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Problem Space & Test Objectives _g

e Challenging in-person and
digital client experience

Impacting their reputation and
brand credibility

e Usability Test Objective
o Assess the desktop site'’s
usability throughout the
digital client journey of
booking a flight
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Methodology

Usability Testing Protocol

® Background

Questionnaire &
Consent Form
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Flair Airline's Usability Testing

CONSENT FORM

1. Study details

The purpose of this usability test is to gather user feedback on Flair Airlines desktop
website, specifically on any challenges that users may encounter while booking a flight and
finding information as they prepare for their flight.

2. Data we will collect

After answering a few background questions, we will provide you with a set of tasks and
ask you to think aloud as you execute them. After each task, we'll ask you a set of

questions and wrap up this session with a post-session interview to better understand your
experience.

We will screen record the session and taking notes at the same time. We will not request
and you should not provide, any sensitive personal information in this study.

3. How we will use your data

Any data, recording or other personal information collected about you will be treated
confidentially. We will use recordings and notes for internal purposes only.

4. Your rights

Your participation in this study is voluntary. You can take a break or discontinue
participation at any time without giving a reason. If you have any questions or concerns.
about this study or f you wish to withdraw your consent in the future, please

email samiha.essakhi@mail utoronto.ca

Your consent:

1 give my consent:

« For the session to be recorded
+ For team members to use the recordings and notes for interal purposes

& joyeefung2021@gmail.com (not shared) Switch account ey

* Required
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Methodology

Usability Testing Protocol

Task 1: Book a flight from Toronto to Las
Vegas and find the cheapest flights for 2
adults

Task 2: Find information on travel
documents

Task 3: Check the price of the 1st checked
bag and the required dimensions

Task 4: Find travel insurance information
Task 5: Find the cancellation and return

policy

POST TASK QUESTIONS

Task

start time

End time

Duration

Difficulties

|
oo ‘ Difficulty

Confidence | Score (Success/Fail ||

POST TAS}

QUESTIONS

Task

Start time

End time

Duration

Difficulties

Comments

Difficulty
(1-5)

Confidence | Score (Success/Fail)
(1-5)

1:49 minutes

found no difficulties, quite
straightforwarc

Went to the flight booking bar on the home.
page, clicked on the flight option available,
clicked on the no fee bundle for both to and
return flight, the booking flow is similar to
other sites so a

s Success

45 seconds

went to the navigation bar and clicked on the.
travel info and then travel documents page,
scrolled down to the international section of

the info was more 'guess and check’

Success

1min 10
seconds

clicked on baggage under the nav bar, clicked
on baggage allowance within the page,
scrolled down to the first checked bag and
found the info, the font colour of the intro text
on the page was a bit hard to read so it took a
bit longer to read and navigate, overall felt like

he was guuessing and checking when
completing the task

Success

219 mins

30 seconds

Hovered over the nav bar and didn't see it so
scrolled down the home page, clicked into
optional fees and charges from the nav bar
and couldn't find it, asked whether the
insurance can only be found when in the flight
booking flow, went to the before your flight
travel and found the checklist  thought the
insurance was clickable but not , abolished
task

started in the nav bar and clicked on
cancellation and changes, scrolled down and
find the info

Fail

Success




Methodology

Post Session Questionnaire

e Explore the user’s overall digital
experience

e Evaluate the current state
digital flow's impact on the
likelihood of users booking with
the airline in the future

flair
@airlines

Post session questionnaire

Answer

How would you rate your experience completing these tasks on a
scale of 1 to 5 with 1 being extremely negative and 5 being
extremely positive? Can you explain why you gave this rating?

1-iwas confused why it didn't have a search bar on the interface. it's not easy and efficient
to use. some of the terms i think should be included in the categories but it doesn't have
them. i was suffering actually.

Based on your experience completing these tasks, how would you
rate the credibility of Flair Airlines on a scale of 1 to 5 with 1 being
not credible at all and 5 being extremely credible?

definitely 1 - i cannot find the information that i want and the pending page is so slow; there
are not so many options available for flights. it only shows the one available option

How does this experience compare to your experiences booking
flights with other airlines?

others will be better. th emost common website i use for booking flights is air canada. i can
find more flights available options on there but this only gave me one option and the air
canada website has more clear terms that i can easily find and the category that it provided
is much easier for users to detect

‘Would you consider using this website to book a flight again in the
future?

no - i cannot successfully book a flight on this website so why should i use that

Did you find it particularly difficult or easy to carry out any of the
tasks?

the relatively easy one was to find the cancellation option but i coudIn't find the refund
information here. i think the booking process is much longer than i think... i think it took
more than 5 or 6 min and i spent a lot of time waiting for the options available here and that
wasted a lot of time.

Is there anything you would change or anything you wish was
included in the experience?

i would add a search bar first and i think the categories here look different (font sizes); some
of the words are smaller for users to find and the space is too large

Are there any other thoughts or comments you had about the
website that you’d like to share with us?

no, bad experience. i have not used this website before but i think it should be clear more
and easier




Methodology

Data Analysis: Affinity Mapping

® Codes
O Language
o Graphical Elements

o Navigation Experience
o Information
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Participants

5 out of 6 participants

6 participants have not used the Flair
Airlines website previously
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Performance on Tasks

Task Completion e Completion rate: # of participants who
Rate were able to successfully complete the task
Book a flight 6/6 e Average success rate: 4.8/6 (80%)

e Most tasks had a very high success rate
Participants struggled with Task 4:
Find info about checked bags 6/6 purchasing Flair's travel insurance
e User impressions and user quotes add

Find travel documents 5/6

Purchase travel insurance 1/6 further insight into the website's usability
Find cancellation and refund policy 6/6
Average 48/6
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Key Usability Findings

