Project 1
Competitive benchmark



Project 1
Competitive benchmark

Competitive benchmarking is an extremely useful research technique that allows you to
identify what your competitors are doing right, and learn from what they are doing
wrong. For this project, you’ll review four websites to gain some insights on how best to
design your own airline website or app.

Identify how best-in-class websites solve the problems we are trying to solve;

‘ Best practice that we should emulate Conventions we should follow

Strange functionality provided to user

1. Identify four websites, three of which should be airlines. You are welcome to include
one wildcard but it should be travel related, such as a travel aggregator or hotel.

2. Define which aspects of their software you want to look at. For example, the
homepage, search and select, how users inputs their details etc.

3. Review each website and app by taking screenshots with plenty of commentary to
explain what’s happening and why you think it’s noteworthy.
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. Summary

While not perfect, the Ryanair website was the

. . Heuristics Best Practices Conventions Design
best overall performer of the websites reviewed. 8

In general the flow threw out the booking process
fitted well with a mental model to search and > p) 3 3 p)
book flights. The use of language and iconography

made the process fairly intuitive and the flexibility CATHAY PACIFIC
built into the system aided the ease to use.

A good solid performance from the Cathay Pacific
and one that offered the easiest way for G”f RYANAI R 4 4 4 4
customers to contact the company with queries.
However during the booking process over
scrolling caused some issues by jumping to
different parts left me a little frustrated.

While my initial thoughts for Jetblue looked JetBlue 1 1 2 1

promising, there use of a white label product,
overall busy and confusing layout left me feeling
anxious and distracted through out.

Skyscanner’s homepage offers the most simplicity -‘-":2-'- Sk.ysccmner 3 2 1 3
in design, but it lacks some of the basics that aid a
good experience by adding unnecessary extra
steps that interrupt good flow when making
inputs for a booking. 1 < > 4

< »

Worst performance Best performance




Cathay Pacific
Homepage
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e Headline — Evokes a feeling of confidence, direct and to the point, not adding extra fluff.

e Make a booking — The main purpose to visit the website is to book/search flight options.
Colours and placement make it easy to find, great use of text and symbols highlight the
main details. Hovering over clickable areas are indicated by text changing to underlined
and pointer changes from normal select to link select.

It knows my airport — I’'m on the UK version of website, but it knows | am in Milan, Italy
and has already populate the departing airport as Malpensa (MXP).

Conion ¢

Important information for
Cathay Dragon passengers

o Secondary actions — Located close to primary function, these actions are the next important and
are easy to find. Simple wording and great iconography.

Header — Uncluttered not too many categories. Doesn’t distract from the booking section below.
Membership login/signup, contact us, country version easy to find.
G Location specific offers/news — The website is optimised for different countries/regions but
know where | am, but also gives me the option to change.
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Homepage
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Sticky navigation header — As the user flows through the website, the navigation header 9 Feedback/chat with us — Once you scroll % way down the page, this side bar appears
is still available to click that contains feedback and chat with us links. When you hover, it extends to reveal

what each icon means.
e Book trip link — A first | was confused why this was here due to the booking section
available at the top. | now understand that as you scroll down, this give you the option
to book rather than scrolling back to the top.
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. Homepage

% Online Flight Booking | Airfare. x|+ - ul *
.. & O o £ https//www.cathaypacific.com/cx/en_GB.html @ P R Matspneng ’
LHLIUTA i, Sl P TIOWY WWE TR AU UG s e TS T LEn, "
e g View Lhe lalest updales >
®
Farezs cquannliend inclucks Lhe Horg Kong Passe ssarily Ghiarge, applicable lases and olher suneshaeges which mey change from lme Lo lime
Share page f . B in
E Aot s =gal and orivacy Fazscngerinformstion Ioliday ideas
Ahout Cathay Pacifle Group ecjal and privacy Site help Fhigghts fram Lnitad Kingdam
Mews Hub Catha Conditions of Cariage (& Sitemap Flights fram Londan
e 15 gl FADE Fusl surchurgs HlighLs Trorm Marchslear
[ Optianal sorvices and foos Clights fram Londan to | feng Kong
lighits frarm karck o | leng Kong
Emoloyes Complizncs Heparls
6 o (in o o -

=
-

M CATHAY PACIFIC  asia mies 2
A

Cooyright © Cathay Pecitic Arways Limited (@2 =1 7400

Doesn’t follow the same categories found at the top, but is the user Seems to be the standard location for this element.
has made it all the way to the bottom and not found what they are after, this may help
the find it. Option available to the user to share the homepage of this website via

Facebook, Twitter, email or Linkedin.
The option is available to user to use these links but placed at the
bottom to avoid user from leaving for these platforms.




Cathay Pacific
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. Best practice that we should emulate

Conventions we should follow

Strange functionality provided to user

‘% Oriac Clight Bosking | sifere % | - [ *
e [ TA = bllps:Awacalhaypacificeom/ogen_GEELm| w @ @ F= @ [ hwsm ..l
Select a destination x)
Selzcl g destinaglion
LEAVING FROM
L]

LEA MG SR
4 Miliari, (MXF)

Going to

Couriies f ralonz

Ghina - Rainrzn, Hong Korg, Macao, Taiwan rogions
Afies

Americas

Asia

Euroe

Widdle East

javaser stvaidiin:

0 Select a destination — After click, background fades followed by the dialogue box
appearing with slight downwards slide into position. Allows the user to focus on the
task and allowing to focus.

Select via Country/region — A section is provided to step through countries and
regions to find destination.

Milan, (MXP)

A Ho ChiMinh City, Tan Son Nhat Int'l (SGN) Vietnam

Hong Kong, Hong Kong Int1 (HKG) Hong Kong SAR (China)

A Honolulu, Honolulu Int'l (HNL) United States

Select by typing — If the final destination is know, you can easily type into the space
labelled “Going to” and options start to be listed below as you type.

Flow — Once the destination is selected, it doesn’t take you straight to the dates inputs
but back to the homepage, requiring additional clicks.
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Select dates
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0 Select your travel dates — Same action and animation as previous. e Select dates — Click the start date which highlight in green. As you move the pointer

around, the days change to a lighter tone. Clicking the return date highlights to green.

Flexible on dates — Simple tick box option available for user that is flexible on dates for Flow — No option to type the date at the top if dates are known like the previous when
better prices. selecting destination.

