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Project One

| Competitive Benchmarking |




| Overview |

Reviewing four apps and
benchmark them. Highlighting
what they did well and what they
may have done not so well.

Taking all of this into consideration
and emulating it for creating my
own airline app or website.

Using three airline apps and one
aggregator.

| Objectives |

Learn by reviewing how best in
class apps solve the problems we
are trying to solve.

Understand the conventions we
need to follow.

Highlight the best practice that we
should emulate.
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| Tasks |

|dentify four apps. Three of which
should be airlines and one
aggregator or hotel app.

Review each app. Take
screenshots and paste them into
the document using plenty of
commentary to explain what's
happening in each screenshot and
what's noteworthy about it.
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| Three Airline Apps | | Aggregator |
RYANAIR
Aer Lingus 5@ Booking.com
YY)



RYANAIR



| Ryanair - Home Page |

Initial Thoughts :

When first opening the app | was greeted with the first screen on the left
however after 5-6 seconds the second screen appeared. The initial
screen wasn't too bad, and this is the direction the home screen should
be headed in. Getting rid of the clutter and making it overall less busy.

G The marketing at the top is the first thing your eyes are draw to
taking importance away from what the user might want to do
and make their goals harder to find.

e The scrolling update isn't necessary as when you click the Read
More, it says nothing has been changed. This could be done on
the front page instead if clicking to be told nothing changed.

Book a flight is front and center, easy to find. Everything you
need is on the front screen.
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TRYANAIR 0
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Positives ‘ Negatives



| Ryanair - Find Flights |

Your closest airport is automatically selected for you.
Fly out and Fly Back are very clear and easy to understand.

Searching for airports is also very straightforward.

<  Find Flights

One way

From
Dublin

¥
1
i
: To

@ Where to?

Fly Out l

Select Date

—B

Passengers
1 Adult (16+ years)

Let's go
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Return

DUB

1

Fly Back
Select Date

All

Alicante
Spain

Almeria
pain

Amsterdam
Netherlands

Athens
Greece

Barcelona
Spain

Barcelona Girona
Spain

Barcelona Reus
Spain

Bari

Positives

< Select your destination

Search city or airport

ALC
LEI
AMS
ATH
BCN
GRO
REU

BRI

‘ Negatives



| Ryanair - Calendar & Fare Prices |

Gives you a clear visual for the dates you leave and return on

Good that it tells you what is exactly included in the price
upfront.

Clearly shows which one is selected

X  Select your dates

Dublin

22 Mar 2020 €

March 2020
8 9 10
15 16 17
22 23 24
29 30 31
April 2020

»
%

Lanzarote

25Mar 2020 €@

FRI

20

27

SAT

21

28
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Dublin - Lanzarote 0

Sun Mar 22, 14.00

The selected fare type applies to all passengers for all

flights.
Value 144.99 EUR
ravel light per person
& 1SmallBagonly
Must fit under seat
2 Regular 165.84 EUR
per person

Regular fare added

& Priority & 2 Cabin Bags
Board first, 10kg Cabin Bag and 1 Small Bag

| Reserved seat
Specific rows available

Plus 182.99 EUR

Includes 20kg Check-in Bag per person

& 1SmallBag

Must fit under seat

331.68 Continue

Positives ‘ Negatives
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| Ryanair - Choose Seats |

Choose seats
Lanzarote - Dublin

Extra legroom Standard
A from
11.00 . Included
Popup to tell you which seat are included straight away to -— -

avoid future confusion. 5

. o
2800

r—- EXTRA LEGROOM - 11.00 EUR
1 e

Tells you directly how much extra a different seat would cost.

|-

00 - :
Select your seats

19 ]
R0

Total -
—— i — A T05360

Regular passengers are entitled to a free
Standard seat

Positives ‘ Negatives



| Ryanair - Select Bags |

Slightly confused as to what this is implying. Am | buying bags
or am | adding bags.

When selecting the 1 small bag it tell me that | will be charged
an extra €25 if | bring a second bag. However | choose the
regular fare option that tells me | have 2 cabin bags. So will |
be charged or not.

