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RESEARCH GOALS

|dentify usability issues and opportunities for Ryanair.com (US English version) for
key tasks

Assess usability challenges and opportunities presented by cultural or language
differences

Better understand the mental models of participants related to airline websites
ldentify common navigation paths and participants’ rationale related to navigation

Better understand when and why users would leave the site (abandon cart) prior to
successfully completing tasks, and identify opportunities to reduce abandonment
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METHODOLOGY

Three (3) individuals representing target users of Ryanair.com participated in
separate 40-minute, task-based semi-structured conversations with a moderator
while using Ryanair.com (US English version).

These sessions were conducted in-person on March 26, 2018 in a usability lab in
Boston, MA.
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PARTICIPANT INFORMATION

» All three (3) participants said they had some prior experience flying internationally.

* Additionally, all participants said they had experience with websites for specific
airlines (e.g. JetBlue.com) in addition to travel websites which aggregate airlines
(e.g. Kayak or Google Flights).

* One (1) participant (P2) said they were familiar with Ryanair.com.

* All participants reported they are not involved with website development or the
field of user experience or usability.



DETAILED FINDINGS
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FINDINGS KEY

The colored boxes indicate finding classification and priority:

Medium Priority

Low Priority Findin
Finding l :

High Priority Finding

Neutral Finding Positive Finding

Priorities stated in the detailed findings are determined by the number of participants
who experienced the finding as well as its relative severity.



TASK 1:
BOOK A ROUND-TRIP FLIGHT

Prompt provided to participant:

1. Book a round-trip flight for two adults from Madrid (Spain) to Dublin (Ireland). Outbound Saturday 19 May, return Saturday
26 May.

2.  Choose the flights and options that you would choose if you were going on this flight.

3. Stop when the website asks you to create an account or log into an account.
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DETAILED FINDINGS

TASK 1: BOOK A ROUND-TRIP FLIGHT

HOME PAGE

Low Priority Finding: Participants said they
were somewhat confused by the term “Return”
and said they were more familiar with “Round-
trip”.

Recommendation: For the US EN site, use
“Round-trip” copy instead of “Return.”

Low Priority Finding: One participant did not
appear to understand that airport selection was
needed after selecting a country and
proceeded directly to the “To” field.

Recommendation: Consider ways to increase
the salience of the airport list (or, in contrast,
decrease the salience of the country list) after
user selects a country.

My Bookings ~ Check-in Car hire Signup Login Infov

GET 10% BACK TO USE ON FLIGHTS

+ Flights F=% Ryanair Rooms =3 Car hire

® Retum () One way E““"B‘"‘""

OM

B o e " Pick an airport
Redacted image of Sorry, we don't fly from
participant Boston to Dublin
(screenshot shows
picture-in-picture
footage from
recording)
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DETAILED FINDINGS

TASK 1: BOOK A ROUND-TRIP FLIGHT

HOME PAGE

Med. Priority Finding: One participant did not
select an airport after selecting a country and
website maintained “Boston” as the location.
Upon clicking the “To” airport, website
maintained Boston as the location. (Note: Bug
appears to occur intermittently.)

Recommendation: Resolve bug. Also, if an
airport is not selected after selecting a country,
consider providing an error message on the
dropdown.

My Bookings Check-in Car hire

GET 10% BACK TO USE ON FLIGHTS

+ Flights F= Ryanair Rooms

® Retsm O Oneway

From: o
Madrid Dublin|

Dials o nni it Pick an airport

Redacted image of
participant
(screenshot shows
picture-in-picture
footage from
recording)

Sorry, we don't fly from
Boston to Dublin

Sign up Login
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DETAILED FINDINGS

TASK 1: BOOK A ROUND-TRIP FLIGHT

HOME PAGE

Low Priority Finding: One participant
attempted to click the blank textbox after the
country/airport dropdown was already shown
(after entering information in the “From”
section), which then hid the country/airport
dropdown. Participant attempted to click the
blank textbox repeatedly and which had no
effect (participant said they expected the
dropdown to reappear).

This participant discovered that by clicking the
“To” label in grey, the dropdown would
reappear, but said this was somewhat
unexpected.

Recommendation: If the country/airport
dropdown is already displayed, ensure clicking
on the blank textbox has no effect, instead of
hiding the dropdown.

& RYANAIR
ROOMS

o soa IREEECTA Ao TN

OHRS rowscon Ml otsiopa BiBs Fowreiscis

Ryanair Car Hire

Ryanair Rooms Ryanair Transfers

Working with 1,600 suppliers across Every time you book and stay with The hassle-free way to get to and from

45,000 locations in over 190 countries to Ryanair rooms you'll get 10% of your the airport
bring you the lowest price car hire room tariff back as Travel Credit.Book
guaranteed from over 1 million hotels, hostels, B&Bs

and apartments, with no hidden costs.

