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About the company

As the flagship brand of parent company Expedia Group,
Expedia is at the forefront of online travel. With the

broadest inventory in the travel industry and two O
decades of knowledge and experience, Expedia d EXp e d I q

tfacilitates millions of travel bookings every year.

| began working at Expedia in 2019.



Background

Key problem

The COVID-19 pandemic introduced unprecedented challenges to

the travel industry. Global travel ground to a halt virtually overnight,
and stayed that way for over a year. Over time, the business impact

to Expedia would be severe.

But in those first uncertain weeks and months, a more immediate
problem emerged: thousands of customers were suddenly trying to
cancel their travel bookings over the phone. Call centers were
overwhelmed, costing the company money and delivering a
miserable cancellation experience on top of an already-stressful

situation.

1.1m

Cancellations processed digitally
lar 25, 2020 to Apr 2, 2020




Key problem

Expedia faced an urgent problem:

How can we help customers navigate the complexities of cancelling
multiple bookings online, while delivering the confidence of
cancelling through a human agent?

The answer: Expedia’s relatively new chatbot platform, the Virtual Agent.



Background

The team

Packages Team Virtual Agent Cancellation Swarm

Customer

Support Team
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VA
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Packages UX

VA
Engineering

Packages

Engineering VA UX

UX Research

Flights Activities/GT Cars Insurance
Team Team Team Team




The Packages team was tapped for this project due to
our unique position at the center of multiple lines of
business. A solution for packages could easily

encompass every other LOB, reducing the need for

duplicative work.

As a newcomer to both Packages and the VA, | found
myseltf in the unique position of having few
preconceived notions about either, with the

organizational support to reimagine both.



Constraints

Timeline

Urgent solution needed,
long-term vision desired

Tech Platform

Still in its infancy,
technical design
inefficiencies

translated into UX
pain points

Team

Lots of stakeholders,
some resources unavailable



Background

Design tools

F D gliffy

Figma Gliffy

Expedia's standard design software. Web-based flowcharting tool.
Component libraries, auto layout, prototyping Used to design conversational "skills"™



Background

Communication tools

Figma Slack Bluejeans
Comments used Day-to-day check-ins, Formal design reviews,
for asynchronous discussion, etc. shareouts with
design review stakeholders

100% RENMOTE PROJECT



Part One

Learning the space



Learning the space

Key concepts

Being completely new to both Packages and the Virtual Agent, | kicked oft this project by meeting with our many

contributors and stakeholders. | quickly became familiar with the following:

® The business logic + technology that determines how packages are built

® How the Virtual Agent worked + conversational UX best practices

® The existing design system for the Virtual Agent + the team that built and maintained it

® Parallel efforts, in particular the Trips project, an platform-level redefinition of Expedia's booking experience that had

a strong use case for multi-item booking management

11



Part Two

Defining the experience




Defining the experience

Existing experience teardomn

At the same time | was learning the space, the timeline
demanded we begin concept work immediately. | started
with a teardown of the existing experience to identify pain

points and opportunities for improvement. This teardown was

based on customer feedback and anonymized chat logs from
the Virtual Agent.

13



Defining the experience

Expedia United States
US - EN

8 Yes, cancel

Sure, hang on while | take care of that for you.

Ok, | canceled your booking.
Today

You'll get a total airline credit of 366.29 USD. Whenever you're
ready to use that, come on back and one of our agents will be

. . 1 . 3 ‘/ ' !
Hi edwin, I'm your Virtual Agent - = I'm here to help RO PR e

Just a moment while | get your information. Virtual Agent 1 May 2020, 07:22 AM

Here are your upcoming bookings.

Existing experience teardomn

Ala Moana Hotel by LSI Resorts
Fri, May 08 - Fri, May 29

edwin majano for Superior Room

e Continue package cancel

Ready to cancel your hotel now?

Virtual Agent 1 May 2020, 07:22 AM

e Yes, cancel

One way trip to BOS
Fri, May 29-Sat, May

Confirmation: TE6YH(

(Waikiki Tower Run of House)

Select booking Select boc

See itinerary

See itiner e

Problem 1: Length + redundancy

e Select booking

edwin 1 May 2020, 07:20 AM

What can | help you with? e

In an ideal scenario, cancelling a hotel and roundtrip tlights

Virtual Agent 1 May 2020, 07:20 AM

could take 8+ clicks and 5-10 minutes. Customers -

edwin 1 May 2020, 07:20 AM

| see this booking is part of a vacation package.

expressed frustration with the lengthy process and many

Let me know if you want to cancel the flight or the entire

opportunities for the system to fail. B

AANN ATD

Virtual Agent 1 May 2020, 07:20 AM

e Entire package

il Ta A

edwin 1 May 2020, 07:20 AN

OK, great. I'll cancel your flight first and then your hotel. Do you
want to continue? e

Virtual Agent 1 May 2020, 07:20 AM
e Yes, cancel

edwin 1 May 2020, 07:20 AM

If you cancel this flight now, you'll get a total credit of 366.29
USD to use with us for future flights on American Airlines.

This amount is divided among all travelers on an itinerary, so
each person will get their own credit.

Should | cancel? e

Virtual Agent 1 May 2020, 07:20 AM

S/

S/

Ala Moana Hotel by LSI Resorts
Fri, May 08 - Fri, May 29

edwin majano for Superior Room
(Waikiki Tower Run of House)

See itinerary

| see you have this booking.

One moment while | look into this.

In light of Coronavirus (COVID-19), we've worked with Ala
Moana Hotel by LSI Resorts to let you cancel your non-
refundable booking for a coupon equal to the full cost of the
booking.

To be eligible for the coupon, cancel before 24 hours from
check-in. You can use the coupon to rebook at the same
property within 1 year from the day it's issued.

Should | cancel?
Virtual Agent 1 May 2020, 07:22 AM
Yes, cancel
edwin 1 May 2020, 07:23 AM

Okay, | canceled your booking and will send you a confirmation
ate| |@yahoo.com when the coupon is ready.

Due to the unprecedented amount of travel disruptions, it may
take up to 30 days to process.

Can | help you with anything else?

No

edwin 1 May 2020, 07:24 AM

(S

e

- 0
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Hi edwin, I'm your Virtual Agent - = I'm here to help!

Just a moment while | get your information.

Defining the experience

Here are your upcoming bookings.

