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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 
I 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. For all 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. For a full 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. Is the user presented with the 3 options (no change, change time and change date) as 
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per existing functionality? 
vi. Is the “What changes can I 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. Is the 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 “I 

do not wish to change” options selected? 
xv. Is 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. Has the page focus taken the user to the bound and date he has just selected? 

iii. Is the user presented with a highlighted (yellow) date section showing his selected date 
as per Axshare? 

iv. Is the date field presenting a date in bold link colour as per Axshare? 
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v. Is the user allowed to click on the date field or icon to reselect a different date? 
vi. Is the user presented with an Active continue button after a date is selected? 

 
 
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: for the 3 options  
(project cancelled hence no content matrix in place) 

 
 
Link to Axshare 

http://ui1arx.axshare.com/#p=connecting_flights 
http://ui1arx.axshare.com/#p=stopovers 

 
 
 

http://ui1arx.axshare.com/#p=connecting_flights
http://ui1arx.axshare.com/#p=stopovers
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Figure 1 - Select Changes - Connections 
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Figure 2 - Select Changes - Stopover 
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Figure 3 - Connections - Post date selection 

 
 

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

i. 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? 

ii. Have all off-peak to peak restrictions been removed? 
iii. Is the user allowed to select any peak and off-peak date irrespective of him being on 

peak or off-peak? 
iv. Is the user presented with a British Airways or Iberia logo wherever applicable as per 

Axshare designs? 
v. Is the user not presented with a logo for partner airlines? 

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

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

viii. 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)? 

ix. 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? 

x. Is the user presented with the new peak and off-peak legends? 
xi. Is the user presented with the new peak and off-peak dates as per Axshare? 

xii. Is the user presented with forward and back buttons to navigate between months? 
xiii. Is the user presented with a 355 day calendar? 
xiv. Is the user presented with a “Confirm date selection” button? 
xv. Is the date selection CTA activates only when a user selects a date? 

xvi. Is the calendar devoid of any default selected dates? 
 
 
 
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? 
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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://ui1arx.axshare.com/#p=british_airways_-__availability 
http://ui1arx.axshare.com/#p=iberia_-_pricing_calendar 
http://ui1arx.axshare.com/#p=partner_-_date_picker 
 

 

 
Figure 5 - Availability Calendar - BA - Connections 

 
 

http://ui1arx.axshare.com/#p=british_airways_-__availability
http://ui1arx.axshare.com/#p=iberia_-_pricing_calendar
http://ui1arx.axshare.com/#p=partner_-_date_picker
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Figure 6 - Date Calendar – Iberia 

 

 
Figure 7 - Partner Date Calendar 
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Change Booking - Flight list 
 
Acceptance criteria 

i. Is the user presented with the new flight list page as per Axshare? 
ii. Is the user presented with distinct bounds and destination information? 

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

Unchanged segment 
i. For full Avios bookings, is the user presented with a rolled up version of segments not 

selected for a change? 
ii. Is the unchanged segment presented with a label referring that this is “Unchanged 

flight”? 
iii. Is the user presented with to and from destinations along with leaving and arriving time, 

journey duration and carrier. 
iv. 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 

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

ii. Is the user presented with off-peak labels with flights wherever applicable? 
iii. Is the user presented with destination, date/time and a link to change the date as per 

Axshare designs? 
iv. 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. 

v. 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. 

vi. Is the user presented with a flight information table as per Axshare? 
vii. Does the flight information table include departs, arrives, flight and cabin headers with 

“Depart” sorted by departure time. 
viii. Is the user presented with detailed flight information as per Axshare designs? 

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

x. Is the user presented with journey times for all journeys? 
xi. Is the user presented with number of seats left indicator with every flight as per 

Axshare? 
xii. Is the user presented with “Continue” and “Start again” buttons as per Axshare? 
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 Post selection  (Figure 10) 

i. On date selection, is the user presented with a rolled up version of that segment or 
bound as per Axshare? 

ii. Is the off-peak calendar link and off-peak icon still visible to the user? 
iii. Is the 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. Is the user presented with a journey summary on top including stopover city 
ii. Is the 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 a flight search, when the system is not returning a price, is the user presented with 
an error message asking to try again? 

