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Omnichannel experience
An enterprise initiative to allow self-service 

reaccommodation for oversold flights

Volunteer Solicitation

Currently live in production



VOLUNTEER SOLICITATION

•  Enterprise, opertationally-driven initiative 
•  High profile project for a sensitive industry topic
•  Omnichannel digital experience with 
physical touchpoints

Overview



VOLUNTEER SOLICITATION



VOLUNTEER SOLICITATION



VOLUNTEER SOLICITATION

•  Testing existing experience and 
implementing updates
•  Gathering / influencing digital and physical 
requirements
•  Architecting flow across channels

Process





VOLUNTEER SOLICITATION

•  Validation testing
•  Loyalty survey
•  Scope creep / new functionality
•  Buy-in from leaders

Refining



VOLUNTEER SOLICITATION

•  Hyper-dynamic experience totaling 
320+ total comps
•  150+ User stories / planning for build
•  Partnering with development teams

Delivering





1:54pm

Choose from the following flight options

ExitEnglish

$100 voucher
View flight details

Travel time: 4h 3m

Los Angeles, CA (LAX)
Fri., March 23, 2018
8:25 am

Chicago, IL (ORD)
Fri., March 23, 2018

2:34 pm $100
View flight details

Travel time: 4h 3m

Los Angeles, CA (LAX)
Fri., March 23, 2018
10:25 am

Chicago, IL (ORD)
Fri., March 23, 2018

4:34 pm $50
View flight details

Travel time: 4h 3m

Los Angeles, CA (LAX)
Fri., March 23, 2018
4:25 pm

Chicago, IL (ORD)
Fri., March 23, 2018

10:34 pm $100
View flight details

Award milesTravel vouchers

Back Keep original itineraryView current flight

View terms and conditions

See some of the ways to use award miles

Back View current flight Select flight(s) and continue

1:54pm

Change your flight for compensation

ExitEnglish

We're looking for travelers who would like to take a different flight in exchange for a travel voucher or 
award miles. You can add your name to the volunteer list now, but your trip won't change unless 
you're selected at your gate and confirm your decision to volunteer.

Note: If you’re selected, your gate representative will help you change your flight — you won’t have to pay any fees or price 
changes.

If you're interested, please select your desired compensation type and the amount(s) you'd like to receive for changing 
your flight. Lowest bids will be considered first and you can bid on one or as many flight options as available.

Select bid

Select bid

Select bid

Los Angeles, CA (LAX)

Los Angeles, CA (LAX)

Los Angeles, CA (LAX)

10:25 am

1:25 pm

4:25 pm

Chicago, IL (ORD)
4:34 pm

Chicago, IL (ORD)
7:34 pm

Chicago, IL (ORD)
10:34 pm

Fri., March 23, 2018

Fri., March 23, 2018

Fri., March 23, 2018



1:54pm

Choose from the following flight options

ExitEnglish

$100 voucher
View flight details

Travel time: 4h 3m

Los Angeles, CA (LAX)
Fri., March 23, 2018
8:25 am

Chicago, IL (ORD)
Fri., March 23, 2018

2:34 pm $100 voucher
View flight details

Travel time: 4h 3m

Los Angeles, CA (LAX)
Fri., March 23, 2018
10:25 am

Chicago, IL (ORD)
Fri., March 23, 2018

4:34 pm $50 voucher
View flight details

Travel time: 4h 3m

Los Angeles, CA (LAX)
Fri., March 23, 2018
4:25 pm

Chicago, IL (ORD)
Fri., March 23, 2018

10:34 pm $100 voucher
View flight details

Back Keep original itineraryView current flight

View terms and conditions

Select flight and continue

Flight change details for Los Angeles to Chicago

UA 123

Los Angeles, CA (LAX)
Fri., March 23, 2018
8:25 am

Chicago, IL (ORD)
Fri., March 23, 2018

2:34 pm

Preview seat map
Status:
Compensation:

Travel time:
Gate:
Aircraft:
Cabin:
Operated by:

On time
2,000 miles

4h 3m
C11
757-300
United Economy
SkyWest Airlines dba United Express

1:54pm

Confirm your flight change

ExitEnglish

View current flight

Compensation amount
8,000 miles (per traveler)

(2 travelers)

Waived flight change fee details

Fri., March 23, 2018 Fri., March 23, 2018

View terms and conditions

Back View current flight Select flight(s) and continue

1:54pm

Get a travel voucher for changing your flight

ExitEnglish

We're looking for travelers who would like to take a different flight in exchange for a travel voucher. 
You can add your name to the volunteer list now, but your current trip won't change unless you're 
called at your original departure gate and confirm your decision to volunteer.

Note: If you’re selected, your gate representative will help you change your flight- you won’t have to pay any 
fees or price changes.

If you’re interested, please select the voucher amounts you’d like to receive for changing your flight.

Select amount

Select amount

Select amount

Los Angeles, CA (LAX)

Los Angeles, CA (LAX)

Los Angeles, CA (LAX)

8:25 am

10:25 am

4:25 pm

Chicago, IL (ORD)
2:34 pm

Chicago, IL (ORD)
4:34 pm

Chicago, IL (ORD)
10:34 pm

Fri., March 23, 2018

Fri., March 23, 2018

Fri., March 23, 2018

Please choose an award mile amount for Friday’s 1:25 
pm flight to Chicago (ORD).

