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EC Phase 2B — Servicing — Change date and time of Full Avios Booking - Desktop

Business priority
(1 low - 100 high)
100
Customer satisfaction (High, Medium,
Low)
As an: Loyalty Proposition Project Manager
| want: To be able to change date and/or time, from peak to off-peak and vice versa, of
a full Avios booking
So that: Customers can easily change a full Avios booking online without restrictions

Acceptance Criteria:

Select Changes

Acceptance criteria

Grandfathering

i.  For bookings made prior to “Phase 2B Make Booking” release, is the user not allowed to
change date/time of connecting flights, partial upgrades or flights from off-peak to
peak?

ii.  Forall legacy bookings, is the user presented with messaging on the Select changes page
asking the user to go offline?

iii.  Are all pre “Phase 2B Make Booking” restrictions in place for bookings other than full
Avios bookings?

iv. For bookings that are not full Avios, is the user restricted to change date and time for
connections, partial upgrades and off-peak to peak?

v.  For bookings that are not full Avios, is the user allowed to change peak bookings to both
peak and off-peak, off-peak bookings to off-peak only and stopovers with messaging and
existing functionality?

Post December - After repricing (Figure 1)

i.  For full Avios bookings made post December (repricing release), is the user allowed to

change date/time of a full Avios booking?

ii.  For a full Avios booking is the user not presented with messaging asking him to go offline
for all peak and off-peak bookings, connections and stopovers.

iii.  Forafull Avios booking is the user presented with relevant bound tables showing flight
information?

iv.  For a full Avios booking, has the “status” column been removed from the bound table?

v. Isthe user presented with the 3 options (no change, change time and change date) as
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per existing functionality?

vi. Isthe “What changes can | make” section presented as per Axshare (Figure 1) with bold
and copy as relevant?
vii.  Has the copy “see your options to change flights” along with the icon been removed
from post December full Avios bookings?
viii.  For changing the date, is the user not presented with “Select a travel date” button?

ix.  For changing the date option, is the user presented with a date field and a new calendar
icon sitting within the field (as per Axshare)?
X.  Are both, the calendar icon and date field clickable /hotspots?
xi. By clicking the date field/calendar icon, is the user presented with a calendar modal?
xii.  Is the date field /calendar icon interactive irrespective of date radio selection? Hence if
the user clicks on the calendar icon/date field without selecting the radio the user
should be able to invoke the calendar and select the radio as well.
xiii.  Isthe user presented with “I do not wish to select” as selected by default?
xiv.  Is the user presented with a greyed out inactive Continue button by default along with
do not wish to change” options selected?

III

xv. s the user presented with an active “Continue” button if either a change of time or a
date is selected?
xvi.  If the calendar fails to load is the user presented with appropriate messaging and
showing where the error is?
xvii.  If the calendar fails to load off-peak dates, is the user presented with messaging to
highlight this?
xviii.  If the flight query fails is the user presented with appropriate messaging on the Select

Changes page providing next steps?

Connecting flights
i.  For full Avios connecting flights, is the user not presented with separate flight segments.
ii.  For full Avios connecting flights, is the presented with all segments combined as per
Axshare designs.
iii.  For full Avios connecting flights, is the user not presented with the additional copy
saying that best available connections are provided.

Stopovers (Figure 2)
i.  For stopover flights, are all bound headers presented with Journey titles along with their
relevant Journey numbers as per Axshare designs? Example Outbound Journey 1,
Outbound Journey 2.

Post - Date selection (Figure 3)
i.  Post date selection, of a full Avios booking, is the user taken back to the Select changes
page when he clicks the continue button on the date calendar.
ii.  Hasthe page focus taken the user to the bound and date he has just selected?
iii. Isthe user presented with a highlighted (yellow) date section showing his selected date
as per Axshare?
iv.  Isthe date field presenting a date in bold link colour as per Axshare?
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v. Isthe user allowed to click on the date field or icon to reselect a different date?
vi. Isthe user presented with an Active continue button after a date is selected?

Accessibility Criteria
i.  Areall pre Phase 2B -Servicing accessibility checks in place?
ii.  Have all new changes to the Select changes page been implemented adhering to AA
compliance for accessibility?
iii.  Have all accessibility changes proposed in the Accessibility plan been implemented?

Copy changes
i.  Have all copy changes been added as per content matrix and/or Axshare?
Copy changes expected: for the 3 options
(project cancelled hence no content matrix in place)

Link to Axshare
http://uilarx.axshare.com/#p=connecting flights
http://uilarx.axshare.com/#p=stopovers
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Figure 1 - Select Changes - Connections
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'(" Inbound
L S L S

BAO303 | Madrid Heathrow (London) Monday 14 March 2016 11:45 Monday 14 March 2016 13:15

BA1326  Heathrow (London) Mewcastle International ~ Monday 14 March 2016 14:45 Monday 14 March 2016 15:55

What changes can | make to these flights?

)| do not wish to change these flights

| want to change the time of these flights on Monday 14 March 2016

@ | want to change the date of these flights to | Tuesday 15 March 2016

.
< Return to Manage My Booking Continue >

Figure 3 - Connections - Post date selection

Select changes

A\ Calendar not available
= Calendar not available for Outbound. Please try again later

")‘ Outbound
L S O S L R

BA1321 Newcastle International Heathrow (London) Sunday 13 March 2016 09:30 Sunday 13 March 2016 10:55

What changes can i make to these flights?