Calendar — Displays 2 months. Handy for user to visualise length. G To complete, you must click the “Done”. Dates are more flexible that destination. By

not moving on after clicking return date allows user to make adjustments if required.
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Select class/flyers
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Select cabin class and number of passengers

Booking of more than 9 passengers is currently not availahle onling, Please contact your local

reservations ottice.

I First

| Business

| Premium Economy

Select class — This airline offers different classes. Easy to know which is selected by use
of ghosting and tick icon.

Flow — You need to go find this, small text at the bottom, doesn’t automatically open.

Adulls (16+) + @
+ @
+ @

+ ©

Done

Young adults (12-15)

Children (2 to 11

Infants (under 2]

Passengers — Seems to be an easy way to add or remove the number of travellers to
the booking. If the user infringes on the any of the booking constraints, the dialogue
expands under the category.




Completing selection

Cathay Pacific
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Search flights — Once you have added these minimum details, the “Search flights”
button is enabled in green. At the beginning it was grey.

One moment please — After clicking the “Search flights”, the screen jumps straight
to a loading screen. | know something is happening

Background image — | noticed that the photo in the background changes
depending on the destination.

. Best practice that we should emulate Conventions we should follow Strange functionality provided to user
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Destination name — On the loading screen the text adjusts to align with the
intended destination .

I'm thinking — A throbber is used to indicate that something is happening.

Additional booking details — These options are not visible from the beginning.




Cathay Pacific
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Sulect

Progress shown — Website shows that there are 3 steps required to
complete task and well located at the top of page.

Details hidden — Clean and uncluttered. Option available to user to
see more if they want.

Select flights — Website only has one available to choose, only uses
the word “select”, no other visual indicators used to help identify it
as something to click.

Flow — The website only shows one thing at a time. Once you have
selected, it minimises to show basic information. User doesn’t need
to scroll as the information requiring focus is presented.

Change date option —Option available to change dates, good use of
iconography, but only becomes available after selecting the first
flight.

Terms & conditions — Clicks through to a pop up window.
Continue — The button changes colour to indicate that all the
required parts have been completed to continue forward with the

booking.

Start new search — The tendency is to push the back button which
provides errors, should be moved closer to the top.




Cathay Pacific
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Rather than throw everything at the user in one hit, it
is broken down to smaller mor manageable parts.

First of many prompt to check details
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Cathay Pacific
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o Keeps basic summary of the progress made and offers ability to expand

Nothing to denote that these are buttons to click.

As the user scrolls to look for a seat, if they go too far the website
thinks they want to go to a previous section and has issues.

Standard layout and use of iconography.




Cathay Pacific
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o Use of logo aids identifying over lists. Clean and uncluttered. Ability to type in or A tick box is used for the
use dropdown menus. user to gain ability to click “confirm and pay”




Cathay Pacific
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We will now take you to review and pay for your flights

o o Loading screens — Always feel | know that things are still working




Ryanair
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. omepage
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PRICE MATCH GUARANTEE
ONALLCARS

If you find your car hire cheaper anywhere else, excluding
promaotions, we'll match that price and refund the difference.
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0 No Headline — Website feels more fun and more focused on promotions. Subtle use of Primary search — Smaller compare to the previous, still the first thing | see is the promtions.
branding. Possibly the point though.
Additional booking options — This website offers addition functionality for booking Travel warning — Due to the current travel restriction, the placement of these warning and use of

outside of flights. colour attracts attention.




Cathay Pacific

. Select a destination

A Official Ryanair wehsite | Cheap - x|+ B = Z:
< =2 0O @ 5 https://www.ryanair.cam/ie/en aQ & @ = Mot syncing e
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Milan Malpensa

Pick a destination country Pick an airport  Clear selection
Austria Lithuania Palermo Zof3 >
Belgium Palma de Mallorca

Germany

— & AND PAY NO FLIGHT CH

0 FEE TO CF
o 'YOURFLIC

Romania United Kingdom e your flight for free to any date befon
llstpaythe fare difference, Terms and ¢

ANIZVOVIN H3LNIM

Trip style — Always visible, rimple radio button selection, can’t miss it. . Flow — Once the destination is selected, it take you straight to the dates inputs.

Select via Country/region — Different approach, but similar outcome for selecting
destination.
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. Select a dates
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Book your seat for less. Travel November - December. Book now
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B
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o Month options — Added option to select months in advance, rather than needing to Distracting ad slider — The ad slider continues to move left and right, with no contrast
click the arrows multiple time. it is very distracting

Flow — Once clicked it immediately opens the passengers dropdown




Ryanair
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B cheap domestic flights fram M| x | % Online Flight Backing | Aidfare || x| O Official Ryanair website | Cheap % 08 Milan Bergama Airpart - SACRC % | AP o i b8

= O @ G hitps//www.ryanair.com/ie/en aQ & @ ¥=

Flying with an infant?

Infants and any subsidy on the infant hooking

will be allocated to the first adult passenger

on the backing. The infant fee for each baby

travelling on an adult's lap is €25/£25 (ar the

equivalent in the local currency) for each ane-
way flight.

Ok, got it

o Important info — The information must be important as the only time this functionality Strange language — | understand the use of casual language, but this wording could be
is used to grab attention. a little out of place.
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Fri, 20 Nov Sat, 28 Nov

Milan Malpensa - Palermo - 20 Nov-29Nov - 1 & @

< Europe’s Covid-19 Travel Documentation & Public Health Restrictions Read more 2ofz >

BOOK TO TRAVEL INNOV AND PAY NO FLIGHT CHANGE FEE IF YOUR PLANS CHANGE.

NO FEE TO CHANGE
YOURFLIGHT

Move your flight for free to any date before 21 March 2021,
Just pay the fare difference. Terms and conditions apply.

SHVIHE HILNIM
334 39NVHI ON
INIZYOVIN H3LNIM

Trust — By clicking the search button, it ticks the box and so you have agreed with the websites terms of use.




