
COMPARE VIA 
SKYSCANNER

BOOK VIA 
AIRLINE

USER PREFERS 
TO BOOK DIRECT 
WITH AIRLINE - 

EASIER TO CLAIM 
REFUND

LET’S FLY!

TELEPHONING 
TRAVEL 

AGENTS IS 
INCONVENIENT

USER USES 
APPS TO FIND 
CHEAPEST 
JOURNEY

WHY I USE 

APPS

USING AN 
APP IS 
QUICKER

APPS ARE 
MORE 

CONVENIENT 
TO USE

“SimƓƩy 
coƑƳƈnƦeƑƠƈ. 

I teƑơ tƒ ƎƢeƭ 
mƜ ƩapƗƒƭ fƬƕ 

woƕƨ”

APPS ARE 
EASIER TO 
ACCESS

USER GETS 
DISTRACTED 
BY SOCIAL 

MEDIA APPS 
ON PHONE

USER PREFERS 
APPS FOR DOMESTIC 
FLIGHTS AND WEBSITE 
FOR INTERNATIONAL 
- SIZE OF SCREEN 

IMPORTANT

WHY I DON’T 

USE APPS

“FliƊƥtƖ ƧusƗ 
keƓƱ 

diƖƄƭpƢaƕƌƫg”

“It ƚaư qƘƦƗe 
coƐƭlƌƆƞƱed 
anƇ I Ưan 
oƘt ƬƉ Ʊimƈ”

“ThiƖ ƌư wƋƞƱ 
anƑƒƶs ƐƢ 

beƆƄƲưe I cƄƑ’t 
seƈ ƦƗ aƩl”

USER FINDS 
‘BOOK FLIGHTS’ 
BUTTON WITH 

EASE

WHERE DO 

I START?

“It’s ƊoƱ nƌƆƢ 
biƊ ưqƘƞƕe 

buƗƱƒnƖ ƱhƞƗ 
yoƘ ƆƩƦcƎ”

USER LIKED 
THE BIG 

BUTTONS - 
GOOD FOR 
PHONE APP

DIFFICULT TO 
FIND ‘BOOK 
FLIGHTS’ 
BUTTON

“It’s ƓƯetƗƶ 
cƏeƄƯ wƋƞƱ to 
pƕeưs Ɨƒ ƟƬok 

a flƌgƋƱ”

I ALSO 

WANT TO...

USER WOULD 
USE THE 

‘MY TRIPS’ 
FUNCTION

TOP FEATURES IN 
APP:

-BOOK A FLIGHT
-CHECK-IN
-MANAGE BOOKINGS

USER WOULD 
USE THE 

‘BOARDING 
PASSES’ 
FUNCTION

GETTING THE 

BEST DEAL

USER IS INCLINED 
TO FIRST LOOK AT 
THE SALE SECTION 

OF THE APP

MAKE IT 
“eƄsƦeƕ Ʊƒ 

coƐƭƄrƢ Əiƨƈ 
foƕ ƩƌkƢ ƆoưtƖ”

USER DOESN’T 
TRUST 

‘LOW FARE 
CALENDAR’

“PriƆƈ Ʀư 
moƖƱ 

imƓƒƯtƞƑƱ 
to Ɛƈ"

“I waƑƱ 
to ƊƈƱ tƋƢ 
beƖƱ dƈƞƏ”

START BOOKING

USER 
THINKS 

HOMEPAGE IS 
‘“CutƗƈƯƢd”

YOU CAN ACCESS 
CERTAIN 

FUNCTIONS IN 
MORE THAN ONE 
PLACE ON THE 
HOMEPAGE

Homepage - 

first impressions

USER FOUND 
HOMEPAGE BUSY 
- ADS AT THE 
TOP OF PAGE 
DISTRACTING

USER THINKS 
HOMEPAGE IS 

ONE BIG 
ADVERT

ICONS ON 
HOMEPAGE ARE 
WELL DESIGNED 

AND DON’T 
REQUIRE TITLES

USER THOUGHT 
LAYOUT AND 

LIMITED 
COLOURS MADE 
IT EASY TO 

UNDERSTAND

OUR USER

FINDING 

AIRPORTS

“If  Ɔaƫ’t Ɩeƈ 
it ƔƘƦƠkƏƶ in Ɨƥƈ 
liƖƱ, I’lƏ ưtaƕƱ 

tƜƭinƊ”

