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Goals
- Evaluate the overall ease of use of ryanair.com.

- Prioritize development efforts by identifying specific interaction issues that
hinder user performance & diminish their perception of the Ryanair brand

- Establish a baseline for comparison against future versions of Ryanair.com

Procedure “RYANAIR
0a I S & « Three 40-minute

g usability study

sessions were

p roced u re conducted on 23 | GET 10% BACK TO USE ON FLIGHTS

March 2017.

- Each session included
a brief introduction to '
the purpose and | Continue
mechanics of the —=
study and up to 5 of 6
planned think-aloud
task completion

exercises.
(See Appendix A.)

- Flights

@® Return O One way Express Booking @ | ‘ B

RYANAIR
a rooMs L]
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Task Completion Localization

Of the 13 total tasks attempted The most frequent issues were
by the 3 participants: around poor localization. US-
— 7 (54%) were successfully based participants were not
completed familiar with some of the terms
— 5(38%) were not completed used, nor are they immediately
— one (8%) was successful with familiar with metric .
assistance measurements or foreign
. . currencies.
flndlngS Recommendations
22 recommendations are Additional findings included:
summal y provided. - inconsistent header
navigation
Positive Findings - issues with the airport
Several positive findings were S.eleCtl?fl Lo
observed, particularly around - findability, volume, and
shortcuts and navigation. presentation of Help Centre
content
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participants

01 April 2018

age .gend.e . education travel onlipe
identity shopping?
P1 - Dixie 50S female Cf)?{ggee 4-10 > 31
P2 - Jen 40sS female cf)(l)lrerzlgee > 10 1-10
P3 - Dennis £40S male ba;ilge]}gé’s 1-3 11-20

! Trips involving commercial air travel in the last 5 years

2 Online purchases in the last 12 months
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positive findings

Sessions revealed many user-friendly features of
ryanair.com.

CUE-10




AL

CUE-10
E :

shortcuts

Some features increased participants’
efficiency with the tasks.
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The home page includes small chips allowing easy access to
recent flight searches, saving users effort vs. creating their
searches from scratch.

\ RYANAI R My Bookings v Check-in Car hire

&

++ @ RYANAIRROOMS

shortcuts: ' @nnummcnmnwrmmnvsm >

GET 10% BACK TOUSEON FLIGHTS — s Browse Rooms

flight search : &

’ Flights F= Ryanair Rooms t=j Car hire

® Return O One way Express Booking @)

= "

Your searches: Brussels Charleroi to Cagliari e Copenhagen to Brussels Charleroi 9

P" Ve va‘lry ‘
_ lr; ’\.," ) '\i‘ 3
e o @ >

b |
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Participants responded positively to the option to select the
same seats for a return flight with a single click.

CUE-10
LA

shortcuts:

Reserve same seats on
flight back?

return flight
seat selection

Yes, please

Pick different seats
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redundant navigation

Two instances of redundant navigation proved
helpful to participants.
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The site provides multiple navigation paths to Help content,
increasing its findability for customers.

TRYANAIR YRYANAIR
Madrid to Dublin
Rt o 1 208 » INFO PETOMGG SERYICE WORVEL INFO ABOUT RYANAIR
X Madrid £ Dublin Sort By v
fty
RYANAIR
[epre—
10:35 12:20 $7339
oy [

RYANAIR

Ourect @340 )

o
22:15 23:55 $3597 ot Crrs o W Schde Chargen
o) -
Questions to find the answer i s o G g SAGE

[ERT————

¥ Dublin to Madrid sentBy .

Cont hange my M1

YRYANAIR Plan v My Bookings

Check-in Car hire Signup Login Infov M

havigation:
h e I p FAQ Overvigw

onl heckd \-airport-bag-drop-desk What is my checked baggage allowance? ﬂ Baggage

| o—

Baggage - ' What cabin baggage can | carry? Help Cantre FAQ Overview Baggad

What you CAN bring on board What is my checked baggage all¢ vance?

