AIR TRAVEL

Competitive Benchmark

Prepared by Victoria Yeung




OBJECTIVES

The intent of this exercise is to observe and note how best-in-class
websites and apps facilitate or hinder typical tasks that an airline
traveler will perform online.

Goals of this assignment include establishing conventions,
highlighting best practice, and looking for areas of improvement.

This will be achieved by comparing four (4) different travel apps,
three (3) of which are airline apps and the last being an app for an
aggregate travel site.
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HOMEPAGE

) f B v @ AIR CANADA == AIR CANADA
Stylized hamburger menu icon - New mandiay st o Nev maniery i R
. . ntry requirements into Canada entry requirements into Canada -
not immediately apparent there o Chetin

yina
r up to three nights da fation for up to three nights.

is a menu there

¥  Boarding passes

Learn more & Learn more &
Important notice given — t
prominent position on screen but

barely noticeable

Airport and terminal maps

= Wi-Fi and entertainment

Eye is drawn to white portion of
screen but to main icons do not

Vancouver YVR >

Settings

include ‘Book now’ - need to i N . s s a

scroll to the right to locate. @ RS

‘Book now’ text is also not a bold i AL Tt ol el v

ready-to-click button like ‘Sign ; —

in" or ‘Check in” which is = @ AIR CANADA
surprising Foryou Forvon Forn

‘Book Flight' is not one of the ot Fiias N
available options in the menu —_— @ 53

that appears after clicking the
hamburger icon

Canada

New mandatory testing and hotel
Contrast was used effectively to quarantine for entry requirements into

Canada
draw the eye to an area with
buttons leading to common tasks

Learn more 3

Standard menu with icons along
bottom of screen

Menu at bottom of screen and
hamburger icon remains on Visit our COVID-19 hub

screen when scrolling left/right Learnmore &
or up/down

@) AIR CANADA



FLIGHT SEARCH

AN Flying to? Flying to?
Book flights YEG -] YEG ©
T Edmonton, Canada Choose arrival Edmonton, Canada Choose arrival
Eye is drawn to empty white
) . | Q Tor x
space — distracting from 0
goal/ObjeCtive o » ISZSN?;?’ All Airports YTO
. . . > T to Island YTZ
Autofill with current location oromesan
»- Toronto-Pearson Int. YYZ
Standard menu with icons along ¥ TomreOn o TRC
bottom of screen 4 Tortola s
llluminated icon to indicate
which current step
Keyboard automatically
available to prompt typing in gwer tyuilop g we r t yui op
departure city a s d f g h j k | a s d f g h j k I
Drop down Wi'Fh options appears Whereauld youlike to go? & z x cvbnm & & z x c Vb nm &
based on text input YEG — e — i —
Edmonton, Canada Choose arrival 123 space return 123 space return
> O =
Flight status Trips Aeroplan @ @

@) AIR CANADA



FLIGHT SEARCH

Questions at the top of the
screen help orient user to which
step in the process they are at

Eye is drawn to empty white
space —distracting from
goal/objective

Dates selected are highlighted
boldly and clearly visible

‘Tip" guiding user is easily visible
and located in an area of the
screen which is out of the way

‘Tip" also repeated on
subsequent screens after the
action has already been
performed; it also looks like a
button

Standard menu with icons along
bottom of screen

Standard use of + and —icons to
increase or decrease passenger
numbers

Information items clearly visible
due to different colored font and
bold info icon

‘Continue’ button boldly visible

YEG

Edmonton, Canada

Select depart date

28 29 30

April 2021

Sun  Mon  Tue
March 2021
14 15 1
21 22 23

-

@

Flight st

When do you want to leave?

Y10

Toronto, Canada

Select return

(optional)

Thu Fri Sat
18 19 20
5 26 27
1 2 3

| | When do you want to return? (optional)

YEG

Edmonton, Canada

Depart
Fri, Jul 30

July 2021

25 26 27

August 2021

Sun  Mon Tue

N

@

YIO

Toronto, Canada

Select return
(optional)

Continue with round-trip

YEG

Edmonton, Canada

Depart
Fri, Jul 30

sun  Mon Tue

July 2021

25 26 27

August 2021

a

@

Y10

Toronto, Canada

Return
Mon, Aug 02 L

Book flights 9

Where would you like to go?