You’re bidding in award miles. Change bid type

8,000 miles 10,000 miles 12,000 miles Custom amount

Tip: Lowest bids will be considered first, and the amount will apply to 
each traveler who volunteers and is selected.

1:54pm

Please confirm your details:

ExitEnglish

View current flight

Award miles bid(s) (per traveler)

Please select "Confirm and continue” to be added to the volunteer list.

Los Angeles, CA (LAX)
10:25 am

Chicago, IL (ORD)
4:34 pm

Fri., March 23, 2018

Los Angeles, CA (LAX)
1:25 pm

Chicago, IL (ORD)
7:34 pm

Fri., March 23, 2018

Los Angeles, CA (LAX)
4:25 pm

Chicago, IL (ORD)
10:34 pm

Fri., March 23, 2018

Here’s what to do next
Complete your check-in and proceed to your gate. Your gate representative will let you know if your seat is 
needed in exchange for award miles and will provide details about alternative flights.

2,000 miles

2,000 miles

4,000 miles

All travelers

2 travelers

1 traveler

Volunteer flow

Compensation flow



Kiosk

Desktop

App

Mobile web



Johnson

Last name

8,000

Award miles MileagePlus® number

*****123

Award miles deposit details
Award miles typically appear in your account(s) within a few hours but can take up to 
5 business days. You’ll receive a confirmation email with details.

Continue

You will now be taken to check in for your new flight.

10:25 am
Tue., March 23, 2018
Los Angeles, CA (LAX) Chicago, IL (ORD)

Tue., March 23, 2018
4:34 pm

UA 123

You’re confirmed on the following flight

You’re confirmed on the following flight

Award miles typically appear in your account(s) within a few hours but can take up to 5 business days. You’ll receive a confirmation email with details.

Los Angeles, CA

Fri., March 23, 2018

4:25 PM

Chicago, IL

10:34 PM

You will now be taken to check in for your new flight.

Continue

View award miles terms and conditions

Flight details

Award miles deposit details

Last name: Johnson Last name: Johnson
MileagePlus® number: *****123 MileagePlus® number: *****124

8,000 miles 8,000 miles

Flight Change Confirmed

You’re confirmed on the following flight

UA312

4:25 PM 10:34 PM
Wed., Feb 28, 2018 Wed., Feb 28, 2018

LAX to ORD

Last name: Johnson

Last name: Johnson

MileagePlus® number: *****123

MileagePlus® number: *****234

8,000 miles

8,000 miles

Award miles typically appear in your account(s) within a 
few hours but can take up to 5 business days. You’ll 
receive a confirmation email with details.

You’ll now be taken to check in for your new flight.

Award miles deposit details

Continue

Award miles terms and conditions

Kiosk

Desktop

App

MileagePlus

You’re confirmed on the 
following flight

Flight details

8:25 AM
Los Angeles, CA

Fri., March 23, 2018

2:34 PM
Chicago, IL

Award miles deposit details

Award miles typically appear in your account(s) within 
a few hours but can take up to 5 business days. You’ll 
receive a confirmation email with details.

View award miles terms and conditions

Last name: Johnson

Last name: Johnson

MileagePlus® number: *****123

MileagePlus® number: *****124

8,000 miles

8,000 miles

Continue

You will now be taken to check in for your new flight.

Mobile web
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Kiosk experience
An innovative kiosk proof of concept that enables 

customers to have an autonomous lobby experience 

Self bag drop

Currently live at select airports







WHAT’S THE BIG DEAL?

Reduce cost
Optimize space

Increase throughput

Operational efficiency

Keep up with competitors
Airport partnerships
Prep for the future

Low cost learnings

Less queues, less stress
Seamless lobby experience

More control

Customer experience











ARCHITECTING THE EXPERIENCE



Demo video available on request



Click to watch UI demo
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Mobile app experience
A tool customers can rely on as a single source of truth 

in their United travel journey

Boarding pass











Composite of 20 travelers (intercepted 
at the airport) circling what they feel is 
needed and crossing out what they 
feel is not needed









BREAKING IT DOWN

Inspiring destination-based imagery

Integrated flight status

Personalization

Improved information
hierarchy and prioritization

Aztec code never leaves screen*

Added terminal

Premier status badging

Track my bags (scroll down to see)
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Responsive web experience
A easy and pleasant tool that enables users to find 

relevant information for any United flight

Flight Status

Currently live in production





RESPONSIVE FLIGHT STATUS



RESPONSIVE FLIGHT STATUS







RESPONSIVE FLIGHT STATUS

•  Usability and validation testing
•  United brand refresh
•  Look/feel testing

Refining
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RESPONSIVE FLIGHT STATUS



RESPONSIVE FLIGHT STATUS
Iteration 1 Iteration 2



RESPONSIVE FLIGHT STATUS



RESPONSIVE FLIGHT STATUS

•  Product team education
•  Responsive challenges
•  Current progress

Delivery



RESPONSIVE FLIGHT STATUS



RESPONSIVE FLIGHT STATUS


