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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

Alex Thompson

Age: Unknown  |  Occupation: Unknown  |  Location: Unknown 

Alex is a dynamic young adult living in Toronto, Canada, managing a life with

chronic pain that has progressively worsened since their teenage years.

Despite their high digital literacy, Alex faces challenges in balancing work,

health, and navigating the complexities of the Canadian disability benefits

system. They maintain independence but have limited financial stability, often

relying on friends and online communities for support.



User Stories

A Smooth Application Process Despite Challenges

Success Impact: 3/5 Simulation

NARRATIVE

Applying for my Canadian passport was surprisingly smooth. Despite the chronic pain I

experience, the process was manageable thanks to my digital skills. I was able to fill out

and submit the application online, which saved me from a potentially painful trip to a

government office. The forms were straightforward, and I could complete them in short

sessions, taking breaks as needed.

KEY SUCCESS FACTOR 

The process was smooth but could be improved with clearer instructions. 

USER QUOTES

I'm grateful that I could do everything online. It made the process much easier for me. 

Clarity Needed in Passport Photo Requirements

Opportunity Impact: 4/5 Simulation

NARRATIVE

I found the passport photo requirements to be quite confusing. The instructions provided

online were not very clear, and I had to spend additional time researching to ensure my

photos met the standards. This added unnecessary stress to the process, especially since

I needed to manage my pain levels and time efficiently.

OPPORTUNITY AREA 

Unclear information about passport photo requirements. 

USER QUOTES

I wish the requirements for the photos were clearer. It would have saved me a lot of

time and stress. 



Enhancing Accessibility for Application Process

Accessibility Impact: 5/5 Simulation

NARRATIVE

Navigating the passport application process as someone who uses screen magnifiers was

a bit challenging. While I managed due to my high digital literacy, having more accessible

forms and an option for online chat support would greatly benefit others with similar

needs. Clearer instructions and a support agent could reduce the time and effort required,

making the process more inclusive.

ACCESSIBILITY CONSIDERATION 

Lack of accessibility features and support options. 

USER QUOTES

An online chat support agent would have been a lifesaver during this process. 



Navigating Between Provincial Health and Federal Travel

Needs

Jurisdictional Impact: 5/5 Cross-Jurisdictional Simulation

NARRATIVE

While applying for my passport, I realized how separate the federal and provincial

systems are. Managing my health needs through provincial services while simultaneously

dealing with federal travel documents was overwhelming. I often found myself juggling

between different sets of requirements and timelines, which was difficult given my limited

energy due to chronic pain.

JURISDICTIONAL GAP 

Disjointed experience between federal and provincial services. 

JURISDICTIONS INVOLVED

federal,ontario

HANDOFF DETAILS

There is a clear need for better coordination and communication between federal and

provincial services to streamline processes for individuals with disabilities.

USER QUOTES

It feels like I'm constantly switching between two worlds that don't talk to each other. 



Clear Information Makes All the Difference

Success Impact: 5/5 Simulation

NARRATIVE

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

chronic pain would make it hard for me to complete the forms and gather all the

necessary documentation. However, once I navigated the federal website, I found that the

online application process was straightforward and the digital forms were accessible with

my screen magnifiers. Completing the application within the time I could manage felt like

a significant achievement, and I could do it all from home without needing to visit a

physical office.

KEY SUCCESS FACTOR 

N/A 

USER QUOTES

I was pleasantly surprised at how easy the online application was. It's great that I could

do it all from home and at my own pace. 



Need for Clearer Information on Passport Requirements

Pain Point Impact: 4/5 Simulation

NARRATIVE

The most challenging part of applying for my passport was figuring out the passport

photo requirements. The guidelines on the federal website were not very clear, and I

ended up having to retake my photos because they didn't meet the standards the first

time. This added unnecessary stress and a financial burden, as I had to pay for the photos

twice.