IR | =
Ryanair

Select flights

ciren ~Okinfants - DadateCius - 202

e rganair.comyiezn aripsflights/zelect Paciults= 1 Steans -1

sgnup | login |
Srenrsisn Flighs Car Hira Ascoranadatizn Snta A Sitiviten
Milan Malpensa - * Palermo [ Bt asach
BOOK TO TRAVEL IN NOVEMBER 2020 AND
PAY NO FLIGHT CHANGE FEE
e ke yeair [Ean tsg Aange s sten deappad oo Tligk® changs Taes for 51 haakinga made ar el in
s 2020, s pun Cight o frem 1y dte el 21 blarch 2021, st g e P i eens, Nt
applizable with sy ather ol
= Milan Malpensa to Palermo Soty Eales dzpamys
U nov
LA 1% Kax i 21 How e
o ¢ £4.99 €4.99 €4.99 €499 £4.99 ’
06:25 08:15 e e -
e S e £4.99
1535 17:25 Awee T v
PR BRI A 1y o [ - T £12.36
19:05 20:55  wee W
Chcnnnd WAL a1 e pen: Cusiizn 1+ s ML et €14.36
== Palermao to Milan Malpensa Zatky Ealen
29 Now
27 b 28 how iy 1 Haw e
¢ £4.99 €4.99 £€4.99 €499 £30.79
09:40 11:30  Patee T o
Cpene R [E— e TS B £12.36
17:40 19:30 wren T et
o . — [ [ £14.36
2715 0005 e e
R Custin” 50 Misnbapenz: PRI Drest €4.99
Ba the first to hear about
‘% our famous seat sales ! Blgn ma up! |
e et inmbard yo and yau O fsirn SPeER—
can unesdmcribe at s s e st Fneg ed

‘ Best practice that we should emulate

Conventions we should follow Strange functionality provided to user

Sortby Earliest departure ~

Lowest price

Highest price

Earliest departure (]
Latest departure

Shortest duration

Longest duration

o Very clean — A clean and super uncluttered layout.

Sorting options — Offers user different options to find

Flight options — Easy to navigate through the available options

o Hover over— As the user hovers over the flights, they animate with
shadows to highlight.
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After selecting flight

\ad Ryanair *

& O @ 6O

FAQ | Fees
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| Contactus
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https://www.ryanair.com/ie/en/trip/flights/select?adults=1&teens=08&children=0&infants=0&dateQut=2020-11-20&da... & ®

i

X

~ © (e @ -

Overview Flights Car Hire

Accommodation Events & Activities

Milan Malpensa «* Palermo | Editsearch

Return + 20 Mov- 29

= Milan Malpensa to Palermo

Choose different flight

06:25

Operated by Malta Air Milan Malpensa

Duration Th 50m

08_1 5 Flight no.

Palermo FR1438

The selected fare type applies to all passengers for all flights

Value Regular
Travel light Great for shori trips
0 1 Small Bag only 9 Priority & 2 Cabin Bags
Must fit under the

Board firsl, 10kg Cabin Bag and
Small Bag

iom % 20cm x 25cm)

@ ADDED

Continue with Value fare ‘ €22.93 more
per person on this fight

Plus
Includes 20kg Check-in Bag
1 8mall Bag

Must fit under the
{40cm x 20cm x 2

Free check-in at the
Up to 40 minutes

€28.80 more

per person on this Might

Type

Direct

Value fare

€4.99

Flexi Plus

If you need flexibility

Friority & 2 Cabin Bags
8o first, 10kg Cabin Bag and

Free check-in at the airport
Up to 40 minutes before your flight

@ Flexible lickets
Option o change your flight dates

€83.63 more

per person on this flight

o Flow — After clicking, the flight slides up and then the options slide down.

-

€4.99

Hinerary

Info
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Uadulls=181eers =08 hildren= 080 nlan s =CdaleOul=2020 11 208da.. 5 & @

Sigiup | Legin | €9.98 W

Accommodation Events & Activities

Milan Malpensa - * Palermo | Edlt search
Return « 20 Mo 2% Now « 18
Winurary

Your selected flights Ealt
L]

20 06:25 08:15 rae e

Fr1430 Direxzt

way Curstier Th B0 Dpersted ay balla A Flermn
° Value fam
£€9.98
29 2215 00:05 o
way Falermn Curstion Th S0 Dperied iy balla Air il e mren P21 Dirczzt
Log in to myRyanair
to proceed with your booking
Checkoaleaily & Relioe saved vomzenizo and seprenl delais @ Maage pun suokivg ) . . . )
- - Login — First time asked for details, but doesn’t
disrupt the flow badly, allows you to keep
L moving forward
Passenger details — Slowly start to ask for
Checkout essily Retvieve saved companion 2nd pavirent details Marage your beoking

information, rather than hit you with

0 - everything.

Passengers

e antar aames

1 apear an passpart ar fraval documeration

Passenger 1 s
1itla Hirst nama ast name

04 v I Deer

Continue

Be the first to hear about
our famous seat sales

We won't bombard vour inbox and vou

Erall Sign fme up!

Boes: cur -
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W Ryanair x =

&~ O fa ] https:/fwww. ryanair.com/ie/en/trip/flights/seats?tpAdults=1&tpTeens =0&tpChildren=0&tpInfants=08&tpStartDate=202. . S 4
FAQ | Fees Contact us

Overview Flights Car Hire Accommodation Events & Activities

Strange functionality provided to user .

Sign up Log in £€18.98

Choose your seat preference

‘ Option 1: Sit where you want or ﬁ Option 2: Random seat allocation

Ayoid middle seal Check in from 80 days predeparlure Pick your own seal

> i
A B ¢ D E F > Palermo to Milan Malpensa

. >
assengers
stretch out

FRONT - €13
John Doe
2 (6F Selected - €9.00 - Change
€13

Sit up front 3

lisembark A

quickly at = -

your N

destination

Early
check-in

Check in
opens G
days
predeparture

MXP - PMO PMO - MXP

Continue

Itinerary

o No legend required — Great use of colours and iconography creates an easy to understand

o Initials — When selecting a seat, it goes green and put the passengers initials on the seat
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i

Avoid the crowds and long queues.

Add Fast Track to skip long queues.

V4

It's easy:
@ Add Fast Track and get a special boarding pass
& In the airport follow the signs for the Fast Track lane

@ Fly through security in no time

From

€3' 99 Mo, thanks Add Fast Track

Per person, per flight

Button design — Due to the booking nature also creates a sense of urgency.




IR | = L
Ryanair

|_U gga ge . Best practice that we should emulate

Conventions we should follow
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2 & @ d= B Mo .J

tpChildren=0&tpinfants = D8tp:

Sighup | Login €097 W
Dvarview Flights Car Hire Accommodation Events & Activitios

Do you want to add Priority & 2 Cabin Bags?* @

]
Cabin Bag Selection ——B0aRD
A 9 ——HRST
‘0 y

il x F % 25 m

muet it urder the seat and you'll
baard using the standard quewe.