@ | do not wish to change these flights

| want to change the time of flights on Sunday 13 March 2016

© 1 want to change the date of these flights to i Calendar not available. Please try again later

Figure 4 - Select Changes - Redpath - Calendar not Available
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Date Calendar

Acceptance criteria

Vi.

Vii.

viii.

Xi.
Xii.
Xiii.
Xiv.
XV.
XVi.

For a full Avios booking only, have all very important messages presenting off-peak to
peak restriction and Information messages been removed from BA and Iberia calendars?
Have all off-peak to peak restrictions been removed?

Is the user allowed to select any peak and off-peak date irrespective of him being on
peak or off-peak?

Is the user presented with a British Airways or Iberia logo wherever applicable as per
Axshare designs?

Is the user not presented with a logo for partner airlines?

Is the British Airways logo accompanied by the Availability Calendar label as per Axshare
(Figure 5)?

Is the user not presented with the Availability calendar label for Iberia calendar (Figure
6)?

For all partner flights, other than Iberia, is the user presented with a date calendar
devoid of off-peak indicators as per Axshare (Figure 7)?

Is the user presented with to and from journey details on the calendar as per Axshare? Is
the user presented with the connection city /airport for connecting flights as per
Axshare?

Is the user presented with the new peak and off-peak legends?

Is the user presented with the new peak and off-peak dates as per Axshare?

Is the user presented with forward and back buttons to navigate between months?

Is the user presented with a 355 day calendar?

Is the user presented with a “Confirm date selection” button?

Is the date selection CTA activates only when a user selects a date?

Is the calendar devoid of any default selected dates?

Accessibility Criteria

Are all pre Phase 2B -Servicing accessibility checks in place?

Have all new changes to the Select changes page been implemented adhering to AA
compliance for accessibility?

Have all accessibility changes proposed in the Accessibility plan been implemented?
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Copy changes
i.  Have all copy changes been added as per content matrix and/or Axshare?
Copy changes expected: None at the moment
(project cancelled hence no content matrix in place)

Link to Axshare:
http://uilarx.axshare.com/#p=Dbritish airways - availability
http://uilarx.axshare.com/#p=iberia - pricing calendar
http://uilarx.axshare.com/#p=partner - date picker

- q‘
BRITISH AIRWAYS

Availability calendar

Madrid - Newcastle

via Heathrow (London)

= Ofi-peak days [] Peakdays
Sun Mon Tue Wed Thu Fri Sat
‘ 3o H 1o || 15&;,-|| 16 H 17 e H 18 € H 19.-|
| 20 ® | ‘ 21 @ ‘ | 22 0 | | 230 | ‘ 24 © ‘ ‘ 25 ‘ ‘ 26 |
|27‘|‘ za'-‘|29‘||30 |‘a1 ‘
Sun Mon Tue Wed Thu Fri Sat
1 € ‘ ‘ 2 € |
to J[se [[[ee J[ ro [[ eo J[ so |

Confirm date selecfion

Figure 5 - Availability Calendar - BA - Connections
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Figure 6 - Date Calendar — Iberia
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Figure 7 - Partner Date Calendar
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Change Booking - Flight list

Acceptance criteria

Is the user presented with the new flight list page as per Axshare?

Is the user presented with distinct bounds and destination information?

For full Avios bookings only, have all pre-repricing messaging, including peak and off-
peak information or restriction, been removed.

Unchanged segment

For full Avios bookings, is the user presented with a rolled up version of segments not
selected for a change?

Is the unchanged segment presented with a label referring that this is “Unchanged
flight”?

Is the user presented with to and from destinations along with leaving and arriving time,
journey duration and carrier.

For all connecting flights, is the user presented with a details link (as per Axshare)
opening up to and from journey details along with the connection?

Changed Segment

Vi.
Vii.

viii.

Xi.

Xii.

For post repricing, full Avios bookings, is the user presented with both peak and off-peak
flights to select from?

Is the user presented with off-peak labels with flights wherever applicable?

Is the user presented with destination, date/time and a link to change the date as per
Axshare designs?

Clicking on the change date link, Is the user presented with the relevant calendar on the
flight list page? For BA is the user presented with the Availability calendar, for Iberia a
pricing calendar displaying peak and off-peak dates and for partners a selectable date
calendar as per Axshare.

For BA and Iberia bookings, wherever relevant, is the user presented with an off-peak
label and a link opening the Availability calendar for BA and a pricing calendar for Iberia.
Is the user presented with a flight information table as per Axshare?

Does the flight information table include departs, arrives, flight and cabin headers with
“Depart” sorted by departure time.

Is the user presented with detailed flight information as per Axshare designs?

By clicking on the flight numbers, is the user presented with a modal providing flight
information?

Is the user presented with journey times for all journeys?

Is the user presented with number of seats left indicator with every flight as per
Axshare?

Is the user presented with “Continue” and “Start again” buttons as per Axshare?
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Post selection (Figure 10)
i.  Ondate selection, is the user presented with a rolled up version of that segment or

bound as per Axshare?

ii. Isthe off-peak calendar link and off-peak icon still visible to the user?

iii.  Isthe user presented with a link to select another flight if he requires as per copy
matrix/Axshare copy guidelines?

iv.  Upon clicking the link, select another flight, is the user presented with all flight options
without any flight selected by default?

v.  For connections, is the user provided with starting and ending point with a details link
opening up connection details as per Axshare?

Stopovers (Figure 8)
i. Isthe user presented with a journey summary on top including stopover city
ii. Isthe user presented with separate journey 1, journey 2 titles with every journey
segment?

