
Generate itinerary adjustment options during travel disruptions.

A customer
requests an 
urgent
flight
rebooking
via the online 
chat interface 
of the Travel 
Agency 
customer 
service website  

mark it as high priority based 
on sentiment, and time sensitivity.

Analyze the request to identify type, 
reasons for modification and urgency 
and ask the customer additional 
questions if needed

flight details (number, 
travel date), reason for 
cancellation, customer 
preferences from 
customer history

departure time and 
customer sentiment

Real-time flight 
availability, Airline 
policies, customer 
preferences, travel 
conditions. 

costs differnces

Ranked list of suitable 
rebooking options, 
Customer history 
(previous escalations, 
special requirements)

Top suitable options, 
Pricing and fare 
conditions, change fees 
or penalties ,impact on 
the rest of the trip

Re-booking specialist, 
booking system

Re-booking specialist, 
customer communication 
preferences, booking 
system

Customer feedback on 
resolution 
satisfaction,Additional 
service needs (hotel, car 
rental)

evaluate and rank potential 
solutions based on real-time 
availability, customer preferences, 
cost, and travel constraints

If no suitable flights exist, escalate 
to a human agent and provide all 
found information and customer 
request information

Look for fitting alternativs by 
analyzing flight availability, 
customer information, policies and 
travel restrictions 

Present Top 2-3 options to the 
customer in a structured format, 
Highlighting any additional costs. 
Keep the human agent informed and 
ask customer for confirmation 

Upon customer selection, process the 
rebooking and cancellation request 
and update connected travel services 
(e.g., hotel bookings, airport 
transfers).

Update itinerary and e-ticket and 
send it to customer according to 
preferences including any additional 
instructions

Ask if the customer needs further 
support and routes requests for 
additional services if needed

The customer 
receives a 
confirmed 
rebooking  
within minutes 
with all 
necessary 
details, ensuring 
a smooth 
continuation of 
their travel 
plans.

Task(s):

Task Flow – Example

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

Steps
How should the super-specialist carry out the 
task?What does it need to decide and in which 
order? When is human input or action needed?

Tools & Data
What data / systems does 
the super-specialist need at 
each step?

Possible super-specialist actions:
Retrieve or analyze information, Interact with humans or 
subagents, Generate proposals, Perform calculations, Execute 
/ evaluate code, Interact with other systems or automated 
processes  

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? 

STEP #

STEP #

STEP #

STEP #

STEP #

STEP #

STEP #

STEP #

STEP #

1

2

3

4

5

6

7

8

9