Book now See all offers

Redacted image of
participant
(screenshot shows
picture-in-picture
footage from
recording)

- Ryanair Car Hire - Car Hire, Made Simple

ith 1,600 suppliers across 45,000 locations in over 190

sing our websitc you arc conscnting to our usc of cookics in accordance with our Cookic P
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TASK 1: BOOK A ROUND-TRIP FLIGHT
HOME PAGE

From:
g g g 9 g . Madrid

Positive Finding: Participants found airports
easily in the alphabetically ordered list. Pick a country Pick an airport

All countries Germany Peru Fuerteventura

q a Q q Argentina Greece Poland Gran Canaria

Recommendation: Maintain alphabetical order — Hondurms S oza :
. . . . & . = »
in lists of countries and airports. N  Belgium Hungary Puerto Rico Jerez 'y R

Bolivia Ireland Romarms Lanzarote y - e o

scx e s T

Brazil Israel Serbia L e e— e -

Bulgaria haly Slovakia Malaga .

Colomeia Mallorca el

Croatia Latvia Sweden Menorca The hassle-free way to get to and from

4 Cuba Lithuania Switzerland Murcia the alport

Cyprus Luxembourg Turkey Santander

Czech Republic Malta Ukraline Santiago

Denmark Mexico United Kingdom Seville

ifiiiagaaen 6910 United States Tenerife North See all offers
) Tenerife South
Redacted image of [F°° w L Shail’s mou
.. rlands Venezuela Valencia
partICIpant hy Valladolid
(screenshot shows B * Hire - Car Hire, Made Simple
picture-in-picture — 30 suppliers across 45,000 locations in over 190
¥ - - o ing he lowect prce Car Hire guarante

footage from
recording)

sing our website you arc conscnting to our usc of cookics in accordance with our
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TASK 1: BOOK A ROUND-TRIP FLIGHT
FLIGHT SELECTION

irid to Dublin . i Continue
[ » 2 Adults « $0.00 =
Positive Finding: Participants said they
. . Madrid to Dubli Sort By ~
understood the number of flight options il ol
available on the particular date chosen and the ¢ vty 7339 *S7339" Ry >
times they departed/arrived, and that they RYANAIR
. . Direct (2 hr 45 mins)
were able to easily compare departure/arrival _ 10:35 y 12:20
times, overall durations, and prices of flights. \ Made Ot
\ RYANAIR
ion: i i i Direct (2 v 40 mins) x
Recommendation: Maintain an eaélly - e oG P
scannable layout to compare key flight wadia ousin
information such as this layout.
ted flights
Redacted i f .
- . . . . ' € :Zriicilngeo Madrid = Saturday 26 May 2018 # Change flight
Positive Finding: Participants said they found it (screenshot shows T
. . o Standard fare
easy to understand when flights were direct by picture-in-picture Bvanair __06:25 —p 10:00 ¢ 10104
. . . . . footage from DS Madrid '
viewing the information between the times.

Recommendation: Maintain this type of
information when displaying flight options.
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DETAILED FINDINGS

TASK 1: BOOK A ROUND-TRIP FLIGHT

FLIGHT SELECTION | FARE OPTIONS

Positive Finding: One participant said it was
helpful to have the automatically-updated
total.

Recommendation: Maintain a running total
such as this and ensure the “shopping cart”
information is always viewable throughout the
shopping flow.

irid to Dublin c
[ » 2 Adults « - $172.09

Redacted image of
participant

(screenshot shows
picture-in-picture
footage from
recording)

© Reserved standard
seat

O $125.77

& Anyreserved seat

% Flexible tickets

Optional sirport
checkdn

» FastTrack

O $211.59

Continue

Continue
1R-00 % 21:40
Dublin Madria
Standard fare (+) Pus ¥) Flexi Plus
@ Lowestfare © Lowest fare © Lowest fare
© 60 day check-in & 60 day check-in
© 20kg check-in bag @ 20kg check-n bag
© Prionty & 2 Cabin & Prionty & 2 Cabin
Bags Bags

14
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TASK 1: BOOK A ROUND-TRIP FLIGHT
FLIGHT SELECTION | FARE OPTIONS

irid to Dublin
) » 2 Adults « ¥ $17209

Neutral Finding: Participants comments 18:00 % 21:40
suggested they were able to easily compare = i
options due to the layout, although they said <tandord tare (¥) Plug__———> 72 Flexi Plus
they did not always understand what —— i “Lms”m
everything meant, such as “60 day check-in” S oyt S b
and “Fast Track” although they said those © 20kgcheckinbag © 20kgcheckinbag
options sounded desirable. ey i
Recommendation: Maintain side-by-side views © Outions sivon
to enable users to more easily compare when ) Fast Track
options are presented. Consider adding a
means for users to access descriptive
information so they may better understand Redacted image of 0 $125.77 0 $211.59
options at the time they are prompted to make (Scrs:;ts';;ptas';,tows
a decision (as opposed to before or picture-in-picture
afterwards). footage from

recording)

66 That’s interesting, ‘Reserved Standard seat’. | would think all are

reserved?