PRIMARY PAIN POINT 

Lack of clear information about passport photo requirements 

USER QUOTES

I wish the guidelines were clearer from the start. It would have saved me time and

money if I knew exactly what was needed for the photos. 

Improving Support for Applicants with Special Needs

Opportunity Impact: 3/5 Simulation

NARRATIVE

Throughout the passport application process, there were moments when I wished there

was an online chat support option available. Due to my chronic pain, I can't spend long

periods on the phone, and having a chat function would have made it easier to ask

questions and get immediate help without exacerbating my condition.

OPPORTUNITY AREA 

Lack of online chat support for immediate assistance 

USER QUOTES

An online chat feature would have been incredibly helpful. It would have allowed me to

get quick answers without the physical strain of a phone call. 



Navigating Federal and Provincial Healthcare Coordination

Jurisdictional Impact: 4/5 Cross-Jurisdictional Simulation

NARRATIVE

Even though the passport application process itself was federal, ensuring that my medical

documentation was in order required interaction with provincial healthcare providers. It

was sometimes challenging to get the necessary documentation from my healthcare

providers in Ontario to support my application and manage my health needs

simultaneously.

JURISDICTIONAL GAP 

Coordination between federal and provincial healthcare systems 

JURISDICTIONS INVOLVED

federal,ontario

HANDOFF DETAILS

Difficulty in coordinating documentation requirements between federal passport

application and provincial healthcare providers.

USER QUOTES

I felt caught between the federal requirements and what my provincial healthcare

providers could offer. It would be great if there was a more seamless way to navigate

these systems. 



Navigating Passport Photo Requirements

Pain Point Impact: 2/5 Simulation

NARRATIVE

As someone who is quite comfortable online, I assumed finding the right information on

passport photo requirements would be straightforward. However, the guidelines were

scattered and not very clear. It took me longer than expected to ensure my photos met

the specific criteria.

PRIMARY PAIN POINT 

Information about Passport Photo Requirements was not clear 

USER QUOTES

I wish the guidelines for passport photos were easier to find and understand. I spent

too much time second-guessing if my photos were correct. 

Efficient Online Application Process

Success Impact: 3/5 Simulation

NARRATIVE

Despite my initial concerns, the actual process of filling out and submitting the passport

application online was quite smooth. The forms were easy to navigate, and I appreciated

being able to complete everything from the comfort of my home.

KEY SUCCESS FACTOR 

Smooth online application experience 

USER QUOTES

I was relieved that I could handle the entire application online. It saved me a trip and

was quite convenient. 



Improving Information Clarity for Applications

Opportunity Impact: 4/5 Simulation

NARRATIVE

Throughout the application process, I noticed that while the forms themselves were

manageable, the instructions accompanying them were less so. Clearer, more concise

guidance could significantly reduce the time spent on completing these applications.

OPPORTUNITY AREA 

Information about Passport Application was not clear 

USER QUOTES

I'd love to see the application instructions simplified. Clearer guidance would make this

process much less frustrating. 

Accessibility Needs During Application

Accessibility Impact: 3/5 Simulation

NARRATIVE

Due to my chronic pain, it's challenging to spend long periods filling out forms. I

appreciated that I could take breaks and return to my application thanks to the digital

format. However, having an online chat support option would make the process even

more accessible.

ACCESSIBILITY CONSIDERATION 

Need for online chat support during application 

USER QUOTES

It's great that I can save my progress and return later. An online chat support agent

would make things even easier when I have questions. 



Navigating the Application with Clarity

Success Impact: 3/5 Simulation

NARRATIVE

Applying for my Canadian passport was smoother than I anticipated. The online form was

straightforward, and the ability to save my progress was incredibly helpful given my

limited energy levels. Once I had all my documentation ready, the submission process

was quick and efficient. I was pleased to receive notifications about the status of my

application, which allowed me to plan around the delivery date.

