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INTRODUCTION TO APPENDIX

Dear reader,

This Appendix document belongs to the master graduation thesis: Designing 
the Information Journey: An engaging approach to guide an airline organisation in 
adequate information transfer to their contact centre staff.

This document contains additional materials to complement the thesis report, 
like session materials and interview notes. Hence, this document is meant to 
be used in combination with the thesis report. The thesis contains a glossary 
that explains all of the abbreviations used in this Appendix (see page 5 in the 
thesis). The thesis report can be found in the TU Delft student repository under 
the previously mentioned title. Please note that some of the appendices are in 
Dutch. 

Have a good read! 

Margriet
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1. PROJECT BRIEF
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2. CONTACT CENTRE OVERVIEW

Experts

Teamleads

Assistants

Contact Center Knowledge Management

KM Center of Expertise

KM Cluster

CONTACT CENTER

ASK
Writes solutions 

in ASK

2nd line 
support

ASK used as main source of information

Support

Coaching

Coaching

ChecksCollaboration

Questions

Signal, coaching

Weekly newsflash, reminder of important announcements

Questions
Support

In touch with + 
gets info from 
CuSer or BO

If needed, 
checks special 
cases with 
CuSer or BO

Below is an overview of how the contact centre that is investigated for this research is internally 
organised. 

The arrows show how the various teams and/or functions relate to one another.
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3. INTERVIEW GUIDES ETHNOGRAPHIC RESEARCH

This appendix includes the interview guides for 
the ethnographic research done at Bluebird and 
at the CC. 

Interview guide Bluebird ancillary stakeholders:

The interview guides for the Bluebird ancillary 
stakeholders were used for understanding how the 
information currently flows (Chapter 3) and how 
they currently experience this information flow 
(Chapter 4).

1.	 How do you currently act when you have 
some new information to communicate to 
the call center?

2.	 Why do you handle it that way? 

3.	 How do you determine if you need to 
communicate some information?

4.	 Is there some information that you feel is 
currently missing from your side?

5.	 Can you give an example of how you have 
shared information in the past?

6.	 How was that experience for you?

7.	 And why?

8.	 How would the ideal information sharing look 
according to you? Why?

9.	 What is your vision on the ideal customer 
service? Why?

Interview guide Bluebird CuSer K&T:

The interview guide for the Bluebird CuSer K&T 
was used for understanding how the information 
currently flows (Chapter 3) and how they currently 
experience this information flow (Chapter 4).

1.	 How are the responsibilities divided amongst 
your teams within cuser?

2.	 How do you make yourself known within the 
company?

3.	 Why should business owners contact you?

4.	 How do business owners currently contact 
you?

5.	 Does info about one subject come from 
different sources?

6.	 What do you like or dislike about this? Why?

7.	 Do you as KM also contact business owners?

8.	 What are the next steps you take after you 
have received something?

9.	 What works best for you? Why?

10.	How is the current situation different from 
the past? 

11.	How did things change?

12.	Why was it necessary to change something?

13.	How would your ideal KM structure look? 

14.	Who should be involved? Why?

15.	What are essential elements of a good 
knowledge exchange for you? Why?

16.	What is currently going well that you would 
like to keep? Why?

17.	What would you like to see improved? Why?

Interview guide CC KM:

The interview guide for CC KM was used for 
understanding how their organisation is set up and 
information currently flows (Chapter 3).

1.	 Hoe ziet jullie organisatie er op dit moment 
uit? 

2.	 Wat zijn jullie huidige taken? 

3.	 Wie heeft contact met Bluebird? Waarover?

4.	 Hoe zorgen jullie er nu voor dat agents de 
processen begrijpen?

5.	 In welke vormen leveren jullie support aan de 
agents? 

6.	 Welke stappen ondernemen jullie wanneer er 
veel vragen van agenten binnen komen? 

7.	 Hebben jullie hier voorbeelden van uit het 
verleden?

8.	 Hoe is jullie ervaring met nieuwe 
implementaties vanuit Bluebird?

9.	 Hoe zouden jullie dit graag zien?
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4. INTERVIEW SUMMARY OVERVIEWS

This appendix includes the summary overviews that 
were made of the interviews with Bluebird and the 
CC employees during the ethnographic research. 
These interviews were guided by the interview 
guides in Appendix 2. The insights that were derived 
from these interviews are used in Chapters 3 and 4.

The first 10 images are summaries of the interview 
with the ancillary stakeholders. In the bold box on 
the left, it says who the interview notes belong to.