Existing experience teardomn

Ala Moana Hotel by LSI Resorts One way trip to BOS
Fri, May 08 - Fri, May 29 Fri, May 29-Sat, May
PI‘Oblem 2: |nCOnSISte nt mental mOdel edwin majano for Superior Room Confirmation: TEGYH(

(Waikiki Tower Run of House)

Packages are a unique offering in which multiple products :ettbe:yg Ssleettbe
are purchased in a single transaction. However, the VA had e
no concept of a singular package. Items purchasea T -8- L
together as part of a package were displayed individually, SOy Rz e R

and only identified as part of a package after being What can  help you with? ¢y
selected. This lack of grouping broke with the mental Virtual Agent 1 May 2020, 07:20 AM
model of a package established at purchase. @  Cancel booking

|
1 | see this booking is part of a vacation package.

Let me know if you want to cancel the flight or the entire
package. e

Virtual Agent 1 May 2020, 07:20 AM

8 Entire package

2 . P olatla awike la AN
edwin 1 May 2020, 07:20 AM

Not identified
as a package

Must select an
item to access
package cancel

15



OK, great. I'll cancel your flight first and then your hotel. Do you
want to continue? e

Virtual Agent 1 May 2020, 07:20 AM

Defining the experience o o

edwin 1 May 2020, (
Existing experience teardomn " s
g p I If you cancel this flight now, you’ll get a total credit of 366.29 |
: USD to use with us for future flights on American Airlines. :
|
: This amount is-divided a.mong all trfwelers on an itinerary, so E Customer must
g each person will get their own credit. . L
. : make a decision
. . 5 1 on cancelling
Problem 3: One-by-one cancellation : MY © | ihcir rlight...
Virtual Agent 1 May 2020, 07:20 AM
: :
i 1
. i Yes, | 1
The VA had no way of cancelling a whole package at once. OENNN. & . - % @ a . :
Instead, it strung together cancellation flows for each item, Sure, hang on while | take care of that for you.
forcing customers to cancel one item at a time. This meant Ok, I canceled your booking.
customers could not see refund information for their full You'll get a total airline credit of 366.29 USD. Whenever you're
ready to use that, come on back and one of our agents will be
package at once, and would often go through the whole beppyioleip youbook e
- . . Virtual Agent 1 May 2020, 07:22 AM
package cancel flow several times to review this
. . . Conti k | .
information. The one-by-one approach was also the main O st .. .before being
S - able to see any
source of the package cancel tlow's onerous length. N T y  refund details
: bout their
= = =vittlafageM M3y 202070727 A = c
hotel

e Yes, cancel
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Defining the experience

Existing experience teardomn

Problem 4: Lack of confirmation

The package cancel flow did not summarize the actions just

performed at the end, or provide any final confirmation of

success or failure. It depended on individual product flows

for this, but these confirmation messages were quickly

buried in the conversation. This led customers to teel less
confident that their cancellations were actually processed

correctly.

i
; ate|

Ala Moana Hotel by LS| Resorts
Fri, May 08 - Fri, May 29

edwin majano for Superior Room
(Waikiki Tower Run of House)

See itinerary

| see you have this booking.

One moment while | look into this.

In light of Coronavirus (COVID-19), we've worked with Ala
Moana Hotel by LSI Resorts to let you cancel your non-

refundable booking for a coupon equal to the full cost of the

booking.

To be eligible for the coupon, cancel before 24 hours from
check-in. You can use the coupon to rebook at the same
property within 1 year from the day it's issued.

Yes, cancel

Should | cancel?

Virtual Agent 1 May 2020, 07:22 Al

" Okay, | canceled your booking and will send you a confirmation

\@yahoo.com when the coupon is ready.

Due to the unprecedented amount of travel disruptions, it may

take up to 30 days to process.

Can | help you with anything else?

Virtual Agent 1 May 2020, 07:23 A

“/1

S

S

T

Flight
confirmation
messages way off
screen at this
point

Hotel
confirmation
message already
2 messages deep

17



Defining the experience

Customer needs

Based on the existing experience teardown, the following customer needs became clear:
® Present packages as a singular product like any other

® Summarize refund information for all packaged products upfront, before needing to make a decision on whether or

not to cancel
® Allow customers to cancel the entire package at once if desired, minimizing clicks

® Summarize the process at the end of the experience to provide a clear endpoint with next steps, and confidence

that the package was indeed cancelled

18



Defining the experience

Niireframing

With these learnings in mind, an ideal package cancel
experience began to emerge. | built a simple Figma library

to explore this concept in wireframes, and landed on a flow

that addressed all of our pain points.

rralne 1 Cold open

{Welcome}

{View Upcoming Bookings}

N\

see you have this trip to
{destination}

s

J

Cancel entire trip pre-intent entry (itin)

Consolidated Trip Card
Summarizes all parts of trip

Required content TBD

intent}

Let me calculate your refund for this (
trip
| —
7~ Y
Here is what you'll receive if you
cancel your booking now:
7~ Y
Refund Summary Card
Summarizes all refunds
Include exceptions, like non-refundable and
LCC? Or state separately?
Required content TBD
7~ -
Would you like to cancel the entire
trip, or part of it?
J
—_—
Contact an agent here too/instead?
Might be an instinct if refund is less than 100%
—
ame 1 Frame 1
Extra confirmation required here?
\ g
Which part of your trip would you like Okay, | can cancel your entire trip,
to cancel? Ready to cancel now?
J J
-H Generic exit
-H Handoff

\A ’ \

Okay, I've cancelled your trip.

Existing Lodging/Flight Cancel Flows
(could incorporate confirmation card)

Cancel/Refund Confirmation
Card

Confirms all refunds

Reiterate exceptions, like non-refundable and
LCC? Or state separately?

Required content TBD

J Additional confirmation here? specifically
. . “nc need to call us, it's really all cancelled”

sent a confirmation email to {user
email} with all the details

{COVID volume message}

Is there anything else | can help you
with today?




Defining the experience

Niireframing

To begin, the customer would select their package as a
singular consolidated "trip", rather than as a disparate
collection of bookings. This aligned with the mental model

of packages established at purchase, as well as the efforts

of the Trips project to define bookings made in the same
destination as part of the same "trip".

Once a trip is selected and cancel intent is provided,

refunds are calculated.

-

{Welcome} J

{View Upcoming Bookings}

e

7

| see you have this trip to
{destination}.

-

g

Consolidated Trip Card

Summarizes all parts of trip

Required content TBD

J

{Cancel intent}

-

Let me calculate your refund for this
trip.

~N

20



Defining the experience

Niireframing

After cancel intent has been given, but before action must
be taken to cancel any products, the customer sees all the

refunds they'll receive on cancel in a single place.

From here, the customer has the option of cancelling the

entire trip, or just part of it.

(

Let me calculate your refund for this
trip.

s

Here is what you'll receive if you
cancel your booking now:

-

.

Refund Summary Card

Summarizes all refunds

Include exceptions, like non-refundable and
LCC? Or state separately?

