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	GLOBAL GUIDANCE:

Please reference the LXD QA Guidelines for this client when designing content [LINK]

· Provide onscreen directions for activities
· For learner navigation guidance, use the term “SELECT” instead of “CLICK”
· Ensure that there is feedback for both correct and incorrect answers in activities
· Ensure to indicate both correct and incorrect answers in activities
· Update 6/12/23: Previous and Next functionality should be present in all Storyline dev.
·  Update 6/12/23 - GDs, please note that we cannot have any text on image graphics. Text must be in Rise for assets. Please update and apply this globally. 
· Dev notes are in italicized, blue font

SB REVISIONS
· When making revisions to content in the storyboard, please use red font to indicate content which has been changed/added

Client Handover Prep:
Grading
1. LMS reporting: 100% Course progress and min passing score: 80%
2. Assignment type: Quiz
3. The Assessment should be at the end of the course, post-wrap up 
4. Total attempts#: Summative assessment - 1 attempt per question, 2 attempts for assessment.
5. Randomize question order (highlight one): Y
6. Shuffle answer choices (highlight one): Y
7. Enable time exam(highlight one): N
8. Assessment result visibility:Always show
9. Are there any prerequisites? 

Update 6/12/23: Alpha and Beta Dev/Reviews: 
· Course navigation should be free - no lockdown of navigation in SLs or Rise course until Gold development.
· Please provide a clickable menu in SL for reviews so they can easily move through the SL activity. This will be removed for Gold.
· There should be no quiz restriction for course navigation until Gold development.
Final Packing
· SCORM version: 2004 v3
· Final platform (highlight one): Rise | Client LMS/Other
· Final asset inventory: [LINK]
· Final Assessment Name & Abbrev. Name:




	Course Name and Project Catalog #:
	Course Name: Experience It! Air Travel

	Instructional Designer:
	Val Groce

	Course Objectives:
	1. Explain the flight booking process and how a traveler should effectively prepare for a flight.
2. Explain how a traveler navigates the airport on the day of departure.
3. Explain how a traveler boards a plane and what to do while on a flight.
4. Explain how a traveler arrives at their destination.
5. Relate the traveler’s experience to the empathy moments you will encounter.





[bookmark: _heading=h.gjdgxs]INTRODUCTION

	Course Intro Text - Rise

	Welcome to Experience It! Air Travel.
In this course you will be immersed in the experience of air travel from the planning and booking process all the way through arriving at your destination. You will learn more about what your travelers experience and the emotional impacts of travel. 

Accessibility text: Are you ready to learn more? Select the BEGIN button above to get started.



	Activity Name
	[bookmark: _heading=h.30j0zll]Welcome Video

	Output
	Video

	File Name
	experienceit_welcome_092423

	Resources:
	· This is a new asset

Please use the following MURF avatars:
· Nate for VO
· Language is English

	Overview:
	Create a short, captivating video showcasing the content that we have built for this client.
Please leverage the assets as much as possible and incorporate dynamic transitions and flashes.
Devs:
Accessibility: 
· Please include closed captions (CC) for this video.
· Please use a diverse set of characters in photos, illustrations, video, and audio to include and represent the different learners.



	Intro Text - Rise

	Welcome to Experience It! Air Travel! 



	Player Controls and Guidance - Rise Labeled Graphic

	Devs - please note the specific order below for the graphic to show:

Title: Player Controls and Guidance
Select each plus sign (+) below to review each player control or course navigation type.

PLAY [add a play icon]
Select this icon to start playing a video.

FULL SCREEN [add a full screen icon]
Select this icon to view the activity in full-screen mode.

VOLUME [add a volume icon]
Select this icon to control the volume.

CLOSED CAPTION [add a CC icon]
Select this icon to turn on closed captions. Captions will appear at the bottom of the activity screen.

SCROLLING [add a scrolling icon]
This course is experienced similar to a web page, with primary navigation to content requiring scrolling downward or upward. Please remember to scroll after completing each piece of content until you reach the button that will take you to the next section of the course. Select the button at the end of each content page to progress to the next section.



	Intro Text - Rise

	Watch this short video to get more insight into what to expect from this course. 
Accessibility text: To begin, select the Play button below to watch the video.




	VO SCRIPT/CAPTIONS
	ONSCREEN TEXT
	IMAGERY

	Welcome, travelers! In this exciting journey, each choice you make will shape your traveler’s experience. Whether you're a first-time flyer or a seasoned traveler, you'll encounter scenarios that allow you to help travelers “choose their own adventure” and learn the ins and outs of air travel. 
	Each choice you make will shape your traveler’s experience.

	Show a world map in the background with an airplane flying in the foreground. There can be different locations “pinned” on the map. Please use animation to show different pins being dropped all over the world.

	In this interactive course, you will have the opportunity to experience the perspective of three different travelers, each with their unique scenarios, preferences, and travel needs! 
	Experience the perspective of three different travelers.
	Please display the 3 persona characters that have been created for Meet Your Traveler Personas! 

	Whether you are navigating the busy airport, checking in your luggage, or boarding the plane, each traveler's persona will offer you a unique perspective and learning opportunity. 
	Please have these lines show on screen one at a time:
Navigating the busy airport
Checking in luggage
Boarding the plane
	Pan around a busy airport terminal showing different sections like Security, airport signage pointing to different areas, and a check-in desk.

	From packing your bags to going through security, from finding your gate to managing connecting flights, you’ll have the chance to make decisions that will impact your traveler’s experience. 
	Please have these lines show on screen one at a time:
Packing your bags 
Going through security
Finding your gate 
Managing connecting flights
	Show clothing and other items being packed into a suitcase. Also show a printed out boarding pass and a phone app with a boarding pass. If enough time, show an airport terminal with a “self-service” kiosk.

	As you navigate through this course, you’ll discover knowledge checks and hashtag empathy moments to reinforce your learning. You will complete your journey with a proficiency assessment to evaluate your newly acquired knowledge. 
	You’ll discover knowledge checks and #EmpathyMoments to reinforce your learning. 
Complete your journey with a proficiency assessment.
	Show any images that demonstrate “quiz” and also the same graphic used for #EmpathyMoments in this course.

	Are you ready to take off on this exciting journey of learning? Let’s get started!
	Are you ready to take off on this exciting journey of learning? Let’s get started!
	Show a plane taking off from a runway



	Activity Name
	[bookmark: _heading=h.1fob9te]Did You Know?

	Output

	Rise Quote

	Resources:
	New asset.




	Text - Rise Text + Quote

	“Globally, 3.78 billion passengers traveled with an airline in 2022.” -statistica.com




	Activity Name
	[bookmark: _heading=h.3znysh7]Course Objectives

	Output

	Rise Numbered List

	Resources:
	New asset



	Text - Rise

	1. Explain the flight booking process and how a traveler should effectively prepare for a flight.
2. Explain how a traveler navigates the airport on the day of departure.
3. Explain how a traveler boards a plane and what to do while on a flight.
4. Explain how a traveler arrives at their destination.
5. Relate the traveler’s experience to empathy moments you will encounter.



	Activity Name
	[bookmark: _heading=h.pa8he01j9wjp]Mission Statement 

	Output
	Rise Image & Text 



	Text

	 Heading: WE BELIEVE TRAVEL IS A FORCE FOR GOOD 

Subheading: When we power more travel, we unleash more opportunities to strengthen connections, broaden horizons and bridge divides.
Subheading: Our mission is to power global travel for everyone, everywhere.

Experiencing travel from the traveler’s perspective helps us understand what travelers are going through when they contact us from any segment of their journey. Keeping our mission statement in mind helps us remember the heart of why we travel. 





	Activity Name
	[bookmark: _heading=h.2et92p0]At-a-Glance

	Output

	Rise 3-column grid




	Text

	Self-Paced
Welcome & Introduction
Introduction to what to expect from the course
Duration: 5 minutes

	Self-Paced
Learn It! 
Multiple immersive experiences that illustrate the experience of air travel
Duration: 60 minutes

	Self-Paced
Master It!
Wrap-up and assessment
Duration: 15 minutes




	Outro Text - Rise

	Accessibility text: Select the LEARN IT! button below to move on.
Add a Continue Button titled: LEARN IT! 




[bookmark: _heading=h.3dy6vkm]Learn It! (SELF-PACED)

	Developer Note: Learn It Section #1 Title

	[bookmark: _heading=h.k7mkd33c2qf]Learn It! Section #1Title: Planning a Flight



	Intro Text - Rise

	We will start at the beginning of the travel experience by focusing on planning and booking a flight! Throughout this course you will engage in different simulations that will show you what it is like to travel by air. You will experience different elements of air travel through the perspective of different traveler personas. Let’s meet our different traveler personas! 

Accessibility text: Select either the left arrow or right arrow to navigate through the tutorial and meet our traveler personas.  



	Activity Name
	[bookmark: _heading=h.1t3h5sf]Meet Your Traveler Personas! 

	Output

	Rise Process block

	Resources:
	This is a new asset.





	SLIDE #
	Text
	MEDIA/AUDIO
	DEVELOPER NOTES

	1
	Heading: Traveler Persona 1
Heading: Meet Lin Chen (She/Her)

Subheading: Lin is a senior citizen. She is traveling alone and hasn’t flown in many years. She is traveling for emotional reasons to visit and help with a family member who is very ill. She expects to stay for 2 weeks. She doesn’t understand how to use an app and prefers to check in and receive her boarding pass at the airport desk.
	Include an image of a traveler waving hello. 
	EG branded character. Please consider diversity and inclusivity. 

Lin should be a senior citizen character.

	2
	Heading: Traveler Persona 2
Meet Wayne Gage (They/Them)

Subheading: Wayne is an international business traveler. They are traveling internationally for a business meeting. They have a lot of important documents and presentation materials in their checked bag and are concerned their luggage could get lost. They made sure to bring their identification and passport. 
	Include an image of a traveler waving hello. 
	EG branded character. Please consider diversity and inclusivity.

Wayne should be developed as a business traveler carrying a laptop bag.

	3
	Heading: Traveler Persona 3
Heading:  Meet Samira Singh (She/Her)

Subheading: Samira is traveling with her infant daughter over the December holidays. She is having a very stressful day and is running late. She downloaded the app for her boarding pass, but isn’t sure how she is going to manage navigating the airport with her carry-on bags, infant, and stroller.
	Include an image of a traveler waving hello. 
	EG branded character. Please consider diversity and inclusivity. 

Samira should be developed holding an infant daughter.




	Transition Text - Rise

	Now that you have met the different traveler personas, let’s take a look at where they are in their traveler experience. In a typical day, agents talk to several travelers in different points of their journey, just as you’ll experience as you proceed through these exercises.



	Activity Name
	[bookmark: _heading=h.4d34og8]The Air Traveler’s Journey - Planning a Flight

	Output

	Canva Infographic

This infographic will be used at the beginning of each section in the following assets with the “You Are Here” image moving next to each applicable step. 
· The Air Traveler’s Journey - Planning a Flight
· The Air Traveler’s Journey - At the Airport
· The Air Traveler’s Journey - Onboard the Flight
· The Air Traveler’s Journey - Arriving at the Destination

	Resources:
	This is a new asset. 



	Text
	Developer Instructions

	The Air Traveler’s Journey - Planning a Flight
	Using EG look & feel, colors, etc for the overall infographic 

	Step 1: Planning a Flight
This step includes everything from shopping for a flight to getting checked in to your flight.
	Include an image of a person on a laptop or tablet shopping for flights on EG (or similar)

** This step will have a “You Are Here” badge or sticker next to it indicating that this is the step we are focusing on in this section. 

	Step 2: At the Airport
This step includes everything from getting to the airport to getting ready to board the plane. 
	Include an image of a person sitting at a gate with a piece of carry-on luggage next to them. It should be clear they are at an airport (or similar image)

	Step 3: Onboard the Flight
This step includes everything from boarding the plane to when the plane lands. 
	Include an image of a person onboard a plane in their seat reading a book (or similar)

	Step 4: Arriving at the Destination
This final step includes everything from getting off the plane to finding ground transportation. 
	Using EG look & feel, colors, etc for the overall infographic 




	Transition Text - Rise

	Now we are ready to learn more about Lin’s experience when planning a flight. Select the START button to begin.




	Activity Title
	[bookmark: _heading=h.3xbgqlxrhfj]Planning a Flight 

	Development Tool
	Storyline

	Duration & Structure
	10 minutes

This will be approached as animated graphic snippets with interactive elements.

The general activity flow will be:

· Intro to the step of flight travel being simulated
· Interactive w/prompts/action choices (3-4 prompts/action choices)
· Animated graphic snippet w/ result/outcome of action chosen including any #EmpathyMoments callouts
· Summary of each choice and why the outcome happened
· Activity wrap-up and outro


	Tone of voice
	Conversational

	Overview
	Scenarios will follow an air traveler throughout the travel journey involving situations encountered during their trip. The simulations throughout this course: Planning a Flight, At the Airport, Onboard the Flight, and Arriving at the Destination. The learner, through the traveler persona, will be faced with decisions to make related to air travel in an if/then-style branching scenario. 

Resource: The persona’s mood will be illustrated throughout the simulation in the form of a happy face to sad face thermometer. The mood level will go up or down depending on the choice/result the learner makes each time. Depending on the choices the learner makes, the mood level meter results will vary from learner experience to learner experience. 

Voiceover: Murf Avatar for the narrator’s voice:
· Rachel

Developer notes in the Storyboard will be in italicized, blue font.

I see this as your inspiration for the SLs: https://360.articulate.com/review/content/7dda7337-e215-46d4-a436-fcf474a88a20/review





	Slide # 
	Slide Content
	Interactivity
	Imagery and resource files

	000
Title Page
	Planning a Flight
	Interactive: “START” button that transitions to slide 001

	

	001
Intro
	Narrator VO and on-screen text:
Planning a flight is an important first step in the air travel journey. As a traveler, there are many details to consider and decisions to make as you prepare to travel. 

Now that you know a little bit about Lin, you will help her make choices about the flight travel planning process to best suit her traveler profile. While many of the answers aren’t right or wrong, each choice will have a different outcome that may impact the emotional experience of her trip. Be on the lookout for #EmpathyMoments where emotions may be heightened. You will also see how Lin’s mood is impacted by your decisions and their results. Select the START button to begin.

	Interactive: “START” button that advances to slide 1.0

	Intro slide

Dev: Any EG brand colors/graphics you think would work best.


	1.0
	On-screen text and VO:

Lin is ready to get started with the process of planning her flight.

On-screen text: 
Lin already knows her destination and the dates she will be traveling, so her next step is to search and find the best flight for her needs. She is concerned about the cost as well as how long the entire duration of her travel day will be. She doesn’t want to be stuck at the airport for any longer than she has to be so that she can get to her ill family member as quickly as possible within her budget. She is ready to look at options and book her flight.

Accessibility text: Select the LET’S GET STARTED! button below to begin.

· Transition: to slide #1.1
	Interactive: “LET’S GET STARTED!” button that advances to slide 1.1

	Lin seated at a table in front of a laptop looking concerned and focused to start searching for a flight. 

In the bottom right of the slide (or in a visually preferred location) there will be a “meter” showing the persona’s mood. The meter should have 5 degrees on it: 5-bottom: angry, 4th: annoyed 3rd: neutral, 2nd: tiny smile, top: big smile.  The labels for each degree on the meter will not have text. Instead each of the 4 degrees will have an emoji type image portraying the mood the persona is feeling. 

Mood Meter example: here - but with happy on top and angry on the bottom. 

Lin’s current mood is 3-neutral.

	1.1
	On-screen text: 

Booking a Flight

Narrator VO:

It looks like there are 3 different options for Lin’s destination on the day she would like to fly. She is not sure which one she should choose. There is a bit of a cost difference between nonstop flights and flights with connections. She doesn’t want to break the budget, but she also doesn’t want to spend all day traveling. What choice will you make to help Lin? 

On-screen text: 
Select the MAKE YOUR CHOICE button to continue. 

Interactive: “MAKE YOUR CHOICE” button
· Transition to slide #1.2
	
	
Frame 1: Lin looking at laptop screen more closely. There are 3 different generic flight options on the screen
[ok]

	1.2
	On-screen text: 

Booking a Flight

Which of the 3 options should she choose?