- P3
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DETAILED FINDINGS

TASK 1: BOOK A ROUND-TRIP FLIGHT

FLIGHT SELECTION | FARE OPTIONS

Low Priority Finding: One participant expressed
concern that the website presented many
options, (such as types of fares, seat selection,
and all of the upgrades) and said they felt less
confident of their choices when presented with
so many options to pick from.

irid to Dublin

ay « 2 Adults «

22:15

Direct (2 hw 40 mins)

Redacted image of
participant
(screenshot shows

picture-in-picture
footage from
recording)

Standard fare

© Lowest fare

/5»\) Plus

(<)

<]

(<]

Lowest fare
60 day check-in

» 20kg check-in bag

Priority & 2 Cabin
Bags

& Reserved standard

seat

e

Continue

23:55

’a Flexi Plus

& Lowest fare

& 60 day check-n

& 20kgcheckinbag

@ Priority & 2 Cabin
Bags

© Anyreserved seat

@& Flexible tickets

& Optional alrport
checkdin

& Fast Track

o $3597 0 $158.47

Continue

66 The more choices means I’'m more skeptical. Am | making the right

choice?

-P1
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TASK 1: BOOK A ROUND-TRIP FLIGHT
FLIGHT EXTRAS

irid to Dublin A tal Cost
h « 2 Adults  New scar Holdfare Save trip $344.18
MEd' Prlorltv Flndlng' PartICIpants sald they (CarHire Lowes! price car hire guaranteed 50% OFF P Ryanair Rooms The best deals on over 1 million rooms
P
el il el i eteri e e dhe seat sox o | ©HRS Hotels.Com  tes BiBs Fadiisas
reservation was not already included with
Standard Fare, and one participant said they e =7
.. ot 25% OFF est ti
would have chosen Flexi if they understood e Mchiespet e 1o by
. . . y . Reserve a seat Add check-in bags
durlng the prEVIOUS Step (Fllght SEIGCtlon screen Remember, If you dont reserve a seat you will be Bags‘are up to 40% cheaper when bought at ime o|
— Fa re Options). lr::;f;':.g::::’t‘z:i:’):e:‘:‘l:-:?vsae:earnow or you ,t::\:i:mg AN DAq‘: are now 70kgsoyoucan bring
Add to trip
Recommendation: See previous From oy
B p - $5.00 S 3.74 $ 29.9¢
recommendation. Also, in the description of &,
the Standard Fare during the Fare Options step Priority &2 Cabin Bags Security Fast Track Travelnsurance
(see previous step) consider moving the bullet | :%‘/'e“ suwm, 1
T
point “Reserved Standard Seat” from the Redacted image of B 2] “

partICIpant Skp the queues 3t zocurty Our planz cover medical expenzes, perzonal Secure low cos!

middle of the list to the second position, above s hrmiperte
(screenshot shows belongings and ticket refunds

“60 day check-in". picture-in-picture @ Tme saver — PR Sys—— = o
footage from $7.37 $19.78 $3.88
recording)

g cloze o the airpor
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TASK 2:
RULES FOR CARRY-ON BAGGAGE

Prompt provided to participant:

1. What are you allowed to take on board a Ryanair flight as carry-on baggage?
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TASK 2: RULES FOR CARRY-ON BAGGAGE

FAQ
Contact us Signup Logij
Positive Finding: Participants quickly found the
FAQ when they said they were looking for it. Please sign up or loginto ¢y Ryanair to continue your booking
e T
Neutral Finding: Participants appeared to
gravitate towards the FAQ when they were
looking for an answer to a question, such as
baggage policies or how to change a flight.
Recommendation: Consider always displaying
“FAQ” in the main navigation bar (note: the
main navigation currently changes between i v
two states throughout the flight Reda“‘:_d ,‘mafe of
. participan
selection/checkout process.) e e
picture-in-picture
footage from
recording)
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DETAILED FINDINGS

TASK 2: RULES FOR CARRY-ON BAGGAGE

FAQ

Med. Priority Finding: One participant said they
had difficulty understanding the various
baggage rules and said they a chart layout
would be more scannable and helpful to
compare options.

Recommendation: Use tables when possible to
replace paragraphs of copy, particularly when
options are described. Clearly identify how
many options are available, and the key
characteristics of each option.

