Mood

Goals

Pain Points

Mental Models

Thinking of Travelling
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Plan a holiday with a partner/friends/family
Go ona holiday

‘Travel abroad to celebrate a friends birthday.
Find the right flights that suit plans

Discusses plans with other travellers face-to-face
Communicates flights over WhatsApp using
screenshots.

what flights may be available

- Searches for a flight at home
- Travelling for leisure
+ Travels several times a year
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+ Need tofind a flight that matches the traveller's
needs (e.g. right dates, price, time)

- Prices on aggregator website and airline websites
sometimes differ

first de h on Skyscanner...
better. If the airline website has the best price, I usually

book with the airline website"

+ Find the flight search box and start entering details
- Find a flight that was previously seen on an
aggregator website to check f prices differ

« Immediately looks for a flight search box
« Notes other booking options (e.g. book using miles)

+ User has a destination, passenger numbers and
approximate dates in mind

« User has prior knowledge of flights from aggregator
website

+ Likes that the search box s available straight away
(don't have to scroll through the page to find i) -
iy ible & i -

“Ryanair give me straightaway in the top section the
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« Search box contrasts well again the background -

sy to spot
« Likes the use of background images

+ Doesnt lie seeing options for car hire from the
beginning - not necessary s its not the primary
goal

“The option f,
didn't really want anything like that”

+ Doesn't like seeing large Covid-19 messages that

take up alarge amount of space on the homepage

+ User knows to look for a search box on the.
homepage
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Choose dates that suit the plan
Search and select dates accurately and efficiently.
If possible,

before even selecting

Most use the dropdown calendar to choose a
specific date (instead of typing dates)
“I like to scroll over instead of entering it in”
- Uses scroll option to go to desired month

* Uses the calendar to count number of days between

‘outbound and inbound flights

- Already has approximate dates in mind (some
flexibility)

+ User likes seeing two months displayed at a time -
easier to count days that cross over months.

- Calendar with greyed out dates can show the user
what dates are not available before making the
search

Adropdown calendar displaying only one month
makes it difficult to count days that cross over

months
Two scroll options to scroll through 2 months ata
time vs 8 months at a time - confusing
Typing dates can be confusing, especially on
American airline websites where date format can
differ

+ No prompt to select inbound flight date after
selecting outbound flight leads to confusion - not
sure f the original selection was registered

- Expects that once the outbound flight date is
selected, user wil be prompted in some way to.
select the inbound flight date

- Expects that a scroll option will move through
months one-by-one (not 8 months at a time)
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« Search for flights after inputting all relevant details &
move onto a results page

+ Clicks on "Search Flights" button

- Button doesn't stand out enough - user misses it
“That colour maybe, you know, just blends in”

pects to see a brightly coloured “Search Flight”
button
- Assumes button would be placed lower down on th

page
“1should have seen that quicker...| thought the page
was longer”

} Optional Extras/Fare Selection

+ Select afare that meets the needs of the user
+ Check how much each fare level costs.

+ Add luggage f necessary

* Find out what is included in each fare

+ Compares each fare level - contents and prices
+ Clicks on the price button to select a fare

+ User will have to be able to bring back the same
luggage brought with them

and buy necessities when they arrive at their
destination

+ Fare levels and details are communicated clearly
+ Likes seeing destination images in background
“Brings you straight to the place”

+ Selecting one fare will apply to both passengers and
for both outbound & inbound flights - no option to
add only one check-in luggage between two
passengers

+ Doesn't like being presented with a Business flight
option when they have specifically searched for
economy flights

s y "y Page
you can pick your business class, your advanced or your
basic.

- Doesn't like being presented with a Business flight
option that isn't actually available (option is greyed
out)

“Why tell me that | can't have it ifit's not there?”

« Struggles to select fare option - doesn't realise the

price is also a button
“I can't find where to book...I thought there should be
something there”

+ Option to lock prices at this stage is not useful - user
has already decided on flights at this stage and
doesn't feel the need

+ Expects to see option to add extra luggage
separately after the flight is bought