A. A flight with a 60-minute connection time
B. A nonstop flight
C. A less expensive flight with a 1-hour, 30-minute connection time
	Transition will depend upon what answer option HOTSPOT the learner selects:
· A - transition to slide # 1.3
· B - transition to slide # 1.4
· C - transition slide # 1.5
	Colors and text in line with EG look & feel.

	1.3
	On-screen text: 

Booking a Flight | Option A Outcome

Narrator VO:

Let’s review how a flight with 60-minute connection time impacts Lin. 

The overall duration for travel is shorter, which makes Lin satisfied; however, 60 minutes is barely enough time to deplane, find her next gate, and board her next flight. Any flight delay could cause her to miss her connection. She is satisfied with this selection at the moment, but her mood may change at the slightest variation of her flight arrival.


	Interactive: “CONTINUE” button
· Transition to slide #1.6
	Frame 1: Lin looking somewhat happy at their desk because she thinks her travel day will be shorter. 
(Mood level 2)

Frame 2: Lin looking annoyed-4 as she pulls a small carry-on suitcase frantically to get to her next gate at the airport.
(Mood level 4)[ok]

	

1.4
	On-screen text: 

Booking a Flight | Option B Outcome

Narrator VO:

Let’s see how a nonstop flight impacts Lin. 

Though this is great for her travel day, Lin is still concerned about the cost of the unplanned trip. She knows it will impact her budget for the next month and she will have to build up her savings again, but it's important to her that she be there for her family member. This makes her mood decrease a little.


	Interactive: “CONTINUE” button
· Transition to slide #1.6
	· Frame 1: Lin looking slightly happy-2 at her desk because her travel day will be shorter. 

· Frame 2: Lin looking unhappy-4 as she looks in her wallet and finds it empty.

The mood meter shows going down 2 notches [ok]

	1.5
	On-screen text: 

Booking a Flight | Option C Outcome

Narrator VO:


Let’s review how a less expensive flight with a 1-hour, 30-minute connection time impacts Lin. 

This makes Lin relieved because she is saving money, and when her travel day comes, she will have plenty of time to make her next flight and arrive at her destination in time to see her ill family member. 


	Interactive: “CONTINUE” button
· Transition to slide #1.6
	· Frame 1: Lin looking slightly happy-2 at her desk because their travel day will be shorter. 

· Frame 2: Lin looking slightly happy as she looks in her wallet and finds money.

The mood meter stays at 2-the same level it is currently at. [ok]

	1.6
	On-screen text: 

Remember that many factors come into play when planning and booking a flight. Cost, travel duration, and connection times are key details to keep in mind with a traveler like Lin, and priorities of one detail over the other can vary with each traveler. Explore these and other details to be aware of as you help travelers select the best options.

Select each card to reveal some tips.

	Front (card or window)
	Back (card or window)

	Cost
	Help a traveler save by comparing dates, times, the number of connections, and airports.

	Travel Duration
	Some travelers are willing to pay more for a flight to shorten their overall travel time. 

	Connection Time
	For domestic flights (flights that occur from one point within a country to another point within that same country), it is recommended to allow 60-90 minutes between flights.

For international flights (flights that move a traveler from one country to another country), it is recommended to allow 2-3 hours between flights. 

	Special Service Requests (SSRs)
	Travelers may request special service requests such as meal requests, wheelchair assistance, traveling with a service animal, or various accessibility needs.

	Traveling with Children
	Traveling with an infant may allow for options such as lap seating or bringing a car seat aboard, whereas older children will require their own assigned seat.




#EmpathyMoment: Many travelers have special service requests, have accessibility needs, are traveling with small children, or could be traveling for emotional reasons, like Lin. This can add a lot of stress to planning a flight.

Narrator VO:

Let’s see what kind of choice will be best for Lin when it comes to packing her luggage. 

Interactive: “CONTINUE” button
· Transition to slide # 1.7
	BUTTONS or FLIP CARDS (whichever provides best UX) that when (front) is clicked, reveal the extended detail (back). The goal is zero scrolling to read the detail.
	These can be something more interactive like flip cards where each bullet point is a card that is flipped over to reveal the information.

Dev- Please design the cards in any way that you feel works best with the theme and EG branding.






Please add an image for the #EmpathyMoments here

	1.7
	On-screen text: 

Packing Your Luggage

Narrator VO:
Lin needs to decide what to pack. What items are important to take and where should she pack them? Will everything fit? Should she check a bag and also bring a carry-on? It is important to think about what things are not allowed in a carry-on bag. How should Lin pack her luggage?
On-screen text: 
Select the MAKE YOUR CHOICE button to continue. 

Interactive: “MAKE YOUR CHOICE” button
· Transition to slide #1.8
	
	
· Frame 1: Lin inside of a bedroom with 2 pieces of luggage opened on the floor (one large piece of luggage and also a carry-on sized travel bag). There are items on top of the bed including piles of clothing, paperwork, large cans of aerosol hair products, a set of kitchen knives.

	1.8
	On-screen text: 

Packing Your Luggage

Which of the 3 options should she choose?

A. Only a carry-on bag, to save time
B. Both a checked bag and a carry-on bag
C. A checked bag, which includes a set of kitchen knives.

	Transition will depend upon what answer option the learner selects:
· A - transition to slide # 1.9
· B - transition to slide # 1.10
· C - transition slide # 1.11
	Colors and text in line with EG look & feel.

	1.9
	On-screen text: 

Packing Your Luggage | Option A Outcome

Narrator VO:

Let’s see how packing only a carry-on bag to save time impacts Lin. 

Even though she will save time by not going through the process of checking a bag, she will struggle to fit everything she needs for her 2-week stay inside the small carry-on luggage. On another note, if she miscalculates the size of her carry-on bag and has to check it at the last minute, she may be charged a higher fee for that error.


	Interactive: “CONTINUE” button
· Transition to slide #1.12
	· Frame 1: Lin looking somewhat happy-2 in her bedroom next to their bed with one small carry-on bag next to them.

· Frame 2: Lin looking unhappy as she realizes she can’t possibly fit everything she needs in a small carry-on bag. 

The mood meter shows going down 3 notches. 

	1.10
	On-screen text: 

Packing Your Luggage | Option B Outcome

Narrator VO:

Let’s see how bringing both a checked bag and a carry-on bag impacts Lin. 

Lin can easily fit everything she needs for her trip in the checked bag. She feels secure keeping important items like medications with her in a small carry-on bag. Although this will add some time to her day at the airport (checking the bag and picking up the bag at baggage claim), she doesn’t mind. This is the best option for her on this trip.


	Interactive: “CONTINUE” button
· Transition to slide #1.12
	· Frame 1: Lin looking somewhat happy-2 in her bedroom next to her bed with one small carry-on and one large bag next to her.

· Frame 2: Lin looking happy as she has two pieces of luggage.

The mood meter does not move at 2. 

	1.11
	On-screen text: 

Packing Your Luggage | Option C Outcome

Narrator VO:

Let’s see how packing a checked bag with a set of kitchen knives in it impacts Lin. 

Unfortunately, kitchen knives are a restricted item and cannot be packed. This involves Lin’s luggage likely being flagged by security, complicating her travel day. 

	Interactive: “CONTINUE" button
· Transition to slide #1.12
	· Frame 1: Lin looking happy in her bedroom next to her bed with one large bag packed next to her.

· Frame 2: Lin looking unhappy as she realizes she packed a restricted item. The large checked luggage has a red “X” on it to show restrictions.

The mood meter goes down 2 notches. 

	1.12
	On-screen text: 

Remember, there are many things to consider as travelers pack their luggage. It’s a great idea to help them understand the limitations and restrictions when it comes to packing their carry-on and checked items.

Traveler tip: Always include a piece of identification in checked luggage in case the luggage is lost during transit.

Things to consider when packing carry-on or checked bags:

Accessibility text: Select the item below to reveal more information about restricted items.

Click and reveal:

Restricted items
· Some items have special rules pertaining to being packed in carry-on luggage versus checked bags. 
· Some restricted items include:
· Aerosols
· Flammable liquids or gels
· Blades such as box cutters, knives, or swords
· A full list can be found on the TSA website or the airline websites.

Narrator VO:

Now, let’s see what kind of choice will be best for Lin when it comes to checking in. 
	Interactive:
BUTTON or FLIP CARD that says RESTRICTED ITEMS that reveals the bulleted detail when selected. 

Interactive: “CONTINUE” button
· Transition to slide # 1.13
· This only appears after the first interaction is complete.

	Click and Reveal:The items can be revealed one by one. Please include images for Aerosol cans, flammable liquids, and blades (knives)

Dev: Please create the scene to be Airport Security. Please include items on the Security conveyor belt with indications that they are restricted (red X). 

	1.13
	On-screen text: 

Checking In for a Flight

Narrator VO:

Lin is looking at her flight details, and the options to check in are overwhelming. Does she want to check in online, saving time and securing her seat? Or she could use one of those self-service kiosks at the airport? There’s always the traditional check-in desk. That is a face-to-face interaction where she can ask a real person questions. How should Lin check in? 

On-screen text: 
Select the MAKE YOUR CHOICE button to continue. 
	Interactive: “MAKE YOUR CHOICE” button
· Transition to slide #1.14
	
· Frame 1: Lin is still at home, back at her computer desk. She is deciding how she will check in for her flight. She has a desktop computer and printer in front of her and there is also an old flip phone.

	1.14
	On-screen text: 

Checking In for a Flight

Which of the 3 options should Lin choose?

A. Check in online.
B. Check in at a self-service kiosk at the airport.
C. Check in at the check-in desk at the airport.
	Transition will depend upon what answer option the learner selects:
· A - transition to slide # 1.15
· B - transition to slide # 1.16
· C - transition slide # 1.17
	Colors and text in line with EG look & feel.

	1.15
	On-screen text: 

Checking In for a Flight | Option A Outcome

Narrator VO:

Let’s see how checking in online impacts Lin. 

Lin is confused about how to check in online. She gets frustrated and decides to just check in with a person at the desk when she arrives at the airport.
	
Interactive: “CONTINUE" button
· Transition to slide #1.18
	· Frame 1: Lin at her computer looking frustrated (Mood level 4).







	1.16
	On-screen text: 

Checking In for a Flight | Option B Outcome

Narrator VO:

Let’s see how using the self-service kiosk at the airport impacts Lin. 

Lin isn’t sure how she would find the correct kiosk at the airport or how to work it. She knows she might get confused and just have to go to the desk to check in anyway. This would add time and stress to Lin’s travel day since she would then need to locate the check-in desk.

	
Interactive: “CONTINUE" button
· Transition to slide #1.18
	· Frame 1: Lin looking confused at their computer desk. (Mood level 4)

·  Dev: Please show in as much detail as possible a self-service kiosk.

The mood meter shows going down 1 notch 

	1.17
	On-screen text: 

Checking In for a Flight | Option C Outcome

Narrator VO:

Let’s see how checking in at the check-in desk at the airport impacts Lin. 

Lin prefers a face-to-face interaction whenever possible. The desk agent is very helpful and Lin gets checked in smoothly on her travel day. 
	Interactive: “CONTINUE" button
· Transition to slide #1.18
	· Frame 1: Lin looking somewhat happy at the check in desk at the airport. (mood level 2)





	1.18
	On-screen text: 

Remember there are many options for checking in for a flight.

Let’s look at some important things for travelers to keep in mind the day of a flight. Select each icon on the kiosk to read the information.



· Icon 1: It is advised to arrive 2 hours before a domestic flight and 3-4 hours before an international flight. Check the airport website for the latest information.

· Icon 2: Always bring the required identification. You cannot advise travelers of the required travel documents. You should refer to the knowledge base for instructions on how to direct travelers to get information on required travel documents.

#EmpathyMoment: Travelers may contact you when they arrive late or arrive at the airport without identification. They may be very upset that they missed their flight or were denied boarding. They could be traveling for emotional reasons, like Lin, that make the travel experience emotionally heightened.

Accessibility text: Select the CONTINUE button below.

	Interactive: “CONTINUE" button
· Transition to slide # 1.19
	Please create an image of an airport self-service kiosk. On the kiosk are 2 icons the learners can select. Each button will reveal the text.

Please create icons for each of the bullets. Images can be at the dev team’s discretion.










Please use the same image as used in the #EmpathyMoments: Planning a Flight section.

	1.19
	Narrator VO and on-screen text:

You experienced Lin’s perspective to see what it takes to plan for a flight. Take what you’ve learned with you as you continue your training and build on this knowledge.

	Interactive: “WRAP-UP” button
· Transition to slide # 1.20
	

	1.20
	You may now exit the activity or, if you are still within time, you can select the RESTART button to go through the activity again.

	Interactive: “RESTART” button
· Transition to slide # 000
	End page




	Activity Name
	[bookmark: _heading=h.49x2ik5]#EmpathyMoments: Planning a Flight

	Output

	Rise image with text

	Resources:
	This is a new asset. 




	Image - Rise

	#EmpathyMoments with an image of an agent on a call with a heart (or some illustration to convey caring)

	Text - Rise

	#EmpathyMoments: Let’s review some flight planning empathy moments you might encounter with any traveler persona.

Example 1: Moment: A traveler has concerns about seating arrangements and in-flight amenities.
Example 1: Empathy moment: Offering options to choose seats and providing clear information on amenities and services available for families with children will provide a kind, resolution-focused, and sincere approach.
Example 2: Moment: A traveler arrives late and misses their flight. They feel frustrated and stressed and could be traveling for various reasons.
Example 2: Empathy moment: Offering immediate support and clear guidance on the available options, such as booking the next available flight or offering alternative routes, can greatly help in reducing the traveler's stress levels.

	Rise

Please create images for both “moment” and “empathy moment.” This can be in line with the main #EmpathyMoments image.




Please create images for both “moment” and “empathy moment.” This can be in line with the main #EmpathyMoment image.

	Traveler Empathy Course Recap: Remember from the Traveler Empathy course, your tone of voice plays a huge role in expressing empathy, because you can say all the right empathetic words, but if the feeling of care and concern is not behind those words, people can see right through you.
	Rise Image and Text Block

Dev- Please create an image of the EG SS course Traveler Empathy so that it is clear this is referring back to information learned in that course.

	What This Could Look Like: Let’s look at some conversational examples.

“I’m here for you and want to ensure that you, during this difficult time, have a good travel experience.”

“I know this is disappointing and I’m here to help. I am looking into alternative flight options. Can you please confirm your departure and return dates?”
	Rise text




	Transition Text - Rise

	Well done! Now that you have a better firsthand understanding of what it is like to plan a flight, let’s complete a knowledge check to review what you’ve learned. 




	Activity Name
	[bookmark: _heading=h.3o7alnk]Planning a Flight Knowledge Check

	Output

	Rise KC Questions

	Resources:
	New asset




	Question #
	Question
	Answer Choices
	Answer Feedback

	1
	What does SSR stand for?
	(correct) Special service request
(Incorrect) Secret Service resource
(Incorrect) Special savings rebate
(Incorrect) Service safety request

	Correct: Great job! SSR stands for special service request. Travelers may request special service requests such as meal requests, wheelchair assistance, traveling with a service animal, or various accessibility needs.

Incorrect: SSR stands for special service request. Travelers may request special service requests such as meal requests, wheelchair assistance, traveling with a service animal, or various accessibility needs.

	2
	It is advised to arrive ____ hour(s) before a domestic flight and _____ hours before an international flight. 
	(Incorrect) 1, 2
(Correct) 2, 3-4
(Incorrect) 3, 4-5
(Incorrect) 1, 3

	Correct: Great job! It is advised to arrive 2 hours before a domestic flight and 3-4 hours before an international flight. Check the airport website for the latest information.

Incorrect: It is advised to arrive 2 hours before a domestic flight and 3-4 hours before an international flight. Check the airport website for the latest information.

	3
	During a traveler conversation, they tell you that they've packed a set of kitchen knives in their carry-on for a cooking class at their destination. What items should you tell the traveler are restricted on flights? Select all that apply.
	(Incorrect) Bulky clothing items
(Correct) Aerosols
(Correct) Flammable liquids or gels
(Correct) Blades such as box cutters, knives, or swords
(Incorrect) Purse or handbag 


	Correct: Great job! There are some items that are restricted on flights. These include aerosols, flammable liquids or gels, and blades such as box cutters, knives, or swords.

