
Cheap tickets

Discounts

Travel 
Economy for 

pleasure

How many 
nights are in- 

between 
flights

Choose flight 
by

Departure
Duration - >

Save time

Times

Travel 
Business for 

Business

Direct flights

No of stops
Arrivatl Time

Price

Flexibility

Convenience

Showing the 
whole week 
of flights & 

prices

Using the 
calendar is 
easier than 

typing in

Checking out 
as Guest 50%
Checking out 
as User 50%

A flight 
upgrade 

should equal 
the benefits

Price lock 
option

Easier 
communicati
on for group 

tickets

Additional 
services: 

Hotels, Deals,
Car renting

Seeing other 
dates is 
useful

Short 
description

of flight 
package

Weather 
condition 
updates 

25%

Check in 48 
hours before

Breaking 
down price 

option

More dates 
showing 

when 
booking flight

Travel Bans 
updates

35%

Primary 
Goals

Secondary
Goals

Mental 
model

All 
information 
in one place

Detailed 
flight package

Short 
description

Pop up for 
additional 

information

Horizontal 
strip with 
departure 

date

Less steps

Select date 
from 

calendar or 
type in

Travel 
updates

Flight 
confirmation 

by e- mail

Context

Home Work Commuting

Face to Face Phone call Tablet

Mobile apps Laptop Whataspp

Booking from 
laptop
65%

Booking from 
smartphone 

35%

Design ideas

Font Color Icon

Large font for 
important 

information

Stand out 
colors

Simple icons 
visible 

straight away

Small font for 
unimportant 
informatio

Simplicity

Round 
corners 
smooth 

experience

Interface

Calendar too 
big

Dropdown 
too small

Cheapest 
flights 

according to
time of day

Additional 
services in 
one place

Group 
booking 
option

Ticket price in 
calendar

Fast forward 
cheapest 

ticket option

Blunt text to 
be avoided

'Search Flight'
button 

primary 
colour

Pain points

Ads Pop up
User 

Confidence
Terminology Can't find Slows down

Additional 
ads 

unnecessary

Not working / 
Not loading

'Pre- selected' 
options are 
deceiving

'Collect 
Savios' 

meaning not 
explained

The booking 
button

Forms of 
payment by 

10%

Always 
pushing for 

updates

Duplicate 
information
on pop up

Book flight 
on incognito 
not always 

working

Not showing 
days between 

flights

'Direct Flight' 
button

Session 
expiring too 

soon

Car hire not 
useful

'Opening link 
in new tab' 
not loading

Website not 
saving dates 
after refresh

Too many 
options for 

flight 
packages (+5)

'Search 
Flight' 
button

Not forcing 
priority or 

other 
services

Additional 
services slow 
 the booking 
process 65%

Too much 
information

Cookie 
settings 
intrusive

Too many 
ads ruin the 

customer 
experience

Low fare 
calendar 

removed but 
still on web

Splitting flight 
costs creates 

confusion

Splitting flight 
costs creates 

confusion

'Pre- selected' 
additional 

services are 
deceiving

Only one 
language to 
select option

Booking Field

Services free 
or not

Basic option 
icon