USER FOUND 
CHOOSING AIRPORTS 
EASY - STARTED 
TO TYPE NAME THEN 

PICKED FROM 
DROP DOWN

USER CAN SWAP 
THE DEPARTURE 
AND DESTINATION 

AIRPORTS

USER SCROLLS 
THROUGH LIST OF 
AIRPORTS TO 

FIND THE ONE SHE 
WANTS

APP SUGGESTS 
AIRPORTS 
BASED ON 

USER’S GPS 
LOCATION

APP WARNS 
USER THAT 

DEPARTURE AND 
RETURN 

AIRPORTS ARE 
DIFFERENT

USER CHOSE DIFF. 
OUTBOUND AND 

INBOUND AIRPORTS - 
APP GAVE A 

WARNING, WHICH USER 
THOUGHT WAS GOOD

USER TYPES 
TO SEARCH 
AIRPORT - 
“It’s ƔuƌƠkƢƕ!”

SELECTING 

DATES

CALENDAR 
STARTS ON A 
SUNDAY WHICH 
COULD BE 

CONFUSING FOR 
SOME

APP FADES 
OUT DATES 
WHERE NO 
FLIGHTS 

AVAILABLE

AFTER 
SELECTING 
DATES, APP 

SHOWS ‘8 DAYS’ 
WHICH CONFUSES 

USER

USER DOESN’T 
REALISE TO 
SELECT BOTH 
DATES WITHIN 

SAME CALENDAR

SCROLLABLE 
DATE PICKER 
IS EASY FOR 
USER TO USE

PICK MY 

CURRENCY

USER WANTS 
TO BE ABLE TO 

SELECT 
CURRENCY

IN SEARCH 
RESULTS - 

USER CAN SWAP 
BETWEEN 

£POUNDS AND 
€EUROS

DEFINING SEARCH

PLEASE DON’T 

FORGET ME

USER LIKES THAT 
APP REMEMBERS 

PREVIOUS 
SEARCH CRITERIA

USER HAS TO 
START SEARCH 

AGAIN AND 
RE-ENTER ALL 

DETAILS!

RECENT 
SEARCHES 

DISPLAYED ON 
HOMEPAGE - 

EASY FOR USER 
TO CONTINUE

USER EASILY 
INCREASES 
NUMBER OF 

PASSENGERS

HOW MANY 

PASSENGERS?

EASY TO ADD 
PASSENGERS 

WITHIN THE SAME 
PAGE USING 
‘PLUS BUTTON’

CABIN CLASS

EASY TO 
SELECT CABIN 
CLASS WITHIN 
THE SAME 

PAGE

CHOOSING A FLIGHT

WHAT’S IN

THE PRICE?

“I liƎƈ ƱhƢ ƉaƠt 
tƋeƶ hƄƙƢ a 

pƕiƠƈ 
bƕeƄƨdƬƚƫ”

THE APP 
DOESN'T SHOW 
USER WHAT’S 

INCLUDED IN THE 
FARE TYPE

USER EXPECTS 
CLICKING ‘PLUS’ 
FARE WILL SHOW 
A BREAKDOWN OF 

THE PRICE

USER WANTS 
TO SEE A 

SUMMARY OF 
EACH FARE 

TYPE

USER HAS TO 
CALCULATE 

FINAL PRICE IN 
HER HEAD TO 
CONFIRM WHAT 

SHE SEES

USER CLICKS 
‘PRICE 

BREAKDOWN’ TO 
SEE WHAT SHE 
IS PAYING FOR

USER WOULD 
PREFER TO SEE 
A SUMMARY OF 

THE TICKET 
PRICE UP FRONT

USER NOT 
SURE WHAT 
‘COMPARE 

FARE BENEFITS’ 
BUTTON WILL DO

WHICH FLIGHT

DO I WANT?