After my confusion | clicked the bag options explained. This
gave me some clarity however there was so much text. Bullet
points would have been easier to read.

| then noticed the Sold out for departure flight. Its unclear as to
what is sold out. Is it that type of bag is sold out or priority & 2
cabin bagsis sold out and if that is the case and it was sold out
then why was | allowed select it when choosing my flight fare?

UX Design Institute | Nicole Hennessy | February 2020

<& Select bags 0

BEmm ===y  Uay Uluer your seat

Priority & 2 Cabin Bags included per passenger with

Regular in your return flight
SOLD OUT FOR DEPARTURE FLIGHT °

0 10kg Check-in Bag
[ o) Drop your 10kg bag at the check-in
| ) desk and take 1 small bag on board
| with you
& - 18.00 Eur
per person, per flight
1 Small Bag only (must fit under the
seat
A small bag that fits under the seat in
front of you (40cm x 20cm x 25cm)

Small bag added
Departure x 2 passengers

MODIFY

Need to check in any bags?

20kg Check-in Bags

“‘ .
N Pack everything you need, drop your

Total

N 727.36 ar Continue

@ Regular 165.84 EUR

Regular fare added PEEPSIROl

& Priority & 2 Cabin Bags
Board first, 10kg Cabin Bag and 1 Small Bag

= Reserved seat
Specific rows available

X Cabin bag policy

0 We've updated our Cabin bag policy

You can only bring 1 small handbag/personal bag on
your trip. This bag must fit under the seat in front of
you (40cm x 20cm x 25¢cm).

Passengers with Priority & 2 Cabin Bags can bring 2
carry-on bags on board. These passengers can bring
one 10kg bag (55cm x 40cm x 20cm) and 1 small
handbag/personal bag on which must fit under the
seat in front of them (40cm x 20cm x 25cm).

Alternatively, you can purchase a 10kg Check-in
Bag. You will still be entitled to 1 small handbag/
personal bag on board, which must fit under the seat
in front of you (40cm x 20cm x 25cm). You may also
bring one 10kg bag which must fit into the bag sizers
(55cm x 40cm x 20cm). This must be dropped off at
the check in desk before security. If your 10kg bag
is brought to the Boarding Gate, you will be charged
25 EUR/25 GBP.

Any customer who does not have Priority & 2 Cabin
Bags and brings a second bag to the gate, will have
their bag tagged and placed in the aircraft hold - for
a charge of 25 EUR/25 GBP.

Charges apply for any passenger with a cabin bag
that exceeds the 10kg limit.

<  Select bags

@ Bag options explained b

Positives ‘ Negatives



Ryanair - Conclusion |

Final Thoughts :

Overall a smooth booking experience. Would be better if the home
screen wasn't so cluttered. It was smooth up until the select bags
section, it was frustrating to try and decipher what this section meant

and why part of it was sold out when | had selected that option on @
previous screen.

Positives :
Booking a flight was a smooth enough process
The calendar was very clear and easy to understand
Informative popups

Clear flight fare prices and benefits
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Negatives :

Cluttered home screen, hard to focus on what you are looking for
Confusing bag booking process
Frustrating, wordy bag booking policy explanation

Contradictory bag booking after booking an option that then said
was Sold Out.



AerLingus 2%
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| Aer Lingus - Home Page |

= ’e LOGIN

Welcome

Initial Thoughts :

Nice, clean design for the home screen. Everything you need is there at
first glance which is good.

because of the big Aer Club banner. Already have an Aer Lingus account? Join here

) . About AerClub Join AerClub
G Book a Flight button doesn’t stand out as much as it should -

Book a Flight button is a bit small could be bigger. Check In >
Boarding Passes >
Clean design. My Trips >

2 Book a Flight

Positives ‘ Negatives
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| Aer Lingus - Book a Flight |

Book a Flight

RETURN ONE WAY e

Your closest airport is automatically selected for you. FROM
. Dublin (DUB)

TO
@ Select Destination

e Clean design, nice use of colours on the icons.

2 1Passenger @

° Clear to see that it is a return flight and not one way.

SAVED SEARCHES

Did you know you can save your
searches and access them here
later?