The 11th image displays the summary of the CuSer 
interview. The 12th image shows the summary of 
the CC KM interview. 

Ancillary stakeholder interview notes:
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CuSer interview notes: CC KM interview notes:
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5. INFORMATION FLOW MAPS

This appendix includes the preliminary information map that shows the types of information that are 
generally exchanged between the different stakeholders. Furthermore, this appendix includes the 
detailed simulations of the new ancillary flow and the adjustment to an existing ancillary flow.

Preliminary information transfer map:
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Detailed simulation of new ancillary flow:
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Detailed simulation of adjustment to the existing ancillary flow:
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6. COLOUR-CODED INSIGHTS ALONG THE FLOW

This appendix includes the information map with the colour-coded insights from the interviews with 
Bluebird employees. This map gave insights in at which location along the information flow issues 
occured.
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7. GENERATIVE SESSION CC KM

This appendix includes the material that was used for the generative session with CC KM, as well as the 
output of the session.

Session exercises:

Session output:
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1) Bluebird to CC KM

This is how Bluebird communicates information to us:

Center of 
Expertise

Cluster

CC Knowlegde 
Management

case- 
related

other 
centres

via 
cluster

CoE 
in cc

global 
instructions

product 
performance 

manager

sales comm 
gaat wel prima

other klm employee is 
geen officiele manier, 
dit gebeurt wel eens 

maar dit is niet ideaal

via website is big no, dan
zijn wij nog niet 

geinformeerd wanneer 
de klanten al gaan bellen

other centres; meer voor hoe wij
zelf de communicatie prettiger 
kunnen maken, heeft lang niet 

altijd impact op hoe de agent de 
informatie ontvangt

in principe gaat BO/BA prima, maar 
wij zouden het via CuSer moeten 
krijgen. afhankelijk van persoon. 

flows verschillen per persoon. 
nieuwe producten moeten eigenlijk 

via cuser

soms via ppm'ers 
horen we iets dat we 

dan eigenlijk zelf 
hadden moeten horen

cuser gaat nog steeds een stuk 
beter, maar staat in de kinder 

schoenen. een hoop awareness 
moet nog gemaakt worden. veel 
beter dan een paar jaar geleden, 

nog niet perfect

case related direct naar 
BO. doen zelf geen 

updates in ask, wordt dan 
doorgestuurd naar CoE

ppm is rood want als coe
niet op tijd geinformeerd

is komen zij ook in de 
problemen

de persoon die het 
hoorde te delen heeft 

dan eigenlijk iets 
gemist

persoon die moet delen 
moet dus meer aware 

zijn, meer focus hebben 
op dat het gedeeld

via cuser naar CoE is het meest 
ideaal. dit hangt af van de aard 
van de informatie, voor nieuw 

product is het belangrijk dat het 
centraal via Cuser

paar maanden van te 
voren. een training moet
minstens 2 maanden van

te voren aangevraagd

een dag voordat iets 
live gaat is niet ideaal, 
dan moeten we alles 

omgooien

kost tijd om 
instructies in ask 

te zetten

nieuw vs 
aanpassing

anders klant en 
assistant de 

dupe

meer contact met seniors en 
managers op tijd, dan weet 

coe hoe en wie ervoor nodig 
is, of het uberhaupt in scope 

is

dingen die door klm 
niet op tijd geupdate 

worden vertragen alles
wat daarna komt

meer 
intern ding

dit is meer dat zij het niet 
altijd te horen krijgen, de 

bekendheid van CuSer 
binnen Bluebird

ze hebben het 
enorm druk nu

heel veel 
meetings, meer 

poppetjes?

Bluebird
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2) CC KM to an agent

Center of 
Expertise

Cluster

Knowlegde 
Management

Product 
& Expert
meeting

Individual
coaching

This is how we communicate to the agents:

weekly 
newsflash Expert

form

notificaties

Teams 
channel per

product

Weekly 
overview per 

email with most 
important 

announcements

reminders

Email to 
KM 

Cluster
Feedback

forms

Direct contact 
with Assistants

for web 
related cases
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Processed session output:
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8. GENERATIVE SESSION CC AGENTS

This appendix includes the material that was used for the generative session with the CC agents, as well 
as the output of the sessions and the descriptions of the observations + listening-ins done at the CC.

Session exercises:
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Session 1: Session 2:
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Session 3:
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Session 4:
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Observation notes taken at the CC on 15/11/22:

Werkvloer:
•	 Grote open vloer met flexplekken. In de 

hoeken en aan de buitenkant zitten glazen 
hokjes voor meetings.