 
 
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: Off-peak calendar copy  
(project cancelled hence no content matrix in place) 

 
 
Link to Axshare: 

http://ui1arx.axshare.com/#p=flight_list_stopover 
http://ui1arx.axshare.com/#p=flight_information_popup 
http://ui1arx.axshare.com/#p=flight_list_connections 
http://ui1arx.axshare.com/#p=post_selection 

http://ui1arx.axshare.com/#p=flight_list_stopover
http://ui1arx.axshare.com/#p=flight_information_popup
http://ui1arx.axshare.com/#p=flight_list_connections
http://ui1arx.axshare.com/#p=post_selection
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Figure 8 - Flight list - Stopover 
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Figure 9 - Flight List - Connections 
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Figure 10 - Flight list – Rolled up 

 
 



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

Phase 2B – Servicing – Full Avios Bookings  Page 15 of 50 

 
 

Figure 11 - Flight list - Unavailability Message 
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Price Quote 
 
Acceptance criteria 

i. Is the user presented with old and new itineraries as per Axshare? 
ii. Is the user presented with summarised flights as per Axshare, along with a link to 

Change the flights if required? 
iii. For unchanged segments is the user presented with a label highlighting this? 
iv. For connections, is the user provided with starting and ending point with a details link 

opening up connection details as per Axshare? 
v. Is the user presented with a “How much do I have to pay” section highlighting “Total 

cost of change? 
vi. Is the user presented with “Check baggage allowance” link below the cost of change as 

per legal required guidelines? 
vii. By clicking on the baggage allowance is the user taken to the baggage allowance section 

on the Price Summary page? 
viii. 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) 

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

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

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

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

show a breakdown of costs? 
vi. Within the cost breakdown table, is the user presented with a breakdown per passenger 

type and a column providing running totals? 
vii. Is the user provided with an Avios and/or money price difference per passenger type? 

viii. For full Avios bookings, is the user presented with a 0 value for money part of Avios 
price? 

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

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

xi. Is the user presented with a clickable info icon with Taxes fees and charges? 
xii. Clicking on the info icon link, is the user presented with Taxes, fees and charges details 

as per current functionality? 
xiii. When no additional payment is required, is the user presented with a clear message 

highlighting this without a cost breakdown link? 
xiv. When no additional Avios collection is required, is the user clearly informed within the 

cost of change section? 
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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) 

i. For refund scenarios, is the user provided with some messaging explaining why there is a 
refund? 

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

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

iv. Is the user informed when the refund will be processed? 
v. Is the user presented with to pay and/or refund labels next to all cost of change values? 

vi. Within a refund scenario, is the user presented with separate cost breakdown tables for 
difference in flights and service fees? 

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

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

ix. Clicking on “Why am I getting a refund?” link, is the user presented with a modal 
providing old itinerary cost and the new itinerary costs along with the difference? 

x. Within this modal, is the user also informed as to why he is getting a refund? 
xi. Is the service fee charged separately irrespective of refunds from the difference in 

flights? 
xii. 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) 

i. 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? 

ii. Is the Continue CTA to Price Summary disabled? 
iii. Is the user presented with a link to purchase more Avios taking the user to points.com? 
iv. Is the user presented with a link to “Cancel and rebook” if he so desires? 
v. 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? 

vi. 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 

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



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

Phase 2B – Servicing – Full Avios Bookings  Page 18 of 50 

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://ui1arx.axshare.com/#p=price_quote_-_pay_avios 
http://ui1arx.axshare.com/#p=price_quote_-_no_avios_only_cash 
http://ui1arx.axshare.com/#p=price_quote_-_no_avios_no_cash 
http://ui1arx.axshare.com/#p=price_quote_-_rfs_with_young_adult 
http://ui1arx.axshare.com/#p=price_quote_-_avios_and_money_refund 
http://ui1arx.axshare.com/#p=avios-pay-cash-refund 
http://ui1arx.axshare.com/#p=price_quote_-_refund_avios 
 

http://ui1arx.axshare.com/#p=price_quote_-_pay_avios
http://ui1arx.axshare.com/#p=price_quote_-_no_avios_only_cash
http://ui1arx.axshare.com/#p=price_quote_-_no_avios_no_cash
http://ui1arx.axshare.com/#p=price_quote_-_rfs_with_young_adult
http://ui1arx.axshare.com/#p=price_quote_-_avios_and_money_refund
http://ui1arx.axshare.com/#p=avios-pay-cash-refund
http://ui1arx.axshare.com/#p=price_quote_-_refund_avios
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Figure 12 - Price Quote - All passenger types 
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Figure 13 - Price Quote - No Avios required 
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Figure 14 - Price Quote -  RFS and TFC's both 
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Figure 15 - Price Quote - Refund Money – Separate transactions 
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Figure 16 - Price Quote - Refund Avios 
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Figure 17 - Price Quote - Not enough Avios 
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Price Summary 
 
Acceptance criteria 

i. Is the user presented with a rolled up version of the price quote with a breakdown link 
as per Axshare? 

ii. Is the user provided with baggage allowance link close to or below the price quote 
summary taking the user to the baggage section? 

iii. Is the user presented with the new flight itinerary along with journey summary as per 
Axshare? 

iv. Is the user provided with amended “Change and refund conditions” without change 
restrictions as per Content Matrix? 

v. For refund scenarios, is the card validation component removed in compliance with PCI 
guidelines? 

