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1. Context

11

1.2

1.3

1.4

Customer personas and as-is customer journey maps were tools used to
identify service improvement opportunities in the International Protection
Process. This was done as part of the implementation of the recommendations
of the Report of the Advisory Group on the Provision of Support including
Accommodation to Persons in the International Protection Process (otherwise
known as the Catherine Day Report), specifically Action 3.18 which
recommends carrying out an end to end review of the international protection
process. The methodology on how the personas and journeys were developed
based on evidence are described in section 3.

This report, the user personas and user journeys generated form one part of
the overall review carried out under action 3.18. This work should be viewed as
one of the inputs to the full end to end review report and considered in the

context of the full body of work of the review.

Considerations and limitations
The landscape of the international protection process is a legally complex one.

It involves many other organisations, including government departments and
NGOs. These bodies provide services to people in the international protection
process, which are relevant when from a user journey perspective. While the
‘end to end’ for the purpose of the review is defined as “from the time an
International Protection applicant applies to complete and interview under
section 13 (preliminary interview) of the International Protection Act, 2015 at
the IPO to the Minister’s Decision under Section 49 (permission to remain) of
the International Protection Act, 2015”, in the journeys developed, some
elements outside of this have been included as they impact on those in the
process.

The four user journeys developed here each ultimately end in a ‘grant’
decision. Each journey is illustrative of a number of factors affecting people
going through the process. These factors are set out in the methodology
below. The scope of the review did not encompass what happens once a
person receives a final refusal. These journeys are illustrative of the process,

NOT of what happens after final decisions have been made.



1.5 The variation between a grant and refusal in user experience begins at receipt
of the ministerial decision letter. Upon receipt of a refusal the
applicant/appellant then could move into either appeal to IPAT, a voluntary
return, deportation, or possibly judicial review process, depending on what
stage they are at. Apart from appeals to IPAT, these are all out scope of this
study.

1.6  The aim of the personas and journeys is to show a range of experiences that a
customer may face, but they do not capture every experience. Experiences
specific to members of the LGBT+ community, victims of torture or human
trafficking have not been explicitly represented, nor have experiences specific
to unaccompanied minors, aged out minors, and Dublin Il cases been
included. Many of the opportunities identified from the core journeys however,
will be valid for these users but they may also have specific additional needs
not identified.

1.7  While what has been developed is based on research as described in this
report, it is accepted that what has been presented has a level of assumption
and may not be fully representative of the lived experience of many applicants.
It was also recognised that each applicant’s situation is different and that the
facts of each individual case are based on the facts presented. The research is
intended to capture a general picture of the process for applicants/appellants
and from this these personas and journeys will assist in grounding changes to
the process in the consideration of the people who are impacted by the
decisions made.

1.8 Connect the Dots were engaged in order to provide objective research and
analysis into the experiences of people going through the International

Protection process.

2. Purpose
2.1 A customer persona is defined as “a fictional, yet realistic, description of a

typical or target user of the product, or service” 1. A persona clarifies who your

! See https://www.nngroup.com/articles/persona/



2.2

2.3

2.4

2.5

2.6

users are, their current behaviour patterns, their needs and goals and identifies
any issues and pain-points that they are currently facing. Personas help you
ask the right questions and answer those questions in line with the users you
are designing the service for. A persona is not based on an actual living person
but it is based on information about real people via research. Any resemblance
to a specific person

For the purposes of this work, the personas created are intended to portray a
customer going through the international protection process via the
International Protection Office (IPO) and the International Protection Appeals
Tribunal (IPAT). The personas have been created by conducting user research
and other methods of research.

The customer personas we created provide an easy to read, easy to
understand description of the target customers in the international protection
process in order to truly understand the needs of our customer. They help us
turn ‘the customers’ into lifelike people with thoughts, feelings and emotions;
this allows us to understand and empathise with our customer and to take a
more human-centred approach when mapping out their journey.

We provided each persona with a name and avatar in order to promote
memorability; this is important in keeping empathy ‘alive’ whilst taking the
persona through the journey and when it comes to turning recommendations
into actions. While we can’t create personas for every customer, the creation of
multiple personas will help us to develop an empathy for specific user cohorts,
which will help us develop better understanding for all.

“In its most basic form, customer journey mapping starts by compiling a series
of user goals and actions into a timeline skeleton. Next, the skeleton is fleshed
out with user thoughts and emotions in order to create a narrative. Finally, that
narrative is condensed into a visualization used to communicate insights that
will inform design processes”. 2

For the purposes of this work, the customer journey maps are intended to
show a customer’s journey through the international protection process. On
this journey the customer will have touch points with many units in the
International Protection Office (IPO), the Ministerial Decision Unit (MDU) and

2 See https://www.nngroup.com/articles/customer-journey-mapping/
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2.7

2.8

some customers will pass through International Protection Appeals Tribunal
(IPAT). As with the personas, these journeys have been built primarily by
research.

Of the customer journey maps that we created, not one is an exact replica of
any one person’s journey but together they cover a majority of journeys taken;
the aim is to show the range of experiences that a customer may face-not
every experience.

The customer journey maps create a holistic view of the customers of the
international protection process; they tell a story. At each step of a journey, all
actions, touchpoints, thoughts, emotions and pain points have been identified.
These allow us to uncover gaps in the customer journey and to highlight all
issues related to each specific journey. From this, we have been able to
identify opportunities that may help to simplify and shorten the international

protection process for our users.

3. Methodology

3.1

3.2

The guiding principle for the development of personas and user journeys was
to ‘create using data and evidence’. The tools and research methods used in

implementing this principle are discussed in this section.

Desk research
Desk research was undertaken to gain a high level understanding of the

International Protection Process and the legal framework within which the IPO
and IPAT operate, to identify potential sources of information for use in the
development of the personas and user journeys and to learn about the broader
context in which the process sits. This research included reviewing
publications with information on the application process, reports looking into
the process and publications and articles on people’s experiences of the
process. Furthermore, this desk research was undertaken to identify useful
sources for published statistical information to support this evidence driven

approach.



3.3

3.4

3.5

Engagement with process experts— internal stakeholders
The Business Change team arranged meetings with each business unit and

sub unit in the IPO and IPAT in order to carry out an as-is analysis of the
international protection process. A member of the Customer Insights Team or
Service Design Team shadowed the Business change team for a number of
these meetings; specifically meetings with units involved in the processing of
applications or those that engage with people in the application process®. The
purpose of attending these meetings was to deepen the understanding of how
a person’s application moves through the IPO and IPAT, the stakeholders
involved, interaction points between the user and the IPO and IPAT as well as

organisational steps involved in the processing of the application.

Assumption-based Customer Journeys
Assumption-based customer journeys were created initially to visualise

information gathered from desk research and engagement with process
experts under a framework. Assumption-based journey maps “help you to
design an efficient research process by giving you a better idea of who to ask,
when, and where, as well as what to ask or observe.”, Furthermore “through
assumption-based journey maps, you can challenge your assumptions with
solid research.” 4 By employing this method, areas of interest and gaps in
knowledge were identified for further exploration, through user engagement. In
addition, assumptions made in setting out the phases of the customer journey
were validated and provided a foundation from which to build the user

journeys.

