




















Enhancing the User Experience
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¢ Dallas to San Francisco After learning about the complexities of the system, live

user feedback coupled with user research, the user

experience of the current application can be improved to
provide information in a more concise, engaging & intuitive

¢ manner.
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Progressive User Tracking

One of the most crucial aspects of a user’s journey at an
airport deals with getting the right information at the right
time.

Capability Enablers

® Monitor* and leverage customers' live location within
the airport premises.

® Contextually "customer-informed" location sensing
through Locus Labs to provide users' with points of
interest relevant to them.

Capability Potential

® Rewards the user for showcasing good travel
behaviour.

Feasibility check required
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¢ Navigating to Gate Tying together the power _along with

the experience of the Beta application will help provide an

Dallas (Love Field) Airport in airport experience beyond anything currently present.
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Seems like you've got time to spare. Why don't you
explore what's nearby ?

Tap to Explore

(@) Current Location

Boarding Gate 12

Estimated Boarding time Gate Agent

9:13 am Sarah

Available seating

Chat with your gate agent

Flight: #38

Track Flight
nroute to DAL 9

Contextual Messaging & Suggestions

Contextual messages play an integral role in providing the
user with relevant information and actions that are in line
with the rest of their on going activities

Capability Enablers

Capability Potential







<

Dallas to San Francisco

Today Confirmation: #NDFI

DAL E
9:30am 6:05p

Gate 12 Postion 16

1 9 o~ oA ~ r Raardinnm dacc
\p 1O vieéw YO O

Find the best places to eat, sleep
drink, and play at San Francisco

Tap to view Destination Guides

Boarding Gate 12

9:13am

Airport Amenities

2 Q
1 )\ Nearest Restroom

9:41

Y Dallas to San Francisco

Boarding Gate 12

9:13am

Airport Amenities

o Q =5 ‘
rk"”". Nearest Restroom (6] Nearest ATM

Gate Agent

Sarah

Chat with your gate agent

. Track Flight
Taxing to Gate —

Gate Agent Chat

A Guided chat bot feature which can help the user enquire
simple and retrievable information about a flight and will
help provide a faster, more human customer service
delivery.

Capability Enablers

® A Southwest, Gate agent application that can help
interface with a customer

Capability Potential

® The chat bot can be used to collect key insights
regarding users' most-frequently asked questions at
each flight, airport, and gate.

Future Case