USER INCLUDES 
COST OF JOURNEY 
TO AND FROM 
AIRPORT TO 
DETERMINE 

CHEAPEST PRICE

USER LIKES 
SEEING LOWEST 
PRICE ON DATES 
EITHER SIDE OF 
CHOSEN DATE

USER LIKED 
SEEING THE 
PRICES FOR 

FLIGHTS EITHER 
SIDE OF CHOSEN 

DATE

USER CHOOSES 
FLIGHT BASED 
ON DEPARTURE 

TIME AND 
TICKET PRICE

USER CAN 
SORT SEARCH 
RESULTS - 
EG. BY PRICE

APP DOESN’T 
HAVE A BUTTON 

TO START 
SEARCH FROM 

BEGINNING

BAGGAGE

USER CHOOSES 
ECONOMY CLASS, 

BUT NO INFO 
GIVEN RE SIZE 

OF HAND 
LUGGAGE

USER NEEDS TO 
CLICK TO FIND 

OUT HANG 
LUGGAGE 
ALLOWANCE

USER LIKES 
OPTIONS TO ADD 

SPORTS 
EQUIPMENT

USER EXPECTS 
TO SEE ‘ADD 

BAGGAGE’ OPTION 
DURING BOOKING 

PROCESS

HIDDEN COSTS

“I am ƄƏƴƞyƖ 
anƛƌƬuư tƋƄƱ I 
haƙƈ ƞƠciƇƈƫtƏƶ 
adƇƈơ ƞ reƑƱƄl 

caƕ”

“The Ɔƒưt 
diffƈƕƢƫce 

wƋeƫ ƄdƇ-onƖ 
arƈ ƆƞƩcuƏƄƱƢd 
is ƄƑƫƬyiƑƤ”

FRUSTRATED
BY“..alƏ Ʊhƈ 

exƗƯƄ cƋƞƯgeƖ 
at Ɨƥƈ ƢnƇ”

USERS 
DISLIKE 

HIDDEN OR 
ADDITIONAL 

COSTS

I DISLIKE 
“Not ƖƈƢiƫg Ƅ 
coƐƭlƈƗƢ ƭriƆƈ 

inƆƩƘdƦƑƤ 
luƊƤƄgƢ”

I’M NOT INTERESTED

USER FINDS 
CAR RENTAL 
OPTION USEFUL

“I geƗ ƄƫnƬƜeơ 
wƋeƫ tƋƈƶ tƕƶ 
to ƖƈƩl ƜƬu ƄƩl 
tƋiư ƒtƋƢƯ 

sƗuff”

ADVERTISING 
IN THE MIDDLE 
OF SEARCH 
RESULTS 

DISTRACTING

“Theƕƈ ƞƯe tƒƬ 
maƑƶ ƄdƖ ƭƬpƓiƫg 

up ƌƑ-beƗƴƈƢn 
boƒƎƦƫg aƑơ 

paƜƌƫg”

“RedƘƆƢ aƩl 
tƋe Ƅơd-onƖ - 

caƕ ƥƌrƢ, 
hoƗƈƩ’s eƗƠ…”

DISLIKE 
UPSELLING OR 
CROSS-SELLING 

ADD-ONS

FINALISING BOOKING

WHO’S FLYING?

