
Key information 
such as date 
selection not 
appearing at 

point expected

Mainly 
uses 

desktop

Works from 
home so 
browses 

whenever

Always uses 
same airline 
website as 

knows flight 
times work

Never 
uses 

aggregator

Flys solo 
mainly

Doesn't like 
long layovers 

so uses 
lounges for 

comfort

Most often 
long haul 

travel

Books in 
advance for 

better rate e.g. 
3- 4 months

Likes to fly 
from local 

airport so easy 
to get to 
airport

Books 
themself

Shares PDF 
confirmation by 
email with other 
relevant parties 

e.g. person 
picking them up

Google 
search used 

to find 
website

Expects 
information to 
appear when 

hover e.g. fare 
types

Bad -  too many 
steps/clicking 

through required 
e.g. > for date 

selection as only 
shows week view

Motivator 
for looking 
at flights = 

price

Motivator 
= booking 

holiday

Motivator 
= Check- 

in

Motivator 
= Covid- 
19 info

Motivator 
= manage 
booking

Not book -  
No flights 

displayed on 
dates wanted

Prices 
too high

Not book -  
Uncertainty 
caused by 
Covid- 19

Went from 
aggregator 
website to 

airline website

50% said it 
was easy to 
complete 
their goal

nearly 70% of 
people have 
not booked a 
flight in the 

last 3 months

British Airways 
and 

SkyScanner 
were the most 
popular sites

People mainly 
used the airline 

sites/apps to 
check prices and 

book tickets

~85% of users 
were able to 

complete their 
tasks the day they 
attempted them

~16% of users found 
it difficult or very 

difficult to complete 
their tasks — this 

may align with those 
unable to complete 

their task

Most users left 
the website 

because they 
had completed 

their task

~10% of users 
would not 

recommend the 
website/app to 

their friends

People seem 
generally 

underwhelmed 
by their 

experience

16.5% found 
difficult or very 

difficult to 
complete their 

goal

Too many 
steps to 

complete 
check- in task

Most left 
website as 

able to 
complete goal

Website 
easy to 

navigate

Offers 
route 
want

Improvement: 
menu colours 
suck -  visually 
unappealing

Positive: user 
login is in top- 
right corner as 

is common, 
easy to find

Improvement: 
check site 

accessibility 
conforms with 

W3C WCAG

Improvement: 
'inspire me' 

page does not 
work and is 
not inspiring

Positive: banding 
of dates to make 
finding correct 

year quicker for 
DOB

Behaviour Context

Flies 2- 3 
times a 

year

NOT GROUPEDMental Model
Teminology for 
passenger input 
makes sense i.e. 

Eco Class = 
Economy

Key information 
e.g. fare types 
not appear at 

point expected 
or wanted

Flight flexibility 
unclear, 

clarified late in 
booking 
process

Cannot see 
extra baggage 
costs early in 

booking 
process

Expects 
information to 
appear when 

hover e.g. fare 
types

Link to proceed 
with booking 

unclear— above 
critical info

New grid

Ambiguity of selection

Not clear what 
has been 

selected e.g. 
date

Flight Search

Further Options

Consistent General
Experiences

Flight Search Results

Flight Details/Selection

Confirmation of 
selection not clear 
e.g. user not sure 
if been accepted 

by system

Positive: 
good 

summary at 
each stage

Positive: visual cues 
via symbols and 

colours to indicate 
active element. 

Symbols good for 
accessibility.

Passenger selection 
interface is a pop up 
or collapsible? Can 

give user impression 
info is lost.

Visual Ambiguity of information

Good -  
clearly 

shows price 
is pp

Positive: flight 
times and 

durations are 
clear

Length of flight 
and time 

difference not 
immediately 
clear (visual)

Total price 
for 

passengers 
stated clearly

Positive: 
payment 
options 

clear

Key flight 
information e.g. 
Times, aiports, 
duration, price 
instantly visible

Positive: 
lowest price 
shown to be 
in economy

Pricing 
unclear, which 
price refers to 

what flight?