User Experience Engagement
Following a competitive process, a company called Connect the Dots was

contracted to facilitate engagement with service users who are or have
recently been in the International protection process to capture their
experiences. Connect the Dots’ engagement process included an online
survey, 1-1 interviews and a focus group with language translation services.
Connect the Dots provided a summary report on the engagement undertaken;

this was supplemented by additional information on the experiences of users

3 See — Appendix 1
4 See - This is Service Design Doing - Online Companion, August 2018
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3.6

3.7

and further topics and quotes from their engagement. These customer
engagement outputs provided an additional source of data from which the

customer personas and journeys were developed.

Secondary Research
Secondary research was undertaken to provide quantitative data in order to

complement the qualitative research employed and broaden the evidence
range from which the personas and journeys would be derived. Administrative
data internal to the Department was the primary source used.

A Data Protection Impact Assessment was undertaken prior to data being
received by the team. The principle of data minimisation was applied and the
data was anonymised. When analysis of the data set was completed, only
aggregated information was used in creating the customer personas and

journeys.



4. Customer personas development

4.1

4.2

4.3

4.4

Prepare file for analysis
A copy of the extract file was used for persona analysis. Columns related to

journey analysis were removed from the copy file. The dataset was checked
for records outside of the scope of the review and any found were removed to
limit the record set to applications made under the International Protection Act
2015.

Records of those under 18 years old and ones indicated as aged-out minors,
were removed from the data set. While 20.3% of those pending in the
international protection process up to July 2020 are 0 - 17 years old ° (if a
minor’s journey was to be created it would be founded on and contain
significant levels of assumption.) Applications for unaccompanied minors are
supported by Tusla, whose processes are outside of the scope of the review. It
was felt that sensitivity and procedures that would be required for engagement
with minors would not be possible to do within the timeframes of this review.
While not represented in these personas and journeys, minors who are
dependants on their parent’s or guardian's application, or who have an
application being considered in its own right would still benefit from
improvements to the application process for applications as identified through
the customer journeys of adult personas.

High level checks on singular attributes such as gender and nationality of the
remaining records were compared with those in the Report of the Advisory
Group on the Provision of Support including Accommodation to Persons in the
International Protection Process, confirming that the data being analysed was

broadly in line with published records.

Analysis
Ideally 3 - 7 is the number of core personas that should be developed®. In line

with this and the number of assumption based journeys created, 4 personas

were developed.

5 See Report of the Advisory Group on the Provision of Support including Accommodation to Persons in the
International Protection Process - Table 2.2.3, September 2020
6 This is Service Designh Doing - Online Companion, August 2018



4.5

4.6

4.7

4.8

4.9

4.10

As there are more males in the application process than females’, the gender
breakdown of the personas followed this and was represented in the personas
as 3 male personas and 1 female.

Similarly there are more single applicants pending in the process than then
there are family units®. Therefore, this was represented in the personas as 3
single persons to 1 to family unit.

The IPO have an interview prioritisation, which is supported by UNHCR?®. With
consideration to the concept of designing for all from universal design, a
persona that would be high on the prioritisation framework was included.
Having previously removed unaccompanied and aged out minors, those over
70 and not part of a family group or those with medical priority were
considered. As people aged over 70 and not part of a family group are higher
on the prioritisation list than those with medical priorities, a persona of age 70+
was included.

From the data set, the top three nationalities were Albanian, Georgian and
Pakistani for males and Zimbabwean, Georgian and Nigerian for females. The
top two age ranges for these genders and nationalities was also established
for consideration, as the personas were being developed.

There was limited information in the data set for those with dependants on their
application. However, from the information that was available, Georgian was
in the top 5 nationality and Georgian featured in the top three nationalities of
both male and female applicants. Therefore, a persona of Georgian nationality
was selected be the one with a family unit.

It was found that of the top nationalities for males and females, Pakistani was
the nationality that had the highest number of applicants of both genders over
70. With Pakistani being the nationality in the top 3 of males, male was the
gender and Pakistan the country of nationality selected for the ‘aged over 70’

persona. The Report of the Advisory Group on the Provision of Support

7 See Report of the Advisory Group on the Provision of Support including Accommodation to Persons in the
International Protection Process - Table 2.2.2, September 2020
8 See Report of the Advisory Group on the Provision of Support including Accommodation to Persons in the
International Protection Process - Table 2.2.5, September 2020

9 See

http://www.ipo.gov.ie/en/IPO/Prioritisation_of_International_Protection_Applications_IPO_UNHCR_Notice_2017.p
df/Files/Prioritisation_of _International_Protection_Applications_IPO_UNHCR_Notice_2017.pdf

9



including Accommodation to Persons in the International Protection Process
identifies that 0.7% of people pending in the international protection process as
of end of July 2020 are 65+1°. This was broadly in line in the data set and
therefore there was a relatively small number of records. To mitigate against
creating a persona too similar to that of a real person, this persona was given a
marital status of widowed as there were no records matching this specific
combination of attributes in the dataset.

4.11 In determining the attributes for the remaining personas, the crossover of most
common nationalities between genders was considered. Also factored in was
the ratio of male to female, and family to single and the top age ranges per
nationality. This resulted in the following attribute (groupings), which were used

to build out the personas further.

Persona Persona A Persona B Persona C Persona D
Nationality Albanian Pakistan Zimbabwe Georgian
Gender Male Male Female Male

Age range 18 - 27 70+ 28-37 38-47
Family unit Single Single Single Ei:“y

4.12 One or multiples of the attributes per persona in the table above were then

used to query the data set to further expand the personas as detailed below:

Persona Persona A Persona B Persona C Persona D
Nationality Albanian Pakistan Zimbabwe Georgian
Gender Male Male Female Male
Family Unit Single Single Single Family Unit

Age Range 18 - 27 70+ 28-37 38-47

10 See Report of the Advisory Group on the Provision of Support including Accommodation to Persons in the
International Protection Process - Table 2.2.3, September 2020
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Language Albanian EnglIJlfguand English Georgian
Reason for
seeking Other Social Political Other
protection
Marital . . : .
Status Single Widowed Single Married
Religion - Muslim Christian Orthodox
. Sales Building and
Profession Student Unemployed Occupations Construction

4.13

414

Completing the persona template
Having established the basic attribute data for the personas, this information

was added to templates for further development. This included using data in
publications and articles for quotes from users and other contextual user on
the user experience. Through this, the basis for some of the component parts
of the personas were derived, but also elements originating from the data
extract were reviewed. For example for Persona B, the reason for seeking
protection was updated to ‘Religious’ as details were found in publications that
supported this, the data extract also supported ‘religion’ as a reason for
seeking protection for this persona. Another update was made to Persona C.
For this persona, a child in the country of origin was added. Evidence of family
reunification being of concern was found in the research done but this has not
been represented in the personas until that point.

To minimise assumption from the creators within the personas, the personas
were presented to the wider Customer Insights and Service Design teams and
components of the personas were agreed through discussion of the research
by the team. The report from Connect The Dots research was a key input to all
of the persona attributes.

The table below details the component sections of the personas created as
part of this work, and contains information on the component purpose and how

it was developed:



Persona Purpose How created
Component
Name and Image To aid - Image was sourced from

memorability, assist
people to
remember the

users of the service

flaticon.com
Name selected through internet search
of common first names for a person of
that gender from the country of

nationality of the persona

Age, Family group,
marital status,
reason for seeking

protection

To portray the
personas like real
people, based on
aggregated
information about

real people

- Analysis of the data extract. .
Verified and/ or updated using

evidence found in publications.