Positive Findings
Industry Standards
Visual Design

Usability Issues

Broken Links

Use of Jargon

Lack of transparency
Low signal-to-noise ratio
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Positive Findings

“General structure of “This website is more
the website is similar visually pleasing
to other travel than others I've used
websites” before”

Industry Standards Visual Design
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Usability Issue #1

@ Broken Link

e Upon clicking the on the
‘Insurance’ link, it leads to an
error page

o “Ithink websites with
broken links are not well
maintained”
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404

this page is not
on our radar




Recommendation

Q Replace the broken link

Option T: Option 2:

N
flal! . english v 8 signin book:v geals
@airlines
book v deals destinations v route map travel info v optional fees contact us v $$ optional fees and charges
booking
buy
B = 8 insurance bqggage
A‘ : i\ bundles

cancellations and changes

flights cars hotels travelflex

seating & boarding

onboard

S inflight services
entertainment
menu

partnerships
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Usability Issue #2

@ Use of jargon

Bundles for packages/deals:
“This is confusing, what does this mean?”

“The bundles...I didn’t really know what that
meant... [I] definitely felt embarrassed’.
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choose a bundle

bare bundle

©

This is confusing, what does this mean?

@ personal item
up to 7kg




Usability Issue #2

@ Use of jargon

“TravelFlex” for insurance:

“They don't use the term ‘insurance’
in any of their navigation, not even in
the website...and there’s no search
bar to find it”
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book v deals

SS optional fees and charges

booking

baggage

bundles

cancellations and changes
seating & boarding

onboard

S inflight services
P
entertainment
menu

partnerships




Recommendation

@ Replace jargon and implement a search bar for an intuitive
navigation experience

“TravelFlex” “Insurance”

=)
“Bundle” ‘ “Package”, “Deal”
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Usability Issue #3

@ Lack of transparency

flair

o pe english v modify search Q signin CAD493-°2V
. . @airlines
Different price at checkout:
YYZ toronto — LAS ics vegas Show prices from 7
01 Apr (Sat) - 13:45 Ferer 01 Apr (Sat) - 15:50 total travel time: Sh Sm $196.64 cerpassenger

Price at checkout > Initial marketed price
choose a bundle (]

recommended
bare bundle @ basic bundle (?) O big bundle 3) O
no fee +$93.79 per passenger +$109.61 per passenger
save $39.55 with the basic bundle save $46.33 with the big bundle
@ personal item @ personal item @ personal item
upto7kg up to 7kg up to 7kg
e carry-on bag 8 carry-on bag
up to 10kg up to 10kg
1st checked baggage 8 1st checked baggage
up to 23kg up to 23kg
|| priority boarding
board and get settled early
modify or cancel your flight
change or cancellation fees waived

are you sure?
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Usability Issue #3

@ Lack of transparency

Dark pattern:

Showing only paid seating options
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quick-select for all passengers A

recommended seats

trust us, we know the best seats

starts from $28.25 per passenger

first row
fly like a vip
starts from $50.85 per passenger




Recommendation

Q Implement transparent sales strategy

e Initial price displayed should include
the cost of all fees

e Highlight free seating options
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Usability Issue #4

@ Low signal-to-noise ratio

e “There’s quite a bit of text, and
the text is so light”
e “Contains too much

information in one page”
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CA*1113.96v

O, signin

flai! ° english
@airlines

OUR 35% OFF BASE FARE SALE ENDS IN 0 day 6 hrs 46 mins 24 sec

passenger —_— o personalise your @ review & pay
information trip

personalise your trip

t ; .
- Ah, so much information!
LAS -> YYZ
duration 3h 55m

don't wait in line. get on the plane first. select your priority boarding option (required)

Want to get settled onboard first and make sure you
mmmmmmmm ded

secure space for your carry-on bag? Add Priority

Boarding to your reservation! .
Ho (V1] )

@ apply to all passengers

add priority boarding general boarding

$10 per passenger each way free

O O




Recommendation

Q Improve signal-to-noise ratio

e Use visuals to communicate information
e Onlyinclude details when necessary

e Use bullet points instead of blocks of text
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User Impressions

1. Quantitative Data from Tasks

Extremely
Easy

Not confident
at all

Overall Difficulty Average

2.9

Overall Confidence Average

3.3

5

Extremely
Difficult

Extremely
Confident



User Impressions

1. Quantitative Data from Tasks

Task 2 Task 4

Find information on travel documents Find information on insurance

Highest difficulty rating 4.5
Lowest difficulty rating 2.9

Lowest confidence rating 1.7
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User Impressions

2. Overall Experience Rating

Issues affecting overall user experience

Trouble finding information
Lack of transparency Extremely

.. . Negative
Inefficient content labelling

Lack of search bar

flair
@airlines

2.6

Extremely
Positive



User Impressions

3. Flair Airline Credibility Rating

Issues affecting brand credibility

® Trouble finding information 31

] Poor visual design Not credible Extremel
g 1 I 5 Y

) at all credible
] Broken links
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User Impressions

4. Flair vs Other Travel Websites

@ Fewer travel options
Q Better travel fares

Q Similar booking process

@ Poor visual design and |IA
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User Impressions

5. Would users use Flair Airlines in the future?

Issues affecting future use

: 50%
Loyalty to other travel websites

Challenging user experience Yes N
Cheap fares

No

Similar booking process as other travel websites
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Conclusion

How we plan on remaining Canada’s #1 Leading ULCC

Improve Information Architecture Improve Visual Design

Improve Content Design Address Usability Issues
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Thank you!

Questions?

CREDITS: This presentation template was created by Slidesgo,
including icons by Flaticon, infographics & images by Freepik
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https://slidesgo.com/
https://www.flaticon.com/
https://www.freepik.com/