YEG

Edmonton, Canada

Depart
Fri, Jul 30 a

2. 1passenger

@ Use my Aeroplan points ©)

Search round-trip flights

Toronto, Canada

Mon, Aug 02

YTO

Return

Select 1 to 9 passengers

Adults 16+ years

Youths 12-15years

Children 2-11 years

Book Infants on aircanada.com

Booking for 10 people or more?

1 passenger selected

@ © ® ® ©®

‘

@) AIR CANADA



SEARCH RESULTS

Graphic behind flight parameters
makes text hard to read
including if flights displayed are
Economy or Business

Standard menu with icons along
bottom of screen

Eye is drawn to empty white
space — distracting from
goal/objective

Standard use of v and X to
represent option availability

In addition to standard use of
greyed our or highlight to
indicate if a button is available,
text beside describes what
needs to be done and what is
being confirmed

6 different fare options available
grouped into two categories
which is too many options — plus
lowest Business Class fare is
less costly than highest
Economy fare which is confusing

Departing Fri, Jul 30

From Edmonton.YEG

EConomy

20 from $110

YEG 3h42m YYZ
Non-stop
06:30 12:12
YEG 3h42m YYZ
Non-stop
07:30 13:12
YEG 3h42m YYZ
Non-stop
09:00 14:42
YEG 3h42m Yvz
Non-stop
10:30 16:12
YEG 3h 42m Yyz

Business Cla

$110

$110

$110

00:20
YEG

Non-stop

06:30
YEG

Non-stop

07:30
YEG

Non-stop

09:00
YEG

Non-stop

10:30
YEG

Standard
Economy

Up to 50% Aeroplan
points/sQM

% No refund

Flex
Economy

$479

x

Economy

Preview seat map

100% Aeroplat
points/sQM

No refund

Free standard
seat selection

$532

n

Business Cla}

Comfd
Econom]

Ref

114
poi

Fre
Pre
sell

Departing Fri, Jul 30

From Edmonton YEG

Blisidess:Class

3h42m YYz

12:12
3h42m Yyz
13:112
3h42m Yyz
14:42
3h42m Yyz
16:12
3h 42m YYzZ

Flight status

$936

$936

$936

$936

, Jul 30

@ Total Duration: 3h 42m

YEG « Edmonton

» AC176 - Airbus A220-300

@ Duration: 3h 42m

YYZ + Toronto

Economy Business Clg
Preview seat map
Standard $479 Flex $532 Comfd
Economy Econom|
Up to 50% Aeroplan 100% Aeroplan Ref
points/SQM points/SQM
n
% Norefund X Norefund pol
Free standard Full

seat selection

Select a fare

@ Total Duration: 3h 42m

Sched. YEG * Edmonton
00:20
% AC176 + Airbus A220-300
@ Duration: 3h 42m
Sched.
06:02 YYZ + Toronto
Economy

Preview seat map

Standard $479 Flex $532
Economy Economy
Up to 50% Aeroplan 100% Aeroplan
points/SQM points/SQM

x

No refund

X Norefund

Free standard
seat selection

Economy Standard selected for $479 CAD

X Departing Fri, Jul 30

Business Clal

Comfd
Econom]

Ref

19
poi

Fre]
Prd
sell

32 Comfort
Economy

Economy

Previ

$6 Lati

Refundable fare

115% Aeroplan
points/SQM

Fully refundable
Free standard an{

Preferred seat
selection

itude  $1,121

Economy

Refundable fare

125% Aeroplan
points/SQM

Fully refundable
Free standard and

Preferred seat
selection

Economy

1,1 Lowest
Business

are 150% Aeroplan
points/sQM

Exclusive cabin,

superior comfort

Business Class

$936 $1,251

Refundable fare

150% Aeroplan
points/SQM

Exclusive cabin,
superior comfort

Free changes and
cancellation

@) AIR CANADA



HOMEPAGE

2 sign in. Earn Westet dollars, redeem and book

faster.

Where would you
like to go?