Fluency in English
& Vulnerability

To highlight

important factors

- English language fluency:

Language used at reception, in the

level that may impact a guestionnaire and at interview
person’s ability to were all considered; all nationality
engage with the records were used for this.
service and - Vulnerability level was determined
something to by considering the persona’s
consider in service English fluency, age, medical
design/ redesign needs indicated, connections to
Ireland and it was agreed by value
judgement of the team.
Quote Helps introduce the - Publications were reviewed for

persona and their
context, makes the
persona more
human and gives a

greater sense of

user quotes. The sentiment
conveyed in these quotes was
used as the basis for the ones
created.
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who the service is

being designed for.

Technical skills

Assists in
considering how to
best engage with
the person, and
how can we
facilitate their

engagement with

Selected using value judgement of
the team and validated from user

engagement responses.

us
Additional Assists in - Publications were reviewed for
Information developing out the context.
persona and to - Selected using value judgement of
consider the the team.
resources a
persona may have
to have to
accomplish their
goals.
Goals What is the persona | - Publications were reviewed for
looking to do? context.
Included to assistin | - Selected using value judgement of
understanding if the team
and how the
persona is
successful.
Challenges What could prevent - Publications were reviewed for

the persona from
achieving their
goals? Included to

understand what

context
Selected using value judgement of
the team




the potential

blockers are.

Persona Set

Giorgi

A “Circumstances in my country forced us to leave; me, N
el my wife and daughter just needed to escape. You don't

have options, you just have to leave”

Additional information ™,
+  Giongi worked in building and
construction.

A

Technical skills
- Giorgi is good with technology

Aged 42  general m previous military

From Georgia. His first language is Geargian
Married with one child. @ @ buthe also speaks some
Seeking protection for ;“;:ﬁ i thatare

other reasons. Ireland. S

Goals Chall '
__ Vulnerability Level _ | Goals | cnass
High
= The language barrier make
[ —— ] - To build a better lfe for his family. trm unclorsiorsling o the whede
= To have a happy life. system very hard.
- . - T job o that he ; :
. Fluency in English o get a job s0 can support - Gelting access to education for

[ 1] =i his child.
o—

2B/047202 1 Deparment of Justice | Qperations




“I suffer from a lot of things as | am old. Coming here it h
is like starting a whole new life, outside it's quiet, I'm
safe. Ireland saved me” y
Technical skills Additional information A
Aged 71. - Ahmed does not use Ahmed is an elderty apglicant
. technology and he is not and not part of a family group.
From Pakistan. comfortable with digital His first languags is Undu.
Widowed with no mediaichannels. He was a retiree when he left
children. Pakistan. )
Seeking protection :&ha:m cousin who
because of his religion A

e T feal safie and free from harm.

. Vulnerability Lewvel o

_— To live peacefully for the rest of his
L5 4 lifier
P - To hawe access o healthcare for
?wFluen-::yr im English ik his clated il !

e To get through the IPO process
- quickly.

2840472021

Deparment af Justice | Operstians

Romy

a
J “| had no idea of asylum, | had never known of it. | was scared
| formy life so | ran away. | didn't know where | was going. | ran
—, and came to be in Ireland.” )
— T, - '\-\
/ Technical skils A . . . )
+ Rarny is used 1o technelagy; Additional information
Aged 31 she is camfortable using email, . Eafum cuﬂnn-ggqmslmlmdl
Fimbabwe making phone calls and surfing Dy WD moales.
F‘rnrn imbabwe the intemet. H r she is +  Har first language Is
Single with one child not confidentwith camplex English,
in Zimbabwe anline systems. +  Shewes part of a palitical
panty in Zimbabwe,

Seeking protection for
political reasons.

Vulnerability Level
w High

Lo

—

L FIUENCY in English Hagh

o~

e W

<D

. R-:m:,- did nat bring much
documantation when she ran
+ She feels like she is running cut

Te: e frow ta have her epinien and
express her views without fear,
Te bve her |ife e the full

To build a network and be part ofa of time to start a career.

Her child was 14 when she left,
the length of time in the process
cauld impact an their
reunification

Commaumity

To get through the [P O process
cuuickly, to unit with her child undes
family reundfication

Crapartrment of Jusbos | Gpsraiions
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..an 'ii'-"._ Goals

Mateo

“I miss my family; my father was killed and | came here
because | was threatened. | think about them and |

worry”
vy
. Technical skills Additional information
From Albania. . Mateo is sxcallent with - Mat=o left in the midde of
Single with no technology and online systems his studies.

children.
Seeking protection
for Other reasons.

His first language is

@ ’ Albanian.
'.-.. M v

= The language bamier may

Vulnerability Level

- - To be safe and have a better life.

?W_Fluency in Englizh i get a job.

make the understanding of the
whole sysbemn very hard.

= To continue with his studies and o

= He can only enter third level
education as an overseas

= Tolive his life to the full.
o—

5. Customer Journey Development

5.1

From desk research and engagement with internal process experts, four
options were identified as core journeys to represent what was in scope. These
four options were used in the assumption-based customer journeys that guided
the initial phase of user experience research, which in turn formed the basis
from which to build out journeys for the personas. The customer journeys were
then built through analysis of the data extract and synthesis of the research
work undertaken. The four decision paths were:

1. ‘grant refugee status - first instance’,

2. ‘grant permission to remain — first instance’,

3. ‘grant subsidiary protection at IPAT’, and

4. ‘grant permission to remain at review’.
Attention is drawn to the fact that these four journeys all end in a grant
decision. This should not be taken to say that all journeys end in grants — this
is not the case, a majority of cases end with negative decisions. However as
our aim is to show the range of things that happen throughout the application

and appeals processes, and given that deportation processes are out of scope
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5.2

5.3

5.4

5.5

5.6

of the review, the 4 paths taken here give the best coverage of

applicant/appellant experiences.

Data Extract Analysis
A copy of the extract file was used for journey analysis. The dataset was

checked for records outside of the scope of the review and any found were
removed to limit the record set to applications made under the International
Protection Act 2015. As previously discussed with persona development,
records of those under 18 years old and ones indicated as aged out minors
were not being represented. These records were removed from the data set so
as not to skew the data being used for the journeys. We also compared
language used in the questionnaire versus the language used in reception and
interview.

Columns were also added to capture the number of days between various key
dates in the records. Analysis of this data set was completed in stages —
number of days from leaving country of origin to application, number of days
from S35 interview scheduling to recommendation and the number of days
from the recommendation letter to decision letter.

For each of these stages, we calculated median times for all users and the
personas. The data was mainly aggregated by nationality. However, age
range, interview priority and gender were also used. The number of interview
records per application record was also analysed.

It was established that all persona nationalities had records with
recommendations types that aligned to the four journey decision paths. The
percentage of applicants of that nationality by recommendation and whether or
not the country of nationality was a safe country of origin was considered when
assigning a persona to a journey decision path.

When compared with the other persona nationalities, the persona Mateo is
from what is deemed a safe country of origin. When combined with statistical
analysis of the data set, it was felt that a refusal of refugee status and
subsidiary protection at IPAT could reasonably happen for this persona. Thus,
Mateo was selected for the decision path ‘grant permission to remain at

review'.