Flights changes and refunds If you have purchased "Priority & 2 cabin bags" or a Plus/Flexi ticket you can carry the following on-

board What cabin baggage can | carry?

Special assistance * One small bag e.g. handbag, laptop bag etc. not exceeding 35cm x 20cm x 20cm
* One cabin bag, not exceeding 55cm x 40cm x 20cm in size and 10kg in weight. What you CAN bring on board

y N 1 you have purchased "Priority & 2 cabin bags® or a Plus/Flexi ticket you can carry the following on-board
If you have not purchased "Priority & 2 cabin bags" or a Plus/Flexi ticket you can carry the following on-
« One small bag e.g. handbag, laptop bag etc. not exceeding 35cm x 20cm x 20em

Making a reservation board + One cabin bag, not exceeding 55cm x 40cm x 20cm n size and 10k in weight
+ 1 small bag on board (35cm x 20cm x 20cm) If you have not purchased “Priority & 2 cabin bags® or a Plus/Flexi ticket you can carry the following on-board:
« If a second cabin bag (55cm x 40cm x 20cm) is brought to the gate, it will be put in the aircraft = 1 small bag on board (35cm x 20cm x 20¢m)

Travel documentation + It a second cabin bag (55cm x 40cm x 20cm) is brought 10 the gate, it will be put in the aircraft hold free of charge.

hold free of charge. The Regulations on Cabin Baggage apply. e

Passengers who have reduced mobility and have prebooked airport special assistance can carry both Passengers who have reduced mobility and have prebooked airport special assistance can carry both pieces of their
RS PO DR D B R R cabin haonane into the cabin with them
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There are also multiple paths to flight search.

CUE-10

YRYANAIR

YRYANAIR

EAS'I' EI..
MADE SIMPLE.

 OUR TOP PICKS THIS EASTER

redundant

@ RYANAIR
...........

7RYANAIR

havigation:
flight search

Find Chvap Flights to Europe

Find the lowest fares to over ZUUteetigations

q Let's go I
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task-centric
observations

A task-by-task assessment of participants’
performance.




01 April 2018

task 1

book a round-trip flight

ryanair.com usability study findings & recommendations - CUE-10 Team F
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Task completion: 3 of 3

CUE-10

- All of the participants were able to book a flight successfully.

- Specific issues that impeded their performance included:
- some difficulty with the country/airport panel

- a need to translate the date format into the American format with
which they are more familiar

- a minor misunderstanding of the flight options displayed, in which
task 1 O Participant 3 thought the 2 options for the departing flight were
y actually the departing and return flights.

Summary - Participants had positive things to say about:

- the lack of intrusive popups or other
distractions during the search process

- the visual approach to the travel dates
during selection. i _ ] Ee

(
20 2

21 22 23 24 25 27 '
=

28 29 30 3 i

Fly back:
26/05/2018
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task 1: add to

basket

01 April 2018

At least one participant found the term “Added to basket” unusual -
that she didn’t think of “baskets” in the context of air travel.
Participant 1 suggested “Added to itinerary” as a possible alternative.

YRYANAIR

Madrid to Dublin

Return = 1 Adult =

@ Your selected flights

x Madrid to Dublin Saturday 19 May 2018

° Direct (2 hr 45 mins)

10:35 12:20 oy
sismy | OEREGMR | Lo == | $73.39
ﬂ Dublin to Madrid Saturday 26 May 2018 7 Change flight
° Disact [+ be 33 mia) Standard fare

06:25 10:00
Bed. | TrONR s $86.05

Recommendation: Consider
removing the term “basket” or

replacing it with a more travel-
relevant term.