Redpaths

i.  When there is no availability of flight for a particular segment or bound (Figure 11 -
Flight list - Unavailability Message), is the user presented with an information message
on top providing information on the bound where availability is not found. IS the user
also presented with a message along with a link to calendar within the bound where
there is no availability?

ii.  For aflight search, when the system is not returning a price, is the user presented with
an error message asking to try again?

Accessibility Criteria
i.  Areall pre Phase 2B -Servicing accessibility checks in place?
ii.  Have all new changes to the Select changes page been implemented adhering to AA
compliance for accessibility?
iii.  Have all accessibility changes proposed in the Accessibility plan been implemented?

Copy changes
i.  Have all copy changes been added as per content matrix and/or Axshare?
Copy changes expected: Off-peak calendar copy
(project cancelled hence no content matrix in place)

Link to Axshare:
http://uilarx.axshare.com/#p=flight list stopover
http://uilarx.axshare.com/#p=flight information popup
http://uilarx.axshare.com/#p=flight list connections
http://uilarx.axshare.com/#p=post selection
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Figure 9 - Flight List - Connections
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Price Quote

Acceptance criteria

Vi.

Vii.

viii.

Is the user presented with old and new itineraries as per Axshare?

Is the user presented with summarised flights as per Axshare, along with a link to
Change the flights if required?

For unchanged segments is the user presented with a label highlighting this?

For connections, is the user provided with starting and ending point with a details link
opening up connection details as per Axshare?

Is the user presented with a “How much do | have to pay” section highlighting “Total
cost of change?

Is the user presented with “Check baggage allowance” link below the cost of change as
per legal required guidelines?

By clicking on the baggage allowance is the user taken to the baggage allowance section
on the Price Summary page?

Is the user presented with Continue and Start again buttons as per Axshare?

Cost of change and cost breakdown (Figure 12 - Price Quote - All passenger types)

Vi.

Vii.
viii.

Xi.
Xii.

Xiii.

Xiv.

Is the user presented with Total cost of change including Avios and/or Money values as
and when required?

Is the Avios and Money value supplemented with refund and to pay label as and when
required?

Is the user informed of number of passengers and service fee inclusion along with cost
of change?

Is the user presented with a cost breakdown link below the total cost of change?
Clicking on the cost breakdown link, is the user presented with a table sliding open to
show a breakdown of costs?

Within the cost breakdown table, is the user presented with a breakdown per passenger
type and a column providing running totals?

Is the user provided with an Avios and/or money price difference per passenger type?
For full Avios bookings, is the user presented with a 0 value for money part of Avios
price?

Does the inclusive total provide passenger breakdown along with number of passengers
on this journey?

Is the user presented with Service fee breakdown, Difference in taxes fees and charges
and Reward flight saver fee if applicable as per Axshare?

Is the user presented with a clickable info icon with Taxes fees and charges?

Clicking on the info icon link, is the user presented with Taxes, fees and charges details
as per current functionality?

When no additional payment is required, is the user presented with a clear message
highlighting this without a cost breakdown link?

When no additional Avios collection is required, is the user clearly informed within the
cost of change section?

Phase 2B — Servicing — Full Avios Bookings Page 16 of 50




User Story — EC Review — Phase 2B Servicing 27/06/2018 16:47

XV.

For instances, where Taxes, fees and charges are applied instead of Reward flight saver,
is the user provided with a link explaining why we have done so?

Refund Scenarios (Figure 14)

Vi.

Vii.

viii.

.;.

Xi.

Xii.

For refund scenarios, is the user provided with some messaging explaining why thereis a
refund?

Is the user presented with Total cost of change including Avios and/or Money values as
and when required?

In a refund scenario, is the user presented with separate Service fee and cost of change
guotes?

Is the user informed when the refund will be processed?

Is the user presented with to pay and/or refund labels next to all cost of change values?
Within a refund scenario, is the user presented with separate cost breakdown tables for
difference in flights and service fees?

Within the cost breakdown table, is the user presented with a “Why am | getting a
refund?” link next to the Avios refund label?

For a refund scenario, is the user presented with to pay and /or refund labels next to
running totals and total cost of change?

Clicking on “Why am | getting a refund?” link, is the user presented with a modal
providing old itinerary cost and the new itinerary costs along with the difference?
Within this modal, is the user also informed as to why he is getting a refund?

Is the service fee charged separately irrespective of refunds from the difference in
flights?

For a change that requires an Avios refund only, is the user presented with a combined
money value to pay inclusive of service fee and cost of difference?

Redpath - Not Enough Avios (Figure 16)

Vi.

i
iii.
iv.

V.

When a user does not have enough Avios to complete the change, is the user presented
with a red error message highlighting what the issue is along with possible next steps?

Is the Continue CTA to Price Summary disabled?

Is the user presented with a link to purchase more Avios taking the user to points.com?
Is the user presented with a link to “Cancel and rebook” if he so desires?

By clicking on the cancel and rebook link, is the user presented with a modal explaining
what the ideal next steps would be to avoid availability issues? Is the user then taken to
the MMB page?

Is the user presented with a link to start again taking the user to the select changes page
where he can choose an off-peak date?

Accessibility Criteria

Are all pre Phase 2B -Servicing accessibility checks in place?
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ii.  Have all new changes to the Select changes page been implemented adhering to AA
compliance for accessibility?
iii.  Have all accessibility changes proposed in the Accessibility plan been implemented?