Incorrect: There are some items that are restricted on flights. These include aerosols, flammable liquids or gels, and blades such as box cutters, knives, or swords.



	Outro Text - Rise

	Accessibility text: Select the CONTINUE button below to move on.
Add a Continue Button titled: CONTINUE




	Developer Note: Learn It Section #1 Title

	[bookmark: _heading=h.rwnhtvki9z9x]Learn It! Section #2 Title: At the Airport




	Intro Text - Rise

	Now that you know more about what it is like to plan and book a flight, let’s move on to the next step! In this section, you will gain a better understanding of what it is like to arrive at the airport as a traveler by completing a simulation where you will help Wayne navigate decisions while at the airport. First, let’s take a look at where we are on Wayne's journey! 




	Activity Name
	[bookmark: _heading=h.l6pxc6htolg]The Air Traveler’s Journey - At the Airport

	Output

	Canva Infographic

This infographic will be used at the beginning of each section in the following assets with the “You Are Here” image moving next to each applicable step. 
· The Air Traveler’s Journey - Planning a Flight
· The Air Traveler’s Journey - At the Airport
· The Air Traveler’s Journey - Onboard the Flight
· The Air Traveler’s Journey - Arriving at the Destination

	Resources:
	This is a new asset. 



	Text
	Developer Instructions

	The Air Traveler’s Journey - Planning a Flight
	Using EG look & feel, colors, etc for the overall infographic 

	Step 1: Planning a Flight
This step includes everything from shopping for a flight to getting checked into your flight.
	Include an image of a person on a laptop or tablet shopping for flights on EG (or similar)

	Step 2: At the Airport
This step includes everything from getting to the airport to getting ready to board the plane. 
	Include an image of a person sitting at a gate with a piece of carry-on luggage next to them. It should be clear they are at an airport (or similar image)

** This step will have a “You Are Here” badge or sticker next to it indicating that this is the step we are focusing on in this section. 

	Step 3: Onboard the Flight
This step includes everything from boarding the plane to when the plane lands. 
	Include an image of a person onboard a plane in their seat reading a book (or similar)

	Step 4: Arriving at the Destination
This final step includes everything from getting off the plane to finding ground transportation. 
	Using EG look & feel, colors, etc for the overall infographic 




	Transition Text - Rise

	Now we are ready to learn more about a traveler’s experience when arriving at the airport. Select the START button to begin. 






	Activity Title
	[bookmark: _heading=h.v61uw1pf7dcf]At the Airport 

	Development Tool
	Storyline Simulation
Canva Graphics

	Duration & Structure
	10 minutes

This will be approached as animated graphic snippets with interactive elements, featuring the Wayne persona character.

The general activity flow will be:

· Intro to the step of flight travel being simulated
· Interactive w/prompts/action choices (3-4 prompts/action choices)
· Animated graphic snippet w/ result/outcome of action chosen including any #EmpathyMoments callouts
· Summary of each choice and why the outcome happened
· Activity wrap-up and outro


	Tone of voice
	Conversational

	Overview
	These scenarios will follow an air traveler throughout the travel journey involving situations encountered during their trip. There are 4 simulations throughout this course: Planning a Flight, At the Airport, Onboard the Flight, and Arriving at the Destination. The learner, through the traveler persona, will be faced with decisions to make related to air travel in an if/then-style branching scenario. 

Resource: The persona’s mood will be illustrated throughout the simulation in the form of a happy face to sad face thermometer. The mood level will go up or down depending on the choice/result the learner makes each time. Depending on the choices the learner makes, the mood level meter results will vary from learner experience to learner experience. 

Voiceover: Murf Avatar for the narrator’s voice:
· Rachel

Developer notes in the Storyboard will be in italicized, blue font.




	Slide # 
	Slide Content
	
	Imagery and resource files

	000
Title Page
	At the Airport

	Interactive: “START” button
· Transition: to slide #001
	Show the Wayne persona as the featured character.

	001
Intro
	Narrator VO and on-screen text:
Getting to the airport is when a traveler’s trip really starts! Travelers must go through a few steps and follow airport signage and rules to reach their plane. It’s all about being on time, going through security, and being prepared.
In this simulation, you will help Wayne with different choices to make as they navigate the airport. Wayne, being a seasoned traveler, has a higher comfort level in the airport, but remember, they’re experiencing some stress about the meeting today. Each choice has a different outcome that may impact the emotional experience of their business trip. Be on the lookout for #EmpathyMoments where emotions may be heightened. You will also see how Wayne’s mood is impacted by your decisions and their results. 
Select the START button to begin.
	Interactive: “START” button
· Transition: to slide #1.0
	Intro slide
Dev: Any EG brand colors/graphics you think would work best.




	1.0
	On-screen text and VO:

Wayne is ready to start navigating the airport. 

On-screen text: 
Wayne has arrived at the airport. Next, they must navigate through the various steps to reach their flight. Wayne needs to think about the time it will take to get through security and to the gate—they don’t want to be late! Wayne is traveling for an important business meeting. They are ready to start the process of finding their gate and boarding their flight.

Accessibility text: Select the LET’S GET STARTED! button below to begin.

	Interactive: “LET’S GET STARTED!” button
· Transition: to slide #1.1
	Wayne standing inside of an airport. There are airport signs above them with terms such as Baggage Claim, Check-In, Rental Cars, Gates, and Security.

In the bottom right of the slide (or in a visually preferred location) there will be a “meter” showing the persona’s mood. 

The meter should have 5 degrees on it: 5-bottom: angry, 4-Annoyed, 3-Neutral, 2nd: tiny smile, top: big smile. The labels for each degree on the meter will not have text. Instead each of the 4 degrees will have an emoji type image portraying the mood the persona is feeling. 


Mood Meter example: here - but with happy on top and angry on the bottom. 

	1.1
	On-screen text: 

Boarding Pass Options

Narrator VO: 
There are 4 different ways for Wayne to get their boarding pass, and they’re not sure which one they should use. There’s a bit of a difference between printing it at home, using a mobile app, or getting it printed at the airport. Wayne doesn't want to waste time, but they also don’t want to deal with the hassle if technology fails. What choice will you make to help Wayne? 

On-screen text: 
Select the MAKE YOUR CHOICE button to continue. 

	
Interactive: “MAKE YOUR CHOICE” button
· Transition to slide #1.2
	
Frame 1: Wayne standing in an airport. Please display four images in this scene:
 1- A printed boarding pass.
 2- A mobile phone app and 
3- An image of a Check-in desk with a printed boarding pass.
4-An image of an airport kiosk with a boarding pass coming out of the slot

	1.2
	On-screen text: 

Boarding Pass Options

Which of the 4 options should Wayne choose?

A. Print it at home and bring it with them.
B. Use a mobile phone app as their boarding pass.
C. Have the agent at the desk print out a boarding pass for them.
D. Print the boarding pass at the airport kiosk.


	Transition will depend upon what answer option the learner selects:
· A - transition to slide # 1.3
· B - transition to slide # 1.4
· C - transition slide # 1.5
· D - transition to slide # 1.6
	Colors and text in line with EG look & feel.

	1.3
	On-screen text: 

Boarding Pass Options | Option A Outcome

Narrator VO:

Let’s see how printing the boarding pass at home and bringing it to the airport impacts Wayne. 

It’s been so long since Wayne used their printer that the ink was extremely light and difficult to read at the airport security. They had to go back to the check-in desk and show their required ID to get a fresh copy printed for them to bring back through the security line. They should have looked closer before sliding it into their laptop bag. Fortunately, Wayne knew to arrive a few hours in advance of their flight. 



Accessibility text: Select the CONTINUE button below.

	Interactive: “CONTINUE” button
· Transition to slide #1.7
	Frame 1: Wayne looking happy standing in the airport. 
(Mood level 1)

Frame 2: Wayne looking angry waiting at the check-in desk.
(Mood level 3)


	

1.4
	On-screen text: 

Boarding Pass Options | Option B Outcome

Narrator VO:

Let’s see how using a mobile phone as their boarding pass impacts Wayne. 

Fortunately, Wayne knows to arrive at the airport with their phone fully charged! They easily made their way through security, and as long as they aren’t running down their battery as they wait, their app will get them through their connecting flight, too.

Accessibility text: Select the CONTINUE button below.


	Interactive: “CONTINUE" button
· Transition to slide #1.7
	Frame 1: Wayne looking happy standing in the airport.  
(Mood level 1)

Frame 2: Wayne looking happy as they look at their phone.
(Mood level 1)

The mood meter stays at the happy setting. 

	1.5
	On-screen text: 

Boarding Pass Options | Option C Outcome

Narrator VO:

Let’s see how having the desk agent print the boarding pass impacts Wayne. 

Wayne gets to the check-in area and the line is full of people checking their baggage! They get through in plenty of time, but realize that they may not be able to stop for a snack before boarding. Thankfully, Wayne allowed for a little extra time, just in case.

Accessibility text: Select the CONTINUE button below.

	Interactive: “CONTINUE" button
· Transition to slide #1.7
	Frame 1: Wayne looking happy standing in the airport. 
(mood level 1) 

Frame 2: Wayne looking neutral as they wait in line to the check-in desk. 
(Mood level 3)

	1.6
	On-screen text: 

Let’s see how having the boarding pass printed at the airport kiosk works out for Wayne.

The line for the kiosk moves relatively fast for Wayne to get a copy of their boarding pass, and they even had some extra time to stop for a snack before reaching their gate. 

	Interactive: “CONTINUE" button
· Transition to slide #1.7
	Frame 1: Wayne has one person ahead of them at the airport kiosk.
(Mood level 2)

Frame 2: Wayne is enjoying a bagel and coffee at the gate.
(Mood level 1)

	1.7
	On-screen text: 

As you can see, there are many ways to access a boarding pass when going to the airport. 

Let’s talk about airport arrival! Travelers have many options for transportation to the airport including:

· Taking an airport shuttle, taxi, or rideshare
· Driving and parking in short-term or long-term parking areas for a fee
· Having a friend or relative drop them off at the “Departures” area

Narrator VO:

Let’s see what kind of choice will be best for Wayne when it comes to checking a bag. 

Accessibility text: Select the CONTINUE button below.

	Interactive: “CONTINUE” button
· Transition to slide # 1.8
	Please include any image outside of the airport showing transportation or cars arriving.

	1.8
	On-screen text: 

Checking a Bag

Narrator VO: 
It looks like there are a few different options for Wayne to check their bag, but they’re not sure which one is the right choice. There’s a bit of a difference between using the airline's bag drop, going to the check-in desk, or using curbside check-in. Wayne doesn’t want extra stress, but they also want to make sure their bag is secure and gets to the destination without any issues because they have important documents and presentation materials in their checked bag. What should Wayne do?


On-screen text: 
Select the MAKE YOUR CHOICE button to continue. 

	Interactive: “MAKE YOUR CHOICE” button
· Transition to slide #1.9
	

Frame 1: Wayne standing in an airport. They are standing with a large luggage, a laptop bag, and a carry-on smaller suitcase.

	1.9
	On-screen text: 

Checking a Bag

Which of the 3 options should Wayne choose?

A. Airline’s bag drop shortcut
B. Airline check-in desk
C. Curbside check-in


	Transition will depend upon what answer option the learner selects:
· A - transition to slide # 1.10
· B - transition to slide # 1.11
· C - transition slide # 1.12
	Colors and text in line with EG look & feel.

	1.10
	On-screen text: 

Airline bag drop shortcut | Option A Outcome

Narrator VO:

Let’s see how using the bag drop impacts Wayne. 

Well, this is easy! Wayne is already checked in and the line at the bag drop shortcut is short. They print their tag at the kiosk, attach it to their bag, and put it on the conveyor belt. They skip all the people they might have to wait behind who need boarding passes, are purchasing tickets, or are asking questions. This is a line where regular travelers know what to do.



	Interactive: “CONTINUE" button
· Transition to slide #1.12
	Frame 1: Wayne standing in an airport. They are standing with a laptop bag.
(mood level- 1)

Frame 2: Wayne looking happy at the making it through a short line quickly
(mood level - 1)




	1.11
	On-screen text: 

Check-in Desk | Option B Outcome

Narrator VO:

Let’s see how checking a bag at the check-in desk impacts Wayne.

Wayne’s been here before. They take their place in line and wait behind the others for about 30 minutes before it’s their turn to speak to an agent. It’s not the most efficient choice, but having a professional take care of the details leads to a feeling of security. Thankfully, Wayne arrived in plenty of time for this part of the journey.

	Interactive: “CONTINUE" button
· Transition to slide #1.13
	Frame 1: Wayne arriving at the airport. They are standing with a laptop bag and suitcase.
(mood level-1)


Frame 2: Wayne looking unhappy. They are standing in line with a suitcasere expense.

(mood level 2)

	1.12
	On-screen text: 

Curbside Check-in | Option C Outcome

Narrator VO:

Let’s see how curbside check-in impacts Wayne. 

Just as Wayne left the car, a smiling gentleman was there waiting to take their bags and check them in, if needed. Talk about service! Wayne walks into the airport without lugging their luggage into a line or desk. This has to be the airport’s best-kept secret. Now, where’s that bagel shop?

	Interactive: “CONTINUE" button
· Transition to slide #1.13
	Frame 1: Wayne checking his bag at the curb.
(mood level - 1)

Frame 2: Wayne happily walking in carrying nothing with a giant smile and a bagel. 
(mood level- 1)

	1.13
	On-screen text: 

Let’s learn about airline baggage policies. This is another area for an #EmpathyMoment. Travelers may realize once they reach the check-in area that their bags are overweight or their carry-ons are too large and need to be checked.

Select each tile to reveal some tips.

· Carry-On Bags Size and Weight Limits
· Each airline has its own restrictions for how large carry-on luggage can be.
· When purchasing a flight, travelers will be able to see their carry-on and personal item size.
· Most domestic flights do not impose a carry-on weight limit, but some international airlines do.
· Typical domestic airline carry-on size maximum: 22 x 14 x 9 inches
· Typical international airline carry-on size maximum: 21.5 x 15.5 x 9 inches

· Checked Bags Size and Weight Limits
· Each airline has its own restrictions for how large checked luggage can be.
· Most domestic flights have a checked bag weight limit of around 50 pounds.
· Typical domestic airline checked bag size maximum: 62 linear inches (including handles and wheels).
· Typical international airline checked bag size maximum: 62 linear inches (including handles and wheels).

Narrator VO:

Let’s see what kind of choice will be best for Wayne when it comes to going through security. 

Accessibility text: Select the CONTINUE button below.
	2 Tiles/interactions showing bold text (primary bullets) open a window when selected to reveal detail.

Interactive: “CONTINUE” button
· Transition to slide # 1.14
	

Please add in image of #EmpathyMoments



Dev: These can be something more interactive like tiles that are in the shape of suitcases and a scale image.



	1.14
	On-screen text: 

Going through Security

Narrator VO: 
It’s time for Wayne to go through security. They want to get through quickly and without any issues. What should Wayne choose? 


On-screen text: 
Select the MAKE YOUR CHOICE button to continue. 
	Interactive: “MAKE YOUR CHOICE” button
· Transition to slide #1.15
	
· Frame 1: Wayne standing in an airport. security line about to enter.

	1.15
	On-screen text: 

Going through Security

Which of the 3 options should Wayne choose?

A. Wayne reads the security policy thoroughly when they booked their flight.
B. Wayne reads the security policy after packing for their flight.
C. Wayne chooses not to read the security policy at all. 
	Transition will depend upon what answer option the learner selects:
· A - transition to slide # 1.16
· B - transition to slide # 1.17
· C - transition slide # 1.18
	Colors and text in line with EG look & feel.

	1.16
	On-screen text: 

Going through Security | Option A Outcome

Narrator VO:

Let’s see how going through the line having read the security policy thoroughly when Wayne booked their flight worked out.

Wayne gets through the line without any delay at all. 

Accessibility text: Select the CONTINUE button below.

	Interactive: “CONTINUE" button
· Transition to slide #1.19
	Frame 1: Wayne looking happy standing in the airport security line.
(Mood level 1)

Frame 2: Wayne looking  happy as they get through security. 
(Mood level 1)


	1.17
	On-screen text: 

Going through Security | Option B Outcome

Narrator VO:

Let’s see how going through security having read the security policy after packing for their flight worked out.

