©

GOOD

BAD

@ British Airways
Air France

Aer Lingus

Eurowings

® Find flight times for particular dates
® Get an idea of cheap flight locations
® Book return flight for family with luggage
® Book return flight for 2 adults

CONTEXT

Leisure travel
Laptop

Work computer
iPhone
Android

BEHAVIOUR

® Checks flight apps to compare prices

® Compares prices using Skyscanner

@ Checks prices on mobile, but always
books on ‘big screen’

@ Price mostimportant, followed by time

PAINPOINT

@ Time consuming to check all apps

MENTAL MODEL

® Price will go up near departure date
@ Price may change if keep checking it

“Looks cluttered straight away.
It seems like there's a lot there”

On British Airways

“More what | was expecting to see -

big obvious big book a flight button.”

On Eurowings

Start process of booking flights as
simply and quickly as possible

Leisure travel
Laptop

Work computer
iPhone
Android

Looks for ‘book a flight button’
Not interested in adverts or up-sells

Too many options
Not ‘massively clear’ where to go
next from homepage.

Cluttered - scrolling adverts and
up-sells distract from key functions

Expects to see big, obvious '‘book a
flight’ button on homepage

Expects hamburger menu in top
corner for additional options

Find and select departure and
destination locations

Cork to Faro (return)

London to Barcelona (return)
London to New York (return)
London to Boston (return)

Notes that is is helpful when app
uses location settings to select
nearest departure airport
Searches for London airports by
typing rather than scrolling

Looks for an ‘all airports’ option

Frustrated that cannot search for ‘all
London Airports’

Confused that app is pre-filled with
far away departure destination

Expects to be able to both type and
scroll to select destination

Expects to be able to select all
airports in a location

Expects to be able to search for
direct flights only (no stopover)
Expects app to only display viable
destinations from departure location
Airports will be displayed
alphabetically

Select dates that meet travel plans

Mon 28th Oct - Fri 1st November -
Flights can be during the weekends
around this break.

Sat 12th Dec - Sat 19th Dec

Passenger confused when selecting
dates, as days of the week on Air
France app are incorrect

Cannot see any visual indication of
date range chosen on calendar

Once departure date is selected,
calendar closes and user has to open
it again to add return - becomes
confusing when changing date range

App allows you to select any date -
even if there are no flights available
on chosen day

Departing and returning dates are
selected by clicking dates on a
popover calendar

Expects visual feedback on calendar
of dates selected

On Eurowings

“I don’t remember it saying anywhere this
was a 2 stop flight. I'm done with this now.”

COMPARE AIRLINES HOMEPAGE SELECT AIRPORTS SELECT DATES SELECT PASSENGERS RESULTS ADDING EXTRAS ENTERING DETAILS

GOALS

® Select the type and number of

passengers (adult/children/infant)

® 2 adults
® 1 adultand 1 child (10 years)

® Goes through this stage quickly and
adds a young adult instead of a
child, but doesn't notice

@ Unsure of the price of child ticket - is

it the same as an adult?

® Expects simple plus and minus icons
to add and remove passengers

Select flights at most suitable time
and price

Understand the difference between
fare options, and what is included

Doesn't want to travel too early or
late if travelling with a child

Considers times and prices [

Doesn't upgrade, would be more
likely to if fare differences could be
quickly taken in at a glance

“Why show flights and fares that ®
aren't available?” User frustrated.

Final price is a lot more expensive
than shown throughout process

Flight times don’t make it clear that
they arrive the next day

Unsure if the amount displayed is for

one person, or total cost

Unsure how to see difference in fares
Can't work out how to change currency
“Am | looking at inward or outward journey?”

Stopovers are not made clear

Thinks app will put up prices if saves
search - knows he’s interested

Understands grey plane icons means
no flights available on this day

Would expect to be able to share
search via Whatsapp

Expects to be able to change currency

® Add any required luggage
(suitcase/bike etc)

® 2 bags of checked in luggage

Has to upgrade ‘fare grade’ to add
luggage - feels app has been “sneaky”
as assumed bags were included.

Unclear if baggage costs are per

person or booking

@ Thought luggage was already

included in results page price

@ Enter passenger details and
select seats

@ Enter details for 2 adults
@ Enter details for 1 adult 1 child

® Enters details using phone keyboard

@ No visual indication that information
has been inputted correctly/
incorrectly until end of process

@® Name title restricted on dropdown

@ Expects seats to change colour when
they have been selected