A0 20w 26 o and 55 % &0 % 20 em

1 Small Bag only © or Priority & 2 Cabin Bags ©

that fits under seats

e John Dce ¢ 1Small Bag anly ¢ Add for £11.00
J ek hare Fartlight

Differerit foe retarn Might?

Need to check in any bags?

Check-in Bags R | |
Loty e i s 1011 R
WiLT &
Baard hands-frea |
N 3 inerary
Bestprce f you buy £ now s — . N o ="
© Marwinto 554020 cm 185 118281 e ]
10kg Check-in Bag 20kg Check-in Bag
1 b pper passenger Up to 5 bags per passenger
2 Cheapest ime % buy
o John Doe At ?1?00 0@ {\ZIU"‘_DO

Differerit for retdrn Might?

ipment?

nt

Fram
: ol sparts, music or saby eouipment? €650

Cantinue

cen,

ontacius Cockie profernces

wisa B0 @ 2 = PRoyror we

10 your bonking This foc wil be rfezsed I the betal price

Strange functionality provided to user

Powerful imagery — Not overly word and easy
to interpret what is being asked with the use of
easy to understand images.
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A Official Ryanair wehsits | Cheap

< O @ 6

x =

https://www. ryanair.com/ie/en/trip/flights/extras

— ] s
Mot syncing Q

Signup | Logi

rtpAdults=18&itpTeens=0&tpChildren=0&tpInfants=0&tpStartDate=20.. €

¥=
FAQ | Fees |

Contact us

| €62.97 W
Overview Flights Car Hire Accommodation Events & Activities

Anything else for your trip?

Itinerary

Fast Track Travel insurance Parking

@ ADDED

Peace of mind that you're covered on
your trip,

Why add insurance? gﬁ:m

2 Madical ex)

Great value deals on secure parking
at the airport.

Why cheose Parking? "';]EL'!?L‘E:lE‘.',".'.‘J?

g Eas

Inflight food & drink

Fre-order your food and drink before
you fly.

Why pre-order?

to the termina =
]
W Parking s y 'H fwoid
. Personal belongings cover = Multiple car parks available W Get the best price
Fram Fram/day 286
€18.99 €4.00 rom €1.80

Continue

Itinerary and price information is easy to access,

but not always in full view. Doesn’t distract from what this page is trying to offer.

Doesn’t over explain itself, offers the additional basics to make the
experience a little more easier.
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https://www. ryanair.com/ie/en/trip?tpAdults=1 &itpTeens =0&tpChildren=0&tpInfants=0&tpStartDate=2020-11-20&¢tpE...

Conventions we should follow

a % @ 3=

Your session is about to end

14

Seconds

01 :

Minues

If you take too long you may lose the lowest price

New search Keep alive

0 Important info — Due to the booking nature also creates a sense of urgency.

Strange functionality provided to user
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& Ryanair x I - =] x
C 9] o o) https://weww.ryanair.com/ie/en/trip?tpAdults= leens=0&tpChildren=0&tpInfants=08&tpS 3 ® 4= { Mot syncing .

Dverview Flights Car Hire

Plan your whole trip

Eook everything you need in one place

2

Flights
Added

Need mare for your trip? »

Let's find your ideal car!
Price match guarantee
More than 1,600 car rental supplisrs

Highly recommended by our customers

RYANAIR FAQO | Fees | Contactus

Signup | Login |

Flights added to trip

Accommodation Events & Activities ] R AR S
Continue building trip Flights
Milan Malpensa to Palermo
_________________ e ' Sat 21 Nov - 06:25-08:15 « FR 1438
e i ; | 1 x Adult Value Fare £4.9 —a
i i | e Flights i 1 % Reserved Seal £13.00 @
A | x o g ; fded to bagke 1 x Fast Track £5.08 @
y h i i —n ! Milan Malpensa to Palermo 1 % Priority & 2 Cabin Bags £11.0
o (R | 1 n, 2\ W 625-815
Add car hire .+ Addaccommodation | | Addinflight meal deals | (
Other transfers avallable E E Free cancellation E E All flights are cashless E Palermo to Milan Malpensa
o o I Sat21 Mov + 13101500 « FR 1094
L L I g 1 x Adult Value Fare £4.9'
_________________________________________________________________ 1 % Reserved Seat €13.00 @
1 % Fast Track €@ ®
Car Hire o i
L Find my thainsp 1 % Priority & 2 Cabin Bags €11.08 ®
—
© RECOMMENDED FOR YOU R
@ Find my accommodat
[op Pick | Free cancellarion Total to pay €70.97
Opel Karl o sieitar Smart ForFour o simia Events & Activities
i o Find my Events & Activities Check out
e Manual
}3\ 5 seats Franfiera dataile and mali neumanns
B 4 doars
# Air Conditioning
|T!|I_}I;o Price for 10 days: keddy Price for 10 days:
ek €51.24 €164.78 A little tricky — | understand why as it

View all cars

¥ Add travel insurance
-i_ - Peace of mind that you're comp
X et |

make the user scroll to the bottom, but if
not they still need to click agin to get to
Viewall > the check out.
L off at the check-n e Go via basket — Because of the
functionality, it does save a going to an
£1280 additional complete the booking but
gives option to easily remove extras.

Add 10kg Check-in Bags
F 5 ur 10kg

= in yo

Add parking
' Book your airport parking cnline,
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G O @ & https://www.ryanair.com/ie/en/payment?tpAdults=18tpTeens=0&tpChildren=08&tpinfants=0&tpStartDate=2020-11-21... & ¥ ® =B

FAQ | Fees | Contactus Signup | Login

Log in to continue Sign up to continue

Make it simple with myRyanair Make it simple with myRyanair

Email address Email address
email@email.com email@email.com

Password Password

Password Password

3 NG Up, You ag 0 Ryanair's Privacy
Forgot password? . M YO Ryan: acy @

Login Sign up

or log in with Facebook or Google or sign up with Facebook or Google

00 00

Don't have an account Already have an account? Log in

Must have an account — No option to purchase as a guest. You've o Minimal details — Not heavy on details to sign up.
always have a way to get the customer information.
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Payment