Wayne realizes at the last minute that the full-sized bottle of hair product isn’t allowed. After digging through their bag at the airport, they find and discard the bottle before they get in line. Wayne’s okay for the meeting today, but hopes the hotel will have something for them in the morning.

Accessibility text: Select the CONTINUE button below.
	Interactive: “CONTINUE" button
· Transition to slide #1.19
	Frame 1: Wayne looking happy standing in the airport security line.
(Mood level 3-neutral)

Frame 2: Wayne looking unhappy in the morning with their hair all messed up.
(Mood level 4)


The mood meter shows going down 1 notch 

	1.18
	On-screen text: 

Going through Security | Option C Outcome

Narrator VO:

Let’s see how Wayne’s experience went without reading the security rules at all.

Wayne’s hair product sets off alarms as their bag goes through the X-ray and they set off their own alarms as they pass through with their cell phone in their jacket pocket. They pull out the hair product and watch it go into the garbage as they are brought aside for a full security pat-down. So much for stopping for that snack. 


Accessibility text: Select the CONTINUE button below.

	Interactive: “CONTINUE" button
· Transition to slide #1.19
	Frame 1: Wayne looking neutral standing in the airport security line.
(Mood level 3)

Frame 2: Wayne looking annoyed and frustrated getting patted down at airport security.
(Mood meter 5)


	1.19
	On-screen text: 

#EmpathyMoment: Many travelers find going through security to be one of the most stressful parts of air travel. It’s a place of uncertainty, where the fear of the unknown meets the reality of rules and regulations. Let's explore tips and tricks for a less stressful security experience.

Select each image to flip it over and reveal some tips about TSA’s liquids rule. Remember, airports in other countries may have their own specific restrictions and carry-on rules.

1. You are allowed to bring a quart-sized bag of liquids, aerosols, gels, creams, and pastes in your carry-on bag and through the checkpoint. 
2. These are limited to travel-sized containers that are 3.4 ounces (100 milliliters) or less per item. 
3. Placing these items in the small bag and separating the bag from your carry-on baggage expedites the screening process. 


Narrator VO:

Let’s see what kind of choice will be best for Wayne when it comes to finding their gate.

Accessibility text: Select the CONTINUE button below.


	3 images on cards/tiles
When selected, reveal the details on the corresponding numbered items 1-3

Three images:

1. One small clear bag

2. Small container/bottle

3. Clear bag of items inside of a tray 



Interactive: “CONTINUE” button
· Transition to slide # 1.20
	Please include the image for #EmpathyMoments here

These can be something more interactive like images where each bullet point is an image that is flipped over to reveal the tip.

Three images:

1. One small clear bag

2. Small container/bottle

3. Clear bag of items inside of a tray 

See TSA website for examples

	1.20
	On-screen text: 

Finding Your Gate

Narrator VO: 
It seems there are quite a few signs, and Wayne is going to look for the ones guiding them to their gate. Wayne isn’t quite sure if they should head straight there, or if they have time to get food. They walked past a ramen shop that smells wonderful and they’re hungry, but they also want to make sure they find their gate promptly and don’t miss any updates or changes about their flight. What choice should Wayne make?


On-screen text: 
Select the MAKE YOUR CHOICE button to continue. 


	Interactive: “MAKE YOUR CHOICE” button
· Transition to slide #1.21
	

Frame 1: Wayne standing in an airport terminal near different gates.
· Please include various airport signage like Gate numbers, Restrooms, Shops, Cafe, and digital departure boards.

	1.21
	On-screen text: 

Finding Your Gate

Which of the 3 options should Wayne choose?

A. Locate the gate and have a seat until departure time.
B. Walk around the terminal first and get a snack and a drink.
C. Locate the gate and then go get a snack and a drink.

	Transition will depend upon what answer option the learner selects:
· A - transition to slide # 1.22
· B - transition to slide # 1.23
· C - transition slide # 1.24
	Colors and text in line with EG look & feel.

	1.22
	On-screen text: 

Finding Your Gate | Option A Outcome

Narrator VO:

Let’s see how locating the gate and having a seat until departure time impacts Wayne. 

Wayne’s experience in the security line might lead them to choose this option. Wayne is relieved to make it to the gate on time, but they are still hungry. Wayne will purchase one of the snack boxes onboard to calm their hunger.

	Interactive: “CONTINUE" button
· Transition to slide #1.25
	Frame 1: Wayne looking happy standing in an airport terminal near different gates.
(Mood level 2)
· Please include various airport signage like Gate numbers, Restrooms, Shops, Cafe, and digital departure boards.

Frame 2: Wayne at their gate before boarding the plane. Mood is neutral because they are hungry. Wayne holding stomach showing hunger.
(Mood level 3) 

	1.23
	On-screen text: 

Finding Your Gate | Option B Outcome

Narrator VO:

Let’s see how walking around the terminal first to get a snack and drink impacts Wayne. 

If Wayne gets through security easily, they’ll have time to find the ramen shop and sit down at a table. They must keep an eye on the time and arrive at the gate before they begin boarding to avoid jogging down the hallway to make it on time. If they have security delays, this could create a risk of missing their flight.
	Interactive: “CONTINUE" button
· Transition to slide #1.25
	Frame 1: Wayne looking happy standing in an airport terminal near different gates.
Please include various airport signage like Gate numbers, Restrooms, Shops, Cafe, and digital departure boards.
(Mood level 1)

Frame 2: Wayne watching the clock while eating ramen..
(mood - 2)



	1.24
	On-screen text: 

Finding Your Gate | Option C Outcome

Narrator VO:

Let’s see how locating the gate and then getting a snack and a drink impacts Wayne. 

Wayne finds their gate and checks the departure board. It looks like their plane will be departing on time and that they have plenty of time to go get some ramen to go.
 

	Interactive: “CONTINUE" button
· Transition to slide #1.25
	Frame 1: Wayne looking happy standing in an airport terminal near different gates.
(Mood level 1)
Please include various airport signage like Gate numbers, Restrooms, Shops, Cafe, and digital departure boards.

Frame 2: Wayne at their gate before boarding the plane. Happy because they found their gate and had time for some ramen. 

The mood meter does not move - stays at 1

	1.25
	On-screen text: 

Airport Signage

Select each sign to read about its meaning.

1. Departures
a. Indicates where travelers go to board their outgoing flights.
2. Arrivals
a. Indicates the area where passengers deplane from incoming flights.
3. Check-In
a. Identifies where travelers can drop off their luggage and receive boarding passes.
4. Baggage Claim
a. Directs travelers to where they retrieve their checked bags after a flight.
5. Restrooms
a. Directs to facilities where travelers can use the toilet, or attend to other personal needs.
6. Exit
a. Guides toward the doors leading out of a specific area or the airport.
7. Information
a. Leads to the location where travelers can obtain airport and flight information or assistance with special needs.
8. Terminals
a. Identifies the various airport sections dedicated to specific airlines or flight types. These areas are where travelers board the plane.
9. Transfer/Connecting Flights
a. Guides travelers to the areas or gates where they can access flights to their next destinations when they have layovers or stops.							


Accessibility text: Select the CONTINUE button below.

	Interactive:
For each numbered item, create a sign for learners to click and reveal the details (a….). 

Interactive: “CONTINUE" button
· Transition to slide # 1.26
	Click and Reveal Interactions

Display various airport signs and when clicked, reveal the information.I would love if you can put these signs in an airport setting to act as hotspots.

	1.26
	Narrator VO and on-screen text:

You experienced Wayne’s perspective to see what it’s like to arrive and navigate the airport. Take what you’ve learned with you as you continue your training and build on this knowledge.



	Interactive: “WRAP-UP” button
· Transition to slide # 1.27
	

	1.27
	You may now exit the activity or, if you are still within time, you can select the RESTART button to go through the activity again.


	Interactive: “RESTART” button
· Transition to slide # 000
	End page



	Activity Name
	[bookmark: _heading=h.abcku9bsdvgb]#EmpathyMoments: At the Airport

	Output

	Rise image with text

	Resources:
	This is a new asset. 




	Image - Rise

	#EmpathyMoment with an image of an agent on a call with a heart (or some illustration to convey caring)

	Text - Rise

	#EmpathyMoments: Let’s review empathy moments while at the airport.

Example 1: Moment: A traveler gets to security and the TSA agent informs them that an item in their carry-on is restricted and must be thrown away. They are very upset about this experience and continue to think about it even after the trip is over.
Example 1: Empathy moment: Try to experience this traveler’s perspective. Imagine the mix of frustration, sadness, and stress as you discard something cherished and rush toward your gate, fearful of missing your flight. 
Example 2: Moment: The traveler is at the check-in desk, all set to start their journey, and then, when their bag is weighed at the check-in counter, they find out that it is overweight and there will be an additional fee to check it. They feel embarrassed, and then dismayed at having to pay an additional fee!
Example 2: Empathy moment: Remember, when travelers contact you, they could have just been through an experience like this. They could feel emotional from a number of things that occurred during their trip.

	Rise

Please create images for both “moment” and “empathy moment.” This can be in line with the main #EmpathyMoments image.




Please create images for both “moment” and “empathy moment.” This can be in line with the main #EmpathyMoments image.

	Traveler Empathy Course Recap: Remember from the Traveler Empathy course, be positive! Listen to the traveler’s request. Respond by communicating empathy and positive language to prevent, or defuse, their negative emotions.
	Rise Image and Text Block

Dev- Please create an image of the EG SS course Traveler Empathy so that it is clear this is referring back to information learned in that course.

	What This Could Look Like: Let’s look at a conversational example.


“I’m sorry that happened. I can’t imagine how frustrating that must have been when you thought your bag was the correct weight and then were told it was overweight.”


	Rise text




	Transition Text - Rise

	Well done! Now that you have experienced what it is like to be at the airport as a traveler, let’s complete a knowledge check to review what you’ve learned. 




	Activity Name
	[bookmark: _heading=h.2t49te9k5b5g]At the Airport Knowledge Check

	Output

	Rise KC Questions

	Resources:
	New asset




	Question #
	Question
	Answer Choices
	Answer Feedback

	1
	When checking through airport security, what goes through separate from the carry-on bag? Select all that apply.
	(Correct) Cell phone
(Correct) Laptop
(Correct) Travel-size liquids
(Correct) Keys

	Correct: Great job! When traveling along the conveyor belt, all of these items are placed on a tray separate from the carry-on bag. 

Incorrect: When traveling along the conveyor belt, all of these items are placed on a tray separate from the carry-on bag. 

	2
	How can a traveler find the size and weight limitations for a carry-on and checked bags?
	(Incorrect) TSA Guidelines
(Incorrect) Airport website
(Correct) Airline website
(Incorrect) EG Group website

	Correct: Great job! Airlines each have distinct size and weight guidelines for carry-on bags and checked baggage. Travelers can find the details on the airline’s website. 

Incorrect:  Airlines each have distinct size and weight guidelines for carry-on bags and checked baggage. Travelers can find the details on the airline’s website. 

	3
	A family who has never flown before is confused about how to find their way to the gate and security. Which signage should they primarily look for to navigate the airport efficiently?

	(Incorrect ) They should follow the signage for “Baggage Claim.”
(Incorrect ) They should follow the signage for “Arrivals.”
(Incorrect ) They should follow the signage for “Transfers.”
(Correct) They should follow the signage for “Security” and/or “Departures.”

	Correct: Great job! The best way to locate the gate and security is to look for signage that says Security or Departures. Departure signs are intended for travelers who have arrived at the airport to board a flight.

Incorrect: The best way to locate the gate and security is to look for signage that says Security or Departures. Departure signs are intended for travelers who have arrived at the airport to board a flight.




	Outro Text - Rise

	Accessibility text: Select the CONTINUE button below to move on.
Add a Continue Button titled: CONTINUE




	Developer Note: Learn It Section #1 Title

	[bookmark: _heading=h.nbuw8soryvqu]Learn It! Section #3 Title: Onboard the Flight




	Intro Text - Rise

	Now that you know more about what it is like to be at the airport, let’s move on to the next step! In this section, you will get to experience what it is like to be onboard a flight as you meet back up with Lin and help her make some decisions. Before we begin, let’s take a look at where we are in the air traveler’s journey! 




	Activity Name
	[bookmark: _heading=h.vws5plu4rosg]The Air Traveler’s Journey - Onboard the Flight

	Output

	Canva Infographic

This infographic will be used at the beginning of each section in the following assets with the “You Are Here” image moving next to each applicable step. 
· The Air Traveler’s Journey - Planning a Flight
· The Air Traveler’s Journey - At the Airport
· The Air Traveler’s Journey - Onboard the Flight
· The Air Traveler’s Journey - Arriving at the Destination

	Resources:
	This is a new asset. 



	Text
	Developer Instructions

	The Air Traveler’s Journey - Planning a Flight
	Using EG look & feel, colors, etc for the overall infographic 

	Step 1: Planning a Flight
This step includes everything from shopping for a flight to getting checked into your flight.
	Include an image of a person on a laptop or tablet shopping for flights on EG (or similar)

	Step 2: At the Airport
This step includes everything from getting to the airport to getting ready to board the plane. 
	Include an image of a person sitting at a gate with a piece of carry-on luggage next to them. It should be clear they are at an airport (or similar image)

	Step 3: Onboard the Flight
This step includes everything from boarding the plane to when the plane lands. 
	Include an image of a person onboard a plane in their seat reading a book (or similar)

** This step will have a “You Are Here” badge or sticker next to it indicating that this is the step we are focusing on in this section. 

	Step 4: Arriving at the Destination
This final step includes everything from getting off the plane to finding ground transportation. 
	Using EG look & feel, colors, etc for the overall infographic 




	Transition Text - Rise

	Now we are ready to experience what it is like to be onboard a flight. Select the START button to begin. 





	Activity Title
	[bookmark: _heading=h.mdxe1c2ut7vg]Onboard the Flight 

	Development Tool
	Storyline simulation

	Duration & Structure
	10 minutes

This will be approached as animated graphic snippets with interactive elements.

The general activity flow will be:

· Intro to the step of flight travel being simulated
· Interactive w/prompts/action choices (3-4 prompts/action choices)
· Animated graphic snippet w/ result/outcome of action chosen including any #EmpathyMoments callouts
· Summary of each choice and why the outcome happened
· Activity wrap-up and outro


	Tone of voice
	Conversational

	Overview
	These scenarios will follow different air travelers throughout the travel journey involving situations encountered during their trip. There are 4 simulations throughout this course: Planning a Flight, At the Airport, Onboard the Flight, and Arriving at the Destination. The learner, through the traveler persona, will be faced with decisions to make related to air travel in an if/then-style branching scenario. 

Resource: The persona’s mood will be illustrated throughout the simulation in the form of a happy face to sad face thermometer. The mood level will go up or down depending on the choice/result the learner makes each time. Depending on the choices the learner makes, the mood level meter results will vary from learner experience to learner experience. 

Voiceover: Murf Avatar for the narrator’s voice:
· Rachel

Developer notes in the Storyboard will be in italicized, blue font.



	Slide # 
	Slide Content
	Interactivity
	Imagery and resource files

	000
Title Page
	Onboard the Flight
	Interactive: “START” button
· Transition: to slide #001
	Show Lin character as part of the Intro imagery

	001
Intro
	Narrator VO and on-screen text:

Being onboard the plane is when the adventure truly takes off! Travelers must navigate through a few steps and pay close attention to cabin rules to ensure a pleasant flight. It’s all about settling in, following safety instructions, and preparing for the journey.
In this simulation, you will help Lin make some decisions while onboard her flight. Each choice will have a different outcome that will impact the emotional experience of her trip. Be on the lookout for #EmpathyMoments where emotions may be heightened. You will see how Lin’s mood is being impacted by your decisions and their results. 

Select the START button to begin. 
	Interactive: “START” button
· Transition: to slide #1.0
	Intro slide
Dev: Any EG brand colors/graphics you think would work best.




	1.0
	On-screen text and VO:

Lin is ready to get started with the process of boarding the plane.

On-screen text: 
Lin is about to board the plane. After she gets on the plane, she needs to think about the in-flight instructions and locating her seat. She definitely doesn’t want to be in the way of other passengers who are also trying to board. She is ready to securely place her carry-on, take her seat, and get ready for take-off.