Required content TBD

(

Would you like to cancel the entire
trip, or part of it?

21



Defining the experience

Niireframing

It the customer opts to cancel their entire package, the VA

can now initiate all cancellations from a single click.

At the end of t
summarized, a

further action.

nis process, all cancellations and refunds are

ong with any errors or exceptions requiring

Cancel entire trip

-

Okay, | can cancel your entire trip.
Ready to cancel now?

Yes, cancel

ZZ]

7

Okay, I've cancelled your trip. J

(

.

Cancel/Refund Confirmation
Card

Confirms all refunds

Reiterate exceptions, like non-refundable and
LCC? Or state separately?

Required content TBD

(

| sent a confirmation email to {user
email} with all the details.

(

{COVID volume message} J

(

Is there anything else | can help you
with today?

22



Defining the experience

Component design

The proposed flow included three new info display

components. Leveraging the VA's existing design system
and Expedia's design system, we were able to quickly
establish high-tidelity concepts for these components.

Info display in components like these, rather than as part of
a conversational flow, was a new concept for the Virtual
Agent. Research would be required to validate and improve

upon this approach.

Trip to Chicago
Fri, Sep 25 to Mon, Sep 28
2 flights, 1 hotel, 1 car, 1 activity

Select trip

See itinerary

¥ Seattle to Chicago
Departs Fri, Sep 25 at 7200am

Total amount paid $108.08
Cancellation fee -$0.00
Airline credit $108.00

United Airlines

If you cancel this flight, you'll receive a
credit of 100% of the total amount paid to
use on Expedia for future flights with
United Airlines. This amount is divided
among all travelers on an itinerary, so each
person will get their own credit.

Trip to Portland
Fri, Oct 9@ to Sat, Oct 10
1 hotel

Select trip

See itinerary

@ Car: Midsize
Pickup on Fri, Sep 25 at 12:00pm

Total amount paid $298.29
Cancellation fee -$0.00
Refund amount $298.29

Mastercard ---- 1234

Enterprise offers free cancellation until 24
hours before your scheduled pickup time.

Cancel complete

& Le Pigalle
& Paris to Seattle

A Seattle to Paris
Call Spirit Airlines at 801-401-2222 to cancel

Refund
$709.47 Estimated date:
Mastercard -+ 1234 Aug 5, 2020

Airline credit

$714.23 Expiration date:
American Airlines Mar 1, 2021

Trip to Tokyo
Sat, Nov 14 - Sun, Nov 29
2 flights, 1 hotel, Insurance

Select trip

See itinerary

B Sofitel Chicago Magnificen...
Check in on Fri, Sep 25

Total amount paid $353.91
Cancellation fee -$0.00

Refund amount $353.91
Mastercard «--+ 1234

This reservation is eligible for free
cancellation up to 24 hours before your
scheduled check in time. If you cancel,
you'll receive a full refund.

25



Part Three

Research



Research

Research prep

With a concept ready, we moved on to research to validate

new features and gather usability data about the platform.

Working with our UX researcher and the VA design system,
| built several high-tidelity Figma prototypes to serve a
research plan. We performed two rounds of qualitative

researcn.

25



Research

Round 1: Background

Collaborated with the Trips team, who were working on the concept of a similar “one click cancel” in parallel. The flow

we designed was launched from an interface designed by the Trips team.
Questions

® \What is traveler acceptance of the Virtual agent?

® \What addressable angst or trepidation triggers occur in the cancellation flow?

® \What questions are left unanswered by the cancel process?

Method

® 8 remote unmoderated sessions to collect prototype usability data

26



Research

Round 1: Prototype

Manage Trip

¥ Seattle to Paris

N Ohvemopher, | cam Delp yOu Canee

A d A b S e

LT

How can we help?

Before | canced, lets look at what you'd
Dot refuradedd HMete e pins refuraiy Yo
yourt trp o Farn

0 At & WD AN . Auy W A
© Lo Pgale
© Para 1o Seuttle

X Seatthe to Pars Rie A Sestthe 10 Park

Retundaie amaunt 0N Y7

Manage reservation

80V-40V-2222

L

s a?

‘ X Paris to Seattle

e

1 8ON-800V-2222

hamd A b AW P

Possible

r‘ Your trip

. _p"
i ,.-‘*T:"!Tg . mto'sm.

Your 17 A terrs thee reguire Turther
action 10 cancel Do you want 30 canced

Would pou Wae 10 cancel thn entire tng
Iher= rove '

o hamd U0 AN Aag ™ 1o P

Now. o cancel part of &7

B Le Pigalle

LR R R L

Ay ™ 130

Grant Mare & »Mal yoru Need 1 OO

° o 20 00 AN . g W0 200 P

Your faght to Parn =t be
CAr ol SwecTy wirh Sgert

Copenhagcn Lo Pgaie
) JU . P " ANSes TOw (o COMMCT Them &

o 01 -4 dids 5O Canced
o Can | Nl pou with arythryg e’

O OF. Rave & nice day'

\

Paris 1o Seattle

Cwite Aviimas crednt e

Manage reservation

Manage trip

Cancel ertre trip

= &

Trips Team contribution VA Cancel Swarm contribution



Research

Chat with Virtual Agent

The very beginning
Today

Hi, Christopher, | can help you cancel
your trip.

Before | cancel, let’s look at what you'll
be refunded. Here are your refunds for
your trip to Paris.

X Seattle to Paris
Departs on Mon, Aug 10 at 12:43 AM

801-401-2222

Spirit Airlines

Call to cancel

Spirit Airlines likes to handle their own
cancellations. Please contact them directly
to cancel your flight.

Call +1 801-401-2222

Would you like to cancel this entire trip
now, or cancel part of it?

Cancel entire trip now (Cancel entire trip now) (Cancel part of trip) (Start over) (Contact an agent)

Round 1: Prototype

Detail of Virtual Agent portion

B Le Pigalle
Check-in on Tue, Aug 18

Property fee -$709.50

Refund amount $709.57
Mastercard ++ 1234

Property fee equal to 50% of the total
amount paid for the reservation.

¥ Paris to Seattle
Departs Sun, Nov 8 at 09:43 AM

Airline fee -$0.00
Airline credit $714.23

Delta Airlines

Airline credit equal to 100% of the total
amount paid to use on Expedia for future
flights with Delta Airlines.

O

Sure, hang on while | take care of that
for you.

Ok, | canceled the following bookings. |
sent an email to chris@gmail.com with
all the details.