KEY SUCCESS FACTOR 

None, the process was smooth and efficient. 

USER QUOTES

I appreciated how clear and intuitive the online passport application process was. It

made the task much less daunting. 

Clarifying Photo Requirements

Opportunity Impact: 4/5 Simulation

NARRATIVE

I initially found the passport photo requirements confusing. The guidelines were not

clearly laid out on the website, leading to some anxiety about whether my photos would

be accepted. It would be helpful to have a more detailed visual guide or video tutorial to

ensure compliance with the requirements.

OPPORTUNITY AREA 

Unclear information about passport photo requirements. 

USER QUOTES

It would really help if there were more detailed examples or a video showing exactly

what the passport photos should look like. 



Accessibility in Application Process

Accessibility Impact: 5/5 Simulation

NARRATIVE

Completing the passport application was challenging due to my chronic pain and the need

for screen magnifiers. While the form was accessible, spending long periods on it was

taxing. An option for a chat support agent during the application process would have

made a big difference, allowing me to ask questions without having to navigate away

from the page.

ACCESSIBILITY CONSIDERATION 

Lack of real-time support during the application process for users with special needs. 

USER QUOTES

I wish there was a chat support option available during the application process. It would

make things much easier for those of us who need extra time or assistance. 



Potential for Streamlined Federal-Provincial Coordination

Jurisdictional Impact: 3/5 Cross-Jurisdictional Simulation

NARRATIVE

While applying for my passport was a federal process, managing my health and finances

often involves provincial services. It would be beneficial if there were clearer links

between federal and provincial websites, especially for individuals like me who require

disability support. This would help ensure that I can easily access all necessary services

without navigating through multiple platforms.

JURISDICTIONAL GAP 

No direct pain point, but a potential improvement for coordination between federal

and provincial services. 

JURISDICTIONS INVOLVED

federal,ontario

HANDOFF DETAILS

Currently, there is no direct link or coordinated platform between federal passport

services and provincial health and disability services.

USER QUOTES

It would be a game-changer to have a single portal where federal and provincial

services intersect, especially for managing health-related documentation. 



Navigating Passport Photo Requirements

Pain Point Impact: 3/5 Simulation

NARRATIVE

When I started my passport application process, I realized that getting the right passport

photos was more confusing than expected. The guidelines were scattered and somewhat

vague, causing me to worry if my photos would be accepted. Despite my digital skills, I

found it challenging to piece together all the necessary information.

PRIMARY PAIN POINT 

Information about Passport Photo Requirements was not clear 

USER QUOTES

I wish the photo requirements were clearer and more consolidated—it's hard to tell if

I'm doing it right. 

Smooth Application Submission

Success Impact: 4/5 Simulation

NARRATIVE

Filling out and submitting the passport application was straightforward. The online form

was well-structured, and I appreciated being able to complete it from the comfort of my

home, especially considering my chronic pain. I was relieved to see that my digital

literacy paid off, making the process efficient and manageable within my energy limits.

KEY SUCCESS FACTOR 

Successful completion of passport application submission 

USER QUOTES

Submitting my passport application online was a breeze! I felt empowered doing it

myself. 



Enhancing Guidance for Application Steps

Opportunity Impact: 3/5 Simulation

NARRATIVE

Throughout the application process, one thing stood out: the need for clearer instructions.

While I managed to complete the steps, there were moments of doubt. A more

comprehensive guide or FAQ section would have been incredibly useful to alleviate these

concerns and ensure everything was done correctly.

OPPORTUNITY AREA 

Lack of clear guidance for application steps 

USER QUOTES

A detailed guide or FAQ would have made the whole application process less nerve-

wracking. 

Accessibility Features in Online Services

Accessibility Impact: 5/5 Simulation

NARRATIVE

The online application process was accessible and worked well with my screen magnifiers.

This consideration made a significant difference, allowing me to focus on the content

without straining my eyes. It's great to see digital services that cater to accessibility

needs.