•	 Kleurrijke schermen tussen bureaus, posters 
aan de muur. Zie foto voor impressie.

•	 Gekleurde koppen en moderne koffiemachine, 
geen papieren bekertjes.

•	 Valt op dat het niet super vol is op de vloer, 
mensen werken toch ook vanuit thuis lijkt.

•	 Voelt aan als gemoedelijke sfeer op de vloer.

Listening-in 1:
•	 Ervaren agent, = ook een expert. Werkt sinds 

2003 (min paar jaar in between) als agent bij 
CC.

•	 Werkt nog “old school”, in de cryptic mode die 
nu niet meer wordt getraind

•	 Gesprek 1 gaat over wijziging van ticketdatum. 
Nieuwe datum is wel gereserveerd, maar 
niet betaald. Is lang gesprek want dingen 
in het systeem werken niet mee, duurt lang 
om alles uit te zoeken. Agent neemt tijd 
om de klant rustig te helpen. Beschrijft wat 
ze aan het doen is. Klant vraagt of hij zijn 
nummer moet achterlaten voor het geval het 
gesprek wegvalt. Agent geeft aan dat dit niet 
gebruikelijk is. Discussie hierover. Frustratie 
loopt een beetje op. Klant valt dan ook echt 
weg. Agent werkt door aan de boeking en belt 
klant terug. Klant is blij dat hij is teruggebeld. 
Tarief voor kind moet worden aangevraagd 
dus daar moeten ze nog op wachten. Klant 
uiteindelijk tevreden.

•	 Gesprek 2 wil ticket wijzigen want zojuist 
positief getest. Agent checkt snel in ASK 
wat de huidige refund/rebook policy is wat 
betreft covid. Agent had deze ASK pagina 
al open staan, dus makkelijk te vinden. 
Het valt op dat ze erg veel systemen en 
schermen tegelijkertijd open hebben. 
Dingen voor meneer kunnen regelen.

•	 Na deze twee belletjes moet agent de cases 
nog even afhandelen in het systeem want het 
2e belletje kwam heel snel door want ze stond 
niet goed op ‘wrap up’. Hiervoor wordt ook 
ASK weer even geraadpleegd. “Het staat hier 
toch in?!”. Volgens agent is het moeilijk te 
vinden als je de product naam niet helemaal 

juist hebt in ASK.
•	 De agent vertelt dat ze aan het begin 

van haar shift tijd neemt om nieuwe 
announcements te lezen. “Ik vind het 
vervelend als er zo veel op ongelezen 
staat”. Ze zegt dat de meeste agenten het 
wel heel overweldigend vinden.

•	 3e call gaat over wijzigen ticketdatum incl 
kitesurf bagage. Kan toevallig tegen zelfde 
tarief worden omgeboekt, makkelijk.

•	 Na iedere call vult agent in waar call over ging 
en hoe ze hem heeft afgehandeld (dropdown 
menu), ook ruimte voor toelichting.

Listening-in 2:
•	 Nieuwe agent, net 1.5 maand training klaar 

(dus ook bellen onder begeleiding), nu ‘los’ 
aan het werk

•	 Gesprek 1 gaat over melding die klant kreeg 
over geannuleerde vlucht. Vlucht blijkt niet 
geannuleerd maar flink vertraagd. Klant 
doorverwezen naar website waar hij dit zelf 
ook kan opzoeken en overzicht verstuurd.

•	 Als er geen nieuwe calls zijn heb je even tijd 
voor jezelf. Wel blijven opletten want call komt 
door en wordt na piep gelijk opgenomen.
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•	 2e gesprek gaat over wijzigen datum 
ticket na involuntary rebooking. Agent 
moet opzoeken in ASK. Eerst verkeerde 
zoekterm gebruikt. Neemt tijd op solution 
te lezen, lichte twijfel. Klant zegt dat ze 
graag in Comfort wil zitten. Heel veel vluchten 
gecheckt, bijna overal vol. Uiteindelijk gelukt 
om te wijzigen naar andere dag.

•	 3e gesprek gaat over tarief voor extra 
bagage. Agent zoekt in ASK op ABA. Vindt 
uiteindelijk een grote tabel met allerlei 
tarieven. Komt er niet precies uit, maar 
weet dat een eerste extra bagage meestal 
rond de 60 euro is. Klant weet even genoeg.