Improvement: 
clearer labelling 
and clarification 
of different seat 

types

~30% of 
users had 

trouble 
finding things

Fare types info 
unclear/hidden

Key flight 
information 

clear e.g. 
layover times

Where Fare 
rules info is 
not obvious 

enough

Layovers 
unclear in 
itinerary

Contact 
information 
not visible

Usability 
Test 1

Online 
Survey

Competitive 
Benchmark Ambiguity of Content

Clear note on how 
many flight 

options are for 
selection chosen 

e.g. out of Gatwick

Positive: 
specifies 

number of 
search results 

for chosen date

Not sure if 
baggage 

allowance 
stated is pp or 

in total

Comment: all 
results 

labelled 'low 
fare'— 

confusing

Landing day 
of flights 
unclear 

('+1d' only)

Irrelevant and 
confusing info 
in fare types 
e.g. Q- Q, T- T

Positive: 
System shows 

departure 
terminals 
available

Baggage 
allowance 
total/pp 
unclear

Positive: fare 
names give 

broad idea of 
price hierarchy

Improvement: 
not all ticket 

types included 
in overview of 

what's included

Positive: 
clear 

labelling for 
fare types

Did not 
immediately 
know how 
many days 

travelling for

Matrix lacking 
details e.g. not 
showing flight 

times

Confusion over 
available 

flights/prices— 
'worse' flights 

shown to be same 
price as direct ones

Adverts 
distracting -  

unclear if 
advert or flight 
search option

Positive: 
comprehensive 
overview info of 
ticket types and 

services

Improvement: users 
likely unfamiliar with 
airport shortcodes— 

use full airport 
name and perhaps 

shortcode in 
brackets?

Not clear 
information on 

time differences 
between 

countries and so 
what day arrive

Best price 
guarantee 

unclear

Not clear how 
many days 
travelling in 

date selection

Ambiguity of Visual Elements

Colour coding for 
different seat 
types in seat 
selection so 
pricing and 

reasoning clear

Map of the plane 
shown for seat 
selections esp. 
exit rows and 
their criteria

Positive: info 
icons provide 

more 
information on 
rollover/hover

Positive: visual cues 
via symbols and 

colours to indicate 
active element. 

Symbols good for 
accessibility.

Improvement: 
clearer labelling 
and clarification 
of different seat 

types (with 
symbols/colours)

Positive: clear 
button to learn 

more about 
layovers

Good -  Use 
of '+'  to 

add 
information

Keys for 
symbols 

hidden below 
fold -  user 
confusion

Star 
symbols 
unclear 
purpose

Improvement: seat 
types not visually 

distinct in seat 
booking stage— use 
symbol and colour

Call to action 
buttons in 
different 

colours so 
stands out

Positive: 
action button 

is distinct 
colour

Highlighting 
of lowest 

prices

Improvement: 
visual schema 

is a bit 
homogenous

Ambiguity of wording

Terminology 
such as 'Flight 
Menu' unclear 

as to what 
actually does

Teminology for 
passenger input 
makes sense i.e. 

Eco Class = 
Economy

Ambiguous 
choice of words 
e.g. 'Flights' for 
searching for 

flights

Unclear what 
'change search' 

affects and 
whether it will 

retain info to date

Irrelevant and 
confusing info 
in fare types 
e.g. Q- Q, T- T

Improvement: 
'lowest' badge and 

'from' price text 
stated for same item 
beside each other -  

confusing

Landing day 
of flights 
unclear 

('+1d' only)

Suspicious and 
confused 

about 'from' 
pricing for 

'Economy Fare'

Improvement: 
'Connecting 

journeys' lingo 
not clear— use 

'indirect' against 
'direct'

Level of Information Detail

Didn't know 
which flights 

flew from 
local airport

Flight flexibility 
unclear, 

clarified late in 
booking 
process

Information of 
difference 

between fares 
not clear -  not 

able to compare

Positive: 
good 

summary at 
each stage

Key information 
such as date 
selection not 
appearing at 

point expected

Class type 
details 

unclear, info 
hard to find or 

not present

Some information 
e.g. passenger 

age ranges pops 
up at irrelevant 

points

Matrix lacking 
details e.g. not 
showing flight 

times

Differences in 
service between eco 

and mid range 
tickets unclear 

without 'processing' 
both types

Baggage differences 
between airlines not 

shown when 
selecting different 
for inbound and 

outbound

Indicate 
Terminal 

arrive/depart 
from and any 

differences

Improvement: 
booking info 
could include 
terminal info

Positive: clear 
summary of 
flight times 

and durations

Cannot see 
extra baggage 
costs early in 

booking 
process

Did not 
immediately 
know how 
many days 

travelling for

Seat selection 
cost not 

immediately 
clear

Clear drop down 
explanation of 
fare types on 

search result page

Improvement: 
information on what 

fare types include 
(differences 

between them) is 
not obviously linked 

to

Improvement: 
arrival 

terminal could 
be displayed

Information on 
features on 

flight selected 
e.g. Wi- fi, dining, 
entertainment

Lack of 
immediate 

details 
regarding 

flight times

Not all relevant info 
on Ticket Types 
filled in across 

comparison e.g. no 
luggage mentioned 

for one

Information layout (arrangement)

Contact page 
not clear and 

hard to 
access

To much 
information 

to look 
through

Improvement: Main 
menu dropdowns 

are cluttered, 
consolidate 
information 

hierarchy

Not easy to 
see 

cheapest 
flights

Some users 
were unhappy 
with the way 
prices were 
displayed

Date selection 
shows at least a 
calendar format 
and maybe free- 

type as well

Improvement: 
Matrix may be 
confusing for 

users unfamiliar 
with them

Pricing 
unclear, which 
price refers to 

what flight?

