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User Story Frank and June are taking their two kids 
Jeremy and Alice to Disneyland during their 
summer vacation. June booked their flight 
with Price Match Promise on May 1st. Later 
she came back to Expedia to book a hotel 
and car package with an insurance bundle 
(Trip Cancellation, Medical Expenses, 
Collision Damage Protection, Car Rental 
Excess Waiver, Travel Delay and Personal 
Belongings). After the booking, June came 
to itinerary to confirm the booking details 
and saw all the insurance benefits.

A week later after the 
booking, she received an 
email about the flight price 
drop. She clicked through and 
saw how Expedia is tracking 
the price of the flight, and 
understands that she will get a 
refund later.

On the day of travel, June 
checks her itinerary to 
confirm her flight departure 
time and sees that her PMP 
status changes and shows 
the final refund she will get. 

While she is at the airport, she 
gets notified that their flight is 
delayed by 6 hrs and she may 
be able to use the Travel Delay 
insurance benefit she has 
purchased. 

She clicks through to 
review what is covered and 
what documents are 
needed to file a claim later. 
She also sees other 
benefits that she has 
purchased are active now.

------> fast forward
They finally landed in Orange 
County. They go to pick up the 
rental car. At the counter, the agent 
askes if they want to add the car 
insurance. June remembers that 
they have already purchased 
Collision Damage Protection. She 
quicks checks what's the coverage 
and decides not to buy the 
insurance from the counter. 

Funston family enjoy three days 
at Disneyland. On day 4, they 
find out in the parking lot that the 
rental car has a dent. June looks 
up the coverage to see what to 
do, documents required and find 
out that they need to call the 
police to file a report. She 
decides that she will deal with 
the claim process later.

They make it home. June is 
notified that she hasn't filed a 
claim for the Travel Delay, which 
also reminds her that she needs 
to file a claim for the Collision 
Damage Protection.  She files the 
claims.

Several days later, she receives a 
notification about the PMP refund 
and understands how much she's 
getting back, when and how she will 
get the refund. 

She also gets notified that her 
Travel Delay claim is approved. It 
reminds her to check the status 
for the Collision Damage claim. It 
is also approved later in the week.

Use case Review itinerary details
Confirmed the insurance benefits

notified by email
Access PMP

PMP status change
Refund √

Notifed about using the Travel 
Delay insurance

Review coverage and 
documents required
Understanding insurance 
benefits status

Review insurance benefits Review insurance benefits
Need to claim: documents 
required, claim process

Notification reminder to file a 
claim

Notification of claim status change Notification of claim status change
Check claim status

User Mental Model June feels happy that the hard part is done. 
She is feeling excited about the family trip, 
and also feeling at ease that the trip is 
protected.

June is happy to see that she 
will get a refund thanks to the 
PMP that she purchased. She 
feels optimistic how much 
more she can get back.

Funston family is excited 
for the trip. June is also 
happy to see the final 
refund amount from the 
PMP. She feels informed 
and also sees the value of 
PMP.

Funston family is disappointed, 
frustrated, hungry, tired waiting 
at the airport for hours.
 

June feels informed and a 
little relieved about the 
option she has. She is 
curious to check what the 
actual coverage is. Seeing 
the other benefits active, 
she feels informed. 

The family feel relieved that they're 
finally at the destination. At the car 
rental, June feels knowledgable 
about her coverage, and confident 
in declining the insurance offered 
at the counter. 

Family feels tired after 3 days in 
Disneyland. Frank and June feel 
angry that someone did this to 
their car and left. They are 
uncertain about what to do, and 
curious if it is covered under the 
car insurance they have 
purchased with Expedia.

Finally home... Reflecting on the 
memories. June is pleasantly 
surprised that Expedia reminds 
her of making a claim but not 
really looking forward to it. AND I 
also have the car insurance claim 
to file too.

June is delighted to see her PMP 
refund is processed! She feels 
informed when and how much she 
will get the refund. She's glad she 
purchased PMP!

June is relieved that the claim is 
approved. She feels informed 
about her claim status for 
Collision Damage, and happy that 
it gets approved later too.

Expedia's Response Hey you just booked your trip! Here is 
everything you booked. You can easily find 
it.

Hey your flight price has 
dropped. If you're curious, 
here is where you can track 
the status.

Hey it's the travel day! To 
make it even better, we 
have the final amount of 
the refund from PMP.

Hey it sucks that your flight 
delays. But you do have the 
Travel Delay benefit that you 
might be able to use. You can 
check more details here.

We want you to feel 
confident about what your 
coverage is and what 
documents you need to 
successfully file a claim. 
And by the way, we've got 
you covered with these 
insurance benefits as well.

Hey you are here at your 
destination! You can pick up your 
rental car at XXX. Don't forget that 
you have already purchased 
Collision Damage Protection and 
Car Rental Excess Waiver.

Here is what's covered and not 
covered. Here is what you need 
to do and things to keep track of.

We hope you enjoyed your trip! 
We noticed that you haven't filed 
a claim for your travel delay. 
When you're ready, here is where 
you go to do that, and here is 
what you need.

Congratulations you get your refund! 
Tell us what you think!

Congratulations on your claim 
approval. You can check the 
status of your other claim here. 

Channel (today) Flight purchase conf email
PMP conf email
Hotel + Car purchase conf email
Insurance purchase conf email

PMP price status email PMP final refund email
+ PMP final refund 
notification 

Flight delay notification
+ Travel delay action 
notification

Car pickup notification
+ Car insurance notification

 
Travel Delay Claim reminder 
notification

PMP refund processed email
+ PMP refund processed notification

Collision Damage claim status 
change communication

Job of page Playback insurance benefits purchased - Help users to understand the 
current PMP refund status
- Help users to understand the 
price fluctuation

Help users to understand 
the final PMP refund status

Remind user how their 
coverage is related to their 
current situation

- Help users to understand 
what's covered and how to 
take advantage of it
- Help users to understand 
the status of all their 
insurance benefits

- Help users to understand what's 
covered and not covered
- Expose users to other types of 
information about this benefit

- Help users to understand what's 
covered and not covered
- Help users to understand what 
they need to do to file a claim

- Remind users to file a claim
- Provide easy access to file a 
claim
- Help users to understand what 
they need to do to file a claim and 
what to expect in the claim 
process

Help users to understand the final 
PMP refund status and when to 
expect it

- Notify on the progress of the 
claim
- Help users to understand the 
status of their claims