ryanair.com usability study findings & recommendations - CUE-10 Team F
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Participants were unfamiliar with Ryanair and did not know the
differences among the “Standard Fare,” “Plus,” and “Flexi Plus”

options.
In general, they did not | '
0 ¥ Madrid to Dublin Sort By v
read these options
carefully during the N T CH mpabe | wee g
study and generally T
. made a selection based b =
task 1: ﬂl ght on their general —
. propen51ty tOWEl]fd Standard fare 4+ Plus 4+ Flexi Plus
options economy or vl [ Eed
convenience.
Participant 3 read and Egldldd R
misunderstood the ot
premium options. S
O $73.39 O $113.11 O $195.89
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task 1: seat

selection

01 April 2018

Participants commented positively on the ease of selecting seats.
Participants who chose a standard fare ticket clearly understood that
reserving a seat came with an additional charge.

Seat(s) selection

Y& Madrid - Dublin

o Reserved standard seats are Included with your Plus fare. Please select seats to continue.

Front seat

| 8 R B R R | Be first off the plane with these $16.00

______ Standard $0.00
HEEEEE B o2

Reserved B Selected Seat

ERR-BER -

“T like this
better than the
outline of the

plane.” 4 I+

« I+
» » » » » »
HEAEEA
EER-EER
AER-_ BN
ERC-HA
EEE-EEA

Cancel $0.00
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At least one participant initially did not see the login prompt. Because
she was focused on the central, washed-out portion of the screen,
she assumed the page was still loading.

@ RYANAI R FAQ Fees Contact us Signup Login

Please sign up or log into /myRyanair to continue your booking
YRY

£ Faster bookings &2 Faster check-in L9 Save your searches

task 1: login

&% Passenger details B Price breakdown

prompt -

Madrid to Dublin

Recommendation: Consider

= Contact details and navment IEPOSitiOning the Sign Up/LOg In
options to make them more visible.
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task 2

rules for carry-on baggage
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Task completion: 3 of 3

- All of the participants were able to find the information about
baggage rules.

- Specific issues that impeded their performance included:
- localization issues with terminology and measurements

- the formatting of the information shown.

ta Sk 2. - Participants requested a more visual breakdown of the different
v rules instead of the text-only presentation provided.

summary

01 April 2018 ryanair.com usability study findings & recommendations - CUE-10 Team F
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Participants generally found the baggage content difficult to
consume, sometimes requesting clearer visuals or chunking of
information. Alternate presentations from other airlines are provided
here for comparison and inspiration

rj T [y O [y
— S G i S S W | B
b AmericanAirlines N Puntmel  Tawiiomaton  Mdwnage @)

® vome s ABewpor 5 e > Curyonbame

Hand baggage

. A s ' ]
[ . ' # s b -
[ il Maximum size: 56cm x 45cm x 25¢m, including handles and _": :____n___’_ PR
— wheels -
p t t !
R If the lockers are full, and your bag is the correct size,
0 I Number of items One

Maximum size 23 x 36 x S6cm (that's approx. 9 x 14 x 22 inches)

Carry-on baggage

Squeeze in just enough for a weekend away. Cabin bags
should be placed in the overhead lockers (or if small enough
under the seat in front of you).

1 e st v sy 1 e P e
s 700 ca cary o

At 0y oo 2.y e 1 s e

imum weight 10kg (221b)

information & - ~

et s st e

T s o

Free bagsge on fights wihn Eusope by el ciss )

Lufthansa easyJet Virgin Atlantic American Airlines

Recommendation: Consider an alternate presentation of baggage

requirements to improve efficiency and comprehension.
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01 April 2018

task 3

find the lowest-priced ticket among multiple
airports

ryanair.com usability study findings & recommendations - CUE-10 Team F
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task 3:

summary

01 April 2018

Task completion: 1 of 3

CUE-10

- Only one of the three study participants checked all three London
airports to determine the lowest fare.

- Other participants were able to find a fare but settled for the lowest fare
from whichever airport they had searched. Sometimes, there was only
one flight and fare from which to choose.

