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Increasing adoption by representing 
user input (aided by growth hacking 

strategies) in the prioritization process, to 
help the airline achieve its goal of making 
operations more efficient and customer-

centric through digitalization.

Two of the most influential 
characteristics of an 

innovation’s adoption are:

relevance & ease of use

Current user involvement 
takes place later in the 

process, mostly focused on 
ease of use

User-centeredness and 
growth hacking are two 

effective ways of increasing 
adoption. 

How to increase adoption through user 
involvement in the implementation of an 
employee-facing app. 

Design Goal

Research Findings

Gather relevant user insights 
to support decision-making

Growing UX maturity within 
the organization

Build user knowledge and 
journeys

Prove value of user-centeredness 
to gain support

User Value Framework

Making Rich Insights Applicable

Current
user involvement

Expanded
user involvement

e p i c  u n d e r s ta n d i n g

A s s u m e d  b e n e f i t sc u r r e n t p r o c e s s

N e w p r o c e s s

Describe the workflow this epic fits into as it currently takes place, without influence of the epic. 
Use the line to indicate the different activities around and during the workflow from a user perspective, 
what actions does the user take in this process?

Describe the workflow this epic fits into after the epic has been completed.
Use the line to indicate the different activities around and during the workflow from a user perspective, 
what actions does the user now take, and how is it changed from the original?
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App flow

App flow

S o lv e r
Solves a known irritant or deterrent, completes a 
currently partial or incomplete workflow.

F i l l e r
Makes functionality of A2H equal to legacy system.

E xc l u s i v e
Only available/possible in A2H, not in legacy systems.

U s e r i n p u t

A d o p t i o n  b o o s t e r s

E x p l o r at i v e  p r o m p t s

T e a m wo r k

Pa x e x p e r i e n c e

C e rta i n t y

f l e x i b i l i t y

E f f i c i e n cy

Wo r k f l ow

c o r e  n e e d s  &  D e s i g n  p r i n c i p l e s
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Encourages positive 
collaboration.

Allows the agent to complete 
their task in a single, smooth 
workflow. 

Gives the agent freedom to 
help passengers optimally.

Ensures the agent has the 
right information at the right 
moment. 

Maintains or creates easy/
easier service for passengers.

Enables the avoidance of 
unnecessary actions in daily 
operation. 

Gives the agent the power to 
support colleagues. 

Improves the agent’s 
experience of completing their 
tasks. 

Makes the agent feel 
empowered and supported in 
their job and tasks. 

Ensures the agent knows 
which actions to take. 

Maintains or creates quick(er) 
service for passengers.

Empowers the agent to 
complete their tasks more 
efficiently. 

Supports quick information 
exchange. 

Makes the agent feel 
comfortable and secure 
approaching passengers. 

Ensures agent safety.

Maintains or creates better 
service for passengers.

Simplifies or shortens agent 
workflow. 

Do users indicate other gaps in this workflow?

Are there related or new irritants?

Are there other barriers/deterrants for use not solved 
by this epic or feature?

.................................

S o lv e r
Solves a known irritant 
or deterrent, completes 
a currently partial or 
incomplete workflow.

F i l l e r
Makes functionality of 
A2H equal to legacy 
system.

E xc l u s i v e
Only possible in A2H, not 
in legacy systems in other 
applications/tools.

B u s i n e s s 

A d o p t i o n  b o o s t e r s
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Describe the workflow this epic fits into. Use the first line to map the old/current process, and 
the second line to show what the changed process looks like, after the epic is complete. What 
actions does the user take and in what order?

How does it change the workflow?

How does the epic relate to the rest of the workflow or task? 

For instance: 
Do all take place on the same medium or device? Are there development plans for 
related tasks? Does the rest of the workflow take place in Appy?

example

T e a m wo r k

Pa x e x p e r i e n c e

C o r e  U s e r n e e d s -  e v i d e n c e

C e rta i n t y

f l e x i b i l i t y

E f f i c i e n cy

Wo r k f l ow

S o lv e r F i l l e r E xc l u s i v e

T e a m w o r kA f f e c t e d  A r e a s

Pa x e x p e r i e n c e

C o r e  U s e r n e e d s

C e rta i n t y

f l e x i b i l i t y

E f f i c i e n cy

W o r k f l o w

Encourages positive 
collaboration.

Allows the agent to complete 
their task in a single, smooth 
workflow. 

Gives the agent freedom to 
help passengers optimally.

Ensures the agent has the 
right information at the right 
moment. 

Maintains or creates 
easy/easier service for 
passengers.

Enables the avoidance of 
unnecessary actions in daily 
operation. 

Gives the agent the power to 
support colleagues. 

Improves the agent’s 
experience of completing their 
tasks. 

Makes the agent feel 
empowered and supported in 
their job and tasks. 

Ensures the agent knows 
which actions to take. 

Ensures agent safety.

Maintains or creates 
quick(er) service for 
passengers.

Empowers the agent to 
complete their tasks more 
efficiently. 

Supports quick information 
exchange. 

Makes the agent feel 
comfortable and secure 
approaching passengers. 

Maintains or creates better 
service for passengers.

Simplifies or shortens agent 
workflow. 

S o lv e r
Solves a known irritant or deterrent, 
completes a currently partial or 
incomplete workflow (MVP completion).

F i l l e r
Makes functionality of A2H equal to 
legacy system.

E xc l u s i v e
Only available/possible in A2H, not in 
legacy systems or other channels/apps.

u n d e r m i n e s
t h i s  n e e d

N e i t h e r s u p p o rt s 
n o r u n d e r m i n e s

s u p p o rt s
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