‘ Positives ‘ Negatives
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| Aer Lingus - Calendar | o
<4 Days Selected

< elect Return Date RESET RESET
28 29 ) 1 25 26 27 (2AM) 29
0 Could be clearer that you must select a return date. The text up March 2020 March 2020
the top could be overlooked here and for “4 Days Selected”. Sun  Mon Tue Wed Thu Fri - Sat Sun  Mon Tue Wed Thu Fri o Sat
1T 2 3 4 5 6 7 1T 2 3 4 5 6 7
e Nice calendar design, easy to see how long you are away for. 8 9 10 11 12 13 14 8 9 10 1 12 13 14

15 16 17 18 19 20 21 e 16 17 18 19 20 21
e 23 24 25 26 27 28 @ 23 24 e 26 27 28

29 30 31 29 30 31
April 2020 April 2020
Sun Mon Tue Wed Thu Fri Sat Sun Mon Tue Wed Thu Fri Sat
1 2 3 4 1 2 3 4
B 6 7 8 9 10 11 5 6 7 8 9 10 11

‘ Positives . Negatives



| Aer Lingus — Choose Flight Fare |

c Isn't clear what the difference between Saver, Plus and

Advantage are.

e Alsoisn’t clear enough that compare fare benefits accounts for
Saver, Plus and Advantage. | pressed this wondering what this
was talking about.

° Too much reading and information on the Compare Fare
Benefits page. It's also not the clearest of information as it
seems cluttered on the page.
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< Dublin to Lanzarote

Sat 21 Mar Sun 22 Mar Mon 23 Mar
€200.99 €200.99 €200.99

e Compare Fare Benefits

12:50 4h5m 1 17:05
DUB Aer Lingus EI778 ACE

€200 €273 €307.%

0 5 seats left 5 seats left 5 seats left

< Fare Benefits

Economy

Cabin bag
Collect Avios points
Earn Tier Credits

ecked bag (20kg)
Advance seat selection
Priority Boarding
Standby for earlier flights
No change fee’

Eligible for refund?

(1)

(=]

2

=

o

>

°

<
v v v
v v 4
v v v
v v v
/ v v
v v v
v ~ v

v v

v v

Lounge access (available at selected airports only) v

Fast track
Front row seating

Middle seat free

V0T R o I PPy

Positives

‘ Negatives



| Aer Lingus - Flight Summary |

0 Not the clearest on which is the departure and arrival flight.

a Saver looks too similar to the buttons, | thought you could press
it for more information or to change your flight fare option.
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< Flight Summary

AerLingus %% Saver
Flight EI778 Sun, 22 Mar 2020
Dublin Lanzarote
12:50 ¢ 4h15m + 17:05
DUB ACE
€200.55
AerLingus %% Saver
Flight EI779 Wed, 25 Mar 2020
Lanzarote Dublin
17:55 4h20m t22:15
ACE @ DUB
€155.9
Q) savE searcH [y sHAre

TOTAL A

Positives

‘ Negatives



| Aer Lingus - Select Seats & Luggage |

Seat prices should be on the screen at all times as | kept
forgetting what colour seat was what price and had to keep
opening the Seat Prices Page.

Clear design, nice use of people in the seat's graphics.

Easy to understand, their use of icons are clear and easy to

understand.

< Select Seats

DUB to ACE

John Doe
Select a seat

ACE to DUB

0 o Seat Prices
A B c E

TOTAL A\

~

D F
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< AddBags
DUB to ACE (Return)
John Doe
Add
g oo 0 0 0
Okg 15kg 20kg 25kg 40kg
€100.00 €110.00 €120.00 €170.00

" NoRcRORE

Checked & Cabin Baggage Policy

TOTAL A

Positives ‘ Negatives



| Aer Lingus — Review & Purchase |

0 Looks too bland, not clear enough on what the departure flight

and arrival flights are. The information doesn't stick out.

e The seats selection almost look like | have no seat, | assume it
means no seat selected but it would be better | think to say this
instead of put a dash through.
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< Review and Purchase

LIGHT DETAILS
a Dublin (DUB) to Lanzarote (ACE)