- The core issues with this task stemmed from participants lack of
knowledge that they must conduct three separate searches and
not, for example, that they were unwilling to do so.

- The one participant who did complete the task successfully
was not happy about having to conduct three separate searches.

- Specific interaction issues also hindered participants’ ability to
complete the task or to complete it efficiently, including:
- mechanism for airport selection

- misunderstanding the meaning of font styling on the calendar

Recommendation: Support flight searches from multiple nearby airports.
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Participants misunderstood the styling of the calendar, thinking the
regular font on weekdays indicated Ryanair did not have any flights
on that route on those days. Some didn’t even click the date to try to

use it.

It wasn’t until later in the study, when

May 2018 3 .
| a - they saw a third style accompanied by a
S S sat  sun hover effect, that they understood the

1 2 3 4 5 6 meaning of the StYliIlg.

task 3: » 5 & @ 3w =i

14 15 16 17 18 19 20

May 2018

calendar 58w ww = e e 0 0
styling RV | S

Sat  Sun

9

There are actually 16 18 20
Participants thought three font styles, but , {
flights were not available users wouldn’t “ 2 7 -
on the non-bolded dates. necessarily know 30 '
that. v

=
<

Recommendation: Consider not bolding weekend dates at all. Alternately, different

date styling or more visible and persistent iconography to indicate valid dates.
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task 4

change a flight
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Task completion: 1 (with assistance) of 3

CUE-10

- Participants were able to navigate successfully to the portion of the
site that would allow them to change their flight but seemed at a
loss for how to move on when they saw the error message that they
could not continue.

- The experience was similar for participants who logged in and
those who used only the confirmation number to access the

ta Sk 4: booking.

- Participants had considerable difficulty moving on from their

suimma ry original path.

- All three participants indicated at some point in the task that they
would call customer service for assistance.
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- Participants often missed
the “View flight change
fees” link above the error
message.

- Instead of providing fee
information, “View flight
change fees” shows two
links — one for “Low

* season”
taSk 4. error and one for High season.
screen Clicking these links closes

the “View flight change
fees” panel.

- There was no explanation
for the cause of the error,
nor were meaningful steps
provided to resolve it.

code errors and re-evaluate.

Recommendation: Likely, this is at least in part not operating as designed. Fix any

{ Back Change Flights X

®

Select new fare

@ View change flight fees

© Uniortunately, this flight change cannot be made online. Please click back and amend your search or contact
Customer Service

Change Flights

Select new fare
@ Hide change flight fee
Change flight type Online price Airport price

© Unfortunately, this flight change cannot be made online. Please click back and amend your search or contact
Customer Service

01 April 2018 ryanair.com usability study findings & recommendations - CUE-10 Team F
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- One participant attempted to use the “Important information for
your flight reservation” section of the printed confirmation, but the
answer was not there.

- Two participants did eventually make their way to the FAQ, where:
- Relevant content was divided among three different questions.

- Answers were incomplete. The content provided ranges of fees but
allowed the user no way to determine the actual cost of their specific

taSk 4: desired flight change.

- One of the links to the table of fees was broken and went to a 404 page.

[ J [ ]
add Itlonal - The fee table itself does not provide enough detail for a user to
determine their specific fees, either.

attempts

How much will a flight or name change cost? \
Recommendations:

- Review the FAQ for completeness
and accuracy and revise

Can | change my flight? Content on flight changes
. was distributed across
accordingly. three FAQ topics and a
- Consider adding a link to flight separate “Fees” page.
change information in the

booking confirmation
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AL

CUE-10
E :

task 5

book a multi-leg flight
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Task completion: 0 of 1
- Due to time limitations, only one participant attempted this task.

- The participant did not attempt to use the Route Map to complete
the task.