Cancel complete

& Le Pigalle
& Paris to Seattle

A Seattle to Paris
Call Spirit Airlines at 801-401-2222 to cancel

Refund

$709.47 Estimated date:
Mastercard «- 1234 Aug 5, 2020

Airline credit

$714.23 Expiration date:
American Airlines Mar 1, 2021

Your trip has items that require further
action to cancel. See above for details.

Can | help you with anything else?

Type a message...




Research

Round 1: Successes
Generally speaking, our one click cancel flow performed exactly as well as hoped.

® “It flat out shows you how much you’re getting back, what you can expect. It's very clearly communicated. That part is

very nice.” -Test Participant

The Trips interface set up our VA experience well, confirming that the package cancel concept had applicability

beyond packages.

® “I'm confident because you seem to have a lot of information about the trip and | don’t think that you would say

cancel entire trip and not be able to do it”

-Test Participant
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Research

Round 1: Areas for improvement

Info display cards were less effective in the confirmation

stage of the experience.

® Participants tended to miss errors in their cancellation,

particularly t

nose prompting further action (i.e. bookings

the VA coulc

not cancel)

® Conversational guidance was more effective at

prompting action than rich info display

6 Jo

Cancel complete

& Le Pigalle
& Paris to Seattle
------------------ I
:-A Seattle to Paris 2

Call Spirit Airlines at 801-401-2222 to cancel 1

Refund
$709.47 Estimated date:
Mastercard -+ 1234 Aug 5, 2020

Airline credit

$714.23 Expiration date:
American Airlines Mar 1, 2021

Your trip has items that require further

action to cancel. Do you want to cancel
° them now?

Great, here is what you need to do:

Your flight to Paris must be
cancelled directly with Spirit
Airlines. You can contact them at
1-801-401-2222 to cancel.

Can | help you with anything else?

This was
understood by
participants who
stopped to read
it, but many
rushed past and
missed it

Following the
above with
conversational
prompting was
more effective

30



Research

Round 1: Areas for improvement

Though the experience worked well, initial impressions
were tinged by broader issues of trust around chatbots

® 5 of 8 participants were surprised by the VA launching for
trip cancellation; 3 of 8 viewed this negatively initially

® Priming with information on the launch screen helped
boost confidence that the VA was working on the right

trip

How can we help?

MRIooher | ™ DD yOu Carvee

L W
<>.WW‘

Before | canced, ety ook at what you

* Seattie to Parm

80V-401-2222

A« Paris to Seattle

. Call «1 BO-A00- 2234

o o A U00 AN - Aag N VW P Wouhd you Nae 10 cancel ths entire e

e refunded Mere ey refunas S

Participants didn't expect
this screen to launch a
chatbot, but detailed info
playback here helped prime
them for a better VA
experience

Sl



Research

Round 2: Background

With our initial concept more or less validated, and clear areas for improvement, we set out to expand on it by testing

partial package cancellation and single item cancellation.

Questions

® Do customers understand partial package cancellation within this framework?
® |s the “trip” model understood when a trip consists of only one booking?

® How do customers react to less-than-optimal cancellation scenarios?

Method

® 8 remote unmoderated sessions to collect prototype usability data
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Round 2: Prototype

Keep planning

Scenario 1 Scenario 1.1 Scenario 1.2

——— " - S —— ~ p— - Jo— — - ——— » p— T ——— . = [ —— . [——— P

G — e — e —— ., —r ———r —_— . . R e s . e ry—
— v [— ) = _ - ° o . : e : °

—— - . . i o= [ ]

a " - -

o © Bamn 0 == - , p— - T . . a— — -,‘ o » T
o == o z=n - o 0 ==EE o =" o o- - : o o= O ~=pmmss o - o

Keep planning

Scenar1’o 2 Scenario 2.1 Scenario 2.2

O s Ve g % > . "

—— - s T — I e — — - - ey - . - .
© FERRT— (-] s S L = T - - - = i S— —

o - S sArprae o — o c—=a — o - e [

Keep plannng



Round 2: Prototype

Scenario 1 recording:

andrewfishel .com/videos/VA-prototype.mps

& Expedia

| X

Stays Flights Package:

Q@ Goingto

Check-in Check-out
E Jul 10 B Jul 1

T ler
° ravelers

“* 1Troom, 1 guest

Add a flight Add a car

| need multiple places to stay

Has COVID-19 changed your travel
plans? Use credits or coupons, cancel
your trip, check refund status, and more.

Get started

Keep planning ——

Seattle (SEA) to Tokyo (TYO)

S4


http://andrewfishel.com/videos/VA-prototype.mp4

Round 2: Prototype

Scenario 1 (partial cancel)

O

Chat with Virtual Agent

The very beginning

Today

Hi, Christopher, I'm your Virtual Agent.

How can | help you?

Ok, I'll check on that for you. I'll be back
shortly.

Before | cancel anything, let's review
the details. Select a trip for more info.

Trip to Chicago
Fri, Sep 25 to Mon, Sep 28 Fri, Oct
2 flights, 1 hotel, 1 car, 1 activity 1 hotel

Review details

See itinerary

O

Chat with Virtual Agent

Review details

See itinerary

Review details

If you cancel now, here's how much
you'll be refunded for your entire trip
to Chicago.

X Seattle to Chicago
Departs Fri, Sep 25 at 7:00am

Total amount paid $108.08
Cancellation fee -$0.00

Airline credit $108.00
United Airlines

If you cancel this flight, you'll receive a
credit of 100% of the total amount paid to
use on Expedia for future flights with
United Airlines. This amount is divided
among all travelers on an itinerary, so each
person will get their own credit.

Do you want to cancel the entire trip or
just part of it?

CCanceI entire trip now> <Cance| part of trip>
( Start over ) (Contact an agenD

O

O
0

Chat with Virtual Agent

VRV

$108.00

United Airlines

If you cancel this flight, you'll receive a
credit of 100% of the total amount paid to
use on Expedia for future flights with
United Airlines. This amount is divided
among all travelers on an itinerary, so each
person will get their own credit.

Do you want to cancel the entire trip or

just part of it?
Cancel part of trip

Which parts of your trip would you like
to cancel?

C] Flight: Seattle to Chicago

Car: Midsize

Hotel: Sofitel Chicago Magnific...
(] Activity: The Field Museum - A...

() Flight: Chicago to Seattle

Cancel selected now

Start over

©

©

Chat with Virtual Agent

LJ rungniu wnicdgo Lo seatlue

Cancel selected now

Start over

Cancel now

Sure, hang on while | take care of that
for you. This could take several
minutes, so keep this window open.

| was only able to cancel part of your
trip. | sent confirmation to
chris@gmail.com. Here are the details.