•	 4e gesprek van klant die heeft geboekt in 
premium comfort maar is gedowngrade door 
delay van levering van cabine. Boze klant, 
heeft al meerdere keren gebeld. Hij kan geen 
claim indienen op website want nog niet 
gevlogen. Agent maakt uiteindelijk een claim 
voor hem aan, dat kan wel.

•	 Agent is erg blij met de experts, die geven 
erg veel tips. Met name over de cryptic mode 
die je niet meer aangeleerd krijgt, maar in de 
praktijk nog wel nodig hebt.

9. IDEATION TEST SESSION WITH STUDENTS

This appendix includes pictures of the session material that was used during the test session. 
Furthermore, it contains the clusters of the session output.

Awareness exercises part 1:
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Awareness exercises part 2: Engagement exercises part 1:
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Engagement exercises part 2:
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Output clusters for Awareness:
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Output clusters for Engagement:



62 63

10. IDEATION ANCILLARY STAKEHOLDERS SESSION 1

This appendix contains the materials used during the first brainstorm session with the ancillary 
stakeholders. Furthermore, it contains the clusters that were derived from the session output.

Sheets used during the session:
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Clustering on sheets directly after session:
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Abstraction of clusters:
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11. IDEATION CUSTOMER SERVICES SESSION 1

This appendix contains the materials used during the first brainstorm session with Customer Services. 
Furthermore, it contains the clusters that were derived from the session output.

Session materials:
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Clustered output part 1:
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Clustered output part 2:
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12. IDEATION ANCILLARY STAKEHOLDERS SESSION 2

This appendix contains the materials used during the second brainstorm session with the ancillary 
stakeholders. Furthermore, it contains the clusters that were derived from the session output.

Process proposal used for discussion & gamification elements used in session exercises:
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Session exercises:
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Clustered output:
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13. IDEATION CUSTOMER SERVICES SESSION 2

This appendix contains the materials used during the second brainstorm session with Customer 
Services. Furthermore, it contains the session results.

The new version of the process (based on ancillary stakeholder session 2) used for the discussion 
during this session:
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Outcomes of process discussion with CuSer: Results of template prototyping:
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14. INDIVIDUAL TEST SESSIONS ANCILLARY STAKEHOLDERS

This appendix contains the minutes that were taken during each individual test session. The yellow 
boxes include the main take-aways of each test. 

Test 1 with Dis BA1:

Test 2 with Dis BA2:

Test 3 with BO1:
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Test 4 with BO2: Test 5 with BO3:
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Results of a quick survey after the interviews (two BOs responded):
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15. FOCUS GROUP CUSER AND COE

This appendix contains the minutes that were taken during the focus group with Customer Services and 
the CC CoE. The green boxes include the main take-aways of each test. 

Focus group: Main take-aways from ancillary stakeholders (yellow) and CuSer (green)

16. MAIN TEST TAKE-AWAYS

This appendix describes the main take-aways from all test sessions combined. 
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17. DETAILED ASSESSMENT OF THE DESIGN REQUIREMENTS

NR THE DESIGN SHOULD... ASSESSMENT

1 Clearly define tasks and roles for the 
involved stakeholders

The process provides clear steps for the 
stakeholders to take. Each step specifies what 
is expected of the different stakeholders. 
Also, the template specifies in detail what 
information needs to be filled in and who is 
responsible for which topics. However, some 
questions need further clarification or need 
rearrangement in the document.

2 Be reusable for each new go-live The process and template are based on all 
general information that is required, and 
therefore can be applied to various projects. 
The concept is now connected to the PI 
planning since the ancillary team works this 
way. However, in the case of a project that 
is not part of the PI planning, a different 
approach to start the journey must be 
determined.

3 Provide an appropriate shared context, a 
‘ba’, for knowledge conversion

The template provides a space for the 
ancillary stakeholders to document their 
knowledge about the new proposition. 
This way, the template creates a ba that 
facilitates the conversion into information. 
The meeting moments during the process 
bring the stakeholders together to process the 
information and gain knowledge to determine 
next steps.

4 Be accessible from everywhere for all 
stakeholders to be able to use it

Following the limitations of the Teams 
environment, it is not possible for the current 
concept to be in a shared location that all 
stakeholders have access to. Looking at the 
current available resources, this requirement 
is likely to not be met. Therefore, the next 
iteration needs to adapt to this limitation 
and figure a way to facilitate as much shared 
working between stakeholders as possible.  

