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Go Travel

User decides where to travel

Airline Homepage

Search Flight

Select Flight Package

Review & Pay

User searches for airline homepage

User searches for desired flight

“1see a big strip with the
search engine, departure
dates and the number of
passengers’

User 3, Delta Airline

‘| see several adverts
first and then the search

——————— flight. Delta Airline seems

* 1 usually take a top to
bottom approach when
'm booking an online
to follow this pattern.
User 3, Delta Airline

User selects his flight package

‘Accept restrictions’ small font is
used to elude the user into
upgrading his flight ticket. User
looses his confidence in the airline
company as they try to set him a
trap.

User 3, Delta Airline

User checks the trip summary

“Trip summary is well
communicated but the bag
allowance should have been
shown earlier”

User 3, Delta Airline

engine.’

User 2, Aer Lingus

“1t would be useful to
tell me how many nights
are in-between the
flights so | can book a
hotel accordingly?

User 2, Aer Lingus

“More information on the flight
packages would be insightful’

User 2, Aer Lingus

“Fair no longer available’ -
Session expiring too soon
towards the end of the booking

,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,, process.

User 2, Aer Lingus

User reviews the tickets and pays

“All taxes, additional charges
and baggage fees included
in the overall cost’

User 2, Aer Lingus

User gets confused that the
ticket overall price is
divided in Flights, Taxes,
Fees & Charges.

User 3, Delta Airline

« Home « Business

« Work « Leisure

« Commuting . Mobile
9 - Face to face -« Phone call

* Laptop * Messages

« Tablet

* User looks for the Search Engine

* First time user / experienced user

* Travelling for leisure / business

* Advertising of deals, destinations, packages
« Pre-set departure location

« Travel updates

* User explores the most convenient and cheap
flight

User explores his flight packages and proceeds
with the cheapest option

* Are dates and times flexible?

< Is it a direct flight ?

How many stops ?

How long is the flight?

User explores trip summary and any additional
information

* User checks what payment methods are
available

Find cheap tickets

.

Save time
Flight flexibility
User convenience

.

<

« Find search engine
« Find direct flights

* Find cheapest and most convenient flight

« Find information about flight duration and
distance

* Showing alternative dates near to the selected
departure date

* Breakdown of flights and prices

* Pop-up that allows the user to explore his
package whilst the progress can be monitored
in the background

* User acknowledge the Return journey with the
same interface

« Making sure that the bag allowance fee is
inclueded in the cost of the ticket

* User makes sure the payment goes through
* User awaits for payment confirmation

Learn about additional services

.

Learn about weather conditions

Learn about additional services such
accomodation, car renting or flight deals

Making communication easier when one person
is booking for multiple people

« Learn about the plane specifications

. Additional services such as extra leg space,
deplane quickly or chef inspired dining.

< Information about the plane model

« Short description of the package such as the
one for Basic ¢ A value in Basic Economy’ is
insightful for the user

« 24H Price Lock option

« Making sure there are no hidden costs

« User checks bank account and email to make
sure the payment went through and flight
information is confirmed

* User searches for the website through Google
search engine

« User using aggregators sites such as
Skyscanner

* Horizontal strip with the search engine

« Last minute deals and more offers

User is familiar with the structure of the page
User knows what Promo Code / Meeting code
means

User fills in his destination, dates and number
of passengers

User fills in his home country and preffered
airport

* User selects the dates from calendar rather
than typing it in

* User checks if it’s a direct flight

* User checks if the flight has any stops

« User checks if any alternative dates close to his
departure date is more convenient

« User explores other flight packages to see
which one would suit him best

* User double checks if it’s a direct flight
* User double checks if the dates are right

« Upgrading the flight option should be
proportionate with the benefits

User reviews dates, times and other additional
information and continues to the payment
stage

« User fills in his personal and payment details
« Booking confirmation by e-mail is preffered by
95% of customers

* Ads

* Pop ups

User confidence
Terminology
Missing information

User feels it is useless to select the language
to English as it is the only option

Cookie settings pop-up too invasive
Loggin in / Registering slow down the booking
process by 20%

* Website not saving dates after page refresh
« User can’t find the Search Flight button
< User can’t find the Direct Flight button

- Basic package does not have an icon whilst
others flight packages do

* Flight package by ‘Opening link in new window’
not working

« Additional information on the flight packages is
needed

Baggage allowance showed too late in the
booking process

‘Fair no longer available’ - session too short
Airline pushing for upgrading flight package
Additional services slow down the booking

- User gets confused that the price is divided in
Flights, Taxes, Fees & Charges

« Forms of payment slow down the booking
process by 10%

« Select dates from calendar rather than typing
itin

* Interface that shows the cheapest flights
according to the time of the day

* Interface that shows the price of the ticket in
calendar under the day

about the flight are insightful

* Not forcing priority or other additional services
before the payment page

« Small pop-up that expands on ‘Terms and
Conditions’ for the 24h Price Lock option

keep being brought up at every stage

* Efficiency process by 60%
. o « Terminology [user doesn’t know what ‘Collect

Reliability Savios’ or Earn Tier Credits means]

« Too many types of flight packages. Narrow
down to Business and Leisure is better.

* Font * Big arrows for navigation are useful « Use of eye grabbing colors for the search « Honest design - Bid red arrows allow the user to easily navigate * Digital currency should be included as
* Colour - A minimal design rather than a flashy one engine need to be considered « Big icons help the user to get a better - Session time too short additional form of payment
. i fid to th . i i i iti i

Icons . gives more confidence to the user . Search Flight button should be a strong colour understanding O'f Fhe ﬂ"ght pack'ages - All aditional services at one stage rather than
* Interface Round corners provide a smoother experience « Pop-ups for additional information