Cancel incomplete

& Car: Midsize
@ Sofitel Chicago Magnificent Mile

Refund

$298.29
Mastercard «-+- 1234

Estimated date:
Aug 5, 2020

There was a problem canceling part of
your trip. Would you like to chat with a
live agent?

<Contact an agent> <Not right now)

O
O
b

Chat with Virtual Agent

| was only able to cancel part of your
trip. | sent confirmation to
chris@gmail.com. Here are the details.

Cancel incomplete

@& Car: Midsize
@ Sofitel Chicago Magnificent Mile

Refund

$298.29
Mastercard «+++ 1234

Estimated date:
Aug 5, 2020

There was a problem canceling part of
your trip. Would you like to chat with a

live agent?
Not right now

Got it. Please contact Expedia Support
as soon as possible to finish cancelling
your trip. Your reservation at Sofitel
Chicago Magnificent Mile is eligible for
a full refund until Tue, Aug 25 at
11:59pm.

Can | help you with anything else?

Ok, have a nice day!

S0



Round 2: Prototype

Scenario 2 (single item cancel, no refund)

Chat with Virtual Agent

The very beginning

Today

Hi, Christopher, I'm your Virtual Agent.
How can | help you?

Cancel trip

Ok, I'll check on that for you. I'll be back
shortly.

Before | cancel anything, let's review
the details. Select a trip for more info.

Trip to Portland
Fri, Oct 9 to Sat, Oct 10
1 hotel

Review details

See itinerary

Chat with Virtual Agent

e ww s s wavms e

Fri, Oct 9@ to Sat, Oct 10
1 hotel

Review details

See itinerary

Review details

If you cancel now, here's how much
you'll be refunded for your entire trip
to Portland.

B Downtown Value Inn
Check in on Fri, Oct @

Total amount paid $112.81
Cancellation fee -$112.81

Refund amount $0.00
Mastercard «++ 1234

This reservation is no longer eligible for
free cancellation. If you cancel, you won't
receive a refund.

G Would you like to cancel this trip now?

(Cancel trip now> (Start over>
<Contact an agent>

"Cancel trip now" selected

O
O
0

Chat with Virtual Agent

Mastercard «-+ 1234

This reservation is no longer eligible for
free cancellation. If you cancel, you won't
receive a refund.

Would you like to cancel this trip now?

Cancel trip now

Sure, hang on while | take care of that
for you. This could take several
minutes, so keep this window open.

Ok, | canceled the following bookings. |
sent an email to chris@gmail.com with
all the details.

Cancel complete

& Downtown Value Inn

Refund
$0.00

Can | help you with anything else?

Ok, have a nice day!

"Contact an agent” selected

Chat with Virtual Agent X
.

If you cancel now, here's how much
you'll be refunded for your entire trip
to Portland.

B Downtown Value Inn
Check in on Fri, Oct @

Total amount paid $112.81
Cancellation fee -$112.81

Refund amount $0.00
Mastercard ++++ 1234

This reservation is no longer eligible for
free cancellation. If you cancel, you won't
receive a refund.

Would you like to cancel this trip now?

Contact an agent

Hang tight and someone will be with
you shortly. Keep this chat window
open.

Francisco has joined the conversation

Hi Christopher, | see you had an issue
canceling your hotel. Let's see what we
can do to fix that!
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Research

Round 2: Successes

Booking cards performed very well at conveying a lot of information in one space.

e “|felt like | had a lot of information available to me, not overwhelming, but the info |

needed... what I'd spent money on, how much | spent on each thing” -Test participant

Partial cancellation interface worked exactly as intended, and a single item was
understood as a "trip".

® For partial cancellation, button language used helped clarify action in process

Connecting to an agent in the event of an error was seen as a positive.

® “| was really surprised by how seamless everything was and everything just made complete

sense.” -Test participant

® “|thought it was very intuitive. | felt like as | went through the steps, there’s a sense of

accomplishment each step. And it was that easy seamless process.” -Test Participant

X Seattle to Chicago
Departs Fri, Sep 25 at 7:00am

Total amount paid $108.08
Cancellation fee -$0.00
Airline credit $108.00

United Airlines

If you cancel this flight, you'll receive a
credit of 100% of the total amount paid to
use on Expedia for future flights with
United Airlines. This amount is divided
among all travelers on an itinerary, so each
person will get their own credit.

There was a problem canceling part of

your trip. Would you like to chat with a
° live agent?

(m Car: Midsize
Pickup on Fri, Sep 25

Total amount paid
Cancellation fee

Refund amount

Enterprise offers free
hours before your sc

Contact an agent

Hang tight and someone will be with

you shortly. Keep this chat window
° open.

Francisco has joined the conversation

Hi Christopher, | see you had an issue
canceling your hotel. Let’s see what we
can do to fix that!

S/



Research

Round 2: Areas for improvement

Language used in some portions caused confusion.

® “.. I was confused. When it said cancel trip that made
me think | was wanting to cancel the entire trip...”

-Test participant

In cases where no refund could be given, “why” needed
to be better addressed.

® Participants were disappointed, but generally proceeded
anyway, seeing no alternative or way to contest this

outcome. Few contacted an agent without prompting

Today

Hi, Christopher, I'm your Virtual Agent.

° How can | help you?

<Cancel trip> (Change trip)
<Get refund status> (Something else>

B Downtown Value Inn
Check in on Fri, Oct @

Total amount paid $112.81
Cancellation fee -$112.81
Refund amount $0.00

Mastercard «--- 1234

This reservation is no longer eligible for
free cancellation. If you cancel, you won't
receive a refund.
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Part Four

Building the roadmap




Building the roadmap

llorking backward

With research helping to paint a clear idea of where we
wanted to end up, | engaged with engineering, product,
and UX partners to figure out how to get there.

New components would take time to build and test, so |
charted out a roadmap for feature releases, working
backward to a state that delivered immediate improvement

with the pieces we had available.

This roadmap was referred to repeatedly throughout

development and helped keep churn and scope creep in
check.
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Building the roadmap

Roadmap

Phase 1

Sartace relund info in chet bubbies before
decision to cancel all or part of trip

Exisiting secuentisl cancelation flow

Phase 1

Chat with Virtual Agent x

Today

o Hi, Chrstopher. I'm your virtual agent.

How can | halp you?

Ok ' chck o that foe you. (1| be bsck
shortly

Walkome

Hara are your upcoming bookings

X

Fiight 1o Spokane
’ ber !
Button text Button text
Button text Button text

Cancal Intent, urknown backing Q

1500 the booking s part of a package

I you eancel this reservation at the
Econo Lodge Inn & Sultes by Now 04,
2020 w1 1159PM PST. well gve you  full
refund of $206.00 USD

Post policy mesaages as thery re retrkned.