This appendix contains the detailed assessment of each design requirement. This assessment was 
based on the test output.

NR THE DESIGN SHOULD... ASSESSMENT

5 Exploit (existing) IT resources to facilitate 
easier knowledge processes

Following the preference to use email as the 
main tool to exchange the templates, the 
concept makes use of the organisation’s email 
infrastructure to facilitate information transfer. 
Ideally, the template becomes a dynamic 
document that provides real time feedback 
and is accessible for everyone. Hence, 
research needs to be done into other suitable 
platforms to ensure this all-time access and 
storage. However, this would mean that a new 
service or platform needs to be adopted by all 
stakeholders. 

6 Include timing or deadline moments for 
when the information is needed by CuSer

Deadlines are an essential aspect of the 
concept. The first deadline is planned as 
a trigger to start the Journey. The second 
deadline is jointly planned to finish Phase 1. 
The process needs to be tested in a real life 
situation to determine if the set timespan is 
truly feasible.

7 Be simple in use, it should not further 
complicate the process

All stakeholders understand the process. 
The template clearly states what needs to be 
done. Stakeholders are happy with the clear 
instructions and believe it severely helps them 
to smoothly go through the process.

8 Fit in the stakeholders’ current way of 
working

The concept connects well to the current PI 
way of working. Furthermore, all stakeholders 
say the process fits within their current work 
activities. However, the concept needs to 
remain flexible to enable adaptations when the 
situation requires it.

9 Provide a guided path for the stakeholders 
to follow during use

The template guides the users through the 
process. It explains how the Information 
Journey works and what is expected of the 
ancillary stakeholders. The different items help 
to cut the big task up into smaller pieces and 
therefore make it appear easily achievable.   

10 Show clear and relevant goals to the 
stakeholders

The template states a goal for each phase. The 
users consider these goals to be clear and they 
help them to understand why the information 
is needed at the designated time in the 
process. 
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NR THE DESIGN SHOULD... ASSESSMENT

11 Provide feedback and positive 
reinforcement while being used by the 
stakeholders

The users appreciate the positive 
reinforcement in the form of visualising 
achievements and getting motivational 
comments. The meetings offer enough 
opportunity to get feedback about the 
information in the template. The Final Check 
ensures the concept’s flexibility by offering 
the opportunity to discuss learnings and 
adjust the concept accordingly. The bi-yearly 
update moment is a good starting point for 
increasing the feedback loop from the CC back 
to Bluebird. However, frequency of this update 
is still to be tested in real life. 

12 Remind employees of the importance of 
taking part in the process

This relates to the awareness of the ancillary 
stakeholders. The introduction of the 
template states why they should embark on 
the Information Journey and what value they 
bring to the table. The tests have shown that 
these points are much clearer to them now. 
They always get reminded when they open the 
document. However, the ultimate goal is that 
the process becomes part of their routines so 
that the reminders become redundant. 

18. MINUTES OF FINAL CONCEPT EVALUATION

This appendix contains the minutes of the concept evaluation that was done with a Bluebird 
representative. This evaluation was based on the principles of desirability, feasibility, and viability.

Desirability
I am looking forward to use it. I feel that people 
are excited to have a bigger connection, be in 
touch more often. People appreciate it. Things 
that make our lives easier are always nice. There 
is a need and willingness to use it. CuSer is happy 
that they get attention. Maybe they can be a bit 
more proactive during the Debrief meeting.
 
Feasibility
The concept seems pretty easy to implement. 
Process does not require a new program or 
special IT. It is quite cheap to implement. It also 
fits into the regular cycle we use, since there is a 
correlation between the PI etc and this concept. 
So it fits. Now you know when you have done the 
PI, you plan this meeting. It’s easy to connect, that 
really helps for implementation. Tools are used 
by everyone already, so it is easy to adopt. I love 
how you can reuse and improve the concept. 
You provide not just the template but also the 
guidance to tweak it. That is really important. It 
is a good start for our current situation. Maybe 
later things become redundant but for now it’s 
the best thing we can do, so we can tweak later.
 
Viability
Profit wise it is not directly about money, but 
rather about time. It may cost a bit more of our 
time in the beginning, however this time is not 
lost but well invested as it pays back in the end. 
Every small step at the beginning also impacts 
the end of the chain. In the end it has a positive 
result on the customer service and therefore 
saves money. Cost reduction and saving money 
is the main commercial goal. However the main 
goal is having two teams that are now in silos 
work together and collaborate to achieve the 
best results.
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