- The participant did determine:
- She would need to compare many combinations of flights to determine

k 5 . the best itinerary for her needs.
tas J - She would have to write down information about various combinations,
because there was no discernible way to save searches for later

S U m ma ry comparison.

missed something.” single search to compare flight

“’d always wonder if I } Recommendation: Allow for a
options even when there are

connecting flights. Southwest
Airlines in the US is one point-to-
point airline that supports this
activity on its website.
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general findings

Findingsgrossly applicable across multiple tasks.




01 April 2018

localization issues

Several minor instances of poor localization, when
considered cumulatlvely, added significant friction to
the participants’ experiences.

ryanair.com usability study findings & recommendations - CUE-10 Team F
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Although the site clearly indicates it has detected the user is
in the USA, dates are presented using the European format of
dd/mm/yyyy instead of the American format mm/dd/yyvy.

Participants initially did find this confusing.

. NV Se) .99
localization: ﬂ ZI

HAPPY EASTER FROM RYANAIR
date format -

- e Retum () One way
Fly out:

19/05/2018

To:
Dublin
Passengers: 9 E
1 Adult (age 16+) |
< T

May 2018

Mon Tue Wed hu

S ' Recommendation:
AR T Use the date format
Ryanair Transfers Standard for the

he hassle-free way to get to and from

user’s location.

45,000 Iot-:ations in over 190 countries to Ryana'ir roor;\s you'll get 10% ;1 your the airport
bring you the lowest price car hire room tariff back as Travel Credit.Book
01 April 2018 ryanair.com usability study findings & recommendations - CUE-10 Team F
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Participants were somewhat confused by the term “Return” in the
search options. In the United States, the terminology for this type of
trip is “round trip.” “Return” is sometimes used specifically for the
second flight or set of flights, with which the traveler returns to his or
her point of origin.

CUE-10

Participants were able to figure out the meaning of the term because
it was presented next to the more familiar “one way” option.

localization:

((return” VS. N . _ Oneway  Roundtrip + hotel ©ORound trip ) One-way
“round trip”

americanairlines.com southwest.com
@ Return O One way
ryal’lair.COI’n ONE WAY [ MULTI-CITY 'é.' Round(rip O One-way Multicity »

Recommendation: Display the term delta.com jetblue.com

“round trip” instead of “return” for
users in the United States.
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Despite specifically indicating that this is the American version of the
site, the British spelling of “Centre” is used instead of the American
“Center.”

LUS UM e~

INFO

wanair Help centre

and eve

ABOUT RYANAIR

localization: S

¥ Flights

“Help Centre”

@ Return O One way

_

Your searches Madrid to Dublin

Recommendation: Use American
English spellings for users in the
United States.
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localization:

“car hire” vs.
“rental car”

01 April 2018

Americans do not typically use the term “car hire.” Instead they will

“rent” or “book” a car.

As no tasks required the use
of this function, it did not
interfere with their use of the
site during this study. It may
however still present a point
of friction for US-based users
of the site.

Recommendation: Use
typical American

terminology for users
in the United States.

Ryanair Car
Hire

! @
y‘ _: ) ’ gy

.""\

~—

sooc IE 22 Frely M

Need a car? Check out why you
should hire with Ryanair

Lowest price guaranteed
No hidden fees or costs
Free cancellations

24/7 phone support

See all cars

ryanair.com usability study findings & recommendations - CUE-10 Team F
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The site’s use of the term “cabin bags” instead of the more familiar
(to them) “carry-on bags” did contribute to users’ substantial
difficulty in completing Task 2.

CUE-10

What is my checked baggage allowance? Checkeiﬁgaggage age
° °
I Oca I I Zatl O n : americanairlines.com
" ° ”» Whggage can | carry?
cabin” vs.

ryanair.com Checked

Baggage

“carry-on”

ba gs for ‘carry-on.’”