Copy changes
i.  Have all copy changes been added as per content matrix and/or Axshare?
Copy changes expected: All labels including Fare, Difference in flights, Copy when TFC
used for Young adult or Children
(project cancelled hence no content matrix in place)

Link to Axshare:
http://uilarx.axshare.com/#p=price_quote - pay avios
http://uilarx.axshare.com/#p=price_quote - no avios only cash
http://uilarx.axshare.com/#p=price_guote - no avios no cash
http://uilarx.axshare.com/#p=price_guote - rfs with young adult
http://uilarx.axshare.com/#p=price_quote - avios and money refund
http://uilarx.axshare.com/#p=avios-pay-cash-refund
http://uilarx.axshare.com/#p=price_guote - refund avios
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Figure 12 - Price Quote - All passenger types
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Figure 14 - Price Quote - RFS and TFC's both
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Taxes, fees and camer charges @ £0.22 (refund) £0.44

Total refund to customer 800 Avios + £38.44

Total service fee to pay now £35.00 £70.00

Check your baggage aligwance

Continue

Figure 15 - Price Quote - Refund Money — Separate transactions
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—
BRITISH AIRWAYS % °
{ o

Chosen flights & price

Change booking

B contmancn

e bimkiiad

08:30 17:10

W) M

11:05 15:55

ghts hence we ane f

Your now flights ¢ than your previo

Total cost of change B0D Avios (refund) + £70.44 (to pay)

15 inclusivie of service fee

Hide cost of breakdown

Change breakdown

funding you the difference

Unchanged flight

Inclusive total

Awaos relund Why am | geting & relund?
Maney refund
Sorvice foo

Taxes, fees and camor changes @

Total cost of change

Check your baggage allowance

< Start again

< Retumn fo Manage My Boolong

{refund) 800
£0.00
{to pay) £70.00

({to pay) £0.44

800 Avios (refund) + £70.44 (to pay)

Continue >

Figure 16 - Price Quote - Refund Avios
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-

— ]
BRITISH AIRWAYS =] Change booking

Chosen flights & price

e bimkiiad

09:30 ”» 17:10 —
11:05 * 15:55 —
How much do | have to pay?
Total cost of change 800 Avios (to pay) + £70.44 (to pay)

Sorry you do not have enough Avios to make this change.
You can:

& Purchase more Avios 1o ChENge Your DOoKng

= Cancel and rebgol - choose IT0m uSing More AVI0s O Moe cash oplions

" Start agan selecling an ofl-peak date requinng less Avips

< Stant again

< Retum fo Manage My Bookng

Figure 17 - Price Quote - Not enough Avios
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Price Summary

Acceptance criteria
i. Isthe user presented with a rolled up version of the price quote with a breakdown link
as per Axshare?
ii. Isthe user provided with baggage allowance link close to or below the price quote
summary taking the user to the baggage section?
iii. Isthe user presented with the new flight itinerary along with journey summary as per
Axshare?
iv.  Isthe user provided with amended “Change and refund conditions” without change
restrictions as per Content Matrix?
v.  Forrefund scenarios, is the card validation component removed in compliance with PCI
guidelines?

Accessibility Criteria
i.  Areall pre Phase 2B -Servicing accessibility checks in place?
ii.  Have all new changes to the Select changes page been implemented adhering to AA
compliance for accessibility?
iii.  Have all accessibility changes proposed in the Accessibility plan been implemented?

Copy changes
i.  Have all copy changes been added as per content matrix and/or Axshare?
Copy changes expected: Change and refund rules
(project cancelled hence no content matrix in place)

Link to Axshare:
http://uilarx.axshare.com/#p=price summary - refund and payment
http://uilarx.axshare.com/#p=price summary - all refunds
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—
BRITISH ARwAYS = & Change booking
- 5 s
Price Summary
Total cost of change: BOO Avios (retund e

Your new flight [tinerary
0930 w1710

1555

Change and refund conditions

Fagn Face conamions
Outbeund
Msntis retnamoaal i P 1 8 g gt

manthrw Landzn]

st zndon] b2
Py

[ —T
[t

Your baggage allowance

Chmekel higgage per passenger

s ana e,

Mare information about your flights

ek o e stie

Details of person paying

Terms and conditions

& rhar b iruays Ly Boidery

Figure 18 - Price Summary
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—
BRITISH AIRWAYS = @) Change boocking
(IR 5

Price Summary

ghts 300 Avios (relurdl) + 8344 (retune
Sanvica fen: E70.00 fio ay)
Y S ccal uma o
0 - * s -
Your new flight ltinerary
[ I 1A . s
1.05 15:55
J‘ Sl (harae
" L

Change and refund conditions

Fiight Fire cumstiens

Your baggage allowance

More information about your flights

[r————

vt s Sl

Details of person paying

- Tk bk 63 aprwe i teemm and pomciions.

£ et Yo P Continoe 3

Figure 19 - Price Summary - Refund Separate Transactions
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Refund Summary

Acceptance criteria
i. Hasanew page been added to provide refund summary?
ii. Isthe user presented with a table presenting Avios and Money refund values?
iii. Isthe user informed when Avios or Money will be refunded?
iv.  Isthe user informed of the two separate transactions for Avios refunds?
v. Isthe user provided with a link explaining why these need to be two separate
transactions?

vi.  For Money refunds is the user provided with a card where the refund will be made?
vii.  Is the user provided with the masked card number in compliance with PCl standards?
viii.  For Household accounts is the user informed that Avios will be distributed amongst

household members?
ix.  Are GGL members provided with flight summary details on the Refund Summary page?
X.  Are GGL members not asked to pay Service fee?
xi.  Isthe user provided with “Proceed to payment” CTA (Call to Action) for all non GGL
members?