\Q Overview

Lentre FAQ Overview
nline-check-in-airport-bag-drop-desks

ights changes and refunds

pecial assistance

aking a reservation

Redacted image of
participant
(screenshot shows

picture-in-picture
footage from
recording)

What Is my checked baggage all ?

What cabin baggage can | carry?

What you CAN bring on board
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 35¢cm 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-
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. The REgulations on Cabin Baggage apply.

Passengers who have reduced mobility and have prebooked airport special assistance can carry both
pieces of their cabin baggage into the cabin with them.

Passengers who are carrying special medical items (e.g. CPAP machine, Portable Oxygen Concentrator)
can carry these into the cabin in addition to their 2 pieces of cabin baggage.

‘ ‘ As I’'m reading through this, this is a difficult paragraph. I’d like to see a
chart, graphic, easy to see other types of flights, checked bags.

- P1
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TASK 2: RULES FOR CARRY-ON BAGGAGE
PLAN MENU

My Bookings ~ Check-in Car hire Signup Login Infov &=

Med. Priority Finding: Instead of using the FAQ
(as the other participants did), one participant PLAN EXPLORE TRAVEL EXTRAS FLYING WITH US
used the “Plan” menu to navigate, and then e fomation you iacd to maks your trp iy
used three different pages (Bags Made Simple;
Priority & 2 Cabin Bags; and Cabin Bags Policy)
to find information related to this task. The
information they said they were seeking were
distributed across these three pages.

ch Ryanair Rooms Ryanair Rooms Flexi Plus

Recommendation: Reevaluate the information
architecture (including content labels) with a
card sort study, and use the findings to inform a

. . ) N B T T Y i
redesign of the navigation of the site and Redacted image of
overall information architecture. participant

(screenshot shows
picture-in-picture

footage from
recording)

sing our website you arc conscnting to our usc of cookics in accordance with our Coo
I=———|
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TASK 3:
FIND THE LOWEST-PRICED TICKET

Prompt provided to participant:

1. 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 2018?
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DETAILED FINDINGS

TASK 3: FIND THE LOWEST-PRICED TICKET

HOME PAGE

Positive Finding: One participant encountered
this error message and said it was helpful in
communicating the required steps to help with
this task.

Recommendation: Maintain this error message
if no airport is selected and users attempt to
proceed to the “To” destination airport.

Positive Finding: Participants said it was easy to
understand that no flights from Gatwick to
Copenhagen are available after selecting
Gatwick Airport and typing in “Copenhagen” in
the “To” field.

Design Idea: One participant said they wanted
the ability to compare flights from one city with
multiple airports from the home page. This
participant said they would find options such as
“find the shortest flight,” or “find the least
expensive flight” or “direct flights only” to be
helpful. This participant wanted to be able to
specify a city, without specifying an airport as
an initial step for this type of shopping task.

Argentina
Austria
Belgium
Bolivia

Brazil

Germany
Greece
Honduras
Hungary

Ireland
Israel

Bulgaria

Colombia Italy

Croatia Jordan
Cuba Latvia
Cyprus

W Czech Republic

Lithuania
Luxembourg
Malta
Mexico
Montenegro

Denmark
Dominican Republic
Equador

Redacted image of
participant
(screenshot shows
picture-in-picture
footage from
recording)

Paraguay
Peru
Poland
Portugal

Puerto Rico

Romania

Serbla
A REAL. < owms THIAD B1ZICAS S

Slovakia Gl IR YR
Spain

: Ryanair Transfers
Sweden
Switzerland he hassle-free way Lo gel o and from
Turkey the airport
Ukraine
United Kingdom
United States
Uruguay See all offers

Venezuela

4 - Ryanair Car Hire - Car Hire, Made Simple

sing our websitc you arc conscnting to our usc of cookics in accordance with our Cookic Policy

Pick an airport

66 I don’t see anything that says prioritize price or anything like that.
In terms of finding the lowest one, or comparing price.

- P3
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DETAILED FINDINGS

TASK 3: FIND THE LOWEST-PRICED TICKET

FLIGHT SELECTION

Neutral Finding: To compare flights from
various airport from the same city, one
participant attempted to find flights from one
airport and then selected Save Trip. This
participant then proceeded to change their
flight and said they expected to be able to
compare all saved trips.

Positive Finding: One participant used the “Sort
By” dropdown and found it immediately. This
participant said they found it to be helpful.

Recommendation: Maintain this dropdown
and keep it in this area of the page.

don Stansted to Copenhagen
fay e 1 Adult e Change

RYAN AI R FAQ Fees Contact us

London Stansted to Copenhagen

& Wed 9 May Thu 10 May
$21.32 $31.90
RYANAIR
Direct (1 hr 45 mins)
:00

Direct (1 hr 45 mins)

Redacted image of
participant
(screenshot shows

picture-in-picture
footage from
recording)

Direct (1 hr 45 mins)

11:45

17:15

21:50

Sign up Log i

Sat 12 May 5
$110.23 Price
.