“I’m looking

southwest.com

Recommendation: Use typical American

terminology for users in the United States.
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Study participants noted the metric units in the Help content and
indicated they would need to look up a conversion to imperial
measurements to be confident that their baggage met the sated

requlrements.
YRYANAIR S Dk i nw  Login in virginatianic? Sock My booking Checkin Whewwelly Tiwiinio Browience @ Q| P70 00
& Baggage
Hand baggage
] ° R itk
ocalization: S B
[ ]

What cabin baggage can | carry?

Whatvoueavt= iy o £ LAUIN DAyYs OF d FIUS/ TITA uones

tri it “
P+ One small bag e.g. handbag, laptop bag etc. not exceeding 35cm x 20c@ < 23 x 36 x 56cm (that's approx. 9 x 14 x 22 inches)>

e One cabin bag, not exceeding 55¢m x 40cm x 20cm in size and 10kg in weight.
: B —

The Regulations on Caom baggeye ey = — b f= b o — % =& A=

Passengers who have reduced mobility and have prebooked airport special assistance can carry both pieces of their Please note TIPS > GRIGSS Tt fits the
ahin hanaane into the cahin with them PG - - PPN P aaale i

ryanair.com virginatlantic.com

Recommendation: Provide imperial measurements for
users in the United States, either instead of or in

addition to metric units. See Virgin Atlantic for an
example of how one global airline handles this issue.
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localization:

currency
units

01 April 2018

While flight costs are displayed in US dollars, help content shows
various fees as euros or pounds. At the time of the sessions, one of
the promotional banners also advertised a special in euros.

Participants did comment on this discrepancy. Some did not

recognize the € symbol at all.

TYRYANAIR

..........

Extra legroom seats

Please note that an increased charge is spplicable for aocated seating
ot Sests €13.01/£13.01 €13.01/£13.01 SRS

Please note that an ncressed charge 1s appleadie for allocated seating
Standard Seats €4.00/ £4.00 €4.00/ £4.00

< €5.00 / £5.00 €6.00 / £6.00 P'Eé>

B aad
Airport chevn. ...

ryanair.com usability study findings & recommendations - CUE-10 Team F

Recommendation:
Show all monetary
content in US

dollars for users in
the United States.
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Inconsistent
navigation
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inconsistent
havigation:
changing
header

01 April 2018

The site header changes depending on where the user is in the site.
Study participants who had previously found and used the “FAQ”
link had difficulty finding help information in a later task when the
header had changed.

This change occurs both pre- and post-login.

Plan v My Bookings v Check-in Car hire

FAQ Fees Contact us -

LOW FARES

HAPPY EASTER FROM RYANAIR
L

) vt } -
1035 12:20 $7339
i o

o rom
22:15 23:55 $3597
uuuuuu Madna ot

¥ Dublin to Madrid

sort by
1904y “ $a0 4
"

Ot @i o
06:25 10:00 $86.05

Ruanair Car Hire

ryanair.com navigation for the majority of
the site, including home and help pages

ryanair.com navigation during
flight and options selection

Recommendation: Keep navigation
consistent throughout the site.

ryanair.com usability study findings & recommendations - CUE-10 Team F
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specific interactions

The study revealed issues with various design
patterns throughout the site.

ryanair.com usability study findings & recommendations - CUE-10 Team F
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specific

interactions:

airport
selection

01 April 2018

When typing in a city name, participants first noticed the list of
countries instead of the specific airport highlighted on the right.
Often, this led them to select a country and then choose an airport
instead of the more efficient path of selecting the airport directly.

CUE-10

YRYANAIR

® Return O One way Ar Yol ¥ C EASTER TIIAVEI.
b y R Y &

MADE SIMPLE.
From:
Madrid,Spain|

OUR TOP PICKS THIS EASTER
Pick a country

Pick an airport

All countries Germany Peru

! Argentina Greece Poland ¢ Sorry, we don't ﬂy from e ::ﬂj'n
X Austria Honduras ugal \Madl’id,spain

rto Rico

. S ———
ymania

Participants typing a city and
country were not able to complete
their search directly. (Ryanair does
indeed fly from Madrid, Spain.)

rbia

e Participants often
— overlooked this direct path
to their desired selection,
instead focusing on the list
of countries to the left.

ovakia

Recommendations:
- Support “City, Country” searches.