5.7 Through desk research, it was known there are people fleeing Pakistan due to
religious persecution''. When combined with statistical analysis of the data set,
it was felt that a ‘grant of refugee status — 15 instance’ could reasonably
happen for the persona ‘Ahmed’. Thus Ahmed was assigned to said journey
decision path.

5.8 In 2019, 13% of appeals of substantive International Protection Appeals,
Subsequent Appeals and Inadmissible Appeals were from people with
Zimbabwe as their country of origin'2. Having previously assigned Grant at
IPAT to a persona, it was felt that ‘grant subsidiary protection at IPAT’ could
reasonably happen for Romy.

5.9 The persona Giorgi, is from a deemed safe country of origin, and was selected
to be a family unit. It was noted that a small percentage of records recorded
pregnancy potentially impacting the scheduling of interviews; with
consideration to universal design principles and of designing for all, it was
decided to capture this through Giorgi’s journey, whereby his wife would have
a child during the application process. This persona was assigned to the
remaining decision path, chosen as a representative of ‘grant permission to

remain, 1st instance’.

Synthesising research

5.10 Throughout the process, research insights, quotes and statistics were captured
and documented. Synthesising this research involved reframing these into
phases under the user journey and themes.

5.11 Each persona was given a space for their journey and experiences from the
reframed research were attributed to the various personas. Similarly, data
supporting timeline generation was pulled to each persona journey
development area. Through this, gaps were identified in both the timeline and
experiences. Further investigations of published information on user
experiences, additional data from Connect the Dots and the work of the
Business Change team were pulled into the central area for themed data and

11 See https://www.amnesty.org/en/latest/news/2020/11/pakistan-surge-in-targeted-killings-of-ahmadis/
12 see International Protection Appeals Tribunal — Annual Report 2019, March 2020
http://www.protectionappeals.ie/website/rat/ratweb.nsf/page/MXKY-BPHHZE14381411-
en/SFile/IPAT%20Annual%20Report%202019.pdf
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5.12

5.13

5.14

5.15

into the central location with journey phases, and attributed to a personas
journey in order to fill out these gaps.

In addition, the personas were further iterated and validated through feedback
from members of the Customer Insights and Service Design teams and from

Connect the Dots, based on their customer engagement.

Customer Journeys set
The journeys developed are of the as-is customer journey, they visualise the

actions, thoughts, and emotions that customers experience while interacting
with the current business processes and services in the International protection
Process. Their focus is on human experiences; illustrating the story of
personas though a sequence of steps, to provide an outside-in perspective on
the International Protection Process.

Each journey map represents a single persona experience without mapping
if/fthen scenarios, loops, or decision trees. Each journey includes a section with
details of the persona whose journey is being mapped and sections with
actions, touchpoints, thoughts and feelings and pain points.

The intention of these is to help identify opportunities to improve customer
experiences; such as provide the right content at the right time in order to
improve the customer's emotional journey, to highlight potential obstacles in
the journey, to then help mitigate these or to identify users’ needs and
implement ways to potentially satisfy theses needs. The journeys are also
useful in identifying, through comparison with the other analysis streams,
where opportunities to improve customer experience, align with opportunities
to improve staff experience and to deliver on the other recommendations of the
Catherine Day Report.

In addition to the data set analysis as previously described for the creation of
user journeys, as part of the current state analysis, the review team also
analysed the average end-to-end processing times, for a negative decision at
all stages of the protection process and for a positive recommendation at IPO
1st instance stage to the final decision issued. This was done using data
points provided by the IPO and the IPAT for 2019 (pre-Covid) and 2020%2. The

13 Note on data sources for end-to-end processing times:
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impact of the pandemic on processing times cannot be ignored here, and
therefore this introduces an element of unpredictability into the dataset. The
figures presented here and used in the journeys are therefore reflective of the
processing times in recent years, and don’t give any indication of current or
future processing times.
5.16 For negative decision at all stages of the protection process and based on an
average of 21.75 working days per month:
- In 2019 it took on average 15.7 months (1.3 years) for an application to
be processed in the IPO, and 7.2 months (0.6 years) in the IPAT. When
PTR Review and MDU times are added a total of 31.5 months, or 2.6
years.
- In 2020 for negative decision at all stages of the protection process in, it
took 17.3 months (1.4 years) for an application to be processed in the
IPO, and 7.2 months (0.6 years) in the IPAT. When PTR Review and
MDU times are added a total of 37.7 months, or 3.1 years.
5.17 For a positive recommendation at IPO 1st instance stage to the final decision
issued by the MDU and based on average of 21.75 working days per month, in
2019 and 2020, it took on average 20 months (1.7 years).
5.18 The journeys presented are broadly in line with these timeframes and
variances in them should attributed to the individual journey presented. The
timelines shown do not represent the average processing times, instead they

illustrate a range of timeframes experienced by users over recent years.

IPO 1 -1IPO 3, IPO Co-ordination Unit, IPO average of Quarterly median case processing times- all case’s, from receipt of application to S39 report
finalised, 2019/2020, report produced by RAU, Feb 2021, IPO 4: Times provided by IPO PTR unit, Dec 2020,

Recommendations issued: Times provided by IPO Recommendations & Decisions Unit, Jan 2021

Applicant: has up to 15 working days (0.7 months) to appeal the RS and/or SP IPO recommendation

IPAT 1-4: Average Appeal timeline provided by IPAT Corporate Affairs Unit, 2019 & 2020 key processing times (appeal received, file copied, file
copied & assigned to Tribunal member, appeal assigned to decision issued)

PRT Review: Average times provided by PTR Review Unit, 2019 & 2020, Jan 2021

MDU: Average times provided by IPO Co-ordination Unit, Feb 2021

IPO 3: All grants at first instance are subject to ASG Pulse checks. ASG checks are completed on ‘non-security check countries’ however security
checks are completed by Northern Ireland Security Service (NISS). A Recommendation letter is not issued until these security checks are provided
by NISS. Average processing times are provided by IPO Section 22 Unit, Feb 2021
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Giorgi

- 42 years old, married with a child and from
Georgia.

- Giorgi is here with his wife and daughter. He
does not speak any English but he is
comfortable with technology.

6 days since leaving home

Goals:

« To build a better life for his family.

« To have a happy life.