Accessibility text: Select the LET’S GET STARTED! button below to begin.
	Interactive: “LET’S GET STARTED!” button
· Transition: to slide #1.1
	Lin is in line waiting to get on the plane. She can be shown about to enter the plane with the pilot and flight attendants can be greeting them.

In the bottom right of the slide (or in a visually preferred location) there will be a “meter” showing the persona’s mood. The meter should have 4 degrees on it: bottom: angry, 3rd: sad, 2nd: tiny smile, top: big smile.  The labels for each degree on the meter will not have text. Instead each of the 4 degrees will have an emoji type image portraying the mood the persona is feeling. 

Mood Meter example: here - but with happy on top and angry on the bottom. 

	1.1
	On-screen text: 

Boarding the Plane

Narrator VO: 
Help Lin decide how she should approach the boarding process. It has been so long since she flew on a plane, and she’s not sure which choice is best when it comes to boarding. She’s not sure how it all works. She doesn’t want to be left behind, but she also doesn’t want to stand in line longer than she has to. She has a sore knee that acts up from time to time. How should Lin plan to board the plane?


On-screen text: 
Select the MAKE YOUR CHOICE button to continue. 

Interactive: “MAKE YOUR CHOICE” button
· Transition to slide #1.2
	
	
Frame 1: Lin standing at the gate about to board a plane.

	1.2
	On-screen text: 

Boarding the Plane

Which of the 3 options should Lin choose?

A. Be the first in line.
B. Wait until her zone/section is called.
C. Wait for the final boarding call to get in line.

	Transition will depend upon what answer option the learner selects:
· A - transition to slide # 1.3
· B - transition to slide # 1.4
· C - transition slide # 1.5
	Colors and text in line with EG look & feel.

	1.3
	On-screen text: 

Boarding the Plane | Option A Outcome

Narrator VO:

Let’s see how being the first in line impacts Lin. 

Lin gets in line, but she realizes that her zone/section will not be called until later. She is embarrassed as she moves over to let the priority boarding passengers go first. The gate attendant notices her discomfort and asks if she would like extra time boarding, and then invites her to board with the first group. 

Accessibility text: Select the CONTINUE button below.

	Interactive: “CONTINUE" button
· Transition to slide #1.6
	Frame 1: Lin standing at the front of the line at the gate about to board a plane and she is happy.
(Mood level 1)

Frame 2: Lin is now moved out of the line and is looking neutral.
(Mood level 3)




	

1.4
	On-screen text: 

Boarding the Plane | Option B Outcome

Narrator VO:

Let’s see how waiting until her zone/section is called impacts Lin.

Lin decides to remain seated at the gate and wait until her specific zone/section is called according to her boarding pass. As the zone before hers begins boarding, she gets in line so that she can be one of the first in her zone to board. This way she is not disrupting the boarding process.

Accessibility text: Select the CONTINUE button below.


	Interactive: “CONTINUE" button
· Transition to slide #1.6
	Frame 1:Lin  standing  at the gate about to board a plane and she is happy.
(Mood level 1)

Frame 2: Lin is now on her way towards boarding the plane and happy.
(Mood level 1)


	1.5
	On-screen text: 

Boarding the Plane | Option C Outcome

Narrator VO:

Let’s see how waiting for the final boarding call before getting into line impacts Lin.

Lin waits until the gate agent calls for final boarding, and then she must wait for those ahead of her to stow their bags before she can proceed to her seat. She notices the nearby overhead compartment is full. She has to stow her carry-on in another compartment farther away from her seat.

Accessibility text: Select the CONTINUE button below.

	Interactive: “CONTINUE" button
· Transition to slide #1.6
	Frame 1:Lin standing  at the gate about to board a plane and she is happy.
(Mood level 1)

Frame 2: Lin looking a little less happy as she waits in line
(Mood level 2)

The mood meter shows going down 1 notch 

	1.6
	On-screen text: 

Typically it is best to wait to get in line until the zone/section is called. Travelers can find their zone listed on their boarding pass. The zones are determined by cabin and fare type. Let’s learn a bit more about cabin types.

· The number of cabins and cabin types vary by aircraft.
· Cabin assignments depend on the type of ticket the traveler booked.
· The cabin type determines what amenities are offered on the flight.
· The price increases with each cabin upgrade.

Select each card to flip it over and learn more about cabin types.

Interactive tiles or flip cards:
Developer note: May need to zoom in a new window once flipped to view all of the text without scrolling. Let me know if I need to adjust instructions to a different interaction type. 

 
	Card Front
	Card Back or new window

	Economy
	· Typically the most affordable option. 
· Seats are generally narrower. 
· Fewer amenities are offered. 
· Seats in this cabin are also known as "coach," "standard," or "main cabin" seats.

	Premium economy
	Usually includes slightly wider seats and more legroom than economy.

	Business
	· Offers a quality and comfort level somewhere between economy and first-class seating. 
· Amenities offered may also be between economy and first class.


	First Class
	Located at the front of the plane; travelers can expect a superior experience with plenty of legroom, reclining seats, and meal choices.




Narrator VO:

Let’s see what kind of choice will be best for Lin when it comes to finding her seat.

Accessibility text: Select the CONTINUE button below.
	Interactive: Please create tiles/flip cards that when selected, reveal additional detail (see table) 

Interactive: “CONTINUE” button
· Transition to slide # 1.7
	These can be something more interactive like flip cards where each bullet point is a card that is flipped over to reveal the cabin information.

The cards can have 4 images that represent Economy, Premium Economy, Business and First Class

	1.7
	On-screen text: 

Finding Your Seat

Narrator VO: 
It’s time for Lin to find her seat on the plane, and she’s not exactly sure how to do this. She checks her boarding pass to be absolutely sure, because she sees a couple sitting together, and the wife has her window seat. Lin doesn’t want to cause any trouble, but the flight assistant is helping another passenger stow their bag. What is her best approach?


On-screen text: 
Select the MAKE YOUR CHOICE button to continue. 

	Interactive: “MAKE YOUR CHOICE” button
· Transition to slide #1.8
	· Frame 1: Lin standing inside of the airplane looking down the aisle.

	1.8
	On-screen text: 

Finding Your Seat

Which of the 3 options should Lin choose?

A. Tell the other passengers they are in the wrong seat.
B. Find another seat and sit there.
C. Wait and ask a flight attendant for assistance. 

	Transition will depend upon what answer option the learner selects:
· A - transition to slide # 1.9
· B - transition to slide # 1.10
· C - transition slide # 1.11
	Colors and text in line with EG look & feel.

	1.9
	On-screen text: 

Finding Your Seat | Option A Outcome

Narrator VO:

Let’s see how telling the other passengers they are in the wrong seat impacts Lin.

The passengers apologize, and one of them retreats back to their assigned seat as Lin takes hers. 
	
Interactive: “CONTINUE" button
· Transition to slide #1.12
	Frame 1: Lin entering the airplane and looking at someone sitting in her seat.
(Mood level 4)

Frame 2: Lin happily seated in her window seat on the plane.
(Mood level 1)



	1.10
	On-screen text: 

Finding Your Seat | Option B Outcome

Narrator VO:

Let’s see how finding another seat and sitting there impacts Lin.

Lin is approached by a man who shows his boarding pass stating that she is sitting in his seat. Lin is embarrassed, and waits in the aisle for a flight attendant to help her get her original seat. Other passengers carefully squeeze past her as she waits, wondering where to sit.

	Interactive: “CONTINUE" button
· Transition to slide #1.12
	Frame 1: Lin entering the airplane and looking neutral.
(mood level 3)

Frame 2: Lin looking unhappy sitting in a seat. A second passenger is looking angry at her with arms crossed.
(Mood level 4)

	1.11
	On-screen text: 

Finding Your Seat | Option C Outcome

Narrator VO:


Let’s see how waiting and asking a flight attendant for assistance impacts Lin.

The flight attendant is kind and understanding with Lin. The flight attendant verifies the seat number and kindly guides the other passenger back to their assigned seat. 

Interactive: “CONTINUE" button
· Transition to slide #1.12
	
	Frame 1: Lin standing in the cabin waiting for assistance.
(mood level 3)

Frama gente e 2: Lin sitting in her seat by the window, looking happy.
(mood level 1)

	1.12
	On-screen text: 

Air travel can be a very stressful time and emotions can run high.

Let’s take a moment to learn about seats on the airplane.
Select each seat below to learn about the differences.

Interactive click and reveal/ hotspots:

Window seat:
· The window seat offers travelers a view outside the aircraft and a wall to lean against, but may limit mobility due to being farthest from the aisle.
Middle seat:
· Located between the window and aisle seats, the middle seat offers no direct aisle access or views, often making it the least preferred option for many travelers.
Aisle seat:
· The aisle seat provides travelers with more legroom and easy access to the cabin, but may be subject to disturbance due to the passing cabin crew and other travelers getting up to use the restroom.
Exit row:
· Situated next to the emergency exit doors, the exit row seat typically provides extra legroom, but may have specific safety responsibilities and eligibility criteria.
#EmpathyMoment: Aircraft seating can be very emotionally charged. There could be a situation when a parent is separated from their children on the flight. Or a traveler reclined their seat and it is bothering the person sitting behind them. Remember when travelers contact you, this could have been their experience.

Narrator VO:

Let’s see what kind of choice will be best for Lin when it comes to storing carry-on bags.

Accessibility text: Select the CONTINUE button below.


	Interactive hotspots/click and reveal seats when clicked: 

Interactive: “CONTINUE” button
· Transition to slide # 1.13
	Please show an airplane cabin with the different seat types numbered 1-4 (4 being the exit row). Each of the numbered seats are a hot spot for each of the bulleted items.

Interactive hotspots/click and reveal: Please create an image of rows of seats across the plane (one being an Exit row). Learners can click on each seat to read the information about it.

	1.13
	On-screen text: 

Storing Your Carry-On Bags

Narrator VO: 
There are a few different places for Lin to store her carry-on bags, and she is not sure which one is best. There’s a bit of a difference between using the overhead compartment or sliding it under the seat. She wants to follow the rules and safety instructions, but she also doesn’t want to compromise her own comfort during the flight. What choice should Lin make?

On-screen text: 
Select the MAKE YOUR CHOICE button to continue. 
	Interactive: “MAKE YOUR CHOICE” button
· Transition to slide #1.14
	
Frame 1: Lin standing in an airplane with a carry-on bag and a backpack. She is not sure what to do with it.

	1.14
	On-screen text: 

Storing Your Carry-On Bags

Which of the 3 options should Lin choose?

A. Store both carry-on and backpack in the overhead compartment.
B. Store the carry-on bag in the overhead compartment and backpack under the seat in front of her.
C. Store the carry-on bag under the seat in front of her and the backpack in the overhead compartment. 

	Transition will depend upon what answer option the learner selects:
· A - transition to slide # 1.15
· B - transition to slide # 1.16
· C - transition slide # 1.17
	Colors and text in line with EG look & feel.

	1.15
	On-screen text: 

Storing Your Carry-On Bags | Option A Outcome

Narrator VO:

Let’s see how storing everything in the overhead compartment impacts Lin. 

Lin realizes after the plane takes off that she won’t be able to access her book until the “Fasten Seatbelts” sign is turned off. She wishes she thought ahead about accessing her belongings during the flight. It will only be 30 minutes until they reach cruising altitude, though, and she can read the rest of the way.

Accessibility text: Select the CONTINUE button below.

	Interactive: “CONTINUE" button
· Transition to slide #1.18
	Frame 1: Lin standing in an airplane with a carry-on bag and a backpack. She seems happy.
(mood level 1)

Frame 2: Lin sitting in a seat looking neutral.
(mood level 2) 
· Dev: Demonstrate that both of her carry-ons are located out of reach in the overhead compartment.


	1.16
	On-screen text: 

Storing Your Carry-On Bags | Option B Outcome

Narrator VO:

Let’s see how storing the carry-on overhead and the backpack under the seat impacts Lin. 

Lin has her large carry-on securely in the overhead compartment away from her, but still has access to her backpack that’s under the seat in front of her. This makes her happy that she can still have access to some of her things like her book. The flight attendant helped her lift the bag to the compartment, and her neighbor said he would be happy to get it down for her when they land.

Accessibility text: Select the CONTINUE button below.
	Interactive: “CONTINUE" button
· Transition to slide #1.18
	Frame 1: Lin standing in an airplane with a carry-on bag and a backpack. She seems happy.
(mood level 1)

Frame 2: Lin sitting in a seat looking happy and holding a tablet. 
(mood level 1)
· Dev: Demonstrate that just her carry-on suitcase is located in the overhead compartment, but she has her backpack under the seat in front of her.

	1.17
	On-screen text: 

Storing Your Carry-On Bags | Option C Outcome

Narrator VO:

Let’s see how storing a heavy carry-on impacts Lin. 

Lin tries to put her carry-on suitcase underneath the seat in front of her because it is so heavy, but it’s just small enough to fit perfectly. She is grateful for her short legs, managing just fine with the limited legroom. She saw her neighbor stash their book in the pocket of the seat in front of her and followed their lead. 

Accessibility text: Select the CONTINUE button below.
	Interactive: “CONTINUE" button
· Transition to slide #1.18
	Frame 1: Lin standing in an airplane with a carry-on bag and a backpack. She seems happy. (Mood level 1)

Frame 2: Lin sitting at the seat with the carry-on bag at her feet and a book in the seat pocket ahead of her.

(Mood level 1)

	1.18
	On-screen text: 

This is a good time to review policies about carry-on items.

Reminder: Always check with the specific airline for their regulations and guidelines regarding carry-on and special items as policies may vary.

Select each hotspot below to read some tips.

· Hotspot 1: Underneath the seat
a. Secure items that will be used during the flight, like books or tablets, in a smaller bag, backpack, or purse, under the seat in front of you, or small items in the seat pocket.
· Hotspot 2: Overhead compartment
a. Use overhead compartments for larger items, and check that they are placed correctly to allow for maximum space for other travelers’ items.
· Hotspot 3: Overhead compartment
a. Have bags ready to store quickly to avoid delaying other passengers during boarding.
· Hotspot 4: Stroller
a. Collapse strollers before boarding, and they will typically be stowed in the aircraft's cargo hold and will be returned to the gate or jet bridge while exiting the aircraft.
· Hotspot 5: Wheelchair
a. Most airlines will transport standard manual wheelchairs in the aircraft hold, but battery-operated wheelchairs will have specific requirements.

Narrator VO:

Let’s see what kind of choice will be best for Lin when it comes to moving around during the flight.

Accessibility text: Select the CONTINUE button below.
	
Interactive: “CONTINUE” button
· Transition to slide # 1.19
	These can be something more interactive like flip cards where each bullet point is a card that is flipped over to reveal the two tips.

Dev, please include an image of the overhead compartments in a plane. Have hotspots along the compartments so learners can click on it and read information. Please also include an image of a stroller and a wheelchair in the aisle with hotspots.

	1.19
	On-screen text: 

Moving Around during the Flight

Narrator VO: 
There are various rules about getting out of the seat during the flight. Lin is not sure when it’s allowed or safe to do so. She doesn’t want to risk safety, but she also doesn’t want to feel confined throughout the entire flight, especially if she needs to use the restroom. What should Lin do?


On-screen text: 
Select the MAKE YOUR CHOICE button to continue. 

	Interactive: “MAKE YOUR CHOICE” button
· Transition to slide #1.20
	

Frame 1: Lin is sitting in her seat on the airplane. There can be an arrow or something showing that the “Fasten Seatbelt” sign is on.

	1.20
	On-screen text: 

Moving Around during the Flight

Which of the 3 options should Lin choose?

A. Decide not to leave her seat at all during the entire flight.
B. Remain seated while the “Fasten Seatbelt” sign is on, but get up to stretch and use the restroom after it is turned off.
C. Get out of her seat while the “Fasten Seatbelt” sign is on and move about the cabin.

	
Transition will depend upon what answer option the learner selects:
· A - transition to slide # 1.21
· B - transition to slide # 1.22
· C - transition slide # 1.23
	Colors and text in line with EG look & feel.

	1.21
	On-screen text: 

Moving Around during the Flight | Option A Outcome

Narrator VO:

Let’s see how not leaving her seat at all during the flight impacts Lin. 

Lin decides just to remain seated the entire trip, even when the “Fasten Seatbelt” sign is turned off. However, by the end of the flight she realizes that she regrets not getting up to stretch at all because her knee is very cramped and sore.

