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Flair Airlines

Established in 2017 Serves 35+ North American 
destinations



Problem Space & Test Objectives

● Challenging in-person and 
digital client experience 
impacting their reputation and 
brand credibility

● Usability Test Objective
○ Assess the desktop site’s 

usability throughout the 
digital client journey of 
booking a flight 



Methodology

Usability Testing Protocol

● Background 
Questionnaire &      
Consent Form



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



Methodology

Post Session Questionnaire

● Explore the user’s overall digital 
experience

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



Methodology

Data Analysis: Affinity Mapping

● Codes
○ Language
○ Graphical Elements
○ Navigation Experience
○ Information



Participants

6 participants
5 out of 6 participants 
have not used the Flair 

Airlines website previously



Performance on Tasks

● Completion rate: # of participants who 
were able to successfully complete the task

● Average success rate: 4.8/6 (80%)
● Most tasks had a very high success rate
● Participants struggled with Task 4: 

purchasing Flair’s travel insurance
● User impressions and user quotes add 

further insight into the website’s usability

Task Completion 
Rate

Book a flight 6 / 6

Find travel documents 5 / 6

Find info about checked bags 6 / 6

Purchase travel insurance 1 / 6

Find cancellation and refund policy 6 / 6

Average 4.8 / 6



Positive Findings
Industry Standards
Visual Design

Usability Issues
Broken Links
Use of Jargon
Lack of transparency
Low signal-to-noise ratio

Key Usability Findings



Positive Findings

Industry Standards

“General structure of 
the website is similar 

to other travel 
websites”

Visual Design

“This website is more 
visually pleasing 

than others I’ve used 
before” 



Usability Issue #1 

Broken Link

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

● “I think websites with 
broken links are not well 
maintained” 



Replace the broken link

Recommendation 

Option 1: Option 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”.

Usability Issue #2



“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”

Usability Issue #2

Use of jargon



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

“TravelFlex”

“Bundle”

“Insurance”

“Package”, “Deal”

Recommendation



Lack of transparency

Different price at checkout:

Price at checkout > Initial marketed price

Usability Issue #3



Dark pattern:

Showing only paid seating options 

Usability Issue #3

Lack of transparency



Implement transparent sales strategy

● Initial price displayed should include 

the cost of all fees 

● Highlight free seating options

Recommendation



Low signal-to-noise ratio

● “There’s quite a bit of text, and 

the text is so light” 

● “Contains too much 

information in one page” 

Usability Issue #4 



Improve signal-to-noise ratio

● Use visuals to communicate information

● Only include details when necessary

● Use bullet points instead of blocks of text

Recommendation



User Impressions

1. Quantitative Data from Tasks 

Extremely 
Difficult

Extremely 
Easy

2.9

1 5

Overall Difficulty Average

Extremely 
Confident

Not confident 
at all

3.3

1 5

Overall Confidence Average



User Impressions

1. Quantitative Data from Tasks 

Task 2 Task 4

Find information on travel documents Find information on insurance

Lowest difficulty rating 2.9

Highest difficulty rating 4.5

Lowest confidence rating 1.7



User Impressions

2. Overall Experience Rating

Extremely 
Positive

Extremely 
Negative

2.6

Issues affecting overall user experience

● Trouble finding information

● Lack of transparency

● Inefficient content labelling

● Lack of search bar

1 5



User Impressions

3. Flair Airline Credibility Rating

Extremely 
credible

Not credible 
at all

3.1

Issues affecting brand credibility

● Trouble finding information

● Poor visual design 

● Broken links
1 5



User Impressions

4. Flair vs Other Travel Websites

Fewer travel options 

Better travel fares

Similar booking process

Poor visual design and IA



User Impressions

5. Would users use Flair Airlines in the future?

NoYes

50%

Issues affecting future use

● Loyalty to other travel websites

● Challenging user experience

● Cheap fares

● Similar booking process as other travel websites



Conclusion

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

Improve Information Architecture

Improve Content Design

Improve Visual Design

Address Usability Issues



CREDITS: This presentation template was created by Slidesgo, 
including icons by Flaticon, infographics & images by Freepik

Thank you!

Questions?

https://slidesgo.com/
https://www.flaticon.com/
https://www.freepik.com/