- To get a job so that he can support his
family

7 days since leaving home

322 days since leaving home

384 days since leaving home

Journey Phase

Giorgi gathers his belongings and papers and travels

+ 317 days

Giorgi travels to IPO by taxi and waits in reception to be seen Giorgi reads through the information booklet and speaks to other Georgians in the centre, about the

Actions airport in Georgia with his wife and daughter. questionnaire. Ho answers the questionnaire himsalf and rotums it using the propaid envelop, within 30
He flies to Ireland. Giorgi is anxious about leaving his He answers questions from the IPO staff via a transiator and hands over all days.
What does the homa country but hopeful that Ireland will provide the documents that he and his wite have
‘ d0? them all with a better future. He moves from Balseskin Accommodation Centre to an accommodation centre in a rural e, Hate
customer do? Giorgi is given fots of booklets, leaflets, notices and the questionnaire with & he asks friends about how to apply for the allowance and how and when he can start worki
On arrival at Dublin airport, ho prsents to tho Border prepaid envelopo; ho fools overwheimed by allthis information. He signs the
Management Unit and answers questions and Important Notice on conditions with application and information given in PO He gets a PPSN and a Public Services Card
complates the Section 13(2) preliminary interview. reception.
Giorgi is frustrated as he has been waiting for some time for his interview date 50 he phones the IPO
He fravels to Baiseskin Accommodation Centre, He then has to have his fingerprints taken and completes his Section 15 customer service desk for an update, with the help of a friend for translation:
which was organised for Giorgi and his family. interview via a translator, which is for the application for International
Protection; this takes approximately one hour His wifehas become progrant and i hes found a b 50 he send thtinfomnetion o PO, on advie
froma
He has his photograph taken for a Temporary Residence Certificate card
(TRC) , which he receives scon after. This card is valid for 3 months. Giorgi asks his fiend to translate his interview letter, when it amves. Ha has to postpone his interview,
which he does sing the interview confirmation siip because child care is needed for his daughter and his.
Giorgi then gets a taxi, organised by IPO, back to his accommodation wife has an antenatal eppointment on tha date
When he receives a new date for his interview, he fils in the confirmation slip and he is now able to sort
childcare. He speaks to the centre manager about how to go about traveling to the interview,
He renews his TRC card, with advice from other people in the accommodation centre.
After eight months , he applies for labour market access
Si T
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+62 days

Giorgi travels to the interview with his heavily pregnant wife and they
both chock in for the interview. Ho i fooling norvous about the
interview now.

Giorgi answers interview questions for over three hours and hands in
additional documents. He has to wait another three hours for his wife
while she is intorviowed.

They travel back from interview and check in on their caughter as.
500N as they ammive back to the centre.

While he waits for the IPO decision, his wife gives birth to a son. They
nolify the IPO after being advised by a friend to do so. He also
ranows his TRC card and labour market access permission during

is time.
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Giorgi recoives his recommendation letter, refusing refugee status and
subsidiary protection and is granting permission to remain . He gets a
copy of his English translated questionnairo, appeal information,
interview notes and country of origin information (that isn't publicly
avalablo) He uses Googie Transiato to try and understand the letter
and the accompanying documents, but needs to get help from his

friend to make sure that he understands what is written in the letter.
He is frustrated having to kaop asking people to help him transiate
correspondence from the IPO

He i very relieved to leam that he and his family can stay in Ireland.

He waits for the final decision

&

Preintervi
mey Dierad With?il o o ustice e e ediey e Documentation Customer service centre riow o o
5 - = area for intr _
+ Immigration Service * Member ofthe GardalNatonal - 63 page auestonnase 1obe etumed 13 + Waiting area I PO RS o U oo Sl it SIS § m; St et o ge: refuse s
. 1SD) Border Inmigraton Sucau (GNE) g days S prepascrsose + Sl member kg fngerpris S ramame Bl calve & S ntend Sl e SPUID proecion e * Gosgle Transiate
IPO Documentation v + Transport to accommodation  Iiomaton B0k for Applica * S menber conduciog the Section el Al o BT permissin o reman
It Protasson ookl Prlechon Gn(xg»aﬂ e recommendation
IPO + Cu - in Englsh + Traneiato for Sectin 16 nteriew 0 el st by oot Som Cloraty B + Gopy of the fecommendation - in
External - accommodation centre Staft . Access 10 Labour Market notice (Addendum « Staff member who arranges transport o Engéish
Department of Justice 0 1) for Georgi and his family back to TR o reneualackiomiedyement > 7 Ac:g: & rr:mn in English
. Sf"e USRS OO o . N!w rc cara sl for 6 mants Extoar ) s
+ Refoulzmer ! Chhyottne: Erglsh ransiation o s
3 Rt M’;‘,_’;:;gf,::":’;";;x;,y |:,-) < Lebins Mahet st sopkolon * itematona pocian Documentstion Exteral completad 63 page quesionnas
regarding fingerprints) form commodation Service - staff + Interview notes in English
D P e GOPF Prviey Moo + Labour Marke! access information e n TS e o8 + TRC Card renewal form - editable . ; ¥ of Origi Informaticn and
+ Legal Aid notice - Englrsh only dilferent axunmvoua\mn centre POF and sent by email « Travel back to references - nct publically available in
* Inmartant Notios i English - original ghen to st 2:kabour ket scoesy « Inten: - TR Engish
Giorgi after he has signed it i acknowledgement cmail Au,amumawﬂ Servi ue centre o
o e s Tampotioo + Inuitation to iterview lefier manager and staf in the new + New TRC card vaiid for 6 months,
v e AT st ee Sl
i " bz . -
R e e TR car sccammodton centse sial alowance, PPSN, mecical card applcaton fom
+ Friends in the centre who are further
alang in the application process
Cust: Thoughts Anxious - Giorgi feels that there is no tuming back for Tired - they have been travelling for 6 days with long periods of waiting. This Stressed - Giorgi is stressed because he wants to do the questionnaire right; he had been toid about Nervous - Giorgi hopes that the interview will go well; they have been Frustrated - Giorgi is frustrated to have to continue to ask people to
imself, his wife and his chil as been very difficul for their daughter, she is young and doasn' legal aid but doesn't know what to do for it, he feels he must do the form quickly so it halps with their ere naarly a year and spent most of the time waiting for this. fum understand the information ha racaives from the
ustomer Thougl nhimsalt, his wife and his child has b difficult for their daughter, sh \d doesn' legal aid but doesn't ki hat to do for it, he fael: t do the f Kl n th th h i nd t of the i for th hi derstand the information from the IPO.

and emotions
Hopeful - they are leaving all that they know for a
What is the customer et s

thinking and feeling?

Overwhelmed - he has been given so many papers and told of lots of things.

he must do; he wants to do this right

® O O

Customer Painpoints

What issues or barriers young child
does the customer

experience
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understand what is happening, she cries frequently and not is sleeping.

Stressed - Giorgi foels that his family are depending on him. This is a
strange country and ha doesn’l speak the language

+ Giorgiis given a lot information all at once and doesn't fully understand it .
+ Not all the information Giorgi iS given, is in a language he can understand
+ s & long day having to wait to be seen and interviewed, especially with a

application.
Frustrated - he is annoyed and frustrated as he is waiting with no information.

Anxious - he gets more and more anxious, feeling he is o blame for no information, it's affecting his
seep. Ho's happy to hear about their interview date but worries about it

Has to complete this difficult questionnaire at the same time as settiing in with his family and he can't speak
or read Enghish.

Feels like he has no support in completing the questionnaire.

Has to rely on and trust other people in the centre to help him and give him advice

The questionnaire is long and confusing; there is no accompanying guidance

See's people who have come afier them getting an interview, bui na information on when they'l be
intorviewed

Not knowing how long they will be waiting for their interview to be rescheduled

+ Giorgi doesn't gel legal advice et this stege. The leafiel about legal aid wasn't in Georgian and he didn't
know what to do. He doesn't know that it was possible to ask for an extension.

Shed-ahockad - Clorglisshokstiocked ha weart axpactiog fia
intorview to be like

Helpless and Isolated - ho fesls that the person interviewing him

doesn't believe him and he doesn't know what to do or what else he
can say.

a
)

Is besed In o el localon; they N be revelingfor s long timo 0 get
10 and from the intervis

Notreadyfor kit know thet the intsrview woukd have vory tolgh
questionin

Relieved - he is relieved 1o have news and wanis 1o move on as
quickly as he can.

