DOCUMENTING
USER JOURNEYS
Tips for conducting focus
groups and info gathering
workshops
BEST PRACTICE GUIDE

USER JOURNEYS VS. PROCESS MAPPING
Both process mapping and documenting user journeys have their place yet
focusing solely on processes only gives us a part of the picture. After all, it
isn’t processes that make companies successful, it’s people.
Before delving into the best way to gather feedback and insights from your
users, let's look at the main differences between the two approaches:
"PROCESS MAPPING’S ‘INSIDE-OUT’ APPROACH
TENDS TO FOCUS ON HOW HR CURRENTLY
COMPARES TO BEST PRACTICE. IN TODAY’S
WORKPLACE HOWEVER, A MORE CUSTOMERCENTRIC ‘OUTSIDE-IN’ APPROACH IS NEEDED".

PROCESS 'MAPPING'
Process mapping enables a visual representation of the flow of work. Also known as
a flowchart, process flowchart, process chart, functional process chart, functional
flowchart, process model, workflow diagram, business flow diagram or process flow
diagram!
It helps HR understand which users are involved in different parts of the process and
where there are links, decisions to be made by people or systems and sub processes
that need to be followed.
Below is an example of a “Recruitment Requisition”:
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USER JOURNEYS VS. PROCESS MAPPING

USER JOURNEYS
User Journey mapping allows you to bring end user experiences, concerns and issues
to the surface.
By using this method you will start early end user engagement; who will feel more
part of the process and willingness to change. They will feel like they are being
listened to and their views are being taken into consideration.
Used in combination with “Discovery Workshops”, documenting user journeys
enables you to get the best output when engaging the workforce.
Here is an example of an Employee Recognition User Journey:
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Download our free User Journey
Template
click here

CONDUCTING WORKSHOPS AND DISCOVERY SESSIONS
Gaining insights into current user journeys and any pain points relies on
gathering accurate information and feedback from the users themselves.
The best way to do this, as opposed to guessing, is to conduct detailed focus
groups and ‘discovery’ sessions.

BEFORE YOU BEGIN
Before you begin, identify the areas that you want to review. We look at a
process taxonomy to help us understand the focus for our clients.
Recruitment
Human Capital Management
Time & Absence
Performance Management
Reporting and Analytics
Compensation
Pension & Benefits
Payroll
Expenses
Learning & development

INCLUDING USERS AND STAKEHOLDERS
Ensure that you have covered off all users and stakeholders when planning your
sessions. Whilst they will not all be present at the same time during the same
workshops, they all need to be included.
Senior HR leaders to HR administrators
Finance users (those who understand financial GL Posting
and data required from HR)
IT users - who understand the company infrastructure
End users (Employees and managers)

HOW MANY WORKSHOPS WILL YOU NEED?
Identify the number of sessions that you will need to run in order to achieve a good
representation from the wider business. As a very brief guide, you will need x1 session
per 100 employees. If run virtually, cap your number of delegates to 8-10 so that
everyone has the opportunity to share their views and thoughts on the processes being
discussed.

MIXING DELEGATES FROM ACROSS USER GROUPS WILL ENABLE
UNDERSTANDING OF EACH OTHER’S POINT OF VIEW AND EXPERIENCES

CONDUCTING WORKSHOPS AND DISCOVERY SESSIONS

PREPPING YOUR SESSIONS
It's likely that you will currently be running your focus groups virtually, so it's
important to ensure the sessions are accessible and reachable by delegates, e.g. via
MS Teams, Zoom.
Think about the timing also - pick a time that will suit the majority of stakeholders
who need to attend, so that you have good representation.
If using Powerpoint slides to help facilitate your workshops, set them up with
session timings and areas of focus.
For each area, break down each 'process step' at a high level, before delving into the
user experiences of each stage.
BREAK DOWN RECRUITMENT STAGES, E.G:
Process - job description/roles - attracting &
sourcing candidates - candidate profiles pools - recruitment programmes - screening...

QUESTION TIME
Run through each process and the current steps involved, asking delegates to
contribute their thoughts and experiences of:
How is each step being completed? Spreadsheet, through the system, via
email, on a template, conversation?...
Who is responsible for that particular step? Is it the employee, manager, HR,
senior leader, an agency?…
Are the users happy with the way in which this is currently being carried out?
Yes, No, Somewhat?
What are the pain points?
How could the process be improved?
How will improvements impact on the lives and roles of each user, in addition
to the vision for the future?

For more helpful resources and
templates, visit our online
Resource Centre at:
www.silvercloudhr.co.uk