BOOK A FLIGHT

FEATURED FARES FROM

Edmonton, AB

Important announcement
presented prior to home screen
for best visibility — button for
more information is clearly
visible

from 89 CADA from 17

Vancouver, BC Calgary,

‘X' to close message is clearly
highlighted using contrast and
follows standard iconography

BOOKING OPTIONS

Deals and offers (7
COVID-19 UPDATES Book a vacation
‘Book a Flight' is easily located
and ‘Where would you like to
go? is a friendly yet professional

way of prompting the location of

ATotal price one-way per guest. See terms and conditions

vith flexil

the button ¢ peace of mind.

A = > & ]

Trips Book Inflight Profile Help Trips Book Inflight profile Help

Features fares not visible
without scrolling down

FEATURED FARES FROM

FEATURED FARES FROM

Edmonton, AB

FEATURED FARES FROM

Standard menu with icons along Edmonton, AB
bottom of screen

Edmonton, AB

Automatically detects location to
provide relevant featured fares

from 177 CADA from 27 " |
from 89 CADA from 17 from 272 CAD! from 11
Calgary, A8 Kelowna, Kelowna, BC Toronto, {
Vancouver, BC Calgary, 4

WESTJET 5525



FLIGHT SEARCH

Autofill with current location

® icon used in addition to
greyed out button to indicate
step is incomplete and ‘Get
Flight’ button not yet available

Standard menu with icons along
bottom of screen

Standard use of + and —icons to
increase or decrease passenger
numbers

Standard use of color to indicate
button can be selected

‘Nearby’ airports may be useful
for departure city but much less
so for ‘Going to’ —it is less likely
to travel to destination that are

within a 3-4 drive like Calgary
than to further distances

Keyboard automatically
available to prompt typing in
departure city

Top drop-down option is not the
option that most closely
resembles what was entered in
the text field

&~ BOOK A FLIGHT

Round trip One-way Multi-city

: Join now or sign in to use companion vouchers or

WestJet dollars.

From

Edmonton, AB (YEG)

Going to

Select dates

Guests

1 adult

Discount code (optional)

@ GET FLIGHTS

X o > 2 [
Trips Book Inflight Profile Help
Adults 1 1
12+ years
Children
2to 11 years +
Infants o

Under 2 years

Cancel CONTINUE

close X

®  From

Edmonton, AB (YEG)

N
9 Goingto

NEARBY

Lloydminster, AB, Canada

Calgary, AB, Canada

ﬁ

close X

*  From

Edmonton, AB (YEG)

n
9 Goingto
Torf X

Melbourne, VIC, Australia MEL
Toronto, ON, Canada Yvz
Victoria, BC, Canada YY)
Yellowknife, NT, Canada YZF

Tor ToR Toronto

qwe r t y u il o p

WESTJET 5525



FLIGHT SEARCH

Standard use of color to
highlight step in the process

No indication that numbers are
dollar values or which currency
they pertain to

Yellow tag icon is clearly
understood to represent sale
flights — handy information and
execution is subtle

® icon used in addition to
greyed out button to indicate
step is incomplete and ‘Continue’
button not yet available

Standard use of ‘X’ to indicate
Close function for a window —
‘Close’ text not required to still
convey the same meaning

The two different shades of
green and tiny icons do not help
emphasize which dates are
departure and return dates —
more contrast would be better

Standard use of color to indicate
button can be selected

Departing
Select date

SUN MON TUE

21 22 23
569 438 438
28 29 3
299 257 e
April 2021
4 L 6

257 158 168

" 12 13
116 116 116

Total price one-way per gu¢ WCiE

Close ><
Returning
Select date
WED THU FRI SAT
19 20
569
24 25 26 27
438 438 299 299

126

126

116

257 257 257

126 179 116

15 16 17
116 147 116

@ CONTINUE

Departing

Fri Jul 30

25 26 27
August 2021
1 2 3

113 113 113

8 9 10
113 113 113

15 16 17
13 13 113

22 23 24
113 113 113

113 113 113

Total price one-way per guest in CAD

Clear

Close ><
Returning
Select date
WED THU FRI SAT
-
28 29 30 31
113 113
4 5 6 7
113 13 113 113
11 12 13 14
13 13 113 113
18 19 20 21
113 13 13 13
25 26 27 28
113 13 13 113
Lowest fare