	Interactive: “CONTINUE" button
· Transition to slide #1.24
	Frame 1: Lin is sitting in her seat on the airplane looking happy. There can be an arrow or something showing that the “Fasten Seatbelt” sign is on.
(Mood level 2)

Frame 2 Lin is sitting in her seat on the airplane looking unhappy or possibly reaching for her sore knee. There can be an icon showing pain or discomfort.
(Mood level 4)



	1.22
	On-screen text: 

Moving Around during the Flight | Option B Outcome

Narrator VO:

Let’s see how getting up after the “Fasten Seatbelt” sign turns off impacts Lin. 

Lin remains seated with her seatbelt on while the “Fasten Seatbelt” sign is on, but halfway through the trip she decides to get up to stretch and use the restroom after the sign is turned off. She returns to her seat happy and relaxed.
	Interactive: “CONTINUE” button
· Transition to slide #1.24
	Frame 1: Lin is sitting in her seat on the airplane looking happy. There can be an arrow or something showing that the “Fasten Seatbelt” sign is on.
(mood level1)

Frame 2 Lin is standing next to her seat looking happy. The Fasten Seatbelt sign is shown to be OFF.
(Mood level 1)


	1.23
	On-screen text: 

Moving Around during the Flight | Option C Outcome

Narrator VO:

Let’s see how getting out of her seat when the “Fasten Seatbelt” sign is on impacts Lin. 

Lin decides just to get up even though the “Fasten Seatbelt” sign is currently on. A flight attendant quickly approaches her and reminds her of the air regulations, then asks her to safely take her seat. Lin is embarrassed and returns to her seat.

	Interactive: “CONTINUE” button
· Transition to slide #1.24
	Frame 1: Lin is sitting in her seat on the airplane looking happy. There can be an arrow or something showing that the “Fasten Seatbelt” sign is on.
(mood level 1)

Frame 2 Lin is standing next to her seat looking embarrassed as the flight attendant asks her to take her seat.
(mood level 3)

	1.24
	On-screen text: 

Let’s discuss airplane safety procedures! Remember, at the start of the flight, always pay close attention to flight attendants during the safety briefing to understand the safety procedures and equipment on the specific aircraft.


1. Identify the nearest exit points in case of an emergency and remember that the closest exit may be behind you.
2. Keep your seatbelt fastened whenever seated, even if the seatbelt sign is off, to protect against unexpected turbulence.
3. Keep aisles clear and store your belongings securely to prevent tripping hazards.
4. Use electronic devices responsibly and turn them to airplane mode during the flight.

Accessibility text: Select the CONTINUE button below.

	Rise numbered list.

Interactive: “CONTINUE” button
· Transition to slide # 1.25
	

	1.25
	Narrator VO and on-screen text:

You experienced Lin’s perspective to see what it is like to be onboard the plane. Take what you’ve learned with you as you continue your training and build on this knowledge.

	Interactive: “WRAP-UP” button
· Transition to slide # 1.26
	

	1.26
	You may now exit the activity or, if you are still within time, you can select the RESTART button to go through the activity again.

	Interactive: “RESTART” button
· Transition to slide # 000
	End page




	Activity Name
	[bookmark: _heading=h.qav5lyeb208n]#EmpathyMoments: Onboard the Flight

	Output

	Rise image with text

	Resources:
	This is a new asset. 




	Image - Rise

	#EmpathyMoment with an image of an agent on a call with a heart (or other illustration to convey caring)

	Text - Rise

	#EmpathyMoments: Let’s review empathy moments while onboard the flight.

Example 1: Moment: A family boards the plane, only to find out that their seats are scattered throughout the cabin, leaving them unable to sit together, adding stress to their travel experience. They want to make sure they can sit together when they come back.
Example 1: Empathy moment: Express understanding for the stress this has caused their family. Let them know it’s important for them to all be seated together, especially when traveling with young children, and help them find seats together. 
Example 2: Moment: A traveler mistakenly stands up to access the overhead compartment while the “Fasten Seatbelt” sign is still illuminated. A flight attendant promptly approaches and reminds the traveler of the safety regulations.
Example 2: Empathy moment: The traveler clearly experienced discomfort during this moment onboard their flight. You can offer empathy by acknowledging the traveler's feelings from the experience.

	Rise

Please create images for both “moment” and “empathy moment.” This can be in line with the main #EmpathyMoments image.




Please create images for both “moment” and “empathy moment.” This can be in line with the main #EmpathyMoment image.

	Traveler Empathy Course Recap: As you learned from the Traveler Empathy course, travelers want to be understood. We use empathy to recognize and acknowledge what our travelers feel, and share that understanding to drive us toward resolving our travelers’ issues or concerns. 
	Rise Image and Text Block

Dev- Please create an image of the EG SS course Traveler Empathy so that it is clear this is referring back to information learned in that course.

	What This Could Look Like: Let’s look at some conversational examples.

"I’m so sorry for the stress this has caused your family. I know it’s important for you all to be seated together, especially when traveling with young children. Let’s explore available options for your return flight.”
“I’ve been in a similar situation and it was a very uncomfortable moment being in front of other passengers when it happened.”




	Rise text




	Transition Text - Rise

	Well done! Now that you have experienced what it is like to be onboard a flight as a traveler, let’s complete a knowledge check to review what you’ve learned. 




	Activity Name
	[bookmark: _heading=h.bdp7hwxgdyeo]Onboard the Flight Knowledge Check

	Output

	Rise KC Questions

	Resources:
	New asset




	Question #
	Question
	Answer Choices
	Answer Feedback

	1
	Carry-on bags and personal items can be stored in what areas of the plane? Select all that apply. 
	(Incorrect ) The cockpit
(Correct) Overhead compartments
(Incorrect ) Under your seat
(Correct) Under the seat in front of you

	Correct: Great job! Large carry-on bags must be stored in the overhead compartments, but smaller personal items like backpacks, computer bags, or purses can be stored under the seat in front of you.

Incorrect:  Large carry-on bags must be stored in the overhead compartments, but smaller personal items like backpacks, computer bags, or purses can be stored under the seat in front of you.

	2
	When are you allowed to leave your seat and move about the plane while it is in flight?
	(Incorrect ) You are not allowed to leave your seat for any reason.
(Incorrect ) You are allowed to leave your seat at any time.
(Correct)  You may only leave your seat when the “Fasten Seatbelt” sign is off.
(Incorrect ) You may leave your seat when the “Fasten Seatbelt” sign is on.

	Correct: Great job! You must wait until the “Fasten Seatbelt” sign is off before you move about the plane. This is for your safety and the safety of other travelers. While seated, it is a good idea to keep your seatbelt on the entire flight.

Incorrect: You must wait until the “Fasten Seatbelt” sign is off before you move about the plane. This is for your safety and the safety of other travelers. While seated, it is a good idea to keep your seatbelt on the entire flight.

	3
	A first-time traveler seems very anxious about the upcoming boarding process. They ask you, “How does boarding work? What should I do?” What guidance do you provide? 
	(Correct) “Boarding is organized by groups or zones. You can prepare by having your boarding pass and identification ready and listening for your zone to be called at the gate.”
(Incorrect ) “Boarding is a random selection process, so you need to listen carefully for your name to be called.”
(Incorrect ) “Boarding is determined by your arrival time at the gate.”
(Incorrect ) “Boarding is determined by the gate agent.”

	Correct: Great job! Travelers should be aware that the boarding process is organized by zones depending on the ticket they purchased. They should be guided to check their boarding pass and listen for their zone to be called.

Incorrect: Travelers should be aware that the boarding process is organized by zones depending on the ticket they purchased. They should be guided to check their boarding pass and listen for their zone to be called.



	Outro Text - Rise

	Accessibility text: Select the CONTINUE button below to move on.
Add a Continue Button titled: CONTINUE




	Developer Note: Learn It Section #1 Title

	[bookmark: _heading=h.elnrc1jmupm3]Learn It! Section #4 Title: Arriving at the Destination





	Intro Text - Rise

	You have landed! In this section, you will get to experience what it is like to arrive at your destination as Samira, who is traveling with her infant daughter. Before we begin, let’s take a look at where we are in the air traveler’s journey! 




	Activity Name
	[bookmark: _heading=h.pwwqfqdo3ilf]The Air Traveler’s Journey - Arriving at the Destination

	Output

	Canva Infographic

This infographic will be used at the beginning of each section in the following assets with the “You Are Here” image moving next to each applicable step. 
· The Air Traveler’s Journey - Planning a Flight
· The Air Traveler’s Journey - At the Airport
· The Air Traveler’s Journey - Onboard the Flight
· The Air Traveler’s Journey - Arriving at the Destination

	Resources:
	This is a new asset. 



	Text
	Developer Instructions

	The Air Traveler’s Journey - Planning a Flight
	Using EG look & feel, colors, etc for the overall infographic. 

	Step 1: Planning a Flight
This step includes everything from shopping for a flight to getting checked into your flight.
	Include an image of a person on a laptop or tablet shopping for flights on EG (or similar)

	Step 2: At the Airport
This step includes everything from getting to the airport to getting ready to board the plane. 
	Include an image of a person sitting at a gate with a piece of carry-on luggage next to them. It should be clear they are at an airport (or similar image)

	Step 3: Onboard the Flight
This step includes everything from boarding the plane to when the plane lands. 
	Include an image of a person onboard a plane in their seat reading a book (or similar)

	Step 4: Arriving at the Destination
This final step includes everything from getting off the plane to finding ground transportation. 
	Using EG look & feel, colors, etc for the overall infographic 

** This step will have a “You Are Here” badge or sticker next to it indicating that this is the step we are focusing on in this section. 




	Transition Text - Rise

	Now we are ready to experience the final step of our journey: arriving at the destination. Select the START button to begin. 




	Activity Title
	[bookmark: _heading=h.eug6zf2h1exz]Arriving at the Destination

	Development Tool
	Storyline

	Duration & Structure
	10 minutes

This will be approached as animated graphic snippets with interactive elements.

The general activity flow will be:

· Intro to the step of flight travel being simulated
· Interactive w/prompts/action choices (3-4 prompts/action choices)
· Animated graphic snippet w/ result/outcome of action chosen including any #EmpathyMoments callouts
· Summary of each choice and why the outcome happened
· Activity wrap-up and outro


	Tone of voice
	Conversational

	Overview
	These scenarios will follow an air traveler throughout the travel journey involving situations encountered during their trip. There are 4 simulations throughout this course: Planning a Flight, At the Airport, Onboard the Flight, and Arriving at the Destination. The learner, through the traveler persona, will be faced with decisions to make related to air travel in an if/then-style branching scenario. 

Resource: The persona’s mood will be illustrated throughout the simulation in the form of a happy face to sad face thermometer. The mood level will go up or down depending on the choice/result the learner makes each time. Depending on the choices the learner makes, the mood level meter results will vary from learner experience to learner experience. 

Voiceover: Murf Avatar for the narrator’s voice:
· Rachel

Developer notes in the Storyboard will be in italicized, blue font.




	Slide # 
	Slide Content
	Interactivity
	Imagery and resource files

	000
Title Page
	Arriving at the Destination

	Interactive: “START” button
· Transition: to slide #001
	Use the Samira character. 

	001
Intro
	Narrator VO and on-screen text:

After arriving at the flight destination, travelers then need to navigate through various areas and adhere to airport signs and directions to exit (or find connecting flights) efficiently.
In this simulation, you will help Samira make choices as she moves through the airport upon her arrival. Samira is traveling with her infant daughter, trying to navigate the details while sharing her focus with her baby’s needs. Each choice will have a different outcome that will impact the emotional experience of her trip. Be on the lookout for #EmpathyMoments where emotions may be heightened. You will also see how Samira’s mood is impacted by your decisions and their results. 

Select the START button to begin.

	Interactive: “START” button
· Transition: to slide #1.0
	Intro slide
Dev: Any EG brand colors/graphics you think would work best.




	1.0
	On-screen text and VO:

Samira and her baby girl are ready to get started with the process of arriving at their destination.

On-screen text: 
Samira has landed at her first destination, so now she needs to go through a series of steps to reach her connecting flight. She also considers how long it will take to collect her bags at baggage claim at her final destination, and if she is traveling internationally, she may need to go through customs. She wants to get through the airport as quickly as she can to tend to her daughter’s diaper before boarding on the next flight. 

Accessibility text: Select the LET’S GET STARTED! button below to begin.

	
Interactive: “LET’S GET STARTED!” button
· Transition: to slide #1.1
	For all images of Samira, she should be pictured with her infant daughter - possibly with a wearable baby carrier strapped to her. 

Samira standing inside of an airport terminal after departing the airplane. There is airport signage pointing in different directions. Some say “Transfer/Connecting Flights.” Some say Exit, Customs, Baggage Claim, Restrooms, Rental Cars, Shuttle.

In the bottom right of the slide (or in a visually preferred location) there will be a “meter” showing the persona’s mood. The meter should have 5 degrees on it: bottom: angry, 4th annoyed,3rd: neutral, 2nd: tiny smile, top: big smile.  The labels for each degree on the meter will not have text. Instead each of the 4 degrees will have an emoji type image portraying the mood the persona is feeling. 

Mood Meter example: here - but with happy on top and angry on the bottom. 

	1.1
	On-screen text: 

Exiting the Plane

Narrator VO: 
Help Samira decide how to exit the plane in the way that works best for her. As she looks around, she sees some people standing up and waiting in the aisle while others are waiting patiently in their seats. Samira and her daughter will be some of the last people to depart the plane. She doesn’t want to appear impatient, but she does need to consider the time it will take once she’s gotten off the plane. What choice will you make to help Samira? 


On-screen text: 
Select the MAKE YOUR CHOICE button to continue. 
	Interactive: “MAKE YOUR CHOICE” button
· Transition to slide #1.2
	Frame 1: Samira is sitting in her seat with her infant on the airplane and other passengers are all in their seats as well. This plane has landed and passengers are waiting to exit.

	1.2
	On-screen text: 

Exiting the Plane

Which of the 3 options should Samira choose?

A. Stand up as soon as the plane stops moving so she can be first in line to exit.
B. Patiently wait in her seat until all the travelers in the seats in front of her exit.
C. Patiently wait in her seat until she is the very last person on the plane. 

	Transition will depend upon what answer option the learner selects:
· A - transition to slide # 1.3
· B - transition to slide # 1.4
· C - transition slide # 1.5
	Colors and text in line with EG look & feel.

	1.3
	On-screen text: 

Exiting the Plane | Option A Outcome

Narrator VO:

Let’s see how standing up as soon as the plane stops moving impacts Samira.

Samira is up and ready to be one of the first out of the plane, but she soon realizes that the passenger boarding bridge  isn’t even attached yet, so she remains standing in the line, waiting for the door to open. When it finally does, she continues waiting as those ahead of her are collecting their bags from the overhead compartment. This wasn’t as fast as she expected, and her own load is feeling heavy as she waits holding everything.


Accessibility text: Select the CONTINUE button below.

	Interactive: “CONTINUE” button
· Transition to slide #1.6
	Frame 1: Samira looking happy standing in the aisle towards the front of the plane. There are other passengers all around seated.
(mood meter 1)

Frame 2: Samira looking unhappy standing in the aisle towards the front of the plane. The other passengers are looking angry and shouting.
(Mood meter 4)




	

1.4
	On-screen text: 

Exiting the Plane | Option B Outcome

Narrator VO:

Let’s see how patiently waiting her turn to exit impacts Samira.

Samira remains in her seat until all the other travelers in the seats in front of her have gotten up to collect their carry-ons and exit the plane. Her daughter sleeps peacefully in her arms as she waits. At the appropriate time, she collects her bags and walks off the plane in an orderly manner without the rush and pushing that sometimes occurs as people rush to collect their belongings.

Accessibility text: Select the CONTINUE button below.

	Interactive: “CONTINUE” button
· Transition to slide #1.6
	Frame 1: Samira looking happy sitting in their seat with baby asleep in her arms. There are other passengers all around seated. There are a few passengers that are in the aisle.
(Mood meter-1)

Frame 2: Samira looking happy now standing in line with other passengers with her carry-on bag. All passengers look happy.
(Mood meter - 1)

	1.5
	On-screen text: 

Exiting the Plane | Option C Outcome

Narrator VO:

Let’s see how patiently waiting until everyone else has exited impacts Samira.