Accessibility Criteria
i.  Areall pre Phase 2B -Servicing accessibility checks in place?
ii.  Have all new changes to the Select changes page been implemented adhering to AA
compliance for accessibility?
iii.  Have all accessibility changes proposed in the Accessibility plan been implemented?

Copy changes
i.  Have all copy changes been added as per content matrix and/or Axshare?
Copy changes expected: Avios and Money refunds, Why two separate transactions?
(project cancelled hence no content matrix in place)

Link to Axshare:
http://uilarx.axshare.com/#p=refunds - card included
http://uilarx.axshare.com/#p=refunds - hha
http://uilarx.axshare.com/#p=refund only - ggl - end of journey
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BRITISH AIRWAYS ° Refund

Home

5 Payment 6 confirmation

Refund summary

Refunded upon completion of ths change o M. GB Test

Avios

Exec Club accourd. 18858873
800
This will appear as two separate fransactions on your statement. Why?
Money Refunded in 7-10 working days to credit cand No - 0000 0000 X0000 1234 £68.00

I this 15 not your card then please call your jocel call cenire

< Dack o price Proceed lo payment >

& Cancel and el ¢

st araisn Verified
Safefey iy WSAM

Figure 20 - Refund Summary - Avios and Money

T
BRITISH AIRWAYS ~~ a Refund

6 confirmation

1 seect changes 2 seiect ngnts 4 Refund  [ESEEEIE

Refund

Refund Summary

Refunded upon completion and distnbuted proportionately amongst Household

Avios .
account members inluding Mr. GB Test, Exec Club account: 12898072 800
+  This will Appear as two Separale Iransactions on your statament. Why?
Money Rafunded in 7-10 working days fo credit card Mo : 33000 30000 X000 1234 £88.00
If this is not your card then please call your local call centre 3

Proceed to payment >

proerp Verified.
Saferey f=est “yrsa”

< Back 1o price

¢ Canceland ent changes

Figure 21 - Price Summary - Household account
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‘ Refund

——
BRITISH AIRWAYS ~*

5 Payment 6 Confirmation

1 select changes

Refunds

Refund Summary

Avios Refunded upan completion of this change to Mr GB Tasi, Exec Glub account 15886073 900
*  This will Bppaar &5 two separals ransactons on your statement. Why?
Mnney in 7-10 working days to card Mo - 2000¢ X006 2000 1734 £88.00
your local call centre i

5 nol yous cand then please

Travel Summary

Unchanged flight

® 1710 e e
Datats b " v 40min
w —3 titish Airwiys Economy Changed fight

Siw S0min

Confirm refund >

susercarg. Vierified by
Seairels VISA

cel and exil changes

Figure 22 - GGL Member - not paying service fee
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Payments

No change required for now.

——
BRITISH AIRWAYS 6 Payment

B contmatien

Payment

E£70.00

Total price  £70.00 (GEP)

* Check your travel details iy —

Passengers: MrAs

Quitound - Thu 14 Jul 2018

Heathrow (London), United Kingdom Madrid, Spain BAD4S5E
DE:15 0540 B

Inbound - Sat 20 Aug 2016

Madrid. Spain Heathrow [Lonton), United Kingdom
19:48 21:00

Person paying

« Method of payment -
-
« Billing country L . -

care VISA| Visa Credd. ending: 1111

Mame on card

Useful links

+ Billing address line 1
= Bllling address line 2 Camberiy

Billing address line 3

* Postcode GUS TYY
Country United Kingoom
Total price ET0.00 (GBP)

* Secunty numbar 2 —

o Important information
n
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Confirmation page

Acceptance criteria

i. Isthe user presented with a confirmation success message confirming your booking
changes?

ii. Does the confirmation message provide information on Avios and Money refunds
(Figure 22)?

iii.  For household account, does this confirmation message provide information to the user
that Avios will be distributed amongst household members?

iv.  For money refunds, does the confirmation message provide the number of days
required to process the refund along with card number where the refund will be made?

v. Isthe user presented with masked card number in compliance with PCl rules?
vi. Isthe user provided with new booking reference?
vii.  Isthe user informed where the confirmation email is sent?
viii.  For confirmation messages, not resulting from cancellation, is the user not presented
with messaging confirming auto refund of ancillaries.
ix. s the user presented with a very important message providing details on paid meals,
seats and baggage (Figure 23)?
X. Isthe user informed of the next steps for ancillaries he has purchased?
xi.  Isthe user provided with a summary of flights as per Axshare?

Accessibility Criteria
i. Areall pre Phase 2B -Servicing accessibility checks in place?
ii.  Have all new changes to the Select changes page been implemented adhering to AA
compliance for accessibility?
iii.  Have all accessibility changes proposed in the Accessibility plan been implemented?

Copy changes
i.  Have all copy changes been added as per content matrix and/or Axshare?
Copy changes expected: Confirmation message and some generic copy for Ancillaries if
there is no customisation
(project cancelled hence no content matrix in place)

Link to Axshare:
http://uilarx.axshare.com/#p=confirmation - with refunds
http://uilarx.axshare.com/#p=confirmation - with ancillaries
http://uilarx.axshare.com/#p=confirmation - hha with refunds
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Confirmation

& Your booking and ticket have been changed.
Your booking reference is unchanged: YJKSNJ

Avios refund: 35000 Avios has been refunded proportionately amongst Household account members including Mr. GB Test,
Executive Club account number 18660283

Money refund: £ 142.90 will be refunded to card ************5379 in 7-10 working days.

