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About

TILLY – AI TICKETING ASSISTANT

Tilly is a conversational AI assistant 

designed to simplify event 

discovery and ticket purchasing for 

the TillesCenter Performing arts 

audiences. The project explores 

how conversational interfaces can 

reduce friction in traditional ticketing 

workflows by allowing users to 

ask natural questions and receive 

guided responses through structured 

dialogue.

The assistant was designed to 

help users quickly find relevant 

w w w . n i c k k a s i c a d e s i g n . c o m
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Conversation 
Flow 
Overview
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This flowchart 
outlines the primary 
interaction flow for 

the Tilly AI ticketing 
assistant, guiding 

users from onboarding 
and account access to 

selecting the type of 
assistance they need.

The assistant organizes support 

into key categories including event 

information, ticket support, and 

parking and accessibility services, 

each leading to more specific 

user tasks. The structured flow 

ensures users can easily navigate 

conversations, access relevant 

information, and receive guided 

support throughout the chat 

experience.
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Problem

Many performing arts venues rely on traditional 

website navigation for ticket purchasing. While 

functional, these systems often require users to 

move through several steps

1. Browse the event calendar

2. Select a performance

3. Review ticket availability

4. Choose seats

5. Complete the purchase process

THIS PROCESS CAN BE TIME 
CONSUMING FOR USERS WHO SIMPLY 
WANT QUICK ANSWERS TO QUESTIONS 
SUCH AS:

The challenge was to design an AI-powered 

assistant that could guide users through these 

tasks using natural conversational interactions.

	▶ “Are there tickets available tonight?”

	▶ “What shoes are happening this weekend?”

	▶ “How much are orchestra seats?”



7S t o c k I n D e s i g n

Goal

HELP
#1

Help users discover upcoming 
events through natural dialogue

THE GOAL OF THE PROJECT WAS TO DESIGN A 
CONVERSATIONAL INTERFACE THAT COULD:

GUIDE
#2

Guide users through ticket 
selection and purchase steps

PROVIDE
#3

Provide clear responses to common 
ticketing questions

MAINTAIN
#4

Handle unclear or incomplete user 
input through fallback responses 
and maintain a friendly and 
consistent brand voice aligned with 
a performing arts organization
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User Intent Mapping
A KEY PART OF THE DESIGN PROCESS 

INVOLVED IDENTIFYING THE MOST 

COMMON USER INTENTS WHEN 

INTERACTING WITH A TICKETING SYSTEM.

PRIMARY USER INTENT
Purchase tickets for a performance.

SECONDARY USER INTENT
Discover upcoming events

Learn about specific performances

Check ticket availability

Review seating and pricing information

EXAMPLE USER QUERIES

Users may approach the assistant with questions such as:

	▶ “What shows are happening this weekend?”

	▶ “Do you have tickets for the jazz concert?”

	▶ “How much are orchestra seats?”

	▶ “Are there tickets left for tonight?”

Mapping these intents helped define the conversational 

structure and determine how the assistant should respond in 

different scenarios.
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Conver s at iona l 
Flow Design
TO SUPPORT THESE USER GOALS, CONVERSATIONAL 

FLOWS WERE DESIGNED TO GUIDE USERS THROUGH 

A STRUCTURED BUT NATURAL INTERACTION.

EXAMPLE INTERACTION

User

“Do you have tickets for Jazz Night?”

Tilly

“Yes. Jazz Night is performing on March 22 at 7:30 PM. How many 

tickets would you like?”

User

“Two tickets.”

Tilly

“Great. I found two seats available in Orchestra Row D for $75 

each. Would you like to reserve them?”

This structured dialogue helps users complete tasks step by step 

without overwhelming them with information.

USER OPTIONS
	▶ Reserve seats

	▶ View different seating options

	▶ Explore other events
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FEATURES
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AI Personality and Tone
TO CREATE A CONSISTENT EXPERIENCE, 

TILLY WAS DESIGNED WITH A CLEAR 

CONVERSATIONAL PERSONA.

PERSONALITY CHARACTERISTICS

Example Greeting:

“Hi, I’m Tilly, your ticket assistant. I can help you find upcoming events, 

check seating availability, or reserve tickets.”

This tone was intentionally designed to match the approachable and 

engaging atmosphere of performing arts venues.

DESIGN DECISIONS
Several design choices helped shape the final conversational experience.

SIMPLIFYING EVENT DISCOVERY
Users often arrive with a specific question rather than a desire to 

browse. Allowing natural language queries reduces the need to navigate 

multiple pages.

GUIDED INTERACTIONS
Rather than presenting all information at once, the assistant asks 

clear follow up questions to guide users through the ticket purchasing 

process.

ERROR RECOVERY
Fallback prompts ensure the conversation continues even when user 

input is incomplete or unclear.

	▶ Friendly and welcoming

	▶ Clear and informative

	▶ Helpful without being overly technical
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Future Improvements
IF DEVELOPED FURTHER, THE 

ASSISTANT COULD EXPAND ITS 

CAPABILITIES TO INCLUDE:

These additions would allow the assistant to support a broader range of user 

needs while maintaining the simplicity of conversational interaction.

	▶ personalized event recommendations

	▶ seat map previews within the chat interface

	▶ ticket transfer and refund assistance

	▶ integration with voice assistants



Outcome
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The Tilly prototype demonstrates 
how conversational design can 

make complex ticketing workflows 
easier for users to navigate.

By focusing on clear dialogue, 

structured conversation flows, and 

thoughtful fallback responses, the 

assistant creates a more intuitive 

and human centered experience for 

performing arts audiences.
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