Process Mapping Interview Guide

During the interview:
· Maintain the process perspective: What, where, how, roles involved in the process
· Define the scope of the process and identify any additional steps in the process
· Identify any additional decision points, loops, reworks, bottlenecks
· Identify process time at each step and between steps: best case scenario, worst case scenario, average time
· Identify if any movement takes place between the steps, such as walking to a different floor, carrying forms to a different office, etc. 
· Define external and internal customers
· Identify any obstacles/barriers/wastes in the process
· Identify any variation in the process
· What are some replicable best practices/ facilitators to the current process?
Interview Questions:
1. To start, can you tell me your title and role here at (name of facility)?
a. How long have you been in this role? 
b. What is your role in the transition process?
2. Could you please walk me though the process of admitting, caring for, and discharging a rural Veteran. We would like to know step-by-step process and what takes place at each step, staff involved and the time it takes to complete the step.  For the purpose of this discussion we will end the process when the PACT team is notified about the discharged Veteran.
3. Continue “walking” through the process using the probes above. 