Sun, 22 Mar 2020, 12:50 — 17:05
Flight EI778

Lanzarote (ACE) to Dublin (DUB)
Wed, 25 Mar 2020, 17:55 — 22:15
Flight EI779

PASSENGER DETAILS

John Doe N

6 % DUB to ACE % ACE to DUB

DUB to ACE Cj ACE to DUB

TOTAL A\
€356.98

‘ Positives . Negatives
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| Aer Lingus - Conclusion |

Final Thoughts :

It's a well designed, clean app however at times it's a little to clean and
important information doesn't stand out enough. The use of icons are
done well and spice up the design a bit but overall they don’t do

enough.
Positives : Negatives :
The booking process overall was smooth enough. « Design was almost too clean and became bland at points.

Particularly the Calendar and Review and Purchase Screens.
Nice use of informative icons.

« Confusing flight fare explanation.

« Wasn't always clear with flight details on departure and arrival.






KLM - Home Page

Initial Thoughts :

When first opening the app, | was met with the screen on the left,
unfortunately I'm not the biggest dark theme lover so | would have liked
the option to not have that but it said it was set up with my phones
settings so I'm not sure if its done by time or somewhere else?

c Couldn’t change the fact it was dark mode, just had to agree to
it.

e Didn’'t automatically select the closest airport to me.
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Book a trip

RETURN ONE-WAY MULTI-CITY

g

"‘ 1 adult in Economy Class

Positives ‘ Negatives
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KLM - Home Page Cont.

Book a trip

N RETURN ONE-WAY MULTI-CITY
Destinations

. Dublin
Nice, easy to use search. ﬂ' Dublin

Dubai

9~. Lanzarote

Dubrovnik

Like that they tell you a price straight away.

‘% 1 adult in Economy Class

rom EUR 278
Nice use of contrast on the button, it works well with the blue

and stands out so well against the dark theme. ()| Dublin  Dubai  dubbed

TRZRe a7 19e
qgqwer ty ui op
all ESH Rl BN EON NN W RS
8 111111 R

# English (UK) N Q@

Positives . Negatives



KLM - Calendar

Well designed calendar, easy to understand.
e Return Flight and 4 Days selected could be a little clearer.
| like that they give you a rough price estimate.

Nice graphic for no flights available, although the text position
seems a bit off to me.

2 4 days selected

March 2020

Mo Tu We

23

30

April 2020

Mo Tu

Confirm dates
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< Choose an outbound flight

cl FRI, 20
HTS NO FLIGHTS

SUN, 22

NO FLIGHTS NO FLIGHTS

sorry, there are no flights
available on this date. Try

another date.

Y oo

Positives

. Negatives
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KLM - Outbound Flight

< Choose an outbound flight

< Choose an outbound flight

FRI, 20 SAT, 21 SUN, 22 MON, 23
EUR 550 EUR 656 EUR 1060 EUR 1060|

‘ Sort by departure time

05:55 14h00 19:55

FRI, 20 SAT, 21 SUN, 22
NO FLIGHTS NO FLIGHTS NO FLIGHTS

c It was at this point | saw that there were no flights available at
any date to Lanzarote, so it was annoying that they didn't
make that clear or offer an alternative date so choose a
different destination.

sorry, there are no flights
Nice that you had an option to sort by departure time available on this date. Try
another date.

EUR 1060

06:00 20:55 :

3

>’ omm» e AIRFRANCE # EUR 1060

e Could be clearer in telling you about transfer flights -
06:00 19:55 ¢

AIRFRANCE 4 K.I..il.vl EUR 1075

Nice graphic for no flights available, although the text position i
seems a bit off to me. [l

06:00 19:55 ¢

AIRFRANCE # KL EUR 1075

Positives ‘ Negatives
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KLM - Outbound Flight Cont.

< Choose an outbound flight €& Choose an outbound flight

FRI, 20 SAT, 21 SUN, 22 MON, 23

FRI, 20 SAT, 21 SUN, 22 MON, 23
EUR 550 EUR 656 EUR 1060 EUR 1060]

EUR 550 EUR 656 EUR 1060 EUR 1060

Light EUR 1060

1 hand baggage item and 1
accessory (12 kg total*) and 1
check-in baggage item(s) (23 kg
each) included

Clear breakdown of fare benefits and what's included for the 05:55 19:55 :
price.