Departure time
Arrival time

Journey duration

from
$65.27

from
$110.23
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DETAILED FINDINGS

TASK 3: FIND THE LOWEST-PRICED TICKET

FLIGHT SELECTION

Med. Priority Finding: One participant didn’t
check other airports and stopped after checking
London Stansted only. This participant’s
comments suggested they thought that this list
was inclusive of all flight options from London.

Recommendation: Consider ways to indicate
that other commonly desirable flight options
(such as cheaper or shorter flights) may be
available, and consider allowing users to
navigate directly to those options. Conduct
further user research before implementing
these types of interactions to ensure users
understand that key flight information, such as
a different airport than originally selected, has
been changed.

Log i

RYANAIR FAQ Fees Contact us Sign up
don Stansted to Copenhagen
fay « 1 Adult « Change
v London Stansted to Copenhagen Sort By 2
& Wed 9 May Thu 10 May Sat 12 May 5
Departure time
RYANAIR
Diroct (1 e 43 min) Arrival time
09:00 11:45 Journey duration
London Stansted Copenhagen
RYANAIR
Direct (1 hr 45 mins) from
17:15 $65.27
Copenhagen
Redacted image of
participant
(screenshot shows
picture-in-picture Dioct (1 ) from
footage from 21:50 $110.23
recording) Copentagen
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TASK 3: FIND THE LOWEST-PRICED TICKET

RYANAI R FAQ Fees Contact us Sign up Log i
donLutonto Copenhagen 2 o T
lay « 1 Adult » Chang
Positive Finding: One participant used this link
to change their flight, and said they liked that @ Your selected flights
the link was easy to find and it was useful.
¥ London Luton to Copenhagen  Friday 11 May 2018 # Change flight
Recommendation: Maintain this “change” link ® Direct ( 5 min standard fare
T . . RYANAIR 11:35 ! 14:30 $134.90
within this position on the page. Slected London Luton Copennagen :
¢ Save with just 1 click
Upgrade to -i-\ Plus & SAVE 10%
S p 60 day checkin © 20k) chetkin bog :ﬁ L39Wl
€ ::rilulg;:fe o 3 Priorily & 2 Cabin Bags @ Reserved standard seal
0 trip
(screenshot shows
picture-in-picture
footage from ! e
recording)
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TASK 3: FIND THE LOWEST-PRICED TICKET
FLIGHT SELECTION

Fees Contact us Sign up Log i

Low Priority Finding: When using the “change”
link (see previous slide), one participant said it

was unexpected and unhelpful that changing yout .
the airport removes date of the flight
immediately.

@ Your selected flights
Recommendation: Consider maintaining the

date selection when users change other V¥ London Luton to Copenhagen | Fidey 1 Mey 2015 e i

information within these fields upon using the & Direct (1 e 55 minc) Standord fare
. RYANAIR 11:35 14:30 $

“change” link. selectea London uton et 134.90

Redacted image of

participant +r Save with just 1 click
(screenshot shows
picture-in-picture y Upgrade to (-E Plus % SAVE 10%

fOOtage ffrom £ 60 day check-in € 20kg check-in bag s 39-72
recording) Total price per person
. % Priority & 2 Cabin Bags & Reserved standard seat EEreaa
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TASK 4:
CHANGE A FLIGHT

Prompt provided to participant:

1.  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.

2.  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.

3. Isthis possible? If yes, how much will this cost?
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TASK 4: CHANGE A FLIGHT
RETRIEVE YOUR BOOKING (CHECK-IN / MY BOOKINGS)

RYANAIR Plan ~ - Car hire Signup Login Infov =
Positive Finding: Participants easily found L ]

check-in to quickly proceed to the next step of
this task.

Retrieve your booking

B . S (T o
Rec.omm.end;_atlon' Maintain “Check-in” in the Retrieve your booking and... myRyanair account No account? Check-in
main nawgatlon bar. Sow Ao chieck:in anline here
Print boarding pass o "
. S S
Change flight > FRS773
s . . . . . Name change —— madl address
Positive Finding: Participants easily found the Contrm ip Getais Snete
i Int/view trip itiner: cue10ryanair@|
reservation number textbox underneath the s e
“No account?” section. Allocated seating/Change seat . —
+ Remember me
- a a Login
Recommendation: Maintain the “No account?” Redacted image of
Check_ln hel’e" header. participant Forgot your password?
(screenshot shows
picture-in-picture
footage from -
recording) TemsofUse  Genersllerms & condilions of carisge  Privacy policy ~ Cookies  Cont
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TASK 4: CHANGE A FLIGHT
RETRIEVE YOUR BOOKING (CHECK-IN / MY BOOKINGS)

RYANAIR Plan ~ My Bookings ~ heck-ir Car hire Signup Login Infov =

High Priority Finding: One participant tried
entering the flight number into the textbox and
expected to be able to use the flight number
and e-mail address to change the flight. This —
participant made multiple attempts and
expressed frustration.