Charity donation
I:‘ | wish to donate €1.00 to ISPCC Childiine, Ireland's only 24 hour listening service for children Is-cc E Price breakdown
Childline
Flights
Payment methods }
Select your payment methad to complete your booking. (Fields marked wit Milan Malpe
Frl 20 Haw -
1 Adult Value €4.99
Redeem Gift Vouchers o 1 Heserved Seat £9.00 &
Txl ok £9.00
1% Friorily & 2 Cabin Bags £11.00 &
Credit Card ' PayPal
Palerma ta Milan Malpensa
= > Aitiay S A ERTIE I R P}
pocepred carcs [ D &2 e 2 et 1 nelult value |ae £4.99
1x Sl £9.00 &
. e 1 % Fasl Track €3.99 &
Card details W= Billing address 1 3 Friority & 2 Cakin Bags €11.00 &
ard nurmbe 1 ou savad .37
Passengers
win f il v
" v ‘ear L Total to pay £62.97

Cardholder name * Country

D Save card details 1o myRyanair for faster payments on your next bocking.
EVer San r CVV number

Dan't wer neve

VAT

ields marked with * are mandatory

Add VAT number, business name

xing Pay Mow, | confirm | have read and accept Ry
Gene Conditions of ¢ e, \ Terms and
rivacy Statement. | also confirm | have reviewed and will follow
Government COVID-19 instructions available here

Pay now

Seems to be a standard way of showing payment structure with online form.

9 Slides up and down, import at the final payment screen.
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. Homepage -

P2 Airine Tickets, Flights & Aidfare x| =+ B & &

[ & https://www jetblue.com @ €U 2 +% T= Mot syncing Q

jetBlUE' Book Travel Info My Trips TrueBlue Signin | Join

1 We've got a plane for that.

® Rou ndtrip ) One way  Mult-cityr ] use TrueBlue points

Fram

Milan - Malpensa (MXP)

Report Website Problem

A A
The Jet Away Sale. .
Ready to re-connect {or disconnect)?

Book by 11712 tar travel 1 (
A AR D021 (Evel Eri & Sum teawall A A A M
Fun play on words, switching plan for plane. Overall feel is that the website A sign of the times, all providers in this sector are placing this information
isn’t very corporate, more a clean fun brand, but not too discount. near the top of the website. This website allows you to hide it once you have viewed it
The core functionality to book a flight is easy to find. The use of | wonder how well this works for the airline and its affiliate
contrast and placement help achieve this. Also know where | programs, feel out of place as the purpose is book/search for a flight.
The placement makes me think they are important, but Looks like an afterthought. If this USP is important then make a point of it. Feels like

as you scroll they disappear from the sticky header. Unclutter and improve position. small print that is trying to catch the user out.
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. Homepage o

m Airline Tickets, Flights & airfare x| 4 — ) H
[OIEA & https://www.jetblue.com @ € 2 4 @ T=
1

Travel Info My Trips TrueBlue

Ready to start planning?

Popular Help Topics

Travel Bark Credit | Unaccompanied Minors | Bogs | Reguest o Receipt | Pets | See help topics»
g
Get To Know Us Policies JetBlue In Action Stay Connected E
Satety JetBlue for Good g Join our email list ;E
Cur Company i ility E
COur Flanas Foyuity & Inclusion Download the JetBlue mobile app %
Farlrer Airlines Contract of Carriage 2 &=
larmac Delay Plan 2
[ ce Plan @ @ @
Pr
Human Trafficking
Oplonal Servic nd Foes
Danot el my infa 2
Contact Us
Submit website feedback »
A Indicate site and may not conform o the same accessibility policies as JotBlue @ Espaiol
e
As you scroll through, the header stays available at the top for easy This seems to be a standard, where websites place Contact us links at the bottom
access. and in hard to find places. | can understand from a business perspective , but the user
experience is poor.
This text takes you back to the top of the page. The text prompts you
to think, but you wouldn’t think it is a button. It is handy to take you back to the top but You actually see this at the top. Seeing this make me think this
other websites use icons and generally place at the bottom right of a page. website is unreliable. It is pinned to the right side and wonder if it would be better swapped with

the contact us .
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m Airline Tickets, Flights & airfare x| 4 — ) H

[ IEA & https://www jetblue.com @ €U 2 +% & T=

Travel Bank Credit  Check In Flight Tracker

jetBlUE' Travel Info My Trips TrueBlue Signin | Join

We've got a plane for that.

® Roundrip () One-way Multicityd [ | Use TrueBlue points

Fram

Mew York City area (NYC)

Report Website Problem

i, ML W)

& Arsterdarm - Sehiphol (AME)

& Maples, Italy (MNAF)

Ll;l Brawse by regians

Mint ce & Partner A

If the final destination is know, you can easily type into the space e After clicking the destination, it the opens up the calendar to set the dates for
labelled “Going to” and options start to be listed below as you type. departure

A section is provided to step through countries and
regions to find destination.
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Select dates

B aidine Tickets, Flights & pirfare x|

[ & https://www jetblue.com

jetBlUE' Book Travel Info My Trips TrueBlue

. Best practice that we should emulate Conventions we should follow Strange functionality provided to user

= ) X
T 9 5= Mot syncing e

Signin | Join

We've got a plane for that.

(5; Roundtrip '(\_:J Onea-way  Multcity

Froam
s

[ Use TrueBlue points

Mew York City area (NYC) “ Chicaga, IL (ORD)

Wed Nowv 25

Movember 2020

Ready Mov Do Jan Feb Mar S May om0 Jul fug

You can type in the dates which is good, but must follow US convention
MM-DD-YYYY, must use a space, dash or slash between for it to work as well.

Displays 1 month. You need to click the arrow on the right or the months
labelled at the bottom to see more. Hard to visualise length if dates cross into another
month.

Report Website Problem

-

Click the start date which highlights blue. As you move the pointer
around, the return date is shown as a blue outline.

Clicking the return date immediately takes you to the next section.
More decisive user suited flow, if user is an overthinker / procrastinator, or flexible on
dates, not easy to use.
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P2 Airine Tickets, Flights & Aidfare x| =+ B & &
O @ 8 hitps//wwwjetblue.com ®» € 2 B Met syncing e

jetBlUE' Book Travel Info My Trips TrueBlue Signin | Join

We've got a plane for that.