Very clear in telling you that you have selected this option. EUR 1060
Change fee EUR 150 + fare

1 hand baggage item and 1
difference

accessory (12 kg total*) and 1
check-in baggage item(s) (23 kg
each) included

Standard EUR 1100

1 hand baggage item and 1
accessory (12 kg total*) and 2
check-in baggage item(s) (23 kg
each) included

1825 Flying Blue Miles

More information

Standard EUR 1100

1 hand baggage item and 1
accessory (12 kg total*) and 2
check-in baggage item(s) (23 kg
each) included

Change fee EUR 150 + fare
difference

ClLinD 194N

Positives ‘ Negatives



KLM - Booking Details

Nice use of Image, it's a rope bridge in Ghana.

Can click in and see a clear breakdown of booking details of
the outbound and return flights.

UX Design Institute | Nicole Hennessy

Dublin 2 Accra EUR 1,059.39
Sun 22 Mar, 05:55 - 19:55
gd 25 Mar, 22:15 - 12:40

# Personal details

Passenger 1 (adult)

Please make sure these
details exactly match the
identity document.

Booking details

Outbound flight

Sun 22 Mar 20
05:55 Dublin, Dublin

Operated by K'ﬁ'\n
KL0932 | Boeing 737-700
Economy Class

Sun 22 Mar 20
08:35 Amsterdam, Schiphol

Transfer time 5h50

Sun 22 Mar 20
14:25 Amsterdam, Schiphol

Operated by K'ﬁ'\n
KLO0589 | Boeing 777-300
Economy Class

Sun 22 Mar 20
19:55 Accra, Kotoka Airport

Total travel time 14h00

Return flight

February 2020

Positives ‘ Negatives
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KLM - Enter Details

& Trip to Accra EUR 1,059.39

John v

Last na

Well designed screen, easy to read doe

Ireland (+353)

Teley mber 1
Keyboard optimized for entering email addresses. 851234567

E-mail address

john.doe@g|

john.doe@g
23 FSH k41 £51 K6 074 ESh koA HO
gwer tyuiop
all §SH Nci i RGN AN WiN Rk W
4 z xcvbnm a

#1  , @ EN(UK)

Positives . Negatives
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| KLM - Conclusion |

Final Thoughts :

Nice designed app that is easy to understand. Was unfortunate that |
couldn’t change it out of dark theme, but it could be due to time zones
thatitisin dark theme.

Positives : Negatives :
The booking process wasn't too bad. « Unable to change out of dark mode.
Nice use of graphics. - No alternative date given when there was no flights available to the

location | choose.
Email optimized keyboard.
« Didn't have my closest airport choosen.
Great use of contrast which made for a pleasant looking app.



Booking.com
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| Booking.com - Home Page |

=  Booking ® 0 i aree OI

E‘b Stays ﬁ Car rental //:: ! S:::C? =
|nitia| ThOUghtS . — 66156 properties
Hi' Nicole o Greek Islands
i i i i N Region in Greece
| like the design of this app overall, not the biggest fan of the yellow Seatch destination/pioperty Hame F&; T eredics
border around the search, although it contrasts with the blue, | don’t
i i i Greenwich
find it necessary and make the screen look unappealing. QL Hersonissos i Coein
ﬁ 180 properties
f} sat14 Mar - Sun 15 Mar h Green Isle Hotel, Dublin
Property in Clondalkin , Ireland

2 1room -2 adults - 0 children SaRtari

| like the personalization of the app, greeting you as you open

it green Greek Greece
' Search

iR 28 B3 B 51 §61 A Re Red e

. . . . , I'm travelling for work D
| like the that main focus is to achieve your overall goal, you're

not being oversold products or features, its straight to it and if
you feel like exploring the app you can scroll down for the Today's deals 11111111
secondary features.

gwer r ty uioop

4 z x ¢c v b nm @a

The search is clean and easy to navigate through. 1#1 English (UK)

’

| like that there are images of the locations. It makes them
more recognizable and more appealing.

