
Generate itinerary adjustment options during travel disruptions.

A customer 
calls Alex 
reporting a 
flight 
cancellation 
and requesting 
rebooking 
options. Alex 
initiates the 
interaction with 
the specialist by 
opening the 
travel agency’s 
internal chat 
interface. 

inputs the flight cancellation 
details (flight number, date, and 
customer preferences) into the 
super-specialist interface.

flight cancellation 
details. Customer 
preferences (e.g., 
preferred airlines, 
timeframes, seat class).

queries airline databases to find 
available flights matching the 
criteria.

Provides 2-3 flight options based 
on customer preferences and 
system availability.

Alex evaluates the options 
provided, ensuring they align with 
the customer’s needs.

shares the options with the 
customer and confirms their 
choice.

Executes the selected rebooking, 
sends a confirmation email to the 
customer, and updates the 
booking system.

Airline booking 
systems and real-time 
availability databases.

Rules for rebooking 
(e.g., airline policies 
on rebooking fees).

Customer’s travel 
history and preferences 
from CRM.

Airline systems for 
booking execution.
Email templates for 
rebooking 
confirmations.

Alex provides 
the customer 
with two or 
three viable 
rebooking 
options within 
minutes, 
maintaining the 
customer’s 
satisfaction and 
trust.

The customer 
receives a 
confirmation 
within minutes 
with the 
updated 
booking.

Tasks:

Interaction Flow – Example

Trigger
What situation triggers 
the interaction with the 
super-specialist or its 
use and how is the 
interaction initiated?

Steps
What does the user do or say? / What does the 
super-specialist do or say? Indicate whether it’s 
a human or a super-specialist step.

Tools & Data
What data / systems does 
the super-specialist need to 
access in this step?

Possible super-specialist actions:
Analyze information, Retrieve knowledge, Generate creative 
output, Provide guidance proactively, Predict outcomes , 
Perform calculations, Execute / evaluate code, Interact with 
systems 

Possible human actions:
Give instructions, Review results, Make a decision, Interact 
with another person / system

Moment(s) of 
Success
What does the 
successful task 
completion look like? 
What does the user 
achieve with the 
specialist’s help?
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