A confirmation email has been sent to ONEKUMAR.VIBHAV@BA.COM

© Important travel information
What will happen to your paid seats, meals and baggage
« If you have previously requested seats and meals for this booking they will need to be re-requested.
« If you have any car or hotel reservations, or insurance, associated with this booking you will need to contact your agent or sales

department to make any further necessary changes. If your car or hotel booking was made through ba.com you can use the link fror
‘Manage My Booking' to request changes.

« If the cardholder is travelling the credit/debit card used to pay for changes to the e-ticket MUST be brought to the airport in order to
check-in for the flight.

New

Your old itinerary

: s -
891‘?9 A 27139 —= Biilish Airways Economy
un Mar il un Mar
Details

Heathrow Madrid Bhr 40min

11:05 s 1555

Thu 17 Mar A Thu 17 Mar = Bitish Alrways Economy
Madrid Details Heathrow Shr 50min

< Return to Manage My Booking

Figure 23 - Confirmation - Showing refunds

Phase 2B — Servicing — Full Avios Bookings Page 33 of 50




User Story — EC Review — Phase 2B Servicing 27/06/2018 16:47

Confirmation

& Your booking and ticket have been changed.
Your booking reference is unchanged: YJKSNJ

Avios refund: 35000 Avios has been refunded proportionately amengst Household account members including Mr. GB Test,
Executive Club account number 18660283

Money refund: £ 142.90 will be refunded to card ***********5379 in 7-10 working days.

A confirmation email has been sent to ONEKUMAR VIBHAV@BA COM

© mportant travel information
‘What will happen to your paid seats, meals and baggage
« Ifyou have previously requested seats and meals for this booking they will need to be re-requested.
« Ifyou have any car or hotel reservations, or insurance, associated with this booking you will need to contact your agent or sales

department to make any further necessary changes. If your car or hotel booking was made through ba.com you can use the link fror
‘Manage My Booking' to request changes.

+ Ifthe cardholder is travelling the credit/debit card used to pay for changes fo the e-ticket MUST be brought to the airport in order to
check-in for the flight.

Your old itinerary

09:30 e 17:10
5 :‘3 " A S :ISH —= British Airways Economy
un Mar i un Mar .
Details
Heathrow Madrid Ghr 40min
11:05 . 15:55
Thu 17 Mar A Thu 17 Mar = Brilish Aiways Economy
Wadria Details Heathrow 5hr 50min

< Return to Manage My Bool

Figure 24 - Confirmation - Showing Ancillaries
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Statements

Acceptance criteria
i.  Forachange of date and/or time, is the user presented with consecutive debit and

credit entries in the recent transactions summarised statement (Figure 24)?

ii.  Arethese transactions clearly labelled for payment and refunds?

iii.  Arethese transactions numbered to provide ordering and to show that these are
grouped as per Axshare designs?

iv. Isthe same presentation repeated for full statement view and recent transaction
summary (Figure 25)??

Accessibility Criteria
i.  Are all pre Phase 2B -Servicing accessibility checks in place?
ii.  Have all new changes to the Select changes page been implemented adhering to AA
compliance for accessibility?
iii.  Have all accessibility changes proposed in the Accessibility plan been implemented?

Copy changes
i.  Have all copy changes been added as per content matrix and/or Axshare?
Copy changes expected: Already proposed in Axshare
(project cancelled hence no content matrix in place)

Link to Axshare:
http://uilarx.axshare.com/#p=customer statement - summary
http://uilarx.axshare.com/#p=customer statement - detailed view

Hotel, car and experiences

Bookings made with Avios Bookings made with cash

My recent transactions

_m

01- Apr-16 Change to reward flight (2 of 2) 7000
Payment of new fare
R Change to reward flight (1 of 2)
01-Apr-16 Refund of original fare 0 8000
01- Mar-16 Reward flight booking 0 000

Figure 25 - Statements - Summary showing two transactions
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BRITISH AIRWAYS ~* Q R T S . E.
Fights and hotdays  Manage My Booling  information  Executve Gt Busness Travel B ussngoom-Enginh  Q

4 3 10y Enecity ot > Ve staament ODoOEm

wyExecutve  View statement
Club

Search transactiong by &
Manage my account

Recent Transactions

Select a ransaction fype

Manage ceounl
- Ape-16 t-Ape-tE  Change 10 reward Might (2 of 2)

My Fighipath i Shouid b et hom

Differs and news Avios
&  Change te rewara figne(iet2) g by Avios
1,628,400

115 | Reward fight booking L 8001 | Purcnase avios |

My Executive Club
Ther Points.

Sabin bonus 0

1500 Tiar Points

Prinlar rbndly version
4 vaginie Rghts

Figure 26 - Statements - Details showing two transactions

E-Tickets / Emails

Acceptance criteria
i.  For achange date/time, wherever relevant, is the user presented with an off-peak label
identifying which part of the itinerary is off-peak?
ii. Isthe user presented with a combined payments total showing both Avios and money?
iii. Isthe user presented with a fare breakdown and fare details section?
iv. Isthe user presented with an itemised cost breakdown for fare breakdown section and
details as and when required for the fare details section as per Axshare (Figure 26)?
v. Does fare breakdown provide an itemised breakdown as per Axshare designs?
vi.  For arefund scenario, is the user presented with a new Refund Information pod?
vii.  Isthe user informed why he’s getting a refund?
viii.  Isthe user presented with Avios and/or money refund values along with refund
processing time?