ACCESSIBILITY CONSIDERATION 

Effective accessibility features in digital services 

USER QUOTES

I'm glad the online forms are compatible with screen magnifiers—it's a huge relief

during long sessions. 



Clear Communication Triumphs

Success Impact: 2/5 Simulation

NARRATIVE

I was pleasantly surprised by how smoothly the submission of my passport application

went once I had all the required documents ready. The online submission process was

straightforward, and I received confirmation emails promptly. Despite my concerns about

managing my chronic pain, the process was efficient and didn't require much time,

allowing me to focus on my health.

KEY SUCCESS FACTOR 

Efficient and smooth application submission 

USER QUOTES

I was relieved that submitting my passport application online was so straightforward. It

saved me time and energy, which I need to manage my chronic pain. 

Opportunity for Clearer Photo Instructions

Opportunity Impact: 3/5 Simulation

NARRATIVE

Getting the passport photo was more challenging than I anticipated. The requirements

were not clearly explained on the website, which led to confusion and multiple trips to get

it right. This was especially taxing given my health constraints, and clearer instructions

would have saved me a lot of time and energy.

OPPORTUNITY AREA 

Unclear passport photo requirements 

USER QUOTES

I wish the instructions for the passport photo were clearer. It was frustrating to make

several trips just to get the right specifications. 



Navigating Federal Processes with Chronic Pain

Accessibility Impact: 4/5 Simulation

NARRATIVE

While the digital forms were accessible, filling them out was still a challenge due to my

limited energy levels. The process required a lot of attention, and although I completed it,

the lack of a chat support option made it harder to get quick clarifications. An online chat

feature would significantly ease the process for people like me who need quick

assistance.

ACCESSIBILITY CONSIDERATION 

Lack of real-time support 

USER QUOTES

It would have been much easier if there was an online chat to answer my questions as I

filled out the form. It’s hard to keep track of everything when you're dealing with

chronic pain. 

Navigating the Passport Photo Maze

Pain Point Impact: 2/5 Simulation

NARRATIVE

Getting my passport photos was a bit tricky. The guidelines for photo requirements were

not as clear as I expected, even though I have a good grasp of digital tasks. It took some

time and a couple of phone calls to ensure that the photos met the standards.

PRIMARY PAIN POINT 

Information about Passport Photo Requirements was not clear 

USER QUOTES

I wish there was a step-by-step guide or a checklist to help ensure my photos met all

the requirements right away. 



Seamless Passport Application Submission

Success Impact: 4/5 Simulation

NARRATIVE

Despite some initial confusion with the application details, I managed to complete and

submit my passport application smoothly. Thankfully, the online form was straightforward,

and I appreciated being able to do everything digitally from the comfort of my home.

KEY SUCCESS FACTOR 

Smooth submission despite initial confusion 

USER QUOTES

It's a relief to submit my application without needing to physically visit an office,

especially on days when moving around is challenging. 

Enhancing Application Instructions

Opportunity Impact: 3/5 Simulation

NARRATIVE

While filling out the passport application, I found the instructions somewhat lacking. As

someone who relies on clear, concise information due to my chronic pain and fatigue,

having more detailed guidance would reduce stress and potential errors.

OPPORTUNITY AREA 

Lack of detailed instructions for filling out the application 

USER QUOTES

It would be fantastic if there were more comprehensive guides or an FAQ section

available to address common application questions. 



Accessibility in Passport Process

Accessibility Impact: 3/5 Simulation

NARRATIVE

The entire passport application process was manageable online, which was essential for

me. However, ensuring all forms and instructions are accessible with screen magnifiers

would make the process even more inclusive for those with visual impairments.

ACCESSIBILITY CONSIDERATION 

Need for improved accessibility features 

USER QUOTES

I appreciate the online accessibility, but ensuring compatibility with various assistive

technologies would be ideal. 

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

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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