No account? Check-in
here

myRyanair account
online | £] Log in with Facebook
Print boarding pass R i b
eservation number
Add checked bag(s)

Change flight FRS773

Recommendation: Consider enabling users to e o i e i

Name change

Email address

enter in their flight reservation number or their

S‘!f}l]ﬂ.éﬂéj!.@
reservation number to proceed.
Go
+ Remember me
Alternatively, consider applying detection of a T
flight number vs. a reservation number and Redacted image of
. . participant Forgot your password?
using an error message to call attention to the (screenshot shows
user to use their reservation number instead of picture-in-picture
a flight number. footage from :
recording) amsofUse  Genersiterms & condlionsof camisge  Privacypoicy  Cookies  Cont

Consider conducting research on layout and
copy of the e-mail confirmation to identify how
to make the reservation number more clear.
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TASK 4: CHANGE A FLIGHT
RESERVATION

Positive Finding: Participants immediately
clicked on the “Manage booking” CTA to

DETAILED FINDINGS

Plan ~ My Bookings ~ Car hire

Signup Login

Infov =

x  Wed 16 May 2018

change their flight.

Recommendation: Maintain the “Manage
Booking” CTA as-is.

Hello Reservation no DUBLIN 1400 — 1t Omin RSO Mooy
L Booki
=L Glasgow Q31//7U0 ¥ Wed 23 May 2018 ek Wit you Uoug e fanege ing
15:25 — The Omin — 16:25 DUBLIN
M Check-in Reserve a seat and check-in carly from € 3.00. Standard check-in available from 12th May 2018 Check-in

Ryanair Car Hire

Free if you find it Tof less

b Ryanair Tickets

1000s of events to choose from

[COMMENDED FOR YOU

10% OFF

Upgrade to (+) Plus

Redacted image of Total price per person
participant <6400 € 57.60
(screenshot shows
picture-in-picture Priority & 2 Cabin Bags Security Fast Track
footage from = ——

recording)

Ryanair Rooms

Choose from over 1 million rooms

© Best seller!
Reserve a seat
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TASK 4: CHANGE A FLIGHT
MANAGE YOUR TRIP

Neutral Finding: One participant said they
were looking for a “Change Date” option, but
since it was not available, they tried “Change
your flight.”

Manage your trip

Manage your trip

Need to make a change? It's easy

x Change yo&ﬂighl

Change name

= Update contact details

Redacted image Of Hd special assistance

participant
(screenshot shows
picture-in-picture
footage from
recording)
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TASK 4: CHANGE A FLIGHT
MANAGE YOUR TRIP | 1 - SELECT FLIGHTS

Change Flights

Neutral Finding: Participants immediately

interacted with the checkbox, and their ®
comments and behaviors suggested they did Select Fights
not notice the “View change flight fees” link or 2) View change flight fees

the copy within the textbox. (Note that the
textbox disappears in step 3, when users might ! >
be most likely to read it.) not  the new fight s

Dublin T1 - Glasgow International T2 — Glasgow International T2 - Dublin T1
16th May * 14:00-15:00 = FRS774 — wed23rdMay * 1525-1625 s FR5773

Redacted image of
participant
(screenshot shows
picture-in-picture
footage from
recording)
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TASK 4: CHANGE A FLIGHT
MANAGE YOUR TRIP | 2 - SEARCH NEW FLIGHT

Change Flights

®

High Priority Finding: For one participant, upon
interacting with the checkbox, the airports in
both “From” and “To” fields disappeared. This
appears to be a bug which may only occur

intermittently. This participant was unable to 5 G Byt b
proceed to complete the task.

+) View change flight fees

Your original flight(s)

Glasgow International T2 - Dublin T1
< 'Wed 23rd May 1525-1628 FRS773

Recommendation: Conduct further
investigation to find out when and why this bug
occurs and resolve issue.

Search for your new outbound flight here

foh.home flight_search_cal

Redacted image of 23/05/2018
participant
(screenshot shows
picture-in-picture
footage from
recording)
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TASK 4: CHANGE A FLIGHT

DETAILED FINDINGS

MANAGE YOUR TRIP | 2 - SEARCH NEW FLIGHT

High Priority Finding: One participant appeared
to encounter a bug related to being unable to
scroll down the page. Upon clicking down on
the scrollbar (instead of using the mouse
wheel), the date picker disappeared, making it
impossible to select the date. This participant
was unable to proceed and complete the task.

