Customer Journey Map

Think or Wants

Behaviors

Context

Pain Points

“I need a flight!”

Find a flight with good
departure times & good
prices to a destination
of choice. Price for
short distances and
wants more comfort for
longer distances.

Less tech savy user
never uses aggregators.
Uses Ryan air and

Aer Lingus app on her
iPhone. Aer Lingus
Notices bright orange
travel updates and
checks thems.

At home would maybe
I'd a use Laptop. On the
go or if there is an app
on my phone I'll use
that.

+ To get the best price
and time because of
family 5.

+ Needs to checks with
husband on times &
dates, usually face-
to-face.

Search for flights

Easily fills in choices to see
available flights. Checks

if the airline flies direct to
chosen destination. Finds
out if dates and times fit into
budget and family.

Enter trip details - duration,
start and end location, num-
ber of passengers and fare
type. Start typing the first few
letters to bring up locations.
Then scrolls to select desti-
nation.

Searching alone for flights
often with husband in the
same room. Searches for all
airports in City. User uses
‘Jacks flight club’ to get the
best via newsletter.

+ If husband isn't there user
goes thought the search
process again.

+ Possibly not aware of save
searches.

+ Confused that she cannot
advance, because there
is no return flight on the
selected date.

+ Asking for location when
first using app maybe
overwhelming.

Choose flights

©

Choose a flight, preferably from a list
of options. Decide what class to fly.
Check if days around the chosen day
are cheaper or better flight times.
Flight times not too early a start for
children. If only with 2 people may
upgrade.

Choose a flight, preferably from a list
of options. Decide what class to fly.
Check if days around the chosen day
are cheaper or better flight times.

Preferably choose to fly direct.
Choosing the best flight for their
scenario, usually starting with flight
time and if it's direct or not. “l would
have looked somewhere else by now...”

+ Stopover connection not clear and is
a turnoff.

+ No warning message for the change
in connection.

+ Doesn't show travel time or local
time. No year or day on date.

+ Shows flights that are unavailable
which is frustrating.

+ Summary is not clear.

Selecting the flight is not obvious.

Would prefer to see these prices in

euro.

Choose seats

Choose a preferred seat.
Choose extra leg room or not.
Skip this section. Select a seat
for free. Choose seats together
if flying with others.

Skip this section to save
money. Choose a seat using
the map. Only choose for

long flights. On ‘Add Flight
Extras’, the user noticed the
breadcrumb nav, which he liked
and used to check this info
again.

Choose to sit next to each other

on long flights however don't
mind splinting up to save on
price.

+ Always an extra cost which
user usually skips but may
come back to.

Disappointed that there is
no option to select the same
seats on the way back.

+ Breadcrumb nav disappeared

when user goes back to
check seating.

Add luggage

©

Add an extra piece of luggage.
Add sports equipment. Find out
baggage allowances for return
or one way. Skip this section.
Go with a small bag but come
back with a bigger bag when on
shopping trip.

Searching for sports equipment.

Adding luggage for both flights.
Book 1 piece of luggage for the
whole family.

Adding luggage is expensive so
tends to add it.

+ No option to add luggage like
other sites. “Have | booked
for one way or both ways?”

+ Allowance details repeats but
doesn't clarify everything.

+ Link to info about baggage
takes you away from current
screen. “I'd phone to sort this
out”.

+ Asking about luggage again?

Extras to add on?

Book travel insurance, car
hire or hotels. Skip this
section.

Skip this section. “Why is
there so many to skip?”
“I've already got travel
insurance” Would have
expected to see the extras
on the home screen if
needed them later on. Got
fast track just to try it out.

Buys insurance separately.

If need a car then just hire
at the airport.

“Fast track not worth it
because you still have
to wait for the other 150
people”.

Flight Benefits “To be
fare, | wouldn't look at
those”. Sign-up with
payment prolonged the
process.

Payment
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https://miro.com/app/board/o9J_lh2fyfo=/?invite_link_id=130668177502
https://youtu.be/7iK5sGHR4Qg
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This user flow defines a high-level flow for the mobile app. With
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and focus what is important. r——