@ CONTINUE

Close ><

Round trip

Departing Returning

Fri Jul 30

8 9 10 " 12 13 14
113 113 113 113 113 113 113

15 16 17 18 19 20 21
113 13 113 113 113 113 113

22 23 24 25 26 27 28
13 113 13 113 13 13 13

29 30 3
13 113 113

Total price one-way per gug

Clear CONTINUE

WESTJET 5525




SEARCH RESULTS

Most visible part of search
results screen shows no flights

Ability to see prices for flights a
day before and after — formatted
in a way similar to what users
are used to seeing on airline
websites

Airport codes are used instead
of city names — average traveler
might not have codes memorized
and departure; and arrival times
are visually very far from each
other

Only two prices are immediately
visible —if a user does not click
‘View' they will not see that
there are 3 Economy and 2
Premium fare options (total of 5
different prices)

Standard menu with icons along
bottom of screen

Standard use of v and X to
represent option availability

Standard use of color to indicate
button can be selected

BOOK A FLIGHT

WESTJET 5425
Step2of7 v

Round trip
Edmonton (YEG) To Toronto (YYZ)

Fri Mon O Adults
Jul. 30-Aug. 2 M1

Thu. Fri.
Jul. 29 Jul. 30

$109.33 $109.33

Sort results

Operated by WestJet
Boeing 737-800

Flight details >
Sat.

Jul. 31
$109.33

Lowest fare

ECONOMY

From

BOOK A FLIGHT

Select departing flight

PREMIUM

From

Flexibility with no fee.
There's no fee to change or cancel flights
booked before April 30,2021 and no
charge for COVID insurance on select
flights. See all COVID measures

$109.33

VIEW

$847.48

VIEW

Sign in to unlock potential discounts or
earn and redeem WestJet dollars.

Prices are one-way, per person and include all taxes and fees.

Select departing flight

YEG »)-
01:00

Close X
Operated by WestJet

A = >

Trips Book

Inflight profile Help Trips Book

FE =

Non-stop | 3 hrs. 38 min

06:38

a [

Profile Help

Economy

Select the fare that's right for you

Basi Econo
© N VestJet Rewards earn © Westlet R
@ C kedbagsforafee @ Checked b)

© O time change or cancel for no © Onetime
fee

© N eat selection without a higher @ Advance s|

109.33 CAD 144

— 5

Economy

Select the fare that's right for you

Econo EconoFlex

@ WestJet Rewards earn © WestJet

© Checked bags for a fee © 1freecH

© Onetime change or cancel for no @ Fiight ch
fee no fee

© Advance seat selection for a fee © Freesta

14(‘)”.833AD 19

SELECT

o

Economy
Select the fare that's fight for you
Top choice
EconoFlex
m @ WestJet Rewards eam
ee @ 1free checked bag
sancel for no @ Flight changes or cancellations for
onforafee @ Free Standard seat selection
‘AD

198.58 CAD

per-person

SELECT

is price

Premium

Select the fare that's right for you

Premium

© Onetime change or cancel for no
fee

© Premium seat

© Food and beverages (incl. wine,
beer & spirits)

© 2free checked bags
@ Priority screening
@ Priority boarding
© Priority baggage

© WestJet Rewards eam

847.48 CAD

per-person

SELECT

® 0

PremiumFley

© Free flight
cancellati

© Premium

© Foodand
beer & spi

© 2free che
© Priority sct
@ Priority bol
@ Priority baf
© Westlet R

1,31

Premium

Select the fare that's right for you

sancel for no

(incl. wine,

m

‘AD

PremiumFlex

© Free flight changes or
cancellations

@ Premium seat

© Food and beverages (incl. wine,
beer & spirits)

@ 2free checked bags
@ Priority screening
@ Priority boarding
@ Priority baggage
© WestJet Rewards eam