 
 
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: Change and refund rules 
(project cancelled hence no content matrix in place) 

 
 
Link to Axshare: 

http://ui1arx.axshare.com/#p=price_summary_-_refund_and_payment 
http://ui1arx.axshare.com/#p=price_summary_-_all_refunds 

 

 

http://ui1arx.axshare.com/#p=price_summary_-_refund_and_payment
http://ui1arx.axshare.com/#p=price_summary_-_all_refunds
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Figure 18 - Price Summary 
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Figure 19 - Price Summary - Refund Separate Transactions 
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Refund Summary 
 
Acceptance criteria 

i. Has a new page been added to provide refund summary? 
ii. Is the user presented with a table presenting Avios and Money refund values? 

iii. Is the user informed when Avios or Money will be refunded? 
iv. Is the user informed of the two separate transactions for Avios refunds? 
v. Is the 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 PCI 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. Is the user provided with “Proceed to payment” CTA (Call to Action) for all non GGL 
members? 

 
 
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: Avios and Money refunds, Why two separate transactions? 
(project cancelled hence no content matrix in place) 

 
 
Link to Axshare: 

http://ui1arx.axshare.com/#p=refunds_-_card_included 
http://ui1arx.axshare.com/#p=refunds_-_hha 
http://ui1arx.axshare.com/#p=refund_only_-_ggl_-_end_of_journey 

 
 
 

http://ui1arx.axshare.com/#p=refunds_-_card_included
http://ui1arx.axshare.com/#p=refunds_-_hha
http://ui1arx.axshare.com/#p=refund_only_-_ggl_-_end_of_journey
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Figure 20 - Refund Summary - Avios and Money 

 

 
 

Figure 21 - Price Summary - Household account 
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Figure 22 - GGL Member - not paying service fee 
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Payments 
 

No change required for now. 
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Confirmation page 
 
Acceptance criteria  

i. Is the 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. Is the user presented with masked card number in compliance with PCI rules? 
vi. Is the user provided with new booking reference? 

vii. Is the 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. Is the user presented with a very important message providing details on paid meals, 

seats and baggage (Figure 23)? 
x. Is the user informed of the next steps for ancillaries he has purchased? 

xi. Is the user provided with a summary of flights as per Axshare? 
 

 
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: 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://ui1arx.axshare.com/#p=confirmation_-_with_refunds 
http://ui1arx.axshare.com/#p=confirmation_-_with_ancillaries 
http://ui1arx.axshare.com/#p=confirmation_-_hha_with_refunds 

 
 
 

http://ui1arx.axshare.com/#p=confirmation_-_with_refunds
http://ui1arx.axshare.com/#p=confirmation_-_with_ancillaries
http://ui1arx.axshare.com/#p=confirmation_-_hha_with_refunds
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Figure 23 - Confirmation - Showing refunds 
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Figure 24 - Confirmation - Showing Ancillaries 
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Statements 
 
Acceptance criteria 

i. For a change of date and/or time, is the user presented with consecutive debit and 
credit entries in the recent transactions summarised statement (Figure 24)? 

ii. Are these transactions clearly labelled for payment and refunds? 
iii. Are these transactions numbered to provide ordering and to show that these are 

grouped as per Axshare designs? 
iv. Is the 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://ui1arx.axshare.com/#p=customer_statement_-_summary 
http://ui1arx.axshare.com/#p=customer_statement_-_detailed_view 

 
 

 
Figure 25 - Statements - Summary showing two transactions 

 

http://ui1arx.axshare.com/#p=customer_statement_-_summary
http://ui1arx.axshare.com/#p=customer_statement_-_detailed_view
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Figure 26 - Statements - Details showing two transactions 

 
 
 

 

E-Tickets / Emails 
 
Acceptance criteria 

i. For a change date/time, wherever relevant, is the user presented with an off-peak label 
identifying which part of the itinerary is off-peak? 

ii. Is the user presented with a combined payments total showing both Avios and money? 
iii. Is the user presented with a fare breakdown and fare details section? 
iv. Is the 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 a refund scenario, is the user presented with a new Refund Information pod? 
vii. Is the user informed why he’s getting a refund? 

viii. Is the user presented with Avios and/or money refund values along with refund 
processing time? 
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ix. For a refund scenario, is the user presented with an itemised fare breakdown and fare 
details section as per Axshare? 