Recommendation: Resolve issue of date picker
disappearing upon clicking the scroll button.
Consider redesigning the page to prevent the
need for information to appear below the fold.

Change Flights

+) View change flight fees

Your original flight(s)

- Dublin T1 - Glasgow International T2
Wed 16th May 14.00-15.00 FRS774

lasgow International T2 - Dublin T1

g May 1525-1625  FRS773

Search for your new 9wthound flight here

) Fly back >~
Redacted image of | 53';05/2013
participant
(screenshot shows Apri May 2018
picture-in-picture Toe Wed Thu Fr i v Wed Tk
footage from
recording)
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TASK 4: CHANGE A FLIGHT
MANAGE YOUR TRIP | 3 - SELECT NEW FARE

Change Flights

High Priority Finding: Both participants ®
encountered the error message “Flight change
cannot be made online.” ) Hide change flight fee

Oaline Dilce

One participant then clicked on the Flight Fee
link and said they were trying to find more
information, but said that no relevant
information was displayed.

* Low season * High season

Recommendation: Ensure that change flight
fee information is displayed at this step, and

use tables instead of paragraphs of copy to Redacted image of
display information succinctly. LB
(screenshot shows

picture-in-picture
footage from
recording)
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TASK 5:
BOOK A MULTI-LEG FLIGHT

Prompt provided to participant:

1. Book a one-way flight for two adults from Copenhagen (Denmark) to Cagliari (Sardinia, Italy) on Saturday June 9, 2018.

2.  Stop when the website asks you to create an account or log into an account.
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TASK 5: BOOK A MULTI-LEG FLIGHT
HOME PAGE

. . . . L. My Bookings ~ Check-in Car hire Signup Login Infovr &
Med. Priority Finding: One participant made a
spelling error and did not recognize they made
a typo (“Calliari” instead of “Cagliari”).

r'
k
@ EARN TRAVEL CREDIT WITH EVERY STAY

Recommendation: Consider implementing
spelling error detection and recommending
cities which may have been intended (e.g. “Did
you mean....”)

+ Flidheg F=% Ryanair Rooms tm= Car hire

QO Retum (9 One way Express Booking © o’

From ‘ L
Copenhagen Callari|

Dial o ~oiuntrs ' Pick an airport

Redacted image of
participant oce
(screenshot shows %
picture-in-picture
footage from

recordmg) sing our websitc you arc conscnting to our usc of cookics in accordance with our Cookic I

Portugal
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DETAILED FINDINGS

TASK 5: BOOK A MULTI-LEG FLIGHT

HOME PAGE

High Priority Finding: Since Cagliari did not
immediately appear to be an option from
Copenhagen, one participant said they
understood that to mean it was an impossible
task and did not consider attempting a multi-
leg flight.

Recommendation: Consider displaying
recommendations to users for multi-leg flight
options if other flights are the only means of
arriving to their intended destination from their
departing airport.

Neutral Finding: When encouraged to
continue, One participant said he would try to
find an airport finder using the menu options in
the dropdown, and clicked on the
“Destinations” link.

My Bookings Check-in Car hire Sign up Login Infov -

TRAVEL EXTRAS

FLYING WITH US

arnily Plus

PLAN EXPLORE

picture-in-picture
footage from

recording) sing our websitc you arc consenting to our use of cookics in accordance with our Cook
S

66 ‘Plan’ says to me, oh this is helping me to plan a trip. | need to get
somewhere, maybe this is the tool that’s gonna help me. So in my
head I’'m looking for airports, so is there an airport finder?...
Explore.... Destinations.

-P1
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DETAILED FINDINGS

TASK 5: BOOK A MULTI-LEG FLIGHT

DESTINATIONS

Med. Priority Finding: One participant said they
expected to see a general list of airports to see
if Cagliari was an option and said they found it
unexpected and unhelpful that the first step on
this page was to book a flight.

Recommendation: Consider removing the
fields on this page to book a flight, and simply
display the list of airports where Ryanair is
available with links and follow-up steps to
enable users to book a flight there.

High Priority Finding: Upon typingin
“Copenhagen” in the “From” field, this
participant was still not able to discover Cagliari
and expressed frustration with this task.

Neutral Finding: When encouraged to
continue, this participant went to the “View on
map” link.