It seems like a good idea to Samira at the time to wait to depart until she’s the last person on the plane. It is nice exiting the plane without feeling rushed, until she leaves the gate. She still has to find her connecting flight, and what’s that smell coming from the baby? Her calm feeling diminishes as she begins to feel rushed in reaching her connecting flight. 


Accessibility text: Select the CONTINUE button below.

	Interactive: “CONTINUE” button
· Transition to slide #1.6
	Frame 1: Samira looking happy sitting in her seat. There are other passengers all in a line in the aisle looking happy. Samira is the only passenger in a seat.
(Mood level 1)

Frame 2: Samira looking stressed and worried holding a baby with a dirty diaper (stinky). She is the last person on the plane, standing in the aisle with their bags, rushing to get off the plane.
(Mood level 3)

	1.6
	On-screen text: 

What is a connecting flight? In some cases, travelers will have multiple stops before reaching their final destination. They may need to locate their next flight immediately after exiting the plane.

Select each item below to read some related tips.

· Hotspot 1: “Connecting Flights” sign: Airports have specific signage for connecting flights guiding travelers to the correct terminals or gates. This could be called “Connecting Flights” or “Transfers.”
· Hotspot 2: Clock on the wall: Make sure you have sufficient time between flights to navigate through the airport, possibly go through security again, and reach the gate for your connecting flight.
· Hotspot 3: Digital departure screen: After you exit the plane, check the departure screens located in the terminal or your airline's phone app for the most up-to-date gate information for your connecting flight.
· Hotspot 4: Transfer desk: If you have a tight connection window or encounter any issues, contact airline staff for assistance or directions.
#EmpathyMoment: The stress levels of travelers can significantly increase upon arrival when they have a small amount of time to catch a connecting flight, especially if it involves navigating through a busy airport. Travelers might have reasons, like Samira traveling with an infant, why navigating an airport to catch a connecting flight can be extra difficult. 

Narrator VO:

Now that you know what a connecting flight is, let’s see what kind of choice will be best for Samira when it comes to finding her connecting flight.

Accessibility text: Select the CONTINUE button below.

	Interactive: Labeled graphic - Interactive airport map with hotspots:
Display an interactive airport map with clickable hotspots showing clock, transfer desks, digital departure screen, and connecting flight signage. When users click on a hotspot, a pop-up appears, providing information related to that hotspot.





















Interactive: “CONTINUE” button
· Transition to slide # 1.7
	Interactive airport map with hotspots:
Airport map with clickable hotspots includes clock, transfer desks, digital departure screen, and connecting flight signage. 











Please use the #EmpathyMoments image here

	1.7
	On-screen text: 

Finding Your Connecting Flight

Narrator VO: 
Samira needs to find her connecting flight, but she’s not entirely sure that she knows where to go. She doesn’t know if the best choice is to follow the signs, check the monitors, or ask at the transfer desk. She doesn’t want to waste time going the wrong way and risk missing her flight.


On-screen text: 
Select the MAKE YOUR CHOICE button to continue. 

	Interactive: “MAKE YOUR CHOICE” button
· Transition to slide #1.8
	

Frame 1: Samira standing in the airport terminal right after she exited the plane. There are various signs pointing in different directions and monitors and a transfer desk.


	1.8
	On-screen text: 

Finding Your Connecting Flight

Which of the 3 options should Samira choose?

A. Visit the transfer desk and speak with an airline staff member about her connecting flight.
B. Follow the airport signage for “Connecting Flights” and/or “Transfers.”
C. Follow the airport signage for “Baggage Claim.”


· 
	Transition will depend upon what answer option the learner selects:
· A - transition to slide # 1.9
· B - transition to slide # 1.10
· C - transition slide # 1.11
	Colors and text in line with EG look & feel.

	1.9
	On-screen text: 

Finding Your Connecting Flight | Option A Outcome

Narrator VO:

Let’s see how speaking with an airline staff member about her connecting flight impacts Samira.

She decides to visit the transfer desk to make sure she knows exactly where to go for her connecting flight. They have the most up-to-date information about the time and gates, and even share the easiest way to get to the next terminal. This makes her feel much calmer.

	Interactive: “CONTINUE” button
· Transition to slide #1.12
	Frame 1- Samira standing in the airport terminal right after she exited the plane. She looks unsure of where to go and a bit nervous. There are various signs pointing in different directions and monitors and a transfer desk.
(Mood level 3)


Frame 2: Samira looking happy standing at the Transfer desk speaking to airline staff.
(Mood level 1)

	1.10
	On-screen text: 

Finding Your Connecting Flight | Option B Outcome

Narrator VO:

Let’s see how following signs that say “Connecting Flights” or “Transfers” impacts Samira.

She decides to follow the airport signage for “Connecting Flights” and/or “Transfers.” Once she gets close enough in the crowd and locates her connecting flight on the board, she finds her gate quickly and has plenty of time to catch her connecting flight.


	Interactive: “CONTINUE” button
· Transition to slide #1.12
	Frame 1-Samira standing in the airport terminal right after she exited the plane. She looks unsure of where to go and a bit nervous. There are various signs pointing in different directions and monitors and a transfer desk.
(Mood level 3)

Frame 2: Samira looking happy standing at the next gate of her connecting flight.
(Mood level 1)

	1.11
	On-screen text: 

Finding Your Connecting Flight | Option C Outcome

Narrator VO:

Let’s see how following the signs that say “Baggage Claim” impacts Samira.

She follows the signs to baggage claim, but soon realizes that is not where she needs to go. Baggage claim should be a step at her final destination, not during a connecting flight. Now she is stressed and worried as she rushes to find her connection.

	Interactive: “CONTINUE” button
· Transition to slide #1.12
	Frame 1- Samira standing in the airport terminal right after she exited the plane. She looks unsure of where to go and a bit nervous. There are various signs pointing in different directions and monitors and a transfer desk.
(Mood level 3)

Frame 2: Samira standing in the Baggage Claim area looking very worried and unhappy.
(Mood level 4)

	1.12
	On-screen text: 
As you can see, travelers have a few different ways to locate their connecting flights.

Now, let’s learn about baggage claim. When do travelers retrieve their checked bags? When arriving at the final destination, follow the signs for “Baggage Claim” to retrieve any checked luggage.

Select each icon to learn about the baggage claim process.

Hotspot 1: Located on overhead screen: Find the baggage carousel assigned to your flight; information can usually be found on overhead screens.

Hotspot 2: Located on baggage carousel: Stand back from the carousel and wait for your luggage to appear; it helps in avoiding congestion.

Hotspot 3: Located on a piece of luggage sitting next to the carousel: Before leaving with a suitcase, double-check the tags to ensure that it's yours, as many bags look alike.

Hotspot 4: Service desk: If your luggage doesn’t arrive, report it immediately to the airline’s service desk in the baggage claim area. Remember, it’s always a good idea to have a piece of personal identification inside your checked bag in case it is lost.

#EmpathyMoment: When a traveler finds out their luggage is lost, it can make them feel extremely upset and stressed. It’s easy to feel for them, knowing how hard it is to be without their belongings and dealing with the hassle it brings to their plans.

Narrator VO:

Let’s see what decision will be best for Samira when it comes to baggage claim.

Accessibility text: Select the CONTINUE button below.

	Interactive: “CONTINUE” button
· Transition to slide # 1.13
	These can be something more interactive.

Dev notes: Can the image be a Baggage Claim carousel/conveyor with different luggage on it?  If possible, can the conveyor be animated and go around in a circle?
There is also an overhead screen showing the names of the airlines at that baggage carousel. There is a piece of luggage with a tag on it sitting to the side of the carousel on the ground. There is a service desk to the side of the carousel. There are hotspots in the scene (see left side)

	1.13
	On-screen text: 

Baggage Claim

Narrator VO: 
Samira is at her final destination and now she needs to go collect her luggage. She can follow the airport signs to baggage claim and head there immediately, or she can stop and have some dinner first at the airport cafe. She does need to get her luggage, but she also wants to relax and have some food and give her baby a bottle after that long flight.


On-screen text: 
Select the MAKE YOUR CHOICE button to continue. 
	
Interactive: “MAKE YOUR CHOICE” button
· Transition to slide #1.14
	

Frame 1: Samira standing in the airport. There are signs pointing to Baggage Claim.

	1.14
	On-screen text: 

Baggage Claim

Which of the 3 options should Samira choose?

A. Take the nearest escalator and go downstairs assuming that it is going to baggage claim.
B. Immediately go to the baggage claim area by following the directional signs.
C. Go get food at the airport cafe and follow the signs to baggage claim afterward.

	Transition will depend upon what answer option the learner selects:
· A - transition to slide # 1.15
· B - transition to slide # 1.16
· C - transition slide # 1.7
	Colors and text in line with EG look & feel.

	1.15
	On-screen text: 

Baggage Claim | Option A Outcome

Narrator VO:

Let’s see how taking the nearest escalator and going downstairs assuming that it is going to baggage claim impacts Samira.

She takes the escalator downstairs, but soon realizes she is in another airline’s baggage claim area of the airport! The escalator didn’t take her to her flight’s baggage claim as she thought. She looks around for signs that will take her to her airline’s baggage claim and hopes her luggage is still there.

	
Interactive: “CONTINUE” button
· Transition to slide #1.18
	Frame 1: Samira looking happy riding on an escalator heading down.
(Mood level 1)

Frame 2: Samira in the airport Check-In area looking unhappy and confused. She sees a sign for Baggage Claim pointing to a different area
(Mood level 4)


	1.16
	On-screen text: 

Baggage Claim | Option B Outcome

Narrator VO:

Let’s see how following the signs to baggage claim right away impacts Samira.

Samira doesn’t want to miss picking up her luggage, so she heads immediately to the baggage claim area. She gets there quickly and finds her bag easily.

	Interactive: “CONTINUE” button
· Transition to slide #1.18
	Frame 1: Samira looking happy standing in the airport. There is a sign pointing to Baggage Claim.
(Mood meter 1)

Frame 2: Samira looking happy standing in the Baggage Claim area. She is standing with luggage next to her that she already found on the carousel.
(Mood meter 1)

	1.17
	On-screen text: 

Baggage Claim | Option C Outcome

Narrator VO:

Let’s see how stopping at the airport cafe before going to baggage claim impacts Samira.

She and her baby are very hungry. Her daughter has had enough of her baby carrier and is getting cranky, so she decides to go get a meal at the airport cafe. It takes longer than she expects to receive her order and calm the baby. When she makes it to the baggage claim, they have already stopped the luggage carousel and her bag is nowhere to be found! Fortunately, a kind attendant at baggage claim is holding her bag safe behind the counter.


	Interactive: “CONTINUE” button
· Transition to slide #1.18
	Frame 1: Samira looking happy at a booth in the airport cafe enjoying a meal.
(Mood level 2)

Frame 2: Samira looking unhappy standing in the empty Baggage Claim area. There are no people around and no more luggage on the carousel. 
(Mood level 3)

	1.18
	On-screen text: 

Did You Know? Luggage is kept on the luggage carousel for about 30-60 minutes, depending on how busy the airport is. It’s important to collect your baggage as soon as possible.

Let’s quickly learn about customs. Customs is an area in the airport where officials check what people are bringing into the country and make sure it's allowed and legal. They also collect taxes on some goods.

Select each card to flip it over and learn about the differences between customs forms and kiosks.

Card 1: Customs Forms
· Traditional method: Travelers fill out paper forms declaring goods being brought into the country.
· Information required: Includes personal information, flight details, and declarations regarding agricultural products, etc.
· Inspection: May require additional inspection based on the declared items.

Card 2: Customs Kiosks
· Modern method: Electronic kiosks available at some airports for travelers to declare goods being brought into the country.
· Information input: Travelers input similar information as required on forms using a touch screen.
· Efficiency: Generally faster and more efficient than paper forms, especially when lines are long.


Narrator VO:

Let’s see what kind of choice will be best for Samira when it comes to locating ground transportation.  

Accessibility text: Select the CONTINUE button below.


	Interactive: 2 Flip Cards: “Customs Forms” and “Customs Kiosks”

Interactive: “CONTINUE” button
· Transition to slide # 1.19
	Add any imagery you think would be best.

	1.19
	On-screen text: 

Locating Ground Transportation

Narrator VO: 
There are a few different options for Samira to find ground transportation. She will need to follow signs to different areas in the airport if she is renting a car, ordering a rideshare, or using public transportation like buses or the metro.


On-screen text: 
Select the MAKE YOUR CHOICE button to continue. 

	Interactive: “MAKE YOUR CHOICE” button
· Transition to slide #1.20
	
Frame 1: Samira standing in the airport looking at signs pointing to different directions. 
· Signs say Rental Cars, Rideshare Pickup, Public Transportation, Train Station, Airport Exit

	1.20
	On-screen text: 

Locating Ground Transportation

Which of the 3 options should Samira choose?

A. Using a rideshare, she follows the sign that says “Rideshare.”
B. Renting a car, she follows the sign that says “Rental Cars.”
C. Taking the public bus, she follows the sign that says “Public Transportation.”

	Transition will depend upon what answer option the learner selects:
· A - transition to slide # 1.21
· B - transition to slide # 1.22
· C - transition slide # 1.23
	Colors and text in line with EG look & feel.

	1.21
	On-screen text: 

Locating Ground Transportation | Option A Outcome

Narrator VO:

Let’s see how using a rideshare impacts Samira.

Samira doesn’t have to wait long to find her rideshare in the designated area. There is a small amount of confusion with the car seat, but fortunately the driver has one in the trunk and they are on their way.

Accessibility text: Select the CONTINUE button below.


	Interactive: “CONTINUE” button
· Transition to slide #1.24
	Frame 1: Samira standing in the Rental Car area of the airport looking happy.
(Mood level 1)

Frame 2: Samira suddenly looking panicked and unhappy as she looks at her mobile phone rideshare app and realizes she is in the wrong place.
(Mood level 2)


	1.22
	On-screen text: 

Locating Ground Transportation | Option B Outcome

Narrator VO:

Let’s see how renting a car and following the sign that says “Rental Cars” impacts Samira.

She has decided the best transportation for her will be to rent a car. The rental company even lets her rent a car seat when she reveals that she is traveling with an infant. She follows the signs to the rental car area and finds the counter for the company she has booked her reservation with.

Accessibility text: Select the CONTINUE button below.

	Interactive: “CONTINUE” button
· Transition to slide #1.24
	Frame 1: Samira standing in the Rental Car area of the airport looking happy.
(Mood level 1)


Frame 2: Samira standing in the Rental Car area of the airport looking happy and now holding a set of car keys and giving a “thumbs up” gesture.
(Mood level 1)


The mood meter does not move. 

	1.23
	On-screen text: 

Locating Ground Transportation| Option C Outcome

Narrator VO:

Let’s see how taking the bus and following the signs that say “Public Transportation” impacts Samira.

After weighing her options, she decides that she will take public transportation by bus to her hotel. She follows the signs in the airport for public transportation and locates the bus terminal easily. A nice man helps her load her belongings onto the bus, and the concierge at the hotel helps get them loaded to a cart when she arrives. Samira feels grateful for their kindness in assisting her with that burden.

Accessibility text: Select the CONTINUE button below.

· 
	Interactive: “CONTINUE” button
· Transition to slide #1.24
	Frame 1: Samira standing in the Public Transportation area of the airport looking happy.
(Mood level 1)


Frame 2: Samira standing outside of the Public Transportation area looking happy. She is standing in front of a bus and is giving a “thumbs up” gesture.
(Mood level 1)

	1.24
	On-screen text: 

Great work locating ground transportation! Before we end, let’s go over just a few key differences between domestic and international airport experiences.

Select each card to flip it over and learn about key differences.

Click and reveal: 

(card/tile) Domestic Traveler:

· Security: Goes through security screening but generally faces less stringent restrictions compared to international travelers
· Documentation: Needs less documentation, usually just a valid form of identification
· Check-in process: Relatively straightforward, with fewer questions asked
· No customs: Does not have to go through customs and immigration procedures
· Flight connection: May have easier and quicker flight connections within the same country
(card/tile) International Traveler:
· Security: May encounter more rigorous security checks and screenings
· Documentation: Requires a valid passport, and possibly a visa, depending on the destination country. Use the Knowledge Base to direct travelers to find specific ID requirements for traveling.
· Check-in process: May involve additional questions and verification due to international travel regulations
· Customs & immigration: Needs to clear customs and immigration, which can be time consuming
· Flight connection: May have to go through additional security and documentation checks when connecting to another international flight


Narrator VO: None

Accessibility text: Select the CONTINUE button below.