Phase 2B — Servicing — Full Avios Bookings Page 36 of 50




User Story — EC Review — Phase 2B Servicing 27/06/2018 16:47

ix.  For arefund scenario, is the user presented with an itemised fare breakdown and fare
details section as per Axshare?

X.  Forrefunds, is the user presented with account information where refunds would be
made?

xi.  For HHA refunds, is the user informed that Avios will be distributed amongst household
members (Figure 27)?

Print and Email E-tickets within Manage My Booking
i. Isthe user presented with print and email e-ticket option within the MMB section?
ii.  Does the print version of E-ticket provide the same breakdown as provided by desktop
E-ticket?
iii.  Are both desktop and print e-tickets in sync in terms of presentation and information?

Accessibility Criteria
i.  Areall pre Phase 2B -Servicing accessibility checks in place?
ii.  Have all new changes to the Select changes page been implemented adhering to AA
compliance for accessibility?
iii.  Have all accessibility changes proposed in the Accessibility plan been implemented?

Copy changes
i.  Have all copy changes been added as per content matrix and/or Axshare?
Copy changes expected: Swapping labels, title change, refund pod labels, Avios refund
copy with HHA (Household account)
(project cancelled hence no content matrix in place)

Link to Axshare:
http://uilarx.axshare.com/#p=proper - date time change - refunds
http://uilarx.axshare.com/#p=date _time change - refunds - hha
http://uilarx.axshare.com/#p=date time change - additional payment
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Figure 27 - E-ticket with Refund pod
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Figure 28 - E-Ticket — Refund for Household accounts

BRITISH ALOAATS = O

Your e-ticket receipt

Dear Sussamar. [

What 1o do et
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BRITISH AIRWAYS = a

Your e-ticket receipt

Dear Custoimes, Booking referense: 269M00

What tc do neat

P vastpinng
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Buitish Airways Customer Services

Figure 29 - E-Ticket - Additional payment
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Make Booking — Price Quote

Acceptance criteria

Price Breakdown
i. Isthe user presented with the new price breakdown table as per Axshare designs?
ii. Isthe user presented with the Avios and breakdown per passenger type as per existing
functionality?
iii. Ifan eligible user selects a reward flight saver journey, is the user presented with
Reward flight saver fee

Change and refund rules
i. Isthe user presented with the change and refund rules pod as per Axshare?
ii. Isthe user presented with updated rules removing change restrictions for Full Avios
bookings?

Accessibility Criteria
i.  Areall pre Phase 2B -Servicing accessibility checks in place?
ii.  Have all new changes to the Select changes page been implemented adhering to AA
compliance for accessibility?
iii.  Have all accessibility changes proposed in the Accessibility plan been implemented?

Copy changes
i.  Have all copy changes been added as per content matrix and/or Axshare?
Copy changes expected: Labels example “Fare” (requires legal check), RFS savings
(project cancelled hence no content matrix in place)

Link to Axshare

http://uilarx.axshare.com/#p=price_quote - standard booking
http://uilarx.axshare.com/#p=price_quote - voucher  donation
http://uilarx.axshare.com/#p=price_quote - rfs booking
http://uilarx.axshare.com/#p=rfs savings modal
http://uilarx.axshare.com/#p=price_quote - rfs and taxes both 1
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Your price quote
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£0 00 £0.00
oo O =] £3600
Total D000 Avios + £35.00
@ Dot of youl Begume simae and s et charges w1 iowes coun I pags
Your flights
Cuthound - Friday 22 May 2016
o st ;
i -+
Donate

Conate to Flying Start
N

Chmate acton
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Terms and conditions

| grEe 10 The 8RS 3G TARETBEYE

Prber] Continue 1o payment page >

Figure 30 - Make Booking - Price Quote with Reward Flight Saver
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e
BRITISH AIRWAYS - Book with Avios points

Your price quote

Price breakdown

0 £0.00
] £6551
¥ £1000
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Figure 30 - Make Booking - Price Quote with donation and voucher
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Cancel Booking

Acceptance criteria

Is card validation section removed /updated as per PCl guidance? (Figure 31 - Cancel
Booking - Card Validation)

For all Paypal and card payment refunds, is the user presented with refund calculation
and breakdown?

For Paypal bookings only, based on set business rules, are some users directed to offline
processing while others are processed online providing a complete refund breakdown.

Calculate refund page (Figure 32 - Cancel Booking - Calculate refund)

i
ii.
iii.
iv.
V.
vi.
vii.
viii.

Is the user presented with a summary of flights eligible for a refund?

Is the user presented with a total Avios and money refund amounts?

Is the user provided informed whether cancellation fee is included or not?
Is the user provided with a refund breakdown link?

Does the refund breakdown link provide the user with a breakdown table?
Is the user presented with itemised cost breakdown per passenger type?
Is the user presented with refund information and rules?

Is the user informed of the card where refund will be made?

Is the user presented with email confirmation pod asking to verify or provide an
additional email?

Is the user presented with a call to action confirming cancellation?

Conflrmatlon page (Figure 33 - Cancel Booking - Confirmation)

Is the user presented with a confirmation message confirming a refund of Money and
Avios?

Has the user been informed where and when the money refund will be made?

For household accounts is the user informed of the distribution of Avios amongst
household members?

Is the user presented with summary of flights cancelled?

Is the user presented with a very important message providing information on ancillaries
and their refunds?

Acce55|b|I|ty Criteria

Are all pre Phase 2B -Servicing accessibility checks in place?

Have all new changes to the Select changes page been implemented adhering to AA
compliance for accessibility?