I you cancel this Aight from Seattie to rother then ol st once?

Spakane an American Airlines youll
recaive 8 credht of 159,39 USO 10 be
used on a future American Airlines
Night

If you cancel ehis Night fram Spokane to
Seattie on Eva Air youl | receive a crecit
of 27423 USD to ba used on & future
Eva Al fight,

o Lot me know if you want (o cwncel the

fight or the erire package.
- ((entes pacxage ) ( Fighe any

Great, let's start with your fight to
Spokane.

Package cancel

It you cancel this fight now. you'll get a
Fight cancel sto
(kg S0GUONtI Mow as cumently exists bayond A8 refund of $108.00

this point) o Shoukd | cancel?

( Get retund status ) [ Do something eise

Flight to Seattle

Button text

Button text

Yaabie select booking whie VA is werking?
Massaging after aaloct Booking to indheate wat

Phase 2, option A

Surtace refund réc in Refurd Carousal

Eratrg sequental carcallabon flow

Phase 2a

Chat with Virtual Agent x

ML Cheistophar, fm your virtual agent.
How can | halp you?

Phase 2, option B

Surface refund info in chat bubbies.

One

% cancelistion with progress mestaging
#rmation in chat bubbies.

Phase 2b

Ot with Vietusl Aget x

B Chvistopher, I'm your virtual agent

How can | heip you?
-__ : S
hange tip Get refund stacus 0 something ehe

Welccne Wecrrre
Change tip Gt rebu o s0mathing eite
Ok, Ml chack on that for you. ' ba back
shartty
Here are your Lpcomng beobngs
Plight to Spokane
Button text Button text Button text
Button text Button text
Cancel intent, uninown

o intert. Umhnewn booking

Package cancel

Flight canced, etc
(phg
this point.

usntial flow a8 cuLrrently asists bayond

Phase 3

Surface refund info in Retund Carousel

One cick cancellstion with progress messaging
and confimation in chat bubbles

O, I chack on that for you. 1l be back
herthy

Fight to Sesttie
Button text Button tes Button text
Button text Button text

Corvoel intent

Q Button text

| see this bocking & part of » package.
Horw's what you Il gat # you cancel
your entire package now

A Seattle to Spokane

Alrire crodit $108 00

Lot e ki If you wand 10 cancel the

fight or the entre package.

Great. le’s SLart with your Might 1o
Spokane.

¥ you cancel this flight now. you©l get &
full refund of $108.00

O soviicmew

B Toesme

Packags cancel

(chat bubties used for corfymaton & progress

ndication

b reswn biock ing

o

Ok 1'% check on that for you. 1Yl be bisck
shortly.

Here e your upcoming bookings

X

Pight to Spokane
Button text Button text
Button text Button text

Q Button text

1300 this Dooking 1 Bart of 3 package

¥ you cancel ThE reser vason ot the
Hcono Lodge i & Suites by Nev 04
2020 ot NSOPM PST. wa'¥ gve you » Al
refund of $206 00 USO

¥ you Cancel This Right from Seattie 1o
Spotane 0n American Aines youll
receive a credit of 199,39 USO to be
red 0n & Wture Amercan Airirws
e

W you cancel € Aght from Spokane to
Seattie on Eva Ak youl receive & Credit
of 7423 USD 10 be used on » future
va A fighe.

Mg O e entire pachage

_ e e o\ e S

Suse. hang on white | take cave of that
for you This could take seversl
Mt 10 heeD 1hl windOw Open

: Lot me know # you want 1o cancel the

Canceling your gt 1o Spotane

Flgnt canceted” | sent 3 confrmanion
mal 10 Ch@gmal com with ot the
deusty

Canceting your revervatmn ot fcono
Ladge inn & Sutes

Hotel canceled | sent 3 Confumanon
i 16 CheaBgmal com iAol the
deeals

Canceling your fight 10 Sesetie

Fght canceted’ | sent & confmanon

emal 1o MBIl com with o the Package cance!

Setwts {cmt bubbies used or Corfrmaton & progress

Generc endirg

o

1 506 this booking Is part of a package
Here's whit you'l get if you cancel

your entre package now.

X Seattle to Spokane B Econo Lodge Inn & Suites

Avtine crean $0000  Mehund amount n0n
vt Arive [————t

Lot me know If you want 10 cancel the
entire package, of just the fighe.

Sure, hang on while | tabe care of that
for you. This could take severst
MinUles 10 keep the window open.

arvcel entie pachage now

Cancelling your Nt to Spokane

Faghe canceliedt | sent a confirmation
email 10 chris@gmail com wish all the
ceain

Cancelling your reservation st Econo
Lodge tnn & Sukes.

Hotel cancellec® | sent 3 confirmation
@mail 10 chris@igmail com with ol the
cetain

Cancelling your fight to Seatdle...
Fighe cancelled! | sent 8 confirmation

email o chris@gmail com wizh all the
Senin

(&)

Cant | bl you with arything sive?

-__m“‘ —

Phase 4

Surfaoe refund info in Refund Carousel

One click cancellation ith progress messagrg
in chat bubbles

Cantirmation in Canfirmation card

Phase 4

Get refund status ) [ Do something else )

Chat with Virtus Agent x

Hi, Cnristopher. I'm your virtual agent.

How cn | help you?

wltrip ) { Change trip ) ( Get refund stwwus ) (Do something ese )

Plight to Seattie

Button

Sutton text Cancelintert, urkrown booking Q

Ok, 1'% chock on that for you. 11l be bick
shortly

Horw aen your upcoming bookings

only | ( Do mot continue

Fackage cancel
{chat bubbles used for confirmation & progress
icaion)

3

Fight to Spokane Hcono Lodge Inn & Suites Fight 1o Seattie

Button text Button text Button text

Button text Button text Button text
1 500 this booking Is part of a package,
Hore's whit you't get If you cancel
Your entie package now:
A Seattle to Spokane cono Lodge Inn & Suites A Spokane to Seattle
Doparts This Now § ot 943 Crch In 0n Thur Now § st K2.00pm Dopares n, Nov 8 m 432pm

[ ——— oens
‘0

$0800  Refund amourt “Hn Alline credit
Mantarcard oo 1234

4 howrs befors your

Lot me know If you want 10 cancel the
entire package, o pust the fighe.

Sure, ang on whila | take care of that
for you. This could tabe severst
minutes. 50 keep this window open.

) ( Do not cominue )

Cancelling your fiight to Spokane.
Faght cancelied!

Cancelling your reservation at Econo
Lodige inn & Sukes..

Horel cancellect
Cancelling your fight to Seatte..

Faght cancelied!