	Interactive: 2 tiles/cards 
1. Domestic Traveler
2. International Traveler
Each reveals detail when clicked. 

Interactive: “CONTINUE” button
· Transition to slide # 1.25
	There are two cards, one for Domestic Traveler and one for International Traveler

Domestic: Please create an image of a card and on the card is a hand holding an identification card and a boarding pass.

International: Please create an image of a card and on the card is a hand holding an identification card, a boarding pass, and a passport. There is also a globe shown behind this image to signify global travel.

	1.25
	Narrator VO and on-screen text:

You experienced Samira’s perspective to see what it takes to arrive at her destination. Take what you’ve learned with you as you continue your training and build on this knowledge.


	Interactive: “WRAP-UP” button
· Transition to slide # 1.26

	

	1.26
	You may now exit the activity or, if you are still within time, you can select the RESTART button to go through the activity again.

	Interactive: “RESTART” button
· Transition to slide # 000
	End page



	Activity Name
	[bookmark: _heading=h.tx8ha4k9z6nv]#EmpathyMoments: Arriving at the Destination

	Output

	Rise image with text

	Resources:
	This is a new asset. 




	Image - Rise

	#EmpathyMoment with an image of an agent on a call with a heart (or some illustration to convey caring)

	Text - Rise

	#EmpathyMoments: Let’s review empathy moments during arriving at the destination.

Example 1: Moment: A traveler, rushing through the terminal, has a very short time to get to their connecting flight. They reach their gate just minutes before it closes. When they contact you later, they want to make sure they never experience something like this again.
Example 1: Empathy moment: Understanding the panic and stress a traveler feels when running late for a connecting flight is essential. The fear of missing the flight and dealing with rebooking, possibly missing an important event or meeting, can be overwhelming.
Example 2: Moment: A traveler contacts you and says that the last time they traveled, the airline lost their luggage. It was such a stressful experience because they were in town for a funeral and they had family photographs packed in their bag.
Example 2: Empathy moment: This traveler clearly has two extremely upsetting and stressful events—losing their luggage and traveling for a funeral. Offering your heartfelt condolences will go a long way. 

	Rise Image/Text

Please create images for both “moment” and “empathy moment.” This can be in line with the main #EmpathyMoments image.




Please create images for both “moment” and “empathy moment.” This can be in line with the main #EmpathyMoment image.

	Traveler Empathy Course Recap: Remember from the Traveler Empathy course, empathy is feeling with someone. Sympathy is feeling sorry for someone.
	Rise Image and Text Block

Dev- Please create an image of the EG SS course Traveler Empathy so that it is clear this is referring back to information learned in that course.

	What This Could Look Like: Let’s look at some conversational examples.

“I’m sorry you had to experience that and nearly miss your connecting flight. That is so stressful! I’d be happy to give you my best tips for booking connecting flights.”

“I am truly sorry to hear that you experienced that, especially at such a challenging time. It must have been really tough for you. My sincerest condolences for your loss.” 
	Rise text




	Transition Text - Rise

	You have completed experiencing the air traveler’s journey! Let’s complete a knowledge check to review what you’ve learned about arriving at your destination. 




	Activity Name
	[bookmark: _heading=h.o8i8bk9pbxz]Arriving at the Destination Knowledge Check

	Output

	Rise MC Questions

	Resources:
	New asset




	Question #
	Question
	Answer Choices
	Answer Feedback

	1
	Which of the following are considered ground transportation? Select all that apply.
	(Correct) Rideshares
(Correct) Public buses
(Correct) Passenger trains
(Correct) Rental cars

	Correct: Great job! All of these options are considered ground transportation. Most airports will have signage that will guide travelers to each type.

Incorrect: All of these options are considered ground transportation. Most airports will have signage that will guide travelers to each type.


	2
	You should collect your luggage from ___________ as soon as possible after your flight lands at its final destination.
	(Incorrect) Check-in
(Incorrect ) Ground transportation
(Incorrect ) Security
(Correct) Baggage claim

	Correct: Great job! Depending on the airport, some baggage claim carousels will only keep luggage circulating for 30-60 minutes. It’s important to collect your luggage as soon as possible.

Incorrect: Depending on the airport, some baggage claim carousels will only keep luggage circulating for 30-60 minutes. It’s important to collect your luggage as soon as possible.

	3
	A traveler who hasn’t flown in over 20 years contacts you and asks, “What should I do once the plane lands at my destination?” What is your most comprehensive and helpful response? 
	(Incorrect ) “Once you leave the plane, head immediately to the next gate for additional information.”

(Incorrect ) “Once you leave the plane, you are required to go through security again.”

(Correct) “Once you leave the plane, follow the specific airport signage for ‘Baggage Claim’ if you checked your bags, ‘Rental Car’ if you need a car, or ‘Airport Exit.’”

(Incorrect )  “Once you leave the plane, stay and wait for an airport employee to guide you.”

	Correct: Great job! Signage is the best way for travelers to navigate the airport after arriving at their destination. They may be headed to various areas within the airport such as baggage claim or the rental car area, or simply need to locate the exit.

Incorrect: Signage is the best way for travelers to navigate the airport after arriving at their destination. They may be headed to various areas within the airport such as baggage claim or the rental car area, or simply need to locate the exit.




	Outro Text - Rise

	Accessibility text: Select the MASTER IT! (SELF-PACED) button below to move on.
Add a continue button titled: MASTER IT! (SELF-PACED)




[bookmark: _heading=h.35nkun2]
[bookmark: _heading=h.1ksv4uv]Master It! (SELF-PACED)


	Activity Name
	[bookmark: _heading=h.z337ya]Wrap-Up

	Output

	EG Rise Wrap-Up Page
Rise Text
Rise 2-Column Grid 

	Resources:
	New asset



	Intro Text - Rise

	You are almost done with the course!




	Canva Asset - Image

	Please ensure you have:
· Completed all activities 
· Prepared for the assessment




	Outro Text - Rise 

	Accessibility text: Select the PROFICIENCY ASSESSMENT button below to move on.
Add a continue button titled:  PROFICIENCY ASSESSMENT



	Activity Name
	[bookmark: _heading=h.k1q220e2ezft]Proficiency Assessment

	Output

	Rise Quiz Lesson

	Resources:
	Devs: This asset has been updated- please see red text for updates. 

LMS Admin Notes: please create a Rise quiz lesson with a question bank.




	Intro Text - Rise 

	Now it's time to demonstrate your new skills and knowledge. You will complete an assessment which will demonstrate your ability to meet the course objectives. 

Course Objectives
1. Explain the flight booking process and how a traveler should effectively prepare for a flight.
2. Explain how a traveler navigates the airport on the day of departure.
3. Explain how a traveler boards a plane and what to do while on a flight.
4. Explain how a traveler arrives at their destination.     
5. Relate the traveler’s experience to empathy moments you will encounter.

Scoring and Completion
You must score 80% or higher to pass the assessment. If you do not pass the assessment on the first attempt, you may revisit it in the learning management system for an additional attempt. 

If you do not pass the assessment on the second attempt, work with your facilitator to review the content and they will provide guidance on how to proceed. 

Select the button below to take the quiz.



	Question #
	Questions
	Answer Choices
	Answer Feedback

	1

Multiple Choice
	A frantic first-time international traveler contacts you and asks if a driver's license is enough identification for an international flight. What do you do?

Course Objective 1: Explain the flight booking process and how a traveler should effectively prepare for a flight.
	a. (Incorrect) Tell the traveler they only need a valid driver’s license to board the flight.
b. (Correct) Refer to the Knowledge Base on where to refer the traveler for identification requirements.
c. (Incorrect) Tell the traveler they need a valid passport with an expiration date 6 months from the date of travel.
d. Refer to the airline’s website and provide the traveler with the identification requirements found there.
	Correct: That’s right! Great job! We check the Knowledge Base to know where to direct travelers to find the latest ID requirements for travel.

Incorrect: That’s not quite right. Remember, it’s best to refer travelers to where they can find the latest information.


	2

Multiple Selection
	During a traveler conversation, they tell you that they've packed a full-size can of their favorite hairspray in their carry-on. What items should you tell the traveler are restricted on flights? Select all that apply.

Course Objective 1: Explain the flight booking process and how a traveler should effectively prepare for a flight.
	a. (Incorrect) Bulky clothing items
b. (Correct) Aerosols
c. (Correct) Flammable liquids or gels
d. (Correct) Blades such as box cutters, knives, or swords
e. (Incorrect) Purse or handbag 
	Correct: That’s right! Great job! There are some items that are restricted on flights. These include aerosols, flammable liquids or gels, and blades such as box cutters, knives, or swords.


Incorrect: That’s not quite right. Remember, there are some items that are restricted on flights. 


	3

Multiple Choice
	A frequent traveler contacts you and mentions they've had their luggage misplaced on other airlines in the past. They ask for your advice on how to best ensure that their luggage can be easily identified if lost during transit. What do you recommend to them?

Course Objective 1: Explain the flight booking process and how a traveler should effectively prepare for a flight.
	a. (Correct) “It is recommended that you leave a piece of personal identification in your checked bag so that you can prove it belongs to you once found.”
b. (Incorrect) “It is recommended that you leave all valuable items at home.”
c. (Incorrect) “It is recommended that you leave your contact information with the gate agent at the airport.”
d. (Incorrect) “It is recommended that you only bring carry-on bags and not check your luggage.”
	Correct: That’s right! Great job! The best way for a traveler to ensure that their luggage can be easily identified if lost during transit is to leave a piece of personal identification inside their checked bag.

Incorrect: That’s not quite right. Remember, the best way for a traveler to ensure that their luggage can be easily identified if lost during transit is to leave a way to verify the owner’s identity.

	4
Multiple Choice
	A family who has never flown before is confused about how to find their way to the gate and security. Which signage should they primarily look for to navigate the airport efficiently?

Course Objective 2: Explain how a traveler navigates the airport on the day of departure.
	a. (Incorrect) They should follow the signage for “Baggage Claim.”
b. (Incorrect) They should follow the signage for “Arrivals.”
c. (Incorrect) They should follow the signage for “Transfers.”
d. (Correct) They should follow the signage for “Security” and/or “Departures.”
	Correct: That’s right! Great job! The best way to locate the gate and security is to look for signage that says “Security” or “Departures.” Departure signs are intended for travelers who have arrived at the airport to board a flight.

Incorrect: That’s not quite right. Remember, the best way to find your way around any airport is to look for signage leading to your goal destination.

	5
Multiple Choice
	You are assisting a traveler who is anxious about an upcoming flight that has a connection. They ask, “How will I know all the details I need for my connecting flight?” Which of the following responses would be the most informative?

Course Objective 2: Explain how a traveler navigates the airport on the day of departure.
	a. (Incorrect) “Only the pilot will have the most up-to-date information about your connecting flight.”
b. (Incorrect) “You will be automatically directed to your connecting flight by the other passengers.”
c. (Correct) “Your boarding pass will provide you with information about your connecting flight, and you can also refer to real-time information on the airport’s monitors for any gate assignments.”
d. (Incorrect) “You will receive all the information you need about connections from the flight attendants during your flight.”
	Correct: That’s right! Great job! The most informative response is that the boarding pass will provide travelers with information about their connecting flights. In addition, the airport’s monitors will have up-to-date information.

Incorrect: That’s not quite right. Remember, there are several ways to locate connection information. 


	6
Multiple Choice
	Which of the following is true about international travel?

Course Objective 1: Explain the flight booking process and how a traveler should effectively prepare for a flight.
	a. (Incorrect) International travel will not allow checked baggage; only carry-on baggage is allowed.
b. (Correct) International travel will require a passport, usually one that is valid for 6 months from the date of departure.
c. (Incorrect) International travel must be booked at least 6 months from the date of departure.
d. (Incorrect) There is no difference between international travel and domestic travel requirements.
	Correct: That’s right! Great job! International travel will require a passport, usually one that is valid for 6 months from the date of departure.

Incorrect: That’s not quite right. Remember, international travel requires very specific identification.

	7
Multiple Choice
	You talk to a business traveler who claims to frequently arrive just 45 minutes before domestic flights without any issues. They ask for your advice on arrival time for their upcoming domestic flight. Which of the following is your response?

Course Objective 1: Explain the flight booking process and how a traveler should effectively prepare for a flight.
	a. (Incorrect) “You will be contacted the day before a flight with information regarding your suggested airport arrival time.”
b. (Incorrect) “It is advised to arrive 2 hours before a flight, either domestic or international. Check the airport website for the latest information.”
c. (Incorrect) “It is advised to arrive 3-4 hours before a domestic flight and 2 hours before an international flight. Check the airport website for the latest information.”
d. (Correct) “It is advised to arrive 2 hours before a domestic flight and 3-4 hours before an international flight. Check the airport website for the latest information.”
	Correct: That’s right! Great job! Travelers should be advised to follow the latest airport information about arrival times. Currently it is recommended to arrive 2 hours before a domestic flight and 3-4 hours before an international flight.

Incorrect: That’s not quite right. Remember, airports vary with the expected time to proceed through the different steps and checkpoints. 

	8
Multiple Choice
	A first-time traveler seems very anxious about the upcoming boarding process. They ask you, “How does boarding work? What should I do?” What guidance do you provide? 

Course Objective 3: Explain how a traveler boards a plane and what to do while on a flight.

	a. (Correct) “Boarding is organized by groups or zones. You can prepare by having your boarding pass and identification ready and listening for your zone to be called at the gate.”
b. (Incorrect) “Boarding is a random selection process, so you need to listen carefully for your name to be called.”
c. (Incorrect) “Boarding is determined by your arrival time at the gate.”
d. (Incorrect) “Boarding is determined by the gate agent.”
	Correct: That’s right! Great job! Travelers should be aware that the boarding process is organized by zones depending on the ticket they purchased. They should be guided to check their boarding pass and listen for their zone to be called.

Incorrect: That’s not quite right. Remember, the boarding process varies by airline, but information is available on their boarding pass.


	9
Multiple Choice
	A traveler asks “What should I do once the plane lands at my destination?” What is your most comprehensive and helpful response? 

Course Objective 4 Explain how a traveler arrives at their destination.
	a. (Incorrect) “Once you leave the plane, head immediately to the next gate for additional information.”
b. (Incorrect) “Once you leave the plane, you are required to go through security again.”
c. (Correct) “Once you leave the plane, follow the specific airport signage for ‘Baggage Claim’ if you checked your bags, ‘Rental Car’ if you need a car, or Airport Exit.’”
d. (Incorrect) “Once you leave the plane, stay and wait for an airport employee to guide you.”
	Correct: That’s right! Great job! Signage is the best way for travelers to navigate the airport after arriving at their destination. They may be headed to various areas within the airport such as baggage claim, the rental car area, or simply need to locate the exit.

Incorrect: That’s not quite right. Remember, signage is the best way for travelers to navigate the airport after arriving at their destination. 

	10
Multiple Choice
	You are talking to a traveler who would like to understand the difference between checked baggage and carry-on baggage. Which of the following is the best response? 

Course Objective 5:  Relate the traveler’s experience to empathy moments you will encounter.
	a. (Incorrect) “Checked baggage has a size restriction and is brought onto the plane with you, and carry-on baggage gets retrieved at the end of the flight in baggage claim.”
b. (Incorrect) “Checked baggage is another term for carry-on baggage. Both types can be brought onto the plane with you.”
c. (Incorrect) “Carry-on baggage needs to be stored under your seat, and checked baggage is stored in overhead compartments on the plane.”
d. (Correct) “Carry-on baggage has a size restriction and is brought onto the plane with you, and checked baggage gets retrieved at the end of the flight in baggage claim.”

	Correct: That’s right! Great job! Carry-on baggage has a size restriction and is brought onto the plane with the traveler, and checked baggage gets retrieved at the end of the flight in baggage claim.

Incorrect: That’s not quite right. Remember, there are key differences between what you can check in and what you can carry with you on the plane.