Confused - he doasn't know why they don't have permission to
remain status in Ireland yet.

Annoyed - his frustration is turing to anger as thoy are waiting again
with no mformation and no certainty as o when things will change for
them.

Not having any update or information from the IPO. The Customer
Service team don't tell him anything tangible as to when he should hear
back

ac!
Doesn't understand the letter that he received and the accompanying

Feols like he has no to ensuro
operations, where there is no legal representative

Interview is 3 hours for Giorgi and another 3 hours wait while his wito is
interviewed. This is particularly difficult for them, as they have a young
chikd and a baby

le he has leamed some English, the language used
is complex and legalistic

Giorgi doosn't havo any of the information leafiats givon o him in
reception anymore and doesnt know what ones he is missing. He
doesn't try ta replace them as they were not all in Georgian and they
were 100 complex.

With fong wail times and no information, Giorgi doesn't frust the IPO to
gotback to him anytme soon.

Department of Justice | Operations

459 days since leaving home

Giorgi receives his ministerial decision letter, refusing
refugee status and subsidiary protection and granti
permission to remain. He reads the lotter and gets help
again from a friend. to make sure he understands what
the letter Is telling them. He Is relieved but confused
because his son is not included in the letter.

Ho speaks to the contre staff and his frionds about moving
out of the centre and registering their permission.

Doc.
Other g, 2UMments,
Goy,

==
Documentation
+ Ministerial decision letter - Friends
+ Declaration + IPAS/Centre Manager
- GNIB

Happy - he is relieved taht they finally have their
deciaration.

Confused - he thought they could just move on wilh their
life now but he is finding ths difficult. His son isn't included
in he leler and hay have (o regisler their permission and
he doesn't know why.

- Doesn't know when he will hear about status for their son

who was bom during his application process.

Giorgi doesn't fully understand the process and the
differences between PTR and refugee status and what it
means for him and his family. Therefore, he hasn't boen
able to make an informed decision on whether or not he
‘would Iike to appeal the docision.

They were unaware of their son's application being separate
s he was bom during the process; fhey don't know how
fong it will be until his application is finished.



Journey Phase

Actions

What does the
customer do?

Touchpoints
What parts of the
service /or important
connected services do
they interact with?
IPO Documentation

External

Customer Thoughts
and emotions

What is the customer
thinking and feeling?

Customer Painpoints
What issues or barriers

does the customer
experience
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Ahmed

71 years old and from Pakistan.

Ahmed is a widower, he and his wife never had
children. His first language is Urdu and he
speaks some English.

He doesn't use technology. He has a second
cousin who lives in Ireland.

Goals:

related illnesses.

1091 days since leaving home

1092 days since leaving home

To feel safe and free from harm.
To live peacefully for the rest of his life.
To have access to healthcare for his age-

To get through the IPO process quickly.

1353 days since leaving home

1479 days since leaving home

1658 days since leaving home

Journey to Ireland
+1091 das

Ahmed travels by illegal passage to
Europe and Ireland via Iran and Turkey.
When he gets here he makes contact with
members of the Pakistani community in
Ireland. It takes Ahmed a long time to get
to Ireland and similarly takes him quite a
while to contact the IPO.

Ahmed travels by taxi to the IPO and waits in reception. Here he has his
Section 13 (2) Interview , which is conducted by IPO reception staff and
answers all the questions in English and hands over his out-of-date
passport, which is the only document he has.

‘Ahmed is given lots of booklets, leafiets, notices and the quesllunna»re with
a prepaid envelope, he is confused by il these papers. He signs the
Iniportant Notice an conditions with application &nd information given n [PO
reception.

He then has to have his fingerprints taken and completes his Section 15
interview which is for the application for International Protection; this takes
approximately one hour. Ahmed is quite tired by now.

He has his photograph taken for a Temporary Residence Certificate card
(TRC) , which he receives soon after. This card is valid for 3 months.

Travel and accommodation are arranged for Ahmed by staff; he goes to
Balseskin accommodation centre.

Dy,
Staff me, "'mmm 12
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«+ Age-related medical issues
» Needs access to healthcare.

+ 261 days +126 days

Ahmed reads the information booklets and contacts the Legal Aid Board to try and
get a solicitor as he needs some help.

Ahmed travels to the interview at the IPO in Dublin by public
transport. When he gets there he waits to check in for the Interview -
there are other people trying to check in as well.

After a short time in the Balseskin Accommodation Centre, he moves to an
accommodation centre near a small town and sends i his completed change of
address form. While he waits to get legal advice, he speaks with a volunteer group
that comes into the centre and gets help filling out his forms, as he is feeling quite
stressed about filling it in himself. They inform him that he Is able to request an
extension of time to return the questionnaire, which he applies for. He then
contacts people for the supporting documentation that he needs for his application
and he sends it off.

He speaks with his legal representative who s present for the
interview and answers the interview questions in Urdu through a
translator.

He is relieved that the interview was shorter than he had heard but
exhausted after all the travel and the interview itself.

Ahmed waits for the IPO recommendation.
While waiting for a date for his interview, Ahmed gets allocated a legal
representative. He He also makes contact with and meets up with his relative that
lives in Ireland. When the interview letter comes with the date, he completes the
confirmation slip and sends it back, he is feeling hopeful now.

He gets advice on getting public transport to the interview and applies to the
welfare officer for funds o travel by public transport.

Ahmed's TRC card needs renewing during this time which he does with the the
help of centre staff.

‘%?'
- o - = - - Interview
+ 63 page questionnaire (to be retumned in 3 « Wailing area « 63 page questionnaire (in Urdu) . mﬂr&w : ws me 5 mesnamr‘%i:l:esaia':r-I?hm‘e?: for . !F“r:mr SRR
weeks!15 working days) & & prepaid envelope + Staff membet eonducnng Section ~ Booklets, leaflets, notices as given to 5 1pm cantre manager and et me interview
+ Information Booklet for Applicants for 13{2) Anmed in Recs| ‘accommodation centre.

- Customer Service Leaflet - in English
» Access to Labour Market natice {Addendum

Not
+ Safa Countries of Origin notica (Addendum No

« Refoulement notice (Addendum No_4)
. Dublln Regmamn Book:e! (information

regarding ints)
Do Bracin o GOPR Privacy Notice
+ Legal Aid notice
« Important Notice in Engnsn el ghen o
Ahmed after he hes
Copy of IPF1 Sacion o the
information that was recorded in the system
from his S15 interview - in English
+ TRC card

Scared - afraid of being returned to
Pakistan,

Confused - Ahmed is confused by all
has been given.

Hopeful - he fee's things might be okay. The staff were friendly and helpful;
ey armangsd tanspor and scoommodation

« Receives a lot information all at once.
+ Itis a long day for a vulnerable applicant.

