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1. Context  
1.1 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. 

1.2 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 

1.3 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.  

1.4 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. 
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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 III 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 

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

 



 

4 
 

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 

2.2 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. 

2.3 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.  

2.4 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.  

2.5 “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 

2.6 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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some customers will pass through International Protection Appeals Tribunal 

(IPAT). As with the personas, these journeys have been built primarily by 

research. 

2.7 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.  

2.8 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 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  

3.2 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.    
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Engagement with process experts– internal stakeholders 

3.3 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 process3. 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 

3.4 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   

3.5 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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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 

3.6 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.  

3.7 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. 
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4. Customer personas development 
 

Prepare file for analysis 

4.1 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.  

4.2 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 5 (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. 

4.3 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 

4.4 Ideally 3 - 7 is the number of core personas that should be developed6.  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 Design Doing - Online Companion, August 2018 
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4.5 As there are more males in the application process than females7, the gender 

breakdown of the personas followed this and was represented in the personas 

as 3 male personas and 1 female.  

4.6 Similarly there are more single applicants pending in the process than then 

there are family units8. Therefore, this was represented in the personas as 3 

single persons to 1 to family unit.  

4.7 The IPO have an interview prioritisation, which is supported by UNHCR9. 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. 

4.8 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. 

4.9 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. 

4.10 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 



 

10 
 

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+10. 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 
Family 

Unit 

 

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 
English and 

Urdu 
English Georgian 

Reason for 
seeking 

protection 
Other  Social Political  Other 

Marital 
Status 

Single Widowed Single Married 

Religion - Muslim Christian Orthodox 

Profession Student Unemployed 
Sales 

Occupations 
Building and 
Construction 

 

 

Completing the persona template  

4.13 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. 

4.14 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: 
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Persona 

Component 

Purpose How created 

Name and Image To aid 

memorability, assist 

people to 

remember the 

users of the service 

- Image was sourced from 

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 

level 

To highlight 

important factors 

that may impact a 

person’s ability to 

engage with the 

service and 

something to 

consider in service 

design/ redesign 

- English language fluency: 

Language used at reception, in the 

questionnaire and at interview 

were all considered; all nationality 

records were used for this. 

- Vulnerability level was determined 

by considering the persona’s 

English fluency, age, medical 

needs indicated, connections to 

Ireland and it was agreed by value 

judgement of the team. 

Quote   Helps introduce the 

persona and their 

context, makes the 

persona more 

human and gives a 

greater sense of 

- Publications were reviewed for 

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 

us 

- Selected using value judgement of 

the team and validated from user 

engagement responses.  

Additional 

Information 

Assists in 

developing out the 

persona and to 

consider the 

resources a 

persona may have 

to have to 

accomplish their 

goals. 

- Publications were reviewed for 

context.  

- Selected using value judgement of 

the team. 

Goals What is the persona 

looking to do? 

Included to assist in 

understanding if 

and how the 

persona is 

successful. 

- Publications were reviewed for 

context. 

- Selected using value judgement of 

the team 

Challenges What could prevent 

the persona from 

achieving their 

goals? Included to 

understand what 

- Publications were reviewed for 

context  

- Selected using value judgement of 

the team 
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the potential 

blockers are. 

 

 

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

applicant/appellant experiences. 

Data Extract Analysis 

5.2 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. 

5.3 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. 

5.4 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.  

5.5 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. 

5.6 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’. 



 

18 
 

5.7 Through desk research, it was known there are people fleeing Pakistan due to 

religious persecution11. When combined with statistical analysis of the data set, 

it was felt that a ‘grant of refugee status – 1st 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 origin12. 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/$File/IPAT%20Annual%20Report%202019.pdf 
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into the central location with journey phases, and attributed to a personas 

journey in order to fill out these gaps.  

5.12 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 

5.13 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. 

5.14 Each journey map represents a single persona experience without mapping 

if/then 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. 

5.15 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 202013. 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 – IPO 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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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 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. 

   

6.2 Insight: 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. 

   

6.3 Insight: 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.  

   

6.4 Insight: The language of questionnaire, information 

booklets, letters and website content, is 

legalistic and often confusing.  

   

6.5 Insight: 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 



 

27 
 

application process or people who have 

experienced the process for key information. 

   

6.6 Insight: 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. 

   

6.7 Insight: 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 

questionnaire. 

   

6.8 Insight: 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.  

   

6.9 Insight: 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 

questionnaire, feeling it would be easier to 

complete.  

  

 

7. Conclusion and next steps 
7.1 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. 

7.2 This report and all reports created for the end to end review will be 

submitted to the Programme Board. 

7.3 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 



 

29 
 

understanding and in order to develop one overall set of 

recommendations. 
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Engagement with process experts – internal stakeholders met 
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