1,310.53 CAD
per-person

SELECT

o®

WESTJET 5525




SEARCH RESULTS

BOOK A FLIGHT Q

Restrictions apply for X
choosing Basic

@ included € Notavailable
Standard use of v and X to P

. . -_ $$ Available for a higher fee
represent option availability

Best
option

The fact that the airline is asking
the customer if they sure they

Basidg Econo

. . . Flight ch:; llati

want to go with the Basic far is atter2¢housotbookng | O @
Oﬁ_punlng —makes the user feel Accrual of WestJet dollars and ) V)
like they are being questioned leberetis
about theil’ intentions Eligible for a cabin upgrade at

checlip fo)r a fee (space 0 $

permitting
The fact that “Upgrade to Econo B ST

”w - . . : lease contirm that you've read an
for $3] 50 IS hlghllg hted Advance seat selection $8 $ understand the restrictions of Basic.
indicates gives the impression — : :
that the company is su bt|y l_J ?hyafrl]zc;i:gt:the Basic fare, | understand iy ;:f:oosingtthe Basic fare, | understand
. " al |l cannot:
pressurlng the CUStomerto ° Changeor Cancel my ﬂlght morethan e Lrdiige orcarncery mygrormore uidn
d once, without a total loss of funds once, without a total loss of funds
spend more money hangs st i « Bty e
i additional fee, regardless of tier status Zzzlmagﬁ;efc;lglngvélﬂtﬂﬁ:éspi}llggrasniams
By turning the check-box the g:rdnt\hﬂgslﬁ?bgm or Tousl Bank « earn WestJet dollars or Travel Bank
d that this booking d t t

same CO|0I' as the baCkg round Of toward my WestJet Rewards qualifying fonwardamyI\fVe:EJ;Pgex:rsdzoqlf;#;ing

the error message is a spend spend

successful subtle way of

indicating what information is

mISSIng per-person
OR OR
Continue With Basic [ Continue With Basic l
[e)
A [ > & ] X = > & -
Trips Book Inflight Profile Help Trips Book Inflight Profile Help

WESTJET 5525



HOMEPAGE

Important announcement
presented prior to home screen
for best visibility

n Add a flight

» your booking
Enter your details below to retrieve your booking

Encouraged next step is
highlighted through use of a bold
obvious button

First name *

Prominently displayed ‘Add a
flight” button implies this is
where flights are booked when it
actually leads to a screen for
retrieving bookings

Last name *

‘aton code *

We are retiring our mobile app and are working
on bringing you something better! To avoid
” o=
upcoming turbulence, please use Edmonton to Abbotsford to
Abbotsford Edmonton

‘Spend the savings on yourself’
does not immediately imply
these are sale flights or
promotions

FlySwoop.com. You can do everything the app

does through our website! one-way

fares from:

total price

Only means to access the flight
search screen for bookings is
the icon in the menu at the
bottom of the screen —not
obvious

Stay on the app

(5]

Continue
a > o o -
Home Book My trips Status More

Take me to the website

Standard menu with icons along
bottom of screen

Standard use of back arrow

Spend the savings on yourself

Standard use of grey and — -
halftone text to indicate button is e o —

o
not yet active/available Edmonton to Hamilton to Hamilton to
Hamilton Edmonton 3 Edmonton Abbotsford

Image behind text is distracting
and make it hard to see details of
the promotions

total price




FLIGHT SEARCH

Does not autofill with current
location

Standard use of color to indicate
button can be selected

Standard menu with icons along
bottom of screen

SO

& Go back to previous page

SWOS="

& Go back to previous page

Select departure airport
e VXX Vancouver Area
Abbotsford, BC

CUN

é Cancun, Mexico

YEG

% Edmonton, AB
& YHZ
Halifax, NS
YHM Toronto Area
Harnilton, ON

SWoOR=" ©

& Go back to previous page

SWoOS=" o

& Go back to previous page

Since this is an airline with S T o ¥ Fiights A + I3 Getaways  Fiights A + = Getaways
limited destinations the choice to & o - .
include images and a dropdown bR . Y. Edmonton, AB v Edmonton A8
menu is a good choice — allows O  o.ON v Toronto,ON X
users to be familiar with the W rcaen oo o
cities they fly to as well as avoid 2 I Date 30
entering cities that the airline T - B 5 < iy 2021 >
does not service o o omeomow e
Return (optional): 5 6 $80 $80 $80
Date 4 5 6 7 8 9 10
6 The negative sign (-) beside SWoS=" e I B B B B
Adults implies that the form will £ Gobackiopreviows pege

X

allow 0 passengers or 0 Adults
(children/infants flying alone?)