Flights

® Roundrip () One-way  Muliciy [ Use TruaRlue points

From
2
Mew York City area (NYC) Chicaga, IL (ORD)

Wed Nowv 25 Sat MNov 28

Adults

Report Website Problem

Children {Unde: 14

Lap Infants [Under 2)

Waximurm 7 b 5. nolincluding lap infants.

Waximum 2 ithout an adult.

Maximum 3 lap infants, one per adul.

assistance?

Meed speci

. - -
. The Jet Away Sale.

to re-connect (or disconnect)?

Mead halo wi

zpinfants?

-

R R S I T T

Dropdown doesn’t open, user required to click. Helpful if the user was browsing. Website states Maximum 3 lap infants, per one adult. However if you can’t
choose it, only one infant per adult can be chosen.
Seems to be an easy way to add or remove the number of travellers to the
booking. If you in infringe on the maximums, they go bold. Functionality not as good as
Ryanair as to do bookings larger than 7, you need to call or fill in an online form which
add more effort.
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. Select flights —

& Flight Selection x 4 e 5 »
" R
= O £ https://book jetblue.com/B6/AirFareFamiliesF srward.doty 121 8fcdd-bb81-4880-90de-cbdB0f12158a % @® | = @ (l‘k-[ syncing .)

| Report Website Problem |

jetBlue Goto sevecomtome Esparcs v TRUESLUE [[EEED S

’ 1. SEARCH 2, FLIGHTS

Search results may be more limited than usual due to schedule modifications, blocked seats jetbiue com Mas

and other safety n:‘easures. Flights that have no additional seats for sale will not appear. BT FARE S bvwedt laree goeS frO m Clea n to su pel’

To promete physical distancing, we're limiting the number of travelers on our flights SUARANTEE | wemiesd

View current light schedule N cluttered. Seems to over

Departing flights Al explain  itself, lots  of

New York area, NY (NYC] to Chicago-O'Hare, IL [ORD) O TrusBlua pain different font sizes adds to
® Dollars the busines, hard to know

Very busy — The website

FriNav 77 =S NEW YORK AREA what to focus on.

(JFK]} New York-Kennedy, NY

& Man Nav 73 Tue New 24 Wed Nov 25
S1dé fooz from $320

All our fares include a carry-on bag’ + personal item, PLUS:

e R r— Fras brancl-ruime
H in coach® L) ks drnks

(LGA) New York-LaGuardia. NY

Progress shown — Website
shows that there are 6 steps
required to complete task

FARE TYPE and well located at the top
OUR BEST VALUE O Refundable
) Redun of page.
Departs 3 Arrives 3 Duration Blue Basic = @ Blue ¢ @ Blue Extra + @ ®) Nor-Redunclable
S ITINERARY Price/date options — Website
3:03 AM © ;ﬁ;AM 2h 37m . O (o] Estmated 1olal 1 traveler h ti i if flexibl
e St o $659 _ shows options i VeX| ve on
ks i iz a4 i i e e et dates for better price flights.
- - e B $250 Statement Credit e Flight matrix — Table shows
AN A Vewseans O O = . all the class options while
e b n o $399 $434 4522 15,000 Bonus Points ) ”
?EE P © ?JFEE)PM 1 seat |oft at this price 1 seat loft at this prica e cailying account actily* the ﬂlghts aVa||ab|e on the
e SR A Nevemats selected date are pushed to
the side.
9:40 AM 1231PM  2h5im
LGA © o N ~ N
o AT21 i il e - e 2
$320 $355 $425 JetBlueCard
3:00 PM © 5:05 PM
|'LL URD 4 seats lall al this price 4 seats lell sl his price
i i it
Returning flights

Chicago-0'Hare, IL (ORD) to New York area, NY (NYC]
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Select flights
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. Flight Selection x =

&~ )] A} ] https://book jetblue.com/B&/AirFareFamiliesFlexibleForward. do?vsid = b2 18fcdd-bb81-4880-90de-chd&0f12158a

Add trip (and wallet) protection at checkout.

Get up to 100% cash back for covered trip cancellation or interruption. Certain, limited-time
claim accommodations are also being made, such as if you get COVID-19 and can't fly.
Click here to learn more.

Your itinerary

Fare: New York-Kennedy, NY [JFK] - Chicaga-O'Hare, IL [ORD), Chicago-0'Hare, IL [ORD] - New York-Kennedy,

NY [JFK]
1 Adult sscday, Movernber 25 7 8:00 AM - Saturday, Movernbe 213 BM, $706,00 usD
$20.20 USD
Estimated total ot etais) $726.20 uso

CEO9 JetBlee Alnvays

List in full and hard to understand.

Modify your flight searcl

Strange functionality provided to user

- ] *

e 8 + 8(wm@

FILTER RESULTS =

Monstop flights

PAYMENT QOPTION

O TrueBlue points

@ Dollars

NEW YORK AREA
(JFK) Mew Yark-Kennady. NY
(LGAY New York-LaGuardia. NY

FARE TYPE
(O Refundable

®) Mon-Reflundable

ITINERARY

Eslimaled lolal 1 raveler

$726.20 usp

$250 Statement Credit
+
15,000 Bonus Points

after qualifying account activity®

The banner chases me up and down the page. Doubles up information and no longer relevant.
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& sears x |+ - =] x

Ocde-chd@0f12158a 1 @ i 3] Ml syncing ’

Report Website Problem 4

.
jetBlue sotosetsiecomtome Espanct vop TRuEBLE [N (D

2 FLIGHTS 3. TRAVELERS 4. SEATS

< 2 m & hitps//book jetblue.com/Bé,

{ReservationSeatSelectionForward do?yvsid=b218fcdd-bbE1

. ITINERARY
Seat selection SRR .. . 1 vo.cic
& choose your seat for each flight on the itinerary. Same seats may be blocked to provide additional space between those not $726.20 uso
agether, If you do not wish to choose a seat, you can skip this step. Blocked seats are subject to change depending on
date of fravel, and seat assignments may be madified to achieve an optimal enboard exg nce and distancing for everyone.

FLIGHT +

New York-Kennedy, NY (JFK)
HOW YORK-KCMMLLY, MY CHICAGC-0'HARL, IL CHICAGO-O'1ARL, IL MW YORK-KCMMI Chicago-O'Hare, IL (ORD)

© ORD ORD © JFK ’ New York-Kennedy, NY (JFK)

Sub-tolal $726.20 USD

Seem like a
$726.20 uso lot, when all | need to do is
pick a seat.