Plan ~ My Bookings ~

B 1 Belgium 1 0 Ireland
Brussels Charlerol Dublin

— ks

== Croatia 11 haly

Zadar Bologna

Milan Bergamo
W Germany
Cologne

Naples
Pescara
= Greece
.I dacted image of
participant
(screenshot shows

picture-in-picturg
footage firp
recgsd

Lithuania
Kaunas

EN Portugal
Porto

Llcafl inf,

Check-in

Car hire

Infor &&=

Signup Login

= View onmap )

Malaga

Seville
Tenerife South
Valencia

£ United Kingdom
Edinburgh
Liverpool
London Luton
London Stansted

Connect with us
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DETAILED FINDINGS

TASK 5: BOOK A MULTI-LEG FLIGHT

MAP

Med. Priority Finding: This participant made a
spelling error and did not recognize the typo

TYRYANAIR Plan v My Bookings Check-in Car hire Signup Lo

(“Capenhagen” instead of “Copenhagen”).

Recommendation (repeat): Consider
implementing spelling error detection and
recommending cities which may have been
intended (e.g. “Did you mean....”)

High Priority Finding: This participant tried
“Cagliari” and “Sardinia” and was not able to
discover Cagliari on this page.

Cagliari

‘ valid selection Clear seloction ®
N

Cheapest flights from Boston ES
Dates ~, Budget « TripTypes

clear filters &

No flights found for that route.
Have another look and try again

Redacted image of participant
(screenshot shows picture-in- - Sl
picture footage from recording) = UL \2e cons €211 Coctas'e OR/ BT (R300%) Cooze
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TASK 5: BOOK A MULTI-LEG FLIGHT

FLIGHT SELECTOR
Neutral Finding: One participant used two tabs G v ANAIR Contact us
to find two separate bookings for different legs = =
R X Milan Bergamo to Cagliari
of the flight and compared arrival/departure One way + 1 Adult » Change
times by flipping between the two tabs.
¥ Milan Bergamo to Cagliari
s Ss160 751
RYANAIR
Direct (1 br 35 mins)
08:30 10:05
Mitan Bergamo Cagliari
RYANAIR
Direct (1 hr 35 mins),
17:40 19:15
Milan Dergamo Cagliari

Redacted image of

participant

(screenshot shows picture-
in-picture footage from

recording)

Sign up
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TASK 6:

CHANGE SEATS AND PRINT
BOARDING PASS

Prompt provided to participant:

1. Check a passenger in on a flight based on the confirmation you receive from the moderator.

2. The passenger isn’t happy with the assigned seat. Select another seat for them.
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DETAILED FINDINGS

TASK 6: CHANGE SEATS AND PRINT BOARDING PASS

FLIGHT CONFIRMATION

Med. Priority Finding: One participant
attempted “View Itinerary”, “Manage

Booking”, and “FAQ” [using a different tab]
before finding the success path under
“Boarding Passes”. This participant explained
that they did not expect to find a way to change

seats under “Boarding Passes”.

Med. Priority Finding: This participant did not
appear to notice “Change Your Seats” tile.

Recommendations: Consider reorganizing the
CTAs available to more clearly display options
and support key tasks, such as changing seats.

Reevaluate the visual treatment of the CTAs,
which currently have different treatments
among them each.

RYANAIR Plan ~ My Bookings ~ Check-in Car hire Signup Login Infowv
|
Hello Reoesvation no X Mon 23 Apr 2018
% Edinburgh S2GMioA COPENHAGEN 2200 — 1 EDINBURGH heck what y é l aht e
3 Check-in Check-in complete. Do not forget to print your boarding pass! Boarding Passes
Ryanair Car Hire 5 b Ryanair Tickets > Ryanair Rooms
Free il you find it for less 1000s of events 1o choose lrom Choose from over 1 million rooms
ICOMMENDED FOR YOU
© Best seller! Add check-in bags Priority & 2 Cabin Bags
e m
Get 2 capin D3gs 0 Board
Redacted image of - Chesoes =
participant $7.5(
(screenshot shows
picture-in-picture Sports equipment
footage from .
recording) ‘
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TASK 6: CHANGE SEATS AND PRINT BOARDING PASS
CHECK-IN

Check-in

Positive Finding: One participant was able to
print their boarding pass easily with the “View
Boarding Pass” CTA.

Copenhagen to Edinburgh
Recommendation: Maintain the “View e r—_—
Boarding Pass” label and functionality. e 5

You're currently sitting in the window seat. Would you like
to change?

Positive Finding: This participant also found || I view st Boarcng Passes
“ n H
Change your seat(s)” CTA easily once they e e
were W|th|n th|s screen. » ] If you are denied boarding or If your flight is cancelled or delayed for at least 3 hours, ask at the

Red acted ima ge Of Zx: ::; :né::n:nb:::a‘gg:;:c f:! the text stating your rights, particularly with regard to
participant
(screenshot shows
picture-in-picture Cabin bag information
footage from
recording)
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