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[bookmark: _Toc153559821]Introduction
We recommend interviewing the project’s Process Owner before conducting the Journey Mapping workshop. This will help you present the overall process (with their help) at the start of the workshop, guiding your participants to the phases of the journey, challenges, and opportunities.
This should be conducted as a real-time interview so that you can ask clarifying questions. We recommend sending the questions in advance so they can prepare.
[bookmark: _Toc153559822]Process Owner Questions
Please start by providing an overview of the process or service we selected for the workshop.
a. What are the main goals or objectives of the process?
b. What is the desired outcome for the users?
Please describe the current user journey through the process.
a. What are the key phases of the journey?
What other people or teams does the user interact with during this journey?
What pain points are you aware of in the process today?
a. Do you have any existing customer feedback, surveys, or research findings about their journey?
What is working well in the process today?
From your perspective, what parts of the journey could be improved?
How many users interact with this process on a daily basis?
How many times a day does a user interact with this process?
How do you measure the success of the process currently? Do you have any specific KPIs (key performance indicators)?
a. Should this project target any of these metrics as an area for improvement?
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