Positive: 
cheapest dates 
indicated/highl
ighted at top 

of page

Doesn't like going 
backwards and 

forwards between 
pages to find info

Positive: 
return date 
and return 

ticket option 
are one field

Matrix 
confusing 

as not sure 
how works

Flight matrix 
showing best 

prices if 
flexible for 

dates

Clear 
differentiation 
between direct 

and indirect 
flights

Positive: clear 
distinction 

between direct 
and indirect 

flights

Key information 
e.g. fare types 
not appear at 

point expected 
or wanted

Liked direct flights 
and indirect 
flights being 
displayed in 

different sections

Some users said 
relevant contact 
information was 

hard to find

Access to further information

Positive: clear 
additional 
info about 

booking seats

Improvement?: 
Make it clear if 
some payment 
types cost extra

Best Price 
Guarentee 

not 
understood

Improvement: 
binary 'male/female' 
options inadequate 
as some countries 

allow other genders 
on passports.

Good -  clear 
information 
on refund 

options

No 
information or 
links to extra 

baggage could 
purchase

Likes optional 
link to learn 
more detail 

about baggage 
requirements

Coronovirus 
info not 
visible

Improvement: 
option to learn more 

about fare types 
from selection 

screen. Summary on 
hover?

Improvement: 
Flights could 

indicate 
carbon 

footprint

Positive: general 
statement of 
inclusion of 

carrier fees etc.

Improvement: 
provide a dedicated 

link to info on 
accepted payment 

types and 
processing fees

Visual Consistency/Inconsistency

Some information 
e.g. passenger 

age ranges pops 
up at irrelevant 

points

Positive: Main 
menu in header 

with clear, concise 
categories and 

localisation/login 
options

List of main 
navigation 

sub- menus at 
bottom of 

page

Positive: total 
cost visible 

throughout in 
floating footer

Inconsistency of 
pricing display 

across pages e.g. 
return flight cost 
vs. showing price 

just one way

Consistent 
format for 

Flight Search 
across various 

pages

Comparison style 
chart for fare 
types in same 

format across the 
board

Improvement: 
why is this matrix 
section a different 
colour to the rest 

of the site?

Improvement: 
main header 

menu not 
visible at all 

times

Pricing not 
visible 

consistently  
throughout 

booking process

Positive: 
logo acts as 

link to 
homepage

Improvement: 
cheapest price 

information at top 
of page is more 

prominent than the 
actual selected date

Ticket type 
associated info 

inconsistent 
across types when 
browsing to select

Page Layout

Link to proceed 
with booking 

unclear— above 
critical info

Improvement: 
Search filters 

should be 
available and 

accessible

Keys for 
symbols 

hidden below 
fold -  user 
confusion

Improvement: 
search link not 

clear from menu 
bar (discover vs 

book?)

Initial search 
bar unclear— 

look like 
promotions

Comment: 
page layout 
encourages 

users to book 
seats

Confusion and 
issues with key 

information being 
above/below page 

fold

Positive: 4 key 
actions in 
secondary 

menu— easy to 
access

Seat choice 
legend is static 

and not floating 
so user has to 

check back

Pricing 
unclear, which 
price refers to 

what flight?

Visibilty of 
Search & Sort

Where is 
the search 
function???

Improvement?: 
Link to advanced 
search, including 

multisite, could be 
more pronounced

Improvement: 
flight/multi city 

could be 
clearer e.g. 

visibility

Want to see 
flight prices as 

range over 
weeks and 

months

Improvement: 
search 

function not in 
main header 

menu

Search 
functions 

hidden below 
the page fold

Week to view on 
flight search 

results so user 
can see if other 
days cheaper

Improvement: 
Additional search 

options/info hideen 
below the fold— 

shrink header image 
to improve 
placement?