Ok | canceled the following bookings. |
S0NE a0 emall to chrsgigmail com with
o1 the decais.

© Seatte to Spokane
@ Econo Lodge nn & Suites
@ Spokane to Seattle

S [o)

Betund
Mantrcard - 1234
Can | help you with arything elye?
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Building the roadmap

Examples of specific feature mapping

flight or the entire package.

Select booking Select booking Let me know if you want to cancel the Lgt me know if you want to cancel the
° flight or the entire package.
| see this booking is part of a package. | see this booking is part of a package.

Here's what you'll get if you cancel
. . ; . ntire package
If you cancel this reservation at the your entire package now:

Econo Lodge Inn & Suites by Nov 04,

Cancel entire package now

2020 at 11:59PM PST, we'll give you a full X Seattle to Spokane B Ecc Great, let's start with your flight to Sure, hang on while | take care of that
refund of $206.00 USD. Departs Thu, Nov 5 at 9:43am Check i Spokane. ) for you. This could take several
minutes, so keep this window open.
If you cancel this flight from Seattle to — Cancalivon toe 000 Cancelia If you cancel this flight now, you'll get a
Spokane on American Airlines you'll Airline credit $108.00 Refunc full refund of $108.00 Cancelling your flight to Spokane...
receive a credit of 159.39 USD to be United Airlines
used on a future American Airlines ° Should | cancel? Flight cancelled! | sent a confirmation
flight. If you cancel this flight, you'll receive a This res email to chris@gmail.com with all the
credit of 100% of the total amount paid to cancell: details.
If you cancel this flight from Spokane to use on Expedia for future flights with schedu
Seattle on Eva Air you'll receive a credit United Airlines. This amount is divided you'll re Cancelling your reservation at Econo
among all travelers on an itinerary, so each . . . :
<E)\fla27:i;2f3“:hStD to be used on a future person will get their own credit. Phase 1: use existing one- Lodge Inn & Suites...
bg—one cancellation, which Hotel cancelled! | sent a confirmation
details.
Ph 1: xistin . i '
ase use existing Phase 2: Replace with new surfacing refund info
refun 1 k m . . Cancelling your flight to Seattle...
etund playback messages components to improve ahead of time

to surface all refund info Flight cancelled! | sent a confirmation
email to chris@gmail.com with all the

details.

comprehension
before prompting to cancel

any bookings

Phase 2: Cancel all
bookings with one click
when new backend
orchestration skill



Part Five

Supporting first launch



Supporting first launch

From here, my goal was helping engineering get a first
release out the door. | translated the flows we had tested
into flow diagrams, which meant uncovering and
accounting for the many edge cases that did not make it

into research.

During this process | also wrote much of the conversational
language that would eventually be included, later working
with a content strategist to ensure proper tone and

terminology.
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Supporting first launch

Package cancel skill flowmchart

| see you have these bookings. -
g N r "\
Looks like there's an issue. Hang on
s amoment while | connect you with
someone who can help.
Heading Heading v
Description text Description text
#» — Transfer to Agent
—t-O Select booking Select booking Oy
You can check your itinerary for
View Itinerary View ltinerary lation  Like many of
our travel partners, we've updated
\ J U J " our cancellation guidelines (due to
COVID-189) for trips ending before
J 30, 2020. . FO— Chat Ending - Generic
) ) ( |
v v v
| see this booking is part of a Yes Since your trip is scheduled beyond
package. this date, we suggest you check
back later. That way, if anything
l changes, you'll know you're
L R benefiting from the latest guidelines.
Start date |
 UKPOS? »vn Yes » after June .—! v
<l No If you only cancel part of your
Y v - » Package, you won't get the same
| package rights or financial
i protection.
No 5
i
Let me know if you want to cancel
the {flight | hotel | car | activity |
insurance policy} or the entire
: Looks like {Carrier} likes to handle
§ - r > their own cancellations so let me
((Hotel | Flight | Car | Activity | Insurance Policy} w@ | Entire package E» | Do not continue | RSl /voHl gebiniouci a
- —— - / 3
Y ) 4 Yes ‘
& Conveniently, | have their phone
number right here:
{Lodging | Flight | Car | LX | {Carrier phone number}
Insurance} cancel
| Continue package caneoa | Start over W Message agent r)-# >
) N N 8 - a
(
No
{ Yes Y
» {
! Package [ ) \
OK. Let's walk through the . . ! . , ~ »  Continue package cancel - Package insurance cancel #m  Success? n
cancellation for each part of your +Yes SRRy cancel Yo Bhrd (% HightCancel Nom== ' Success? |~ Yes T el _°°""“‘°P°'*'9'°="°°‘g" - - < Package inchudes car? e Yes wp{ Confinue package cancel Jessssmssesgl Raady to cancel your car rantal?) | ety Car Cancel bt Success? Y - a
= - B e
package one by one. _M“sega - > ’ | Message agent |
PR | | d -
| Continue R Y - a (| Message agent } : o 1
Notright now_ ‘ ¥ *
( now
Yes
{ Yes /
J"L -
( Yes
g No
No
v _ -
~ Ready to cancel your hotel? — No " ® Package includes LX? - Yes ¥ 7»:0 tinue p 92 wmér) B 1 cancel Your act \
: . o y —_— —p Ready 1 : - 5 Yes
- Lodaing Cancel - multi item itinerary ~~#  Success? (" Mossage agent ) or ground transportation? e LX Cancel o success? D Yes gy PACKAgE includes .
— . Insurance? ’
. | S -
\ Continue d ; A Y
- Y )
* X ‘ ! [
' Notright No J
. "%.mw@ A \ » Canl help you with olse? @
A

=

|

1

&

! Yes  No
8 -a
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Supporting first launch

Package cancel skill flomchart (detail)

y

{Lodging | Flight | Car | LX |

Insurance} cancel

Package
contains
flight?

No

Yes » Ready to cancel your flight?

( Continue
=]

( Not right now
=]

Flight Cancel LCC?\

Conveniently, | have their phone
number right here:
{Carrier phone number}

CContinue package cancea Start over ) r|\,l|¢.;.ssag¢.; agen%
E) ;} ‘\ 5

No -> - Yes

No

Package
contains
hotel?