Staff member taking fingerprints
+ Stall member conducting Section 15

« Confirmation of extension of tme for

retum of questionnaire
Char

. Depanmen( of Social Protection
allowance,

, medical card,

interview + Change of address form wellare officer
{f member who arranges - TRC Card renewal form, sentby post . | eqal Ad Board (a3
accommodation and transport o - New TRC card vaid for 6 months * Logal representative
accommodation for Ahmed received « Volunteer group
a3 « Invitation 1o interview letter
I 1 + Interview confirmation slip External
External + Legal representative
+ Public transport services
« Transport to IPO « Travel back to accommodation

+ Taxi to accommodation centre
+ International Protection
co Service (IPAS)
Balseskin accommodation
centre staff

the information and documentation he Stressed - he is very stressed about filling out the questionnaire; it is really

confusing.
Thankful - he is thankful to the volunteer group for sharing information and giving
him a little help.

Hopeful - Ahmed is happy to receive his invitation letter for the interview.

Apprehensive - some people in the centre have been waiting much longer than
him for an interview date, he doesn't know why and he doesn't want them to think
he is skipping them.

« The questionnaire is difficult to complete; the questions are confusing. There was no

guidance for it, which prevented him from being able to complete it on time.

He has to walt to get legal advice but there isn' enough time to do this and get the

form back on time, even with the extension.

Getting documentation is difficult, he is depenmng on other people sending

Information to him.

He doesn't have his supporting documentation in time to send back with his

questionnaire; he doesn't know if this is ok, until he speaks with his legal

representative.

Without the information and help of the volunteer group, Ahmed would have left

some of the questions on the questionnaire blank and he would not have known to

ask for an extension.

On top of the guestionnaire, he also has to fill In forms for social welfare, medical

card etc.

« Ahmed doesn't use technology so he cannot check websites for information, he
depends on the paper documents that are given to him or what people tell him.

Relieved - he heard that the interview was going to be 3 hours long
but it was much shorter.

Happy - he will make it on time to catch the transport back to the
accommodation centre.

Exhausted - after another long day, he forgot to bring his medication
and finds the journey back is uncomfortable.

‘- -

+ Itis another long day, especially for an elderly man.

+ Ahmed got most of his information about the interview from what he
heard in the centre.

« Ahmed Is waiting for 4 months after the interview with no
correspondence from the IPO. During this time he has no idea how
long it will be until he has word. The more time that goes by, the more
stressed he becomes.

+ 179 days

Ahmed receives a letter with recommendation to grant refugee
status and y

Ahmed is 50 happy to receive a letter with decision to
grant refugee status and accompanying declaration
document, he tells his relative the good news.

He Is so relieved to know that he is not going to be sent back to
Pakistan; he tells friends and relatives all about the
recommendation.

He then registers his permission after getting advice on
how and where to do so.

He speaks to his legal representative and waits for final decision.
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External
Documentation Documentation
. + Relatives
ST - Ministarial decision letter Volunteer group
+ Legal representative + Declaration - Garda National Immigration
Bureau (GNIB)

Relief - he will be safe in Ireland for the rest of his days. Joy - he is finally at peace and he can relax knowing that

he won't be sent back to Pakistan,

Worry - but this tums Into stress and self doubt, he is waiting for
neariy 6 months with no correspondence. Anxiety - Ahmed is anxious of the unknown, he has been
Iooked after in the accommodation centre for so long and

has to come to rely on that

) -
+ Scared, frustrated and stressed, Ahmed doesn't know Why itis .
taking so fong o get his final decision, he is scared that maybe he

won't get it and that he wil be returned to Pakistan
+ Another walt to find out if he can stay.

Unclear If he will get his passport back; he needs his
expired passport (o apply for a new one.

He needs help to register his permission.

He needs support integrating into the community. He
doesn't know who will help him integrate into the
ccommunity.

Department of Justice | Operations



Romy Goals:

To be free to have her own opinion and
- 37 years old and from Zimbabwe express her views without fear.

+ Romy is single and has a daughter back in To have her daughter join her, here in
Zimbabwe. Her first language is English Ireland

Romy is used to technology; she is To live her life to the full

comfortable using email, making phone calls To build a network and be part of a

and surfing the internet. However, she is not community

confident with complex online systems. To get through the IPO process quickly..

11 days since leaving home 12 days since leaving home 431 days since le 683 days since leaving home 700 days since leaving home 733 days since leaving home 942 days since leaving home 1015 days since

Journey to Ireland IPO 1 IPO 2 PO 3 C
soumey Pase B 209 days

Application to the IPO and preliminary interview Completes Questionnaire
Actions Romy is weary when she arrives into Dublin airport Romy travels to the IPO from emergency accommodation via 1axi and waits Romy reads he Information bookiet she received at reception and contacts the Romy 1ravels 10 the Interview and checks In, Sne Speaks With her Romy receives refuse refuges SIatus. refuse subsigiary protection. Romy gets g3l a0vise and requests ner legal representative Romy receives and reads the notfication of ner hearing Romy travels to the heanng in the IPAT offices by public Romy receives and reads the IPAT decision letter Romy receives and reads the Ministenal decision letter
and presents to the Border Management Unit at the n reception Legal Ald Boara and walts 1o get Iegal advise. legal represeniative whii in e walling room rEtse permisson o remaln recommendaian et 300 10 SuDMIt her appeal. She is feeiing anxious 2s i Is her Gate fetter and speaks wilh her iegal (epresentatie wno ransport and signs In for the hearing 2t reception CONMIMINg the GeCision to afmem the refugee status ana deciaration. sne is So releved
nfusea by last chance; she hopes her legal representative does a good will be abie 10 atiend the hearing which she is really decision and set aside the subsidiary protection
What does the She answers questions from the IPO receplion staff and hands over her She contacts her family and friends back home for Gata to support her application She anxiously answers al the questions in the interview and travels i Geciio 5 Sne gave her il She contace he NGO for job answering the questions on the forms. grateful for  She sends the legal representative her new Whilst waiting i the hearing foom, she greels her legal decision ‘She makes an appoiniment 1o attend GNIS to register her
t do? She answers Guestions and completes her Section birth certificate. and she returns the questionnaire, days after applying at the IPO, using the prepaid back from the interview by public transport advice and tries to contact her legal representative. supporting document representative. permission. She also applies for a travel document
customer do? 13{2) preliminary interview. envelope. She is frustrated after incing out that she COUIS have 2pplied for an ‘She 2is0 renews her TRC Card She is concemed while she waits for the final
Romy is given lots of booklets. leafiets, notices and the guestionnaire with a extension on her questionnaire. Wnilst waiting for the IPO decision, she receives a ‘call back for Romy looks into how 10 get 1o the IPAT offices and Romy answers all the questions at the hearing and traveis decision letter. Romy contacts the NGO for heip on moving out of the
She is relieved when emergency accommodation and prepaid envelope, she is overwhelmed by al this information. She signs the anctner shorfer inlerview. She speaks with her legal representalive applies lo the welare offcer for funds lo travel o the back to the accommodation centre by public transport She is accommodation cenlre and appiying for family
transport are arranged for her Important Notice on conditions with application and information given in IPC She moves from the emergency accommodation centre o an accommodation again and hearing by public transport upset because the questioning was really difficult and she cant reunification
reception. centre in a village. There. she makes contact vath an NGO and speaks 1o friends applies to the welfare officer for funds to travel to the caliback stop thinking about her daughter
and other people In the centre about their experiences. Interview by PUDNC ransport. She Is siressed by all the travel and the.
She then has to have her fingerprints taken and completes his Section 15 adced calback interview.
interview, which is for the application for Interational Protection. thi Romy contacts the customer service centre for her original documents so that she She renews her TRC Card
approximately one hour She is feeling a fitle emotional afler it as she Veg\s can open a bank account and she needs them for her course that she starts through Yet again, Romy travels to the callback interview, checks in and
her interaction wilh the staff member didn't go so wel her local college answers allthe questions i the nterview and fravels back {0 the
accommodaton centre via public transport
She has ner photograph taken for a Temporary Reskience Centricate card WISt She wais for the date of ner personal nterview. she Speaks to heriegal
(TRC) . Which she receives soon ater. This card is vaid for 3 months. epresentative and renews Ner TRC card. She Is feeling poweriess, ecause she She renews her labour market access permission. TRC card and
cant get any information on her inerview dale and her legal representative hasn walls for the IO decision lelter
Romy travels back 10 her emergency accommodation via taxi been responding to her
When Romy receives her interview letter, she complétes the confirmation siip and
Qets advice from the centre S1aff on getting ransport 1o the Interview. She then
Sppiies to the welfare officer for funds o ravel there via pubc transport
After £ight montns, sne applies for labour market access and renews her TRC card
again.
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Constraints
5.19 The scope of research for the persona and journey map development