Positives ‘ Negatives



| Booking.com - Calendar |

Nice that the days of the week are laid out at the top which
makes it easier to distinguish which day is which.

Clear on how long you are staying.
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Mon  Tue
6 7
14
20 21
27 28

Wed

22

29

Thu

23

30

Fri Sat  Sun

April 2020
3 4 5
10 11 12
24 25 26

May 2020
1 2 3

13 Apr - 19 Apr (6 nights)

Select dates

Positives ‘ Negatives



| Booking.com - Results |

| like that you can sort, filter and see properties on the map.
Clear on the properties that are free cancellation.

e No need to see sold out properties as | can’'t book them.
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< Greek Islands
13 Apr-19 Apr

M Sort < Filter o Map

© Greek Islands

A 2adults O\

£ 6 nights (Mon 13 April = Sun 19 April)

Allinclusive | StarBeach Village& <
~ Water Park

e mVerygood
ﬂ-*d T Beachfront

Mobile price

Price for 6 nights, 2 adults
Economy Double Room with Side
Sea View- Annex Building

€449
includes taxes and charges

Only 5 like this left on
Booking.com!

FREE cancellation

(’ Limited-time Deal

Sunshine Resort &

p&] Good

—

=

~—— Mykonos Ammos Hotel <)

- Small Luxury Hotels of
the World

m Superb

5| P Beachfront

Sold out on Booking.com

el | Azante Boutique Suites <

p&:] Good
Price for 6 nights, 2 adults
Junior Suite
€273

includes taxes and charges

Only 1 like this left on
Booking.com!

Positives ‘ Negatives
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| Booking.com - Choose Property |

Star Beach Villag...

& Choose your stay
13 Apr-19 Apr

13 Apr-19 Apr

Filters (33 options available)

Free cancellation Non-refundable

Nice use of images. Max guests

2 3 4 5

Number of beds

| like that you can filter through free cancellation options when

1 bed 2 beds 3 beds 4 beds
choosing your room.

v Top options include free cancellation
Star Beach Village & Water m
Nice use of hierarchy giving all the important options in short, Park

) ) £conomy Double Room with Side Sea @
concise points.

View- Annex Building

Price for: A2
Bed: 2 single beds & &
1 Mobile price Size: 215 ft?
You are saving 10% off the room rate of this + Free cancellation until 22 March
property because you are on your phone. B Pay a deposit

€ Allinclusive

% Free WiFi © View
Booked once for your dates in the last 6

hours on Booking.com

Fits 0 of 2
See your options adults Reserve

¥ Best price with free cancellation

Positives ‘ Negatives



| Booking.com - Choose your stay |

Highlights the cancellation date.

Clear as to what you have selected.
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Choose your stay o0
< 13 Apr- 19 Apr < 8o

v Top options include free cancellation

Economy Double Room with Side Sea @
View- Annex Building
Price for: R

Bed: 2 single beds & &
Size: 215 ft?

v Free cancellation until 22 March
B Pay a deposit
2 Allinclusive

% Free WiFi © View

¥ Best price with free cancellation

Price for 6 nights

€449.240

includes taxes and charges

Mobile price

SELECT ’

Double Room (2 Adults) @

Fits 0 of 2
adults Reserve

Choose your stay <

00
13 Apr-19 Apr 60

~/ Top options include free cancellation

Economy Double Room with Side Sea @
View- Annex Building
Price for: R

Bed: 2 single beds & &
Size: 215 ft?

v Free cancellation until 22 March
B Pay a deposit
2 Allinclusive

% Free WiFi © View

¥ Best price with free cancellation

Price for 6 nights

€449.240

includes taxes and charges
Mobile price

1 room selected v X

It only takes 2 minutes

€449.24
includes taxes and Reserve
charges

Positives ‘ Negatives
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| Booking.com - Conclusion |

Final Thoughts :

| like the design of this app although | do feel the colours could be
improved at times the screen can feel a bit cluttered but nothing too

bad.
Positives : Negatives :
The personalization of the welcome screen. « Being able to view unavailable properties.

The booking process is straight forward.
Use of images in search.
Always clear to highlight important information.

The use of filters makes the booking process seamless and super
personal.



| Thank You |
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