14 15 16 17 18 20 $80 $80 $80 $80 $80 $80 $80
Coronavirus updates. Learn more about Swoop's 1 w2 2 23
Search response. 2 22 23 2 25 2 27 $80 $80 58|

$360 $410 $310

. B ¥ Flights X + = Getaways 23023 ¥ mfb .
which doesn’t make sense | | i M . .
* 3 Q (¢] E;yr:mnton, AB v Hgs ?- Mz . =G "
Standard use of greyed out and e . A N, . B
halftone text to indicate dates Toronto, ON M
with no flights available
Jul 30
9 Does not show both departure S hieos
and return dates on the same R 6
calendar — only shows the date Hravellert) hd
selected and then a second e 2 |
. Children:
calendar screen is presented =
il °®
f > Qo ]

SHWOS="



SEARCH RESULTS

Overly wordy ‘Back’ button

Progress bar with iconography is
clearly visible and easy to
understand

Most visible part of search
results screen shows no flights

Standard menu with icons along
bottom of screen

Title at top of screen clearly
indicates which flights are being
displayed — one screen per
stage in journey

Ability to see prices for flights a
day before and after — formatted
in a way similar to what users
are used to seeing on airline
websites

Flight information is very clearly
displayed with plenty of white
space around text to make it
easier to read

Flight prices are bolded but not
Total price (as if not more
important); also, ‘Details” button
requires more information about
what kind of details it is
providing

| SHWES=

o & Go back to previous page

Select your flights

You searched for

@ Edmonton, AB (YEG) to Toronto, ON (YYZ)

Friday Monday o 4
[ﬁ Jul 30 Aug2 ™M

Modify

Have a promo code?

Apply

To use FlySwoop.com, you agree to the

website terms of use, the privacy policy,
and the use of cookies.

1 » Q e

Home Book My trips Status

More

SWoO=~

& Go back to previous page

Departing Flight

Edmonton, AB (YEG) to loronto, ON(YYZ)

Due to information caching intervals, actual price may vary. Please query
flight directly for actual fares available at time of query.

Thursday Friday Saturday
< Jul29 Jul 30 Jul 31 >
$87.48 $87.48 $87.48

1:00AM 6:36 AM

Nonstop 3h 36m O $8748
WO0421 737-800

11:30AM  5:09 PM

Nonstop 3h39m O $9747

WO271 737-800
3seats left at

Returning Flight
Toronto, ON (YYZ) to Edmonton, AB (YEG)

Due to information caching intervals, actual price may vary. Please query
flight directly for actual fares available at time of query.

f > Q G

Home Book My trips Status More

SWoO=" ©

& Go back to previous page

| Returning Flight

Toronto, ON (YYZ) to Edmonton, AB (YEG)

Due to information caching intervals, actual price may vary. Please query
flight directly for actual fares available at time of query.

Sunday Monday Tuesday
Aug1 Aug2 Aug3 N
6 seats left at $69.24 $69.24
$69.24
7:40AM  9:50 AM
Nonstop 4h 10m ® $6924
WO0412 737-800
9:45PM  11:54 PM
Nonstop 4h 9m O $69.24

WO0420 737-800

Total
$156.72 CAD

[ Details

Including taxes and fees

" > Q (G}

Home Book My trips Status More

SHWOS="



HOMEPAGE

Use of highlighted iconography
to indicate selected option and
common icons for flights, hotel
and car rental are used

Should also include text to
confirm proper interpretation of
icons

‘Find a flight button looks like a
search field and does not align
with standard mental model of
what a button looks like

App saves recent searches
which is convenient

No option to ‘Clear’ saved
options — if options no longer
relevant, it unnecessarily takes
up prime real estate on the home
screen

Standard menu with icons along
bottom of screen

While scrolling down, ‘Find a
flight” button remains available
and same icons used as initial
screen — allows selection of
options without scrolling back up

ol

Hey there 2

Where to next?
1

| | | |
| | I | |
Q Find a flight

I D
Recent searches

Toronto, ON, Canada
X YEG 2 YYZ Aug 2 - Aug 10

0

KAYAK Miami Beach

Our first ever hotel, inspired by local culture and
powered by travel tech. Be among the first to
experience it.