Mew York-Kennedy, NY [JEK] e Chicago-O'Hare, IL [ORD]  Embraer E190: Flight 1105 Estimated

total:

W i anather cumrency:
ohn Doe
! ]
s. et 5N Looks a little
==== USD

confusing and the legend gets
lost.

seat gesign)

achisye an cpl
and o

Ayailable seats

1 More Space

Currently selecled

*  Nol avalable

10

1

una

12

EXIT
IEB ©® ® @ X X B X X X X XXX X »

EVEN MORE’
13

[N

Ewver Mors® ce saat includes:

14

15

K X X X X B XH XHEB XX XXX X o

KX X X X B XB X XXX XXX X o
-0
I X ©® ® O B X Xx X X XH X X X X o

14
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& Traveler Details x BB == M o
&~ ) @ & https://book.jetblue.com/B6/PopulateTravellersDetailsForward.do?vsid =b218fc4d-bb81-4880-90de-cbd60f12158a P 4 ® L += @& Ii_\lm symdng Q}I

Report Website Problem l

jetBlue 4 Go to JetBlue.com Home Espaicl Help TRUEBLUE m m

1. SEARCH 2 FLIGHTS 3. TRAVELERS

Traveler information S Gt e

$726.20 uso

FLIGHT e
Slgn in to TrueBlue [optiona Want to join TrueBlue? New York-Kennedy, NY (JFK)

woking process. Well fill in the Join. Earn points. Get rewards. Complete the page and choose a i
OR password before continuing. Chicago-0'Hare, IL (ORD)

AM

Arrives ed Nov 25 iT AM

@ Chicago-0'Hare, IL (ORD)
Jepart

2pa 3

s
New York-Kennedy, NY (JFK)
Arrlves Sal Nov 2 16 PM

Fare restrictions

»0 al the airport,

TSA Secure Flight Sub-tota $726.20 USD

The name of travelers should be enterad as they appear on government issued forms of identification
changes and will receive any credits for cancelled or chanpged flights. Lear - i

mary contactad in the case of any service

t 1SA Sequre Flight fer

Estimated

total: $726.20 usp

o Traveler 1 View in gnother cumrency

Travaler type Adult e
ub-total 1 raveler

* Title Select v $726.20 uso

* First name * Last name FLIGHT -

New York-Kennedy, NY (JFK)

Always seems to be near or first thing and provides option to sign in/up.




jetBlue
Trave | er | nfo rm atl on . Best practice that we should emulate Conventions we should follow Strange functionality provided to user

o Traveler 1

Traveler type Aclult
ITINERARY
Sub-total 1 fraveler
* Title Select - $726.20 uso
* First nama * Last nam FLIGHT -
New York-Kennedy, NY (JFK)
Middie name Suflix Select v = e e
Chicago-0'Hare, IL (ORD)
'd like to add a special request for this traveler. Learn more about specia i
d like to add a special request for this traveler. Learn more about special Chicago-O'Hare, IL (ORD) V\/h||e
it is a long form, seems
Preferences New York-Kennedy, NY (JFK) g ’
Amves Sal New 28,518 to be a standard.
Frecquent fys Select b A
$706.00
* Gender O male O Female sl $20.20
St $726.20 USD
* Diate of birth MM ¥ DD¥  YYYYY
- Estimated
o Tray okt $726.20
Numbser
iew in another cumency
Redress Number
Address line 2
* City
Al -
* Counlry United States Of America 2t

Select

* Zip

* Emai

* Confirm Email

* Primary phong

Secondary phore




jetBlue
Payment

8 e WEmES S

. Best practice that we should emulate Conventions we should follow

& Fomert x o a X

L= U @ & hitpsy/book jetblue com/86/ Paymenth oy 218fcdd-bba1-48 je-chdBif ) @ = B

Report Websits Problem |
jetBlue  Go to Julue.com Homs  Exp w» TRuesLuE (2T IEZE

1. SEARCH 2 FLIGHTS 3, TRAVELERS 4. SEATS 5. EXTRAS & PAYMENT

ar

Payment

Add Travel Protection

e, | wanl i proect my b for $40.02 wl. (Highly Recommended)

* Delay insurance: bug dulay eapenses

* Help when you need It 2

ing on your state of residence] b rquest  eird provided you haven®

e ot to protect iy 5728.20 non-refus 4 uradies kvl | nm seapomsible for ol fe and delay s

2B 13 camtomars entected their trip in the last 15 minuses

Review Trip Details
Your Flights

Your Flights: New York-Kennedy, NY [JFK] © Chicago-0'Hare, IL [ORD)

Depart: Wednasday, Now

3000 Retumn: Saturday Nov 25, M0

Date Departs!  Route Flight! Fare Traueiers Saats Checked bags @
Artivos Awrcran
e Hew York-Kennedy, NY (FK) 105 e Jabn Dios - 0 e
’ Etan
Chicago.O'Hare, IL (0RO} derBlue
Sul, MNowZH 2020 Z19PK Chicage-O'Hare, IL (ORD) s 106 tue durn Lo 0 s
SORPK Naw YerkKamnady, NY (JFK) Eian
JatBlus
Payment
Dietails
1o antal SI08.00 1= $708.00 USL
Lszms & Foss; 52020 USD

Total: $726.20 uso

Strange functionality provided to user

The user has just made their way
through all the extras and then is bombarded
with one final thing.

Rather than throw everything
at the user in one hit, it is broken down to
smaller mor manageable parts.




jetBlue
Payment ‘ Best practice that we should emulate

Payment details

Apply JetBlue Funds

Travel Bank Wohr'a Transd Basic?
Select payment types
i U oecenn “» o
B  croditcCard B 2 v B visa unre 028
ME = = Lamoin $726.20 USD
YN
- * Gty Sekct o
= 1 b
® Enpoiciion duis: MM T YRV Y
i Securky code:
Carchelder nass:
% Bling acdress is same 25 Waling addiess

* Couswy Sebect n country

ZgPua

Other Payment Types PayPol [P S

Terms and Conditions / Fare Rules

= [T} A

Fare Restrictions Baggage Restrictions Hazardous Materials

Viirar Forn Ragicticns View Baggage Reatrictions 2 View Hszsrdcus Matarials Paliey 2

0 oy purchasing you are agresing te all tare rues, bagaage restriefions A, and hazaedous materals
2 policies associated with this Hoket,

Conventions we should follow

Strange functionality provided to user

Seems to be longer than
standard way of showing payment structure
with online form as it includes a billing address.