was limited by Covid-19 and the timeframe for delivery. Under
circumstances without these constraints, further development of the
personas and journeys could incorporate additional research such as
observation and ethnography. Such research would add further
qualitative data and would provide an additional perspective on the
applicant experience. Incorporating additional research into future
persona and journey development, will by its nature bring further rigor to

the final outputs.

Scope for further research
5.20 Further research could be done into the experiences of people who may

have specific additional needs or who have complex immigration cases.

5.21 The scope of this work did not include experiences of people’s transition
into other ISD processes such as registering permissions, voluntary
return and deportation. Development of system maps for ISD (including
the IPO) would enable greater visibility of dependencies across
business areas. It would also enable awareness of handovers and
connections that could be impacted by, or targeted for, service
improvements.

5.22 In addition, the scope of the review did not extend to connected services
to the international protection process. Research undertaken in
collaboration with the connected services could identify opportunities for
improvement in areas of crossover or dependency between the

international protection application process and these services.

6. Insights

The below summarises the key insights derived from all aspects of the user
experience.
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6.1

6.2

6.3

6.4

6.5

Insight:

Insight:

Insight:

Insight:

Insight:

People in the application process are not just
living with uncertainty on the decision of their
application but uncertainty on what to expect of
the application process, how long it will take and
how to get help and supports. The uncertainty
experienced is a constant and negatively

impacts a person’s wellbeing.

The process can put a lot of mental strain on a
person and can be re-traumatising. This is
compounded by the length of the processing

time for some applications.

People in the application process wait for
extended periods of time with no communication
from IPO and IPAT. They also experience
difficulties in receiving application status

updates and requested information.

The language of questionnaire, information
booklets, letters and website content, is

legalistic and often confusing.

There are a range of supports available to
applicants through NGO'’s, legal aid and the IPO
customer service team. However, it was found
that in some instances, people in the application

process depend on other actors in the
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6.6

6.7

6.8

6.9

Insight:

Insight:

Insight:

Insight:

application process or people who have

experienced the process for key information.

The Dublin-centric set up causes difficulty for
some people in engaging with the application
process, particularly for IPO interviews and
IPAT hearings. In some cases a person has to
pay for travel upfront which can be difficult on a
small allowance. In addition, for some people,
there is a lot of travel involved in getting to

interviews/hearings.

There can be an inconsistency or lack of clarity
on what support or options are available to
people in the application process and how to
access them. Some people struggle with
completing what is required of them in the
specified time frames and are not aware of what
they can or should do. For example, knowing to
request an extension of time to return the

guestionnaire.

If a person misses key correspondence, doesn’t
understand it or if their interview or hearing is
cancelled, it can rapidly increase the length of

time that they spend in the application process.

People have been given information that is

vague or in some instances inaccurate. They
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have also experienced delays in their
application without explanation, and they

haven’t been provided with timelines.

6.10 Insight: If a person has a child while their application is
being processed, the person must wait on a
decision to be made on this child’s application.
This delays the person leaving the international
protection process despite having received a

Ministerial decision letter.

6.11 Insight: Some people have concerns over their
handwriting and would prefer to have a digital
guestionnaire, feeling it would be easier to

complete.

7. Conclusion and next steps

7.1

7.2

7.3

Actions taken to speed up the application process will unquestionably
impact positively on the experience of those in the process. However, it
is vital that in tandem with this, efforts are also made to improve the
communication with, and information provided to, those in the
application process. It is felt that continued engagement with the people
in the process will be key in bringing change to the application process
in a human centred way.

This report and all reports created for the end to end review will be
submitted to the Programme Board.

The insights and findings in this report have been fed into the one
overall report on the International Protection process end to end review.
The research and insights derived here have been used throughout the

overall end to end review process in order to develop a holistic



understanding and in order to develop one overall set of

recommendations.

8. Publications and articles used as sources
A significant number of publications were reviewed and considered in order to

gather multiple perspectives to feed into the user journeys. As the journeys are an
amalgamation and synthesis of all available evidence, it would be infeasible to
directly reference where any of the publications used. For completeness however,

all sources are listed below.

O’Loughlin, A. (2020) Albanian family lose appeal over deportation, Irish
Examiner. Available at: https://www.irishexaminer.com/news/arid-30979960.html.

Anderson, B. and Conlan, S. (2014) Providing Protection Access to early legal
advice for asylum seekers Asylum Aid. Available at:
https://www.compas.ox.ac.uk/wp-content/uploads/PR-2014-

Early Legal Advice.pdf.

Annual Report 2019 (2020) International Protection Appeals Tribunal. Available at:
http://www.protectionappeals.ie/website/rat/ratweb.nsf/page/MXKY -
BPHHZE14381411-en/$File/IPAT%20Annual%20Report%202019.pdf.

A Sudanese asylum seeker discusses life in Ireland (2018) TheJournal.ie.
Available at: https://www.youtube.com/watch?v=viwccWaGDss.

Bermingham, D. (2020) ‘Deportation will kill my dreams”; Hamza Khan speaks of
his family’s life in Cork and the threat that hangs over them,” echolive.ie. Available
at: https://www.echolive.ie/corknews/arid-40137212.html.

Beyond McMahon — the Future of the Irish Asylum Reception System (2018)
NASC. Available at: https://nascireland.org/sites/default/files/BMM-Consultation-
Full-Website-FINAL.pdf.

Davey Neil (2018) Customer journey mapping: The opportunities and obstacles,
MyCustomer.com . Available at:
https://www.mycustomer.com/service/channels/customer-journey-mapping-the-
opportunities-and-obstacles.

“Exploring the Day Report” (2020) UCD Sutherland School of Law, Nasc, the
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Appendix 1

Engagement with process experts — internal stakeholders met

Reception Appeals Registration Unit
Appeals Scheduling, Reception and
Dublin Unit Hearing Management
Scheduling and Arrangements Tribunal Registry
Customer Service Centre Appeals Processing Unit

Case Processing

Permission to Remain

Non-cooperation

Recommendations

Presenting

Review of Permission to Remain

Ministerial Decisions Unit

Coordination unit
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