

Once I understood what was required, things went much smoother. The processing

stage was lengthy, but I felt confident that everything was moving in the right

direction. 

Improving the Clarity of Passport Information

Opportunity Impact: 4/5 Simulation

NARRATIVE

Throughout the passport application, I struggled with unclear information about

requirements and steps. I found myself second-guessing whether I had fulfilled each

requirement correctly, leading to extra stress.

OPPORTUNITY AREA 

Unclear information about requirements 

USER QUOTES

I wish the instructions were clearer from the start. I had to double-check everything,

which took extra time. 



Long Wait Times at Passport Pickup

Pain Point Impact: 5/5 Simulation

NARRATIVE

After completing all other steps, I was eager to pick up my passport and was surprised by

the lengthy wait at the passport office. It felt like my progress was stalled at the last

hurdle.

PRIMARY PAIN POINT 

Extended wait time for passport pickup 

USER QUOTES

It was frustrating to wait so long at the pickup office. It seemed like the lines could

have been managed better. 

Need for Financial Assistance for Travel

Opportunity Impact: 4/5 Simulation

NARRATIVE

As the sole provider, managing finances for an urgent trip was daunting. I hoped there

would be some form of financial assistance or support available for situations like mine.

OPPORTUNITY AREA 

Lack of financial assistance options for urgent travel 

USER QUOTES

It would have been a relief to find some financial support options to help cover travel

costs, especially in emergencies. 



Navigating Passport Pickup Delays

Pain Point Impact: 5/5 Simulation

NARRATIVE

I was relieved to finally get to the passport pickup stage, but the wait at the office was

unexpectedly long. With responsibilities at home and work, this delay was frustrating.

PRIMARY PAIN POINT 

Had to wait in line for a long time at the Passport Pickup office 

USER QUOTES

I wish the pickup process was more streamlined, especially given my tight schedule. 

Successfully Navigating Passport Application

Success Impact: 2/5 Simulation

NARRATIVE

Despite some initial confusion with the application form, I managed to complete it

correctly. Access to clear online guidance would have been beneficial, but I'm grateful for

the assistance I received from the passport office staff.

KEY SUCCESS FACTOR 

Information about Passport Application was not clear 

USER QUOTES

Once I understood the process, it was straightforward to fill out the application. 



Improving Information Clarity for Applicants

Opportunity Impact: 4/5 Simulation

NARRATIVE

Throughout the passport application process, I found the lack of clear information to be a

consistent issue. Having all requirements and steps clearly outlined from the start would

save a lot of time and stress.

OPPORTUNITY AREA 

Information about Passport Photo Requirements was not clear 

USER QUOTES

Clearer step-by-step guidance would have made the whole process much smoother. 



Seeking Support Across Borders

Jurisdictional Impact: 3/5 Cross-Jurisdictional Simulation

NARRATIVE

While dealing with my mother's situation abroad and my responsibilities at home, I

realized the difficulty in accessing support services that cross international boundaries.

This situation highlighted the need for better coordination between federal services and

those in other countries.

JURISDICTIONAL GAP 

Difficulty in accessing cross-border support services 

JURISDICTIONS INVOLVED

federal,international

HANDOFF DETAILS

There was a lack of coordination between Canadian federal services and international

support systems.

USER QUOTES

Coordinated support could have eased the burden during this challenging time. 



Clearer Guidelines for Passport Photos

Opportunity Impact: 3/5 Simulation

NARRATIVE

When I started the process to apply for my passport, I found that the guidelines for the

passport photos were confusing. It took longer than expected to make sure they met the

requirements, and I had to redo them once. Clearer instructions or a visual guide would

have saved me time and reduced stress.

OPPORTUNITY AREA 

Information about Passport Photo Requirements was not clear 

USER QUOTES

I wish there were clearer examples or a checklist for the passport photo requirements.

It felt like guesswork. 

Smooth Passport Application Processing

Success Impact: 2/5 Simulation

NARRATIVE

Despite the initial confusion with the application details, I was relieved to find that the

processing of my passport was smooth once it was submitted. The system efficiently

handled my background and identity verification, and I received updates as promised.

KEY SUCCESS FACTOR 

Efficient processing and communication during the application phase 

USER QUOTES

Once I submitted my application, everything went smoothly. I appreciated the updates

on the processing status. 



Long Wait at Passport Pickup

Pain Point Impact: 4/5 Simulation

NARRATIVE

Picking up my passport was a lengthy process due to long lines at the passport office. It

was frustrating to spend so much time waiting, especially with my other responsibilities.

PRIMARY PAIN POINT 

Had to wait in line for a long time at the Passport Pickup office 

USER QUOTES

I wish the pickup process was quicker. Waiting in line for that long was tough, especially

when I had other things to take care of. 

Need for Childcare Support During Application Process

Opportunity Impact: 3/5 Simulation

NARRATIVE

As a new parent, balancing the requirements of the passport application process with my

responsibilities at home was challenging. There were moments when having access to

childcare support would have made a significant difference, especially during in-person

visits.

OPPORTUNITY AREA 

Lack of childcare support during in-person visits 

USER QUOTES

It would be helpful to have some form of childcare support or flexibility during the

application process. 



Journey Steps

Generated by Journey Labs - User Story Extractor

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

1 Passport Photo Requirements

Department: Service Canada

Obtain passport photos that meet strict size and quality requirements.

2 Passport Application

Department: Service Canada

Complete the passport application form with all personal details and travel information.

3 Passport Application Verification

Department: Service Canada

Submit application and have documents verified by passport officer for accuracy and

completeness.

4 Passport Processing

Department: Service Canada

Application processing including background and identity verification.

5 Passport Production

Department: Service Canada

Physical production of passport document with security features.

6 Passport Status Check

Department: Service Canada

Check application status online or by phone during processing period.

7 Passport Pickup

Department: Service Canada

Pick up completed passport from passport office.
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