Improvement: 
Flight/flight+hotel/fli
ght+car tab should 
visually connect to 

search element 
below to clarify 

connection

Improvement: 
date picker could 
show dates with 

low 
availability/low 

prices/etc

Flight search 
bar 

prominently in 
middle of page 
when loaded

Ability to Search

Search / 
browsing 

distinction 
unclear

Positive: 
simple 
flight 

search tool

Positive: flight 
search is 

straightforward 
and visible

Unclear on 
how to change 

flight dates 
efficiently

Bad -  Not able to 
free type or select 
e.g. shown general 
month to look at 

rather than able to 
type specific date in

Comment: advanced 
search should be 

comprehensive, may 
not have same 

layout as simple 
search

Ability to Filter

Ability to filter 
flight results by 

price, timing, 
stopover 

duration, total 
duration

Positive: 
'sort search 
results by x'

Lack of filters 
on flight 

results made 
experience 

slower

Personalisation

Positive: Clear 
options to hold 

flights, share 
quotes, and 

continue with 
booking

Positive: 
image of seat 

situation 
available

Likes image 
of seat 

shown in seat 
selection

Positive: travel 
insurance offered 
but users are not 

visually tricked 
into clicking 

through.

No idea if 
hotels near to 

main transport 
or landmarks

Options for 
holding flights 

for  a short 
period for 
£deposit

Positive: 
indicator of 
low ticket 
availability

Improvment: 
background image 

could change to 
destination city 

when information 
entered

Images of 
seats in seat 
selection to 
help make 

choice

Positive: details 
and options 

provided for in- 
flight meals along 

with pictures

Likes ability to 
hold flight seat 
and price with 
deposit so has 

time to check with 
others

Likes option to 
make account 

to retrieve 
details

Ability to share 
price quote 
with others 
e.g. email

Improvement: 
ensure language 
and currency are 

localised but 
easily changeable

Language and 
currency set to 
default based 
on GPS or IP 

address

Localisation 
is positive

Site is using 
geolocation to 

recommend airport? 
Unclear to user. 

(Suggests has 
previously visited 

site)

Confused by geo 
location and 

automatic 
suggestion fly 

from Birmingham 
-  but is good

System guidance

Highlighted fields 
where data being 
input -  help user 
see where they 

are on page

Positive: next 
task field is 

highlighted to 
guide user

Improvement: 
error message 

should be 
more 

prominent

Bad -  not 
prompted/corr

ected when 
made an error

Site is using 
geolocation to 

recommend airport? 
Unclear to user. 

(Suggests has 
previously visited 

site)

Confused by geo 
location and 

automatic 
suggestion fly 

from Birmingham 
-  but is good

Positive: 
autocomplete 

options in typed 
departure/desti

nation fields

Positive: grey 
help text in 

text fields to 
guide users

Greyed in field 
help text when 
inputting key 

information e.g. 
Names for flight

Comment: do not 
autopopulate from 
shared Google data 

if data can affect 
validity of ticket. Too 

falible.

Why is 'direct 
flights' not 
enabled by 

default? Should 
grey out if not 

available

Improvement: 
active tabs and 
fields could be 
more visually 

distinct

Positive: Popup 
guidance on text 
field formatting 
appears when 
field is active

'Next step' 
action button 

greyed out until 
all necessary 

details entered

Feedback to user

Booking 
timer 

annoying

~31% of users 
said their task 
took longer or 

a lot longer 
than expected

61% said 
took as long 
as expected 
to reach goal

27% said took 
longer than 
expected to 
reach goal

Clear flight 
summary prior to 

confirming 
booking and 

passenger details

Progress bar 
to show user 

where they are 
in process

Generally 
unclear on 

how to 
proceed with 

booking

Not clear 
where user 

is in booking 
process

Positive: 
Indication of 

numbers of steps 
in process, and 
current position

Notification/animati
on when page 

loading information 
so user knows input 
has been confirmed

Positive: loading 
animation indicates 

that something is 
happening and 

encourages users to 
wait

Positive: 
good 

summary at 
each stage

Only ~5% of 
users found 

their task took 
less time than 

expected

Improvement: flight 
search should only 

show available 
starting points for 
routes once one is 

entered

Infrastructure/
Technical Issues

Google link 
does not go 
to expected 

page

Google booking 
link leads to 

atypical booking 
process built 

around browsing

Inconsistent 
page 

loading

Bad -  slow 
loading of 

information

Website 
too slow

Trust issues

Likes how can add 
hotel and car and 

they are 
protected with 
ATOL as well as 

flight

Dislike 3rd party 
booking 

systems -  prefer 
to stay on same 

website

Want to see 
trustworthy 
and reliable 

airlines
(aggregators)

Suspicious and 
confused 

about 'from' 
pricing for 

'Economy Fare'

Not clear why 
direct flights 
cheaper than 

indirect

Confusion over 
available 

flights/prices— 
'worse' flights 

shown to be same 
price as direct ones

Affinity Diagram for Airline Website -  Desktop