Search Explore Trips Profile

Q Find a flight

Explore
See the world on

your budget

Get inspired for your

next adventu

Quick getaways

Q

Search

re

This weekend N

A

Explore

-
B
a
@ K
= I -
B <]
a
K

] ®

Trips Profile

KIAYIA K



FLIGHT SEARCH

Automatically fills in with last
search details

Standard use of bold color to
highlight button

Not inherently clear what ‘Add
nearby airports’ slider does —
does it allow you to save the
closest airport? Show airports
within a certain distance?

Keyboard automatically
available to prompt typing in
departure city

Although ‘Tip” and ‘Sign in’
button are helpful, the fact that it
persists on subsequent screens
is distracting

Shows recent locations — helpful
function especially for frequent
travelers

< Flights

Round-trip One-way Multi-city

= Edmonton, AB, Canada - Edmonton (YEG)
L

X Toronto (YYZ)

B Mon, Aug2 — Tue, Aug 10

Options

L traveller

5. Economy

& Ocarry-ons, 0 checked

S Any stops

Search flights

= [nter acity, airport, or place

Ir

Toronto (YYZ)

Add nearby airports (

Recent locations Clear
# Toronto, ON, Canada Yvz
Pearson Intl

>~ Edmon|

X Toronto (YYZ)

Add nearby airports U

B Edmonton, AB, Canada YEA
B anairports

¥ Edmonton YEG
Edmonton, AB, Canada

Tip: Sign in to view your recent searches

123 space return

Tip: Sign in to view your recent searches Signin
Signin }
QWERTY U Il OFP qgw e r t y ui op

123 space return

¢

Y

ﬁ

X
= Edmonton (YEG)

X Enter a city, airport, or place

Add nearby airports @

</ Current location

®  Anywhere
Recent locations Clear
« Edmonton, AB, Canada YEG
Edmonton
x Edmonton, AB, Canada YEA
Al airports
 Taranta AN fanada v
QWERTY U I OFP

4 Z X CV B NM &

123 space return

Y




FLIGHT SEARCH

Unclear what low/med/high
color-coding means — at first
glance, green and yellow could
be interpreted as available
flights / no available flights

Dates selected are highlighted
boldly and clearly visible

Not immediately clear the
meaning of ‘Exact day’ —drop
down provides options to include
days on either side of chosen
days; could be better executed

Minimalist aesthetic with
additional options clearly visible

Option screens all follow similar
format providing easy navigation
complete with clearly visible
‘Cancel’ and ‘Apply’ button

Standard use of + and —icons to
increase or decrease passenger
numbers

Option to select ‘direct only’
flights is a helpful function that is
not common to other flight
booking apps
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Exact day v

Exact day v

Select these dates

< Flights

Round-trip One-way Multi-city

1§

Edmonton (YEG)

I

Toronto (YYZ)

Fri, Jul 30 — Mon, Aug 2

1traveller

¥

. Economy
& 1carry-on, 1 checked

* Direct only

Search flights

Travellers Cancel
Adults over 18 1
Students over 18 ]
Youth 12-17 0
Child 2-11 ]
Toddler in own seat under 2 0
Infant on lap under 2 0

Cancel 1

Baggage

Carry-on bags 0
|

Checked bags )

Cabin class Cancel

@® CEconomy
) Premium Economy

Business

Apply

Baggage per passenger

[ Stops

@ Anystops

Cancel 1

1 stop or direct

Direct only
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SEARCH RESULTS

o

Flight result screen looks
cluttered overall with price being
given priority through the largest
font

Ability to sort by criteria such as
stops and time is a useful
function and located in an easy
to find spot on the screen

Unclear what a ‘Sponsored’
flight means; also, why is there
not ability to save sponsored
flights?

