Fly UX - Customer Journey Map
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Mood
- To book a flight - To filter results to see - To review and check
- Check flight prices cheapest flight flights selected
- Explore travel - To browse results to - To check price for
options see what route and choosing a seat
et prices are like - To select a seat prior
Goals - Lhecksin - To choose a flight to check-in
- Manage booking that suits the user e.g. ~To see if there are any
short layover special offers linked to
flights e.g. hotel
discount
- Aggregator website - Use filter to see - Read through flight
and then click through cheapest flight details & fare rules to
to airline website (trust immediately ‘double check’
more) - Scroll up and down - Scroll down the page
- Use Google search to the page, reading each to check protection
find relevant websites option’s key details such as ATOL
- Select top result such as timings, - Use plane layout map
. shown in search overlays, length and to see where seats
Behaviours engine price of flight located
- Visit airline website - Use matrix view - Hover over seat to
used before as know option to see overview find out more about
how website works of best prices (if the seat type
flexible with dates)
- Refer to colour
coding for seats
- Click on a specific
seat to book it
- Google search link - Time differences - 'Best Price
doesn't take the user to between countries not Guarantee' unclear
the homepage and clear - Selected seat cost
there kl]sfll’)oh?[ptlon to - Pricing unclear, not immediately clear
il?sagfaye::? ° LB A - Seat choice legend
price: static so have to keep
- Layover summary scrolling up and down
unclear page to check seat
- Matrix lacks detail type
- K bols f - No idea if hotels
maﬁfgﬁg -ﬁjdgﬁ- offered as a deal near
main transport or key
- Not clear what sightseeing spots
symbols mean
- ;Too much look
F F information to loo
Pain Points through”
- Not clear how to
change flight dates
- Lack of filters > hard
to see cheapest flights