x. For refunds, 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. Is the 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. 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: 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://ui1arx.axshare.com/#p=proper_-_date_time_change_-_refunds 
http://ui1arx.axshare.com/#p=date_time_change_-_refunds_-_hha 
http://ui1arx.axshare.com/#p=date_time_change_-_additional_payment 

http://ui1arx.axshare.com/#p=proper_-_date_time_change_-_refunds
http://ui1arx.axshare.com/#p=date_time_change_-_refunds_-_hha
http://ui1arx.axshare.com/#p=date_time_change_-_additional_payment
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Figure 27 - E-ticket with Refund pod 



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

Phase 2B – Servicing – Full Avios Bookings  Page 39 of 50 

 
 

Figure 28 - E-Ticket – Refund for Household accounts 
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Figure 29 - E-Ticket - Additional payment 
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Make Booking – Price Quote 

 
Acceptance criteria 
 
Price Breakdown 

i. Is the user presented with the new price breakdown table as per Axshare designs? 
ii. Is the user presented with the Avios and breakdown per passenger type as per existing 

functionality? 
iii. If an eligible user selects a reward flight saver journey, is the user presented with 

Reward flight saver fee  
 
 
Change and refund rules 

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

bookings? 
 
 
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: Labels example “Fare” (requires legal check), RFS savings 
(project cancelled hence no content matrix in place) 

 
 
Link to Axshare 
http://ui1arx.axshare.com/#p=price_quote_-_standard_booking 
http://ui1arx.axshare.com/#p=price_quote_-_voucher___donation 
http://ui1arx.axshare.com/#p=price_quote_-__rfs_booking 
http://ui1arx.axshare.com/#p=rfs_savings_modal 
http://ui1arx.axshare.com/#p=price_quote_-_rfs_and_taxes_both_1 

http://ui1arx.axshare.com/#p=price_quote_-_standard_booking
http://ui1arx.axshare.com/#p=price_quote_-_voucher___donation
http://ui1arx.axshare.com/#p=price_quote_-__rfs_booking
http://ui1arx.axshare.com/#p=rfs_savings_modal
http://ui1arx.axshare.com/#p=price_quote_-_rfs_and_taxes_both_1
http://ui1arx.axshare.com/#p=price_quote_-_rfs_and_taxes_both_1
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Figure 30 - Make Booking - Price Quote with Reward Flight Saver 

 



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

Phase 2B – Servicing – Full Avios Bookings  Page 43 of 50 

 
 

Figure 30 - Make Booking - Price Quote with donation and voucher 
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Cancel Booking 
 
Acceptance criteria 

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

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

iii. 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. Is the user presented with a summary of flights eligible for a refund? 
ii. Is the user presented with a total Avios and money refund amounts? 

iii. Is the user provided informed whether cancellation fee is included or not? 
iv. Is the user provided with a refund breakdown link? 
v. Does the refund breakdown link provide the user with a breakdown table? 

vi. Is the user presented with itemised cost breakdown per passenger type? 
vii. Is the user presented with refund information and rules? 

viii. Is the user informed of the card where refund will be made? 
ix. Is the user presented with email confirmation pod asking to verify or provide an 

additional email? 
x. Is the user presented with a call to action confirming cancellation? 

 
Confirmation page   (Figure 33 - Cancel Booking - Confirmation) 

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

ii. Has the user been informed where and when the money refund will be made? 
iii. For household accounts is the user informed of the distribution of Avios amongst 

household members? 
iv. Is the user presented with summary of flights cancelled? 
v. Is the user presented with a very important message providing information on ancillaries 

and their refunds? 
 
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: Confirmation message, Labels 
(project cancelled hence no content matrix in place) 
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Link to Axshare 
http://ui1arx.axshare.com/#p=card_verification 
http://ui1arx.axshare.com/#p=calculate_refund 
http://ui1arx.axshare.com/#p=confirmation 

 

 
 

Figure 31 - Cancel Booking - Card Validation 

http://ui1arx.axshare.com/#p=card_verification
http://ui1arx.axshare.com/#p=calculate_refund
http://ui1arx.axshare.com/#p=confirmation
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Figure 32 - Cancel Booking - Calculate refund 
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Figure 33 - Cancel Booking - Confirmation 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



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

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

 

Cancel Booking - Emails 
 
Acceptance criteria 

i. For all Paypal and card refunds, is the user presented with an email confirming Avios and 
Money cost breakdown as per Axshare? 

ii. Is the user provided with the new refund table/ pod highlighting a fare breakdown and 
details? 

iii. Is the user informed when Avios will be refunded? 
iv. Are both text and html versions in sync when providing refund breakdowns? 

 
 
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: new refund table labels 
(project cancelled hence no content matrix in place) 

 
Link to Axshare 
 

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

http://ui1arx.axshare.com/#p=cancellation__all_cards_and_paypal_
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Vouchers to be completed 
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