No tick required, but the
purchase make you agree.




Skyscanner

Homepage

E Skyscarrer Compare Cheap Fic X |

= (G =)

https://www.skyscanner.net

. Best practice that we should emulate

COVID-19 travel advice

Mavigate the latest C
with our live map. Ani

WVID-18 travel restri
sign up for email update:

ion and quarantine information for every country around the world
out your preferred destinations too.

Conventions we should follow

®@ @ |

Explore our map =»

Strange functionality provided to user

= i *

Mot syncing . s

2% skyscanner

3 Flights M Hotels

e — S et ..
——— !

' _3”L§t_th_e-io

Roundtrip ) One way

From

Milan [Any) =

. Add nearby airports

B flights anly

hittpsdfaran skyscanner net/hotels?sd =2021-01- 148ec = 2021 -01-158s-t_iplace=PMO

== Car Rental

Multi-city

Ta Depart Return Cabin

Palermo (PMO) 114/ 122/

avelers

1 adult, Econamy

Search flights =

Covid warnings — The largest warning of all the websites. Feels a little excessive.

o Simple header — No distracting other categories, just focused on the search below.

e Headline — Evokes a feeling of simplicity, direct and to the point.




Skyscanner
. DeStl N at 1on . Best practice that we should emulate Conventions we should follow Strange functionality provided to user

B Skyscarrer Compars Cheap Flic x| o i b8

<~ O R O https//www.skyscanner.net a + & R T=

COVID-19 travel advice
Explore our map =»

Mavigate the latest COVID-19 travel restri n and quaranting information for every country around the world
with our live map. And sign up for email updates about your preferred destinations too.

\\lf’

—— Skyscanner Help  English (US) B United Kingdem LogIn

3 Flights A Hotels | = CarRental

= N o =

et the journey begin

Roundtrip ) Oneway () Multi-city

From Ta Return Cabin Class & Travelers

1414721 1422/ 1 adult, Econamy

Palma - Majarca (PMI)
Spain

Palermo (PMO)
taly

Palanga International (PL()

Lithuania

Fuerteventura (FUE)
Spain

Gran Canaria Las Palmas [LPA)

Srain
No regional search option — User can only type in search.

Flow — After selecting destination, it doesn’t open to the departure date




Skyscanner

. Dates . Best practice that we should emulate Conventions we should follow Strange functionality provided to user

5 intemational code italy - Google X | & Ryanair * u Skyscannar; Compare Cheap Flic % == - =} X

&« @] A} &) https:/fwww.skyscanner.net/7previousCultureSource=COOK|E&redirectedFrom =www.skyscanner.com Q ® a2 = Mot syncing .

Return () One O Multi-city

From Ta Depart Return Cabin Clagz & Tr s

Milan (Any) - Palerma (FMO) 14/01/2021 28/01/2021 1 adult, Econc my

W oo nearty airport= B sodnearny

January 2021

Tue Wed Thu

n 12 3 14 16 | 18 b d
Book with peace of mind B 1® 20 2 2 B 24

()

Take the next step and choose booking optionsthatcanbe che 25 28 27 28 @ 30 1 dinwithmore

confidence as the world recpens.

Cancel

gl”

€ o -

Opens on at a time — User needs to pick one, then click return and click. No way to visualise timeframe or type in dates.




Skyscanner . Best practice that we should emulate Conventions we should follow Strange functionality provided to user

. Passenger

E Skyscarrer Compare Cheap Fic X |

& QO & & https://www.skyscanner.net/?locale=en-GB Q % ® B =

 Let the journey begin

Cabln class
Return () One way Multi-city Economy -
From To Depart Raturn Cabin Claee & Travellars
Milan (Any) < | Palma- Majorca (PM) 13/01/2021 30/01/2021  1adult, Economy Adults
: 1 + 1B+years
N -
Cabin class Children
Econom
i - 2 ‘ + ‘ 0-15 years
Adults
1+ T6-years Age of child1
(0] -
Children
0 + 0-'5years |t Age of child 2
=] -

st time of travel must

Book with peace of mind

Take the next step and choose booking options that can be changed or cancelled
confidence as the world reopens.

| A=
s ,,

o Children details — Only offers two categories, as children are added, user adds the age

Done

Done

2




Skyscanner
. Se | ect ﬂ |ght . Best practice that we should emulate Conventions we should follow Strange functionality provided to user

Cheap domestic Hights from Wil % 4 - ol x

“— [ i 8 fwww.skyscanner.net/transport/flights/mila/pmo/210112/210128/7adults = 1&adultsv2 = 1&airlines=!EZY IWE,1AZ 1. .. W ® = B [ Motsyncing o
1
= Skyscanner Help | Engish UKy B L-tee Kingdom Legin

= Car Hire

o Milan [Any) - Palerma (PMO)

1adult | Economy

Tua, 12 Jan

Show wrale month

# Get Price Alerts 42 07262 resuits (show &) sortoy| Best -

Stops
EDQ
]

User needs to
look past all this info before
they can see the flights.

e Researching

COVID-19 confldence

’ . . From £760
B3 Flexible tickets - far peace of mind if your plans get changed or cancelled.

Fom £1,007

9 Safety measures - understand what it'll be like on board before you go,

i;—t;;toas Salact a flight to ses mo-a info including the 2 ins tarrs. ﬂ|ghts seem tO be one Of the
Chespest Fastest : key functions, this adds to the
B Flexible tickets ~ LA
£9 £45 Meed car hire in Palermo? stickiness and need to come
RS 50 faverage) h 43 (average) back that airlines don’t offer.
teksts 2% Skysconner
S Fairly recognizable
a COVID-19 safety rating "~ 2 Skyscanner Spansored f t f ﬂ htyd t l g
ormat ror T1ig etalls.
s Enjoy great car hire deals & flexible rentals
o Cencel or amend your booking for free up to 48hrs

oefore your trip starts

Visible call to action.
374 or pelow

[m— Greener Choice o
EESHAIERINES L This flight eits 8% less GO, than the aversss far yaur saz-th

Oul?oun:r Hyanalr 06:25 757\.,_ 0815
2 2359 MXP P! FMO
£9
Fysnair 17:25 m L 19175

MO Direct MXP Select >

Journey duration ~
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