 Reconsider the need to show all countries in
a search, especially if there is an exact city or
airport match.
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Airport codes are not recognized in the home page flight search. One
participant noticed this but didn’t have trouble adapting to the
supported search behavior.

RYANAIR

STN is the airport code for
London Stansted, which
Ryanair does service.

specific

interactions:
airport codes

Pick an airport

All countries Germany Peru Sorry, we don't fly from Stn
Poland
Portugal

Argentina Greece
Honduras

Puerto Rico

= -
“ Ryanair Car Hire - Car Hire, Made Simple

: EHE
§§§

Recommendation: Support airport

codes in this search in addition to
country and airport name.
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help

Two tasks involved participants’ use of online
help, yielding several observations.
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Participants were consistently able to find the help content.
- When the “FAQ” link was visible in the header, participants found it
very easily.

- Participants had more trouble when forced to navigate through Info >
Help Centre.

- At least one participant was looking specifically for the word “Help”
instead of “FAQ.”

Once participants found the FAQ, they were able to navigate it easily.

help:

Multiple participants requested a search feature for online help.

findability

“T want to
search.””

“I was
looking first
for ‘help.””

01 April 2018 ryanair.com usability study findings & recommendations - CUE-10 Team F
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Specific help content was often too wordy. T ey

Participants had to read the help content about Hand baggage

baggage requirements very carefully or pmr—

repeatedly to ensure they fully understood it. e
Some participants requested quicker visuals = = =
instead of long body copy. e

If you have purchased "Priority & 2 cabin bags" or a Plus/Flexi ticket you can carry the following on-board:

* One small bag e.g. handbag, laptop bag etc. not exceeding 35cm x 20cm x 20cm
* One cabin bag, not exceeding 55cm x 40cm x 20cm in size and 10kg in weight.

help: copy

% Upper Class
If you have not purchased *Priority & 2 cabin bags" or a Plus/Flexi ticket you can carry the following on-board:

« 1 small bag on board (35cm x 20cm x 20cm)

« If a second cabin bag (55cm x 40cm x 20cm) is brought to the gate, it will be put in the aircraft hold free of charge. Number of items Two
The Regulations on Cabin Baggage apply.
Maximum size 23 x 36 x 56cm (that's approx. 9 x 14 x 22 inches)
Passengers who have reduced mobility and have prebooked airport special assistance can carry both pieces of their
cabin baggage into the cabin with them. Maximum weight (combined) 16kg (351b)

Passengers who are carrying special medical items (e.g. CPAP machine, Portable Oxygen Concentrator) can carry these

Maximum weight (individual item) 12kg (26Ib)
into the cabin in addition to their 2 pieces of cabin baggage.

Oversized cabin baggage will be refused at the boarding gate, or where available, placed in the hold of the aircraft for a
fee of £50/€50 (fee subject to VAT on ic flights at applicable g¢ rates). See our table of fees at this link.

If you are unsure whether your bag is the correct size, check it at the Bag Drop desk before going through security.

Priority costs €5 if purchased at the time of the initial flight booking. If added via the manage my booking facility on our
website, or via the Ryanair app (up to 40 minutes before the scheduled flight departure time) the fee is €6.

Learn more

ryanair.com’s cabin baggage content virginatlantic.com’s cabin

baggage content is longer
but more clearly organized
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help: FAQ

interaction
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Several participants specifically clicked the circle to the right of FAQ
headers, perhaps mistaking it for a styled radio button. In fact, the
full horizontal panel is clickable.

CUE-10

Login Infov

L\ RYANAIR Plan v My Bookings v Check-in Car hire Sign up

Participants consistently clicked
. this circle instead of the

FAQ Overview question itself or anywhere else
on the accordion panel.