No

Yes

(

‘Yes (Continue package cancel
=
CMessage agenta
=]

J
s
/T J
~
v
> Ready to cancel your hotel? k—>

J/—P Lodging_Cancel - multi item itinerary

C Continue
-
(Not right now
=]

Success?
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Supporting first launch

Refund summary card use case audit

Flight Scenarios Lodging Scenarios Lodging Scenarios Lodging Scemarios Lodging Scemarios Lodging Scemarios Lodging Scenarios Lodging Scenarios Car Scenarios LX Scenarios Insurance Scenarios
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rem careel e (199 am, yourlL ot & tatal st i cma s gttt g et b0 Su— s 31 gmn came gmor fasesvicyasm) gt amm sl got &
Ui Earmatsodcradit) 2o e o0 (et o N - . - = - S N Syt iy
Dreter) Tostde Penalty / Flex Policy Cash Nefunt e~ VIR Bepesit / Tnside Pemslty / Sen-refumdble W geeduill coupen reissee / Duside Pemelty | nside Penalty / Waiver Wule / Wthin 34 hes Snaite Penalty / wabeer Wle / Polly L - Pelly Pase with €FR Card / Bmside Pemslty / ovruny —
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Supporting first launch

Refund summary card use case audit (detail)

Flight Scenarios

Airline credit

If you cancel this flight now, you’ll get a total credit of
{fullFormattedcredit} to use on {Brand} for future flights
with {Supplier}.

This amount 1is divided among all travelers on an itinerary,
so each person will get their own credit.

W fv01_MESSAGE_AIR_CANCEL_WITH_CREDIT
W fv01_MESSAGE_AIR_CANCEL_WITH_CREDIT_ADDITONAL_INFO

Full refund: Cash

If you cancel this flight now, you’ll get a refund of
{refundAmount} {currency}.

W fv01_MESSAGE_AIR_CANCEL_VOID

Full refund: Points

If you cancel this {product type} now, you’ll get a refund
of {refundAmount} {currency}.

fuMl MEQQANRE ATR CANCEL uUNQTD EINT PATNTS

¥ Chicago to Seattle
Departs Fri, Feb 15 at 10:30am

Traveler: Beyoncé Knowles-Carter

Total amount paid $500.00
Cancelation fee -$0.00
Airline credit $500.00

United Airlines

If you cancel this flight now, you'll get a
total credit of {fullFormattedcredit} to use
on {Brand} for future flights with
{Supplier}. This amount is divided among
all travelers on an itinerary, so each person
will get their own credit.

¥ Chicago to Seattle
Departs Fri, Feb 15 at 10:30am

Traveler: Beyoncé Knowles-Carter

Total amount paid $500.00
Cancelation fee -$0.00
Refund amount $500.00

Mastercard -+« 1234

If you cancel this flight now, you'll get a
refund of {refundAmount} {currency}.

X Chicago to Seattle
Departs Fri, Feb 15 at 10:30am

Traveler: Beyoncé Knowles-Carter

Total points used 70,000
Cancelation fee -$0.00

™ _f b o e A e T o T .7

Lodging Scenarios

Expedia Collect

Inside Penalty / Flex Policy Cash Refund

Right now you can cancel your booking at {propertyName} for
free and get a refund of {fullFormattedPrice}.

W MESSAGE_COVID_FLEX_POLICY

Inside Penalty / Flex Policy Voucher

Right now you can cancel your non-refundable booking at
{propertyName} for a coupon 1in the amount you paid.

To get the coupon, cancel at least 24 hours before your
check-in time (after this you might not get anything back).
The coupon 1is good for 1 year to rebook at this property.

W MESSAGE_COVID_BYPASS_REFUND_COUPON_NO_AMOUNT
W MESSAGE_COVID_BYPASS_REFUND_COUPON_ELIGIBILITY

! Strikethrough normal non-refundable line item?

B The Belltown Inn
Check-in on Fri, Feb 15 at 12:00pm

Total amount paid $500.00
Cancelation fee -$0.00
Refund amount $500.00

Mastercard «+++ 1234

Right now you can cancel your booking at
{propertyName} for free and get a refund
of {fullFormattedPrice}.

Full refund timeline )

B The Belltown Inn
Check-in on Fri, Feb 15 at 12:200pm

Total amount paid $500.00
Nontefundable bookme CRLOLO0
Coupon amount $500.00

The Belltown Inn

Right now you can cancel your
non-refundable booking at
{propertyName} for a coupon in the
amount you paid. To get the coupon,
cancel at least 24 hours before your
check-in time (after this you might not get
anything back). The coupon is good for 1
year to rebook at this property.

Full refund timeline )
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Part Six

Rolling off



Shortly be

future of t

fore first launch, a reorganization placed the

ne one-click multi-item cancel project in the

hands of t

ne Trips team, who were better positioned to

make it into a proper global cancellation experience.

Though | didn't get to stay on the project long enough to

see it meet its full potential, | felt contfident that the project

was in good hands, and that my contributions had moved

the conversation far beyond where they had been at

kickoff.
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Epiloqgue



Learnings

What went well What could have gone better
This project was a great example of what It | was to do this project again, | would spend
Expedia can accomplish with a clear goal, more time at the beginning learning the
appropriate resources, and a willingness to landscape of both packages and the VA. Early
reimagine established systems. on | encountered situations where work would
need to be thrown out or revised based on
Work progressed rapidly, and all partners and some parallel effort or existing piece | hadn't yet
stakeholders were bought into the vision. uncovered.
From a UX perspective, we accomplished More broadly, | would document the unique
virtually everything we set out to accomplish, oroject structure carefully with the intent of
sometimes even exceeding expectations. recreating the highly productive and positive

work environment on future projects.



Epiloqgue
Learnings

Skills improved and/or acquired

® Conversational UX: Learned best practices for designing with language

® Rapid prototyping: Learned how to utilize Figma components to build and manage large, complex prototypes
® Design systems: Contributed components and use cases to the VA design system

® Flowcharting: Learned Gliffy and a formal method for designing flowcharts

® Design Operations: Experimented with designing Figma projects for efficiency and shareability
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Epiloqgue
Outcomes

® Design system for VA greatly expanded with new use

cases and implementation-ready components

® Research proved the value of breaking with the
conventional chatbot experience in certain cases,

opening a new way of communicating in the VA

® Robust plan for considering cancellation holistically
across lines of business, laying the groundwork tor

successor teams

o4



Epiloqgue
Final thoughts

This project was my first experience with many different

concepts: Packages, the Virtual Agent, Trips, conversational

UX, etc... | had to learn a lot of things, very quickly, at the

center of a massive cross-functional project, brought on by

the worst industry disruption in history.

| believe | performed well unc

a fresh perspective and relent

ert

eSS

nis pressure, contributing

y pushing the

conversation toward customer centricity. Had | remained on

this project, | would have continued pushing for the next

improvements on the roadmap after launch, because |

believe the Virtual agent still has great potential to benetfit

Expedia's customers, with or without a pandemic.
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Thank you!

andrewfishel.com



http://andrewfishel.com

