Journey map

Motivated

Need to
suppress letter

Clearer
guidance

It's not always
clear which letter

Overwhelmed

Library is hard
to navigate

Have better
folders

Frustrated

Template is
missing

Confused

Confusion
around deletions

Separate
templates

Inputting
info is fiddly

Educate on Word
formatting

Impatient

Approval
process is long

Review approval
process

Satisfied task
completed

Print and post
is complicated

Don't send
extra forms