Help Centre FAQ Overview

Online-check-in-airport-bag-drop-desks What is my checked baggage allowance? /

What you CAN bring on board

Flights changes and refunds If you have purchased "Priority & 2 cabin bags" or a Plus/Flexi ticket you can carry the following on-
board:

Special assistance * One small bag e.g. handbag, laptop bag etc. not exceeding 35cm x 20cm x 20cm
* One cabin bag, not exceeding 55cm x 40cm x 20cm in size and 10kg in weight.

If you have not purchased "Priority & 2 cabin bags” or a Plus/Flexi ticket you can carry the following on-
Making a reservation board:

* 1 small bag on board (35cm x 20cm x 20cm)

+ If a second cabin bag (55cm x 40cm x 20cm) is brd Recommendation: NO Change

hold free of charge. The Regulations on Cabin Bag( recommended. ThiS perceived
affordance was interesting but did
not hinder participants in any way.

Travel documentation

Passengers who have reduced mobility and have preboo

ans S s oL B G i S
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help: volume

of content
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One participant commented on the quantity and obscurity of
questions presented in the baggage FAQ. 21 different questions are
presented there, presumably approximately in their order of
importance or frequency of need.

What is m;r checked baggage
allowances

What cabin baggage can I carry?

What liqélids can I carry
onboards

What items are prohibited
onboard a Ryanair flight?

What items are not allowed in
my checked bags?

What do I do if my baggage is
damaged, delayed, or losts

What are Ryanair’s excess
baggage charges?

Can I buy a Ryanair approved
cabin bag?

Can checked baggage allowances
be pooled?

Does Ryanair carry human
remains?

Carriage of Ashes

Can I carry a parachute on my
flight?

Can I carry a self inflating
lifejacket onboard?

Can I carry an avalanche rescue
pack?

Do I need to book an extra seat
for my wedding dress?

What should I pack?

Can I carry a drone/q)uadcopter
in my cabin baggage:

Can I bring my pet on the flight?
Can I carry footballs/rugby balls?
Are Christmas crackers/party

poppers accepted on flights?

Samsonite terms and conditions

“There are some
unique questions
on this tab.”

Recommendation: Consider de-emphasizing

content that is less-frequently needed, perhaps

behind a secondary link or similar, to improve the
likely signal:noise ratio on this screen.
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appendix A: task list

Six tasks were planned for this study.
Participants attempted as many as five.

ryanair.com usability study findings & recommendations - CUE-10 Team F

CUE-10

50



1. Book a round-trip flight for two adults from Madrid (Spain) to Dublin (Ireland).
Outbound Saturday 19 May, return Saturday 26 May.
Choose the flights and options that you would choose if you were going on this flight.
Please stop when the website asks you to create or log in to an account.

2. What are you allowed to take on board a Ryanair flight as carry-on baggage?

3. Assume that you need to take a trip but that you want to pay as little for the ticket as
possible. What is the absolute lowest price for a one-way flight for one adult from
London (England) to Copenhagen (Denmark) on Friday 11 May 20187

4. Rolf Molich has booked a Ryanair flight on Wednesday May 16 from Dublin (Ireland) to
Glasgow (Scotland). Return Wednesday 23 May. See the confirmation you receive from
the moderator.

Rolf wants to change the outbound flight from Dublin to Glasgow to Friday 18 May at
about the same time as the original flight. The inbound flight is unchanged.
Is this possible? If so, how much will this cost?

5. Book a one-way flight for two adults from Copenhagen (Denmark) to Cagliari
(Sardinia, Italy) on Saturday June 9, 2018.
Stop when the website asks you to create an account or log into an account.

6.  Check a passenger in on a flight based on the confirmation you receive from the
moderator. The passenger isn’t happy with the assigned seat. Select another seat for
them.

(Due to time limitations, no participants attempted Task 6.)
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