“ThiƖ Ƅƭp ƬƑƩy 
asƎư fƒƕ 

naƐƈư ƞnƇ 
coƑƱƄcƗ 
deƗƄƦƩs”

USER FOUND WORDING 
FOR ENTERING 

PASSENGER DETAILS 
CONFUSING - 

CONCERNED SHE HAD 
MADE AN ERROR

USER THINKS APP 
IS ASKING HER TO 

ADD ANOTHER 
PASSENGER - BUT 

IT’S ACTUALLY 
ASKING FOR THEIR 

DETAILS

“It ƖƥoƘlƇ ưƞy 
soƐƈƱhƦƑƤ liƎƈ 

- InƓuƱ 
PasƖƈƫgƢƕ 
DetƄƦƏư”

APP AUTO-CAPS 
THE NAMES OF 
PASSENGERS 
WHEN ENTERED

THE SMALL PRINT

ADDITIONAL 
CLICKS 

REQUIRED TO 
READ TS&CS 
AND INFO ON 
LUGGAGE 

RESTRICTIONS

USER THINKS 
ITS GOOD TO 
‘CLICK TO 
CONFIRM’ 

IMPORTANT INFO 
HAS BEEN READ

TOO MUCH INFO 
ON ONE PAGE 
CONFUSING 
AND NOT 
USEFUL

“It’s aƏƩ 
quƌƗƢ ƣaƌnƗ 
anƇ ƱƌnƜ 
wƕiƱƌnƊ”

USER CONFUSED BY 
PRICE BREAKDOWN 
AND DETAILED INFO 
SMALL AND FAINT 
- DIFFICULT TO 

READ ON MOBILE

HOW CAN I SHARE?

USER WOULD 
USE SHARE 
OPTION WITH 
WHATSAPP

SHARE BUTTON 
AUTOMATICALLY 
SAVE SEARCH

SHARE BUTTON 
AVAILABLE IN 
ADVANCE OF 

PAYMENT PAGE

USER TAKES 
SCREENSHOT 
TO SHARE 
FLIGHT 
DETAILS

EASY TO 
SHARE 

FIGHTS WITH 
OTHER 

PASSENGERS 
VIA APP

I’M READY TO 

BUY, BUT...

USER 
WOULDN’T USE 

‘SAVE 
SEARCH’ 
OPTION

FINAL 
DETAILS 

DON’T SHOW 
PRICE PER 
PERSON

SIGN-IN 
BUTTON NOT 
OBVIOUS TO 

USER

“...caƑ’t Ɩeƈ fiƫƞl 
deƗƄƦƩs oƑ Ʊhƈ 
finaƏ ƭƄyƐƢƫt 

paƊƈ ưƬ yoƘ Ɔƞƫ 
haƙƈ Ƭƫe lƄƖƱ 

cƋeƠk”

WHERE AM I?

USER THINKS 
FLIGHTS SHOULD 
BE LABELLED 
‘OUTBOUND’ OR 

‘RETURN’

USER LIKES PAGE 
TITLES - 

‘DEPARTURE 
FLIGHT’ & ‘RETURN 

FLIGHT’

“It ƖƥoƘlƇ ưƞy 
soƐƈƱhƦƑƤ liƎƈ 

- SelƈƆƱ 
RetƘƕƫ FlƦƊƥt”

TAB BAR 
SHOWS USER 
WHERE THEY 
ARE IN THE 

APP

PROGRESS BAR 
- APP SHOWS 
USER THE 

SEARCH IS STILL 
HAPPENING

OBVIOUS AND 
PRECISE 

TITLE PAGE

BUTTON TAKES 
USER OUT OF 
CURRENT 

SEARCH WITHOUT 
WARNING!

DON’T WASTE

MY TIME

COMPARE FARES 
BUTTON - 

“WhƜ ơo I nƈƢƇ Ʊo 
opƈƑ Ʋƭ a nƈƚ 

sƆƯeƈn ƗƬ Ʃoƒk ƞƗ 
it?”