Have all accessibility changes proposed in the Accessibility plan been implemented?

Copy changes

Have all copy changes been added as per content matrix and/or Axshare?
Copy changes expected: Confirmation message, Labels
(project cancelled hence no content matrix in place)
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Link to Axshare
http://uilarx.axshare.com/#p=card_verification
http://uilarx.axshare.com/#p=calculate refund
http://uilarx.axshare.com/#p=confirmation

- ————
—

BRITISH AIRWAYS Change booking

Security

ng and chck 10 continue This will not be used for billing,

* CredivDebit card number RSERRRRERET] "N

€ Retum 1o Manage My Booking

———

Figure 31 - Cancel Booking - Card Validation

Phase 2B — Servicing — Full Avios Bookings Page 45 of 50



http://ui1arx.axshare.com/#p=card_verification
http://ui1arx.axshare.com/#p=calculate_refund
http://ui1arx.axshare.com/#p=confirmation

User Story — EC Review — Phase 2B Servicing 27/06/2018 16:47

—
BRITISHAIRWAYS = @ Change booking

Calculate refund

Flights eligible for refund
Mr GB Test Booking reference: 22IUYP

11.05 15:55

—— Gritish Arways Economy

&het S0min

Total refund

Avios refund: 800 Avios

Money refund £70.00 (ncluding cancellabon lee)

Hide refund breakdown -

Refund breakdown Inclusive lutnll

Aviog 400 {refund) 200
Fere £70.00 (refund) £100.00
Taxes, fees and carmer charges £20.00 (refund)  £40.00
( on e (o pay) £35 00 (lopay)  E70.00

Total refund to customear (Money refunded in 7-10 workeng days) 800 Avios + £70.00

About your refund

Ll A 1] arc
5 baaking
HARMAZIEA COM
10 an Aol email seoress plea Mer s
Additional email address
{optional)
Confirm email address
< Retum to Manage My Booking Confirm cancellation >

Figure 32 - Cancel Booking - Calculate refund
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—
BRITISH AIRWAYS =% a

Confirmation

@ Your booking and ticket have been changed.

Your booki anged YJKSNJ

Avios refund: 36000 Awios has been refunded to Mr

cufive Club account number 18660283

Money refund: £ 142.80 will be refunded fo card *** A7 in T-10 working days.

A confirmation emall has been sent 1o ONEKLIMAR VIBHAVIZEA COM

Your cancelled flights

11:05 15:55

— e Ay Economy

Shwr SQmin

o Hotel, car rental and insurance bookings

Executve Club home
Go o Manage My Booking »

Figure 33 - Cancel Booking - Confirmation

Change booking

Mr GB Test Booking reference: 22IUYP
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Cancel Booking - Emails

Acceptance criteria
i.  Forall Paypal and card refunds, is the user presented with an email confirming Avios and
Money cost breakdown as per Axshare?
ii. Isthe user provided with the new refund table/ pod highlighting a fare breakdown and
details?
iii. Isthe user informed when Avios will be refunded?
iv.  Are both text and html versions in sync when providing refund breakdowns?

Accessibility Criteria
i.  Areall pre Phase 2B -Servicing accessibility checks in place?
ii.  Have all new changes to the Select changes page been implemented adhering to AA
compliance for accessibility?
iii.  Have all accessibility changes proposed in the Accessibility plan been implemented?

Copy changes
i.  Have all copy changes been added as per content matrix and/or Axshare?
Copy changes expected: new refund table labels
(project cancelled hence no content matrix in place)

Link to Axshare

http://uilarx.axshare.com/#p=cancellation _all cards and paypal

Phase 2B — Servicing — Full Avios Bookings Page 48 of 50


http://ui1arx.axshare.com/#p=cancellation__all_cards_and_paypal_

User Story — EC Review — Phase 2B Servicing 27/06/2018 16:47

[] The inked image cannct be displayed. The Fle may have been moved, renamed, or deleted. Varify that the link points to the
«correct file and location.

Booking cancellation

Dear Customer, Booking reference: 44IHM3

‘Your British Aiways Tlight booking has been cancelled on ba.com.

Cancelled booking details

Passengers MR GB TEST

Ticket Number(s) 125-8540020049

Refund Information for all passengers

Avios refunded 800 table
Money GBP 65.00 (refunded in 7-10 working days)
Fare breakdown Fare (refund) GBP 0.00

Taxes, fees and carrier charges (refund) GBP 100.00

Cancellation fee (to pay) GBP 35.00
Total (refund) GBP 65.00
Fare Details The price of your ticket includes a securityand insurance

surcharge and acamierimposed charge per sector levied by the
carrier. Al taxes, fees and chargesare to be paid by the
member (notBritish Airways)

Avios refunds: Avios refunded to Mr GB test Exec Club Account number - A453210

Avios points information
800 Avios points will be refunded to your account within 24 hours
Go to view your statement on ba.com fo check your balance

hitp-//ba comviraveliviewaccount?eld=106011

Have you also booked hotel, car or insurance?
Ticket cancellation does not cancel any products associated with this booking such as car or

hotel reservations, or insurance. You will need to contact your local service centre to make
any further changes.

How to contact us

For information regarding the Avios points refund, please contact your dedicated Executive
Club Service Centre

htip://ba comviravelicusisp
We try to offer you as full a service as possible, but we are unable to respond to individual
replies to this email

If you do have any queries please

Contact us

Yours sincerely,

British Airways Customer Services

This is an automated email

Please do not reply as emails received at this address will be automatically deleted.

If you have received this email in error
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