Airline logos are small and hard
to differentiate plus the airline
name is also listed below
(redundant)

‘Tip" is only visible once the user

scrolls down to view more
results — it does not show on the

initial screen

Standard use of arrow to
indicate ‘Back’

Swoop logo shown at top of
screen but Flair flight below —
confusing

Unclear if “View deal” selects
flight — turns out it takes you to
3rd party window (eDreams); a
note indicating that user is
leaving Kayak for another site
would be helpful

[ vo-vz, o |

= sort: Best Time  Aiflines  Fl

sk See cheapest dates to visit Toronto,
e ON, Canada

v

e 6:00p 11:40p

YEG  3ha0min  YYZ

C$170

e 9:45p 1:54p eDreams
Wz ansmn ves

6

@ Cheapest No change fees i1 an

5:45p 11:27p
® ¥ . W cs282
Multiple Fares

Air Canada

Flair Airlines / Swoop

@ 12:30p 2:30p

vz an veG

Air Canada

C$ 385

10 sites

Q

Experience world-class service
<Fiights Save on flights to Toronto Cc$512

Ad

YEG-YYZ 7 A
Jul30-Aug2 21 i

= sort: Best Time  Airlines  F|

Swoop [ Flair Airlines. iV
v a1 @
e 11:30a U

Yes  shaomin vz C$434
wie 1115 3:30p 5sites

Yz ahismin YEG
Swoop | Flair Airlines <

# Nochange fees

Tap the Q

6 i1 a1

ults to your Trips

® Nochange fees 1A

o) 5'45p 1M1:27p

® % e " C$282
. § Multiple Fares

@® ©6:00a 8:00a Air Canada
vz an veo

Air Canada <
Experience world-class service

<Feghesn Save on flights to Toronto Cc$ 512
Ad

PO R~ L1 as

07-30 - 08-02, 1 traveller
@ i
T
eDreams

Additional baggage fees may apply

Airline policy updates
Flexible cancellation options & additional
safety measures.

YEG-YYZ
0 | — i
YEG YYz
6:00p 3 h 40 min, 11:40p
Edmonton Toronto

Economy k& & v

YYZ - YEG

Monday, August 2 4 h 9 min. - direct

s Swoop 420

eDreams

Trip summary

Departure
18:00 Edmonton International
300l Edmonton (Canada)
e Flair Airlines F8101
®3h40'" & Economy

Pearson International Airport
Toronto (Canada)

Pearson International Airport
Toronto (Canada)

e SWOOP WO420

©4h9" & Economy
Edmonton International
Edmonton (Canada)

o
% Need to change your search? Change

What a deal!

44% cheaper than the average for this route v

All taxes and service charges included v

Total price C$169.16




CONCLUSIONS

All apps included a menu at the bottom of the home screen
featuring 4 icons representing common tasks. Often this menu
would be ‘pinned’ to the bottom of the screen and remain
fixed while the user was scrolling right/left or up/down.

All apps provided a calendar in which to select departure and
return dates — none of them provided an option to type in

dates.

Visual iconography and standards common to all 4 apps
included:

< or “Back” in the top left corner to indicate where to
click to go back to the previous screen

‘X" or "Close’ in the top right corner to indicate where
to click to close the current window

Using v and X toindicate when options are
included or not included

Using + and —icons to increase or decrease number
of passengers

Where information was to be typed in, a keyboard
automatically appears

Greying out or showing text halftone to include that
something was not available or not ready to be
selected

Having a something show bolded, highlighted or with
solid infill to indicate that it is a button that can be
clicked

* Industry standards alone do not make an app easy to navigate. They need to be
employed consistently.

»  When important messages needed to be conveyed to all users, a screen dedicated to
the message which appears before the home screen was very effective.

» Screens at each step of the process should be labelled clearly with what information is
being requested or provided (i.e. Departure City, Select Return Flight etc.)

» Since an app is designed to be used on a much smaller screen that a website, effective
use of white space goes a long way towards a user understanding the information
presented and having a positive wayfinding experience. This is especially critical on the
search results screen.

Areas of Improvement

+ Itis annoying when essential information is not readily visible on the main screen without
the need to scroll down or swipe left. For example, when arriving at the search results
screen, there should be at least one flight visible — often there is other information above
the flight results forcing the user to scroll down before seeing the critical information.

» On a website, 3+ fare options can be presented together on a single screen. This is not
the case with an app. All the cases reviewed that have more than 3 fare options did not
present them in a fashion that it was easy to understand or access.

» Because space is limited on an app, when white space is used ineffectively, and options
are too close together (i.e., flights) it is often difficult to differentiate what information
belongs together.

» Images behind text is makes the text hard to read, this should be avoided.