USER DOESN’T 
UNDERSTAND WHY 
APP IS SHOWING A 
‘ONE WAY’ OPTION 
WHEN HE HAS 
SELECTED A 

RETURN FLIGHT

“Don’t Ɩƥow 
me flƌƊƥtƖ I 
caƑ’t ƅoƒƨ”

APP ASKS TO 
ADD PASSENGER 
DETAILS WHEN 
THEY HAVE 

ALREADY DONE 
SO

NEW PAGES OPEN 
TO SELECT 
NUMBER OF 

PASSENGERS 
CREATING MORE 

CLICKS

“RedƘƆƢ Ʊhe 
nuƐƟƈr ƬƉ ưteƓư 
reƔƘƦƯed Ɨƒ ƟƬok 

a flƌgƋƱ”

I’M NOT INTERESTED

USER FINDS 
CAR RENTAL 
OPTION USEFUL

“I geƗ ƄƫnƬƜeơ 
wƋeƫ tƋƈƶ tƕƶ 
to ƖƈƩl ƜƬu ƄƩl 
tƋiư ƒtƋƢƯ 

sƗuff”

ADVERTISING 
IN THE MIDDLE 
OF SEARCH 
RESULTS 

DISTRACTING

“Theƕƈ ƞƯe tƒƬ 
maƑƶ ƄdƖ ƭƬpƓiƫg 

up ƌƑ-beƗƴƈƢn 
boƒƎƦƫg aƑơ 

paƜƌƫg”

“RedƘƆƢ aƩl 
tƋe Ƅơd-onƖ - 

caƕ ƥƌrƢ, 
hoƗƈƩ’s eƗƠ…”

DISLIKE 
UPSELLING OR 
CROSS-SELLING 

ADD-ONS

IMAGES BRING

IT TO LIFE

USER LIKED 
BACKGROUND 

PHOTO ON 
PAGE

USER FEELS 
EXCITED BY 

THE 
BACKGROUND 
IMAGE OF BLUE 

SEA

IMAGERY OF 
DESTINATIONS 

BRING SEARCH 
RESULTS TO LIFE

“I waƑƱ tƒ 
seƈ ƐƬƯe 
imƄƊƢư of 

deƖƱƌnƞƗiƒƫs”

SHOW ME WHAT I 

NEED TO SEE!!

USER LIKES 
THAT FLIGHT 

TIME IS 
SHOWN

USER WANTS TO 
SEE MAIN 

BENEFITS OF FARE 
TYPE WITHIN 

SEARCH RESULTS 
PAGE

USER NOT HAPPY 
WITH INFO SHOWN 
FOR TRANSFER 

FLIGHTS -
“It Ƈoƈưn’t Ɩaƶ wƋƈƯƢ 

yoƘ ƞƕe ưtƒƓƭƦnƊ”

INFORMATION ON 
TRANSFER 
FLIGHTS 

“VerƜ, veƕƶ 
unƆƩƈƞr”

SEARCH 
RESULTS 
DON’T SHOW 

ACTUAL FLIGHT 
TIME

APP SHOWS MINI 
SUMMARY OF 

SEARCH 
CRITERIA AT 

TOP OF SEARCH 
RESULTS PAGE

APP DOESN’T MAKE 
IT OBVIOUS THAT 
THE FLIGHTS 
INCLUDE A 
TRANSFER

WHERE TO SIT?

USER DOESN’T 
WANT TO PAY 

FOR 
ALLOCATED 
SEATS

USER 
STRUGGLES TO 
SELECT SPECIFIC 

SEAT FOR 
SPECIFIC 

PASSENGER

APP GREYS 
OUT 

UNAVAILABLE 
SEATS

APP DOESN’T 
AUTOMATICALLY 
OFFER USER 

SAME SEATS FOR 
RETURN FLIGHT

DIFFERENT 
SEAT PRICES 
SUMMARISED 
WITHIN THE 
SEAT MAP

WINGS 
AREN’T 
SHOWN ON 
SEAT MAP

USE OF COLOUR 
MISINFORMS 
USER ABOUT 
WHICH SEATS 

SHE CAN SELECT

READY TO PURCHASE USER EXPERIENCE

Joshua Davis
ONLINE 

SURVEY
USABILITY 

TEST
COMPETITIVE
ANALYSIS

Data 
Sources 

Positive experience
Pain point
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