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Summary

Conducted on Priceline.com on November 20, 2017

Users (Ages 25 — 35)

,

Qal aa

6 users 3 users

ODbjectives
Filter feature when searching for flights
Overall flight search experience



Preliminary Results
Use both mobile and desktop apps,
but prefer booking on desktop

Frustrated with fluctuating flight
costs

Members of Loyalty Programs
(Kayak, Expedia, Orbitz, etc.)




Subjective Ratings

User Testing Task Analysis

Count

Ava =43
Avg = 4.2
2.3

1 2 B
Vvery difficult Rafings

= [ight Search using Preferred Website = foht Search using Paceline

4
2
. / Av

[
o

Very easy

JetBlue Filter using Priceline




Subjective Ratings

Overall Experience with Priceline

Future Use of Priceline

1 2 3 4 5 ’ 1 2 a 4 _
TCE—. Very t - S— Wery
Avg = 3.4 Avg = 3.2
Users were satisfied with Priceline’s clean, simple, and easily navigable design.




Problem Areas

Automatically
defaults to Hotels

2?

Constant . .
: Lack of Price
reloading after
filtering Graphs/Calendar

Unable to filter
“Basic Economy”
flights



User Testing Video Links

% Briana Arnold

< https://www.usertesting.com/v/86c26966-b94e-4e40-bf45-5ae2e8a3aeb2?encrypted video handle=RihuwlOCTCwG1bOukugRS5Q#!/notes
e ‘rc s://www.usertesting.com/v/9acc2060-741f-4d11-b50a-e6511b994621?encrypted video handle= Rj42Znd L7GlzBcYt5Xfg#!/notes

< https://www.usertesting.com/v/a56785a0-6b47-48ff-8071-1cec8f31204d?encrypted video handle=c31zKN9T9irMPTSAvVhPmSA#!/notes
<« Archana Kishore

< https://www.usertesting.com/v/f70e4614-fd50-4002-8bff-fc138582cacd?encrypted video handle=Kh3xoxClwD2GXBlzl cDQg#!/notes

¢ https://www.usertesting.com/v/9dbf76ea-fe0d-463f-8827-fe367f660b12?encrypted video 'm:ndle:I_JQOSleAB ktvKO6fUOufg#!/notes

¢ httos://www.usertesting.com/v/06d12b55-daf3-4ddc-bc02-d9507b5428ee?encrypted video handle=WdhkluhaAxUkkcM6k0229g#!/notes
+ Tanaya Nandanwar

¢ httos://www.usertesting.com/v/f0420cd7-cfal-4816-834c-828ac411f86c?encrypted video handle=GMWJgPGz1ULIcOPhyeZmdg#!/notes
¢ httos://www.usertesting.com/v/bdf59956-eedf-43bc-8cff-a7ae527a94d5?encrypted video handle=e ruGZ7]Rl’*ermélCJ/JS’r'Jw;;J/r tes
¢ httos://www.usertesting.com/v/3bbcbfd4-8662-459e-bch8-fba8c797589d ?encrynted video 'namdle:eg/ W9nuyi-ugyVdkxhu5Q#!/notes



https://www.usertesting.com/v/86c26966-b94e-4e40-bf45-5ae2e8a3ae62?encrypted_video_handle=RjhuwL0CTCwG1b0ukugR5Q
https://www.usertesting.com/v/9acc2060-741f-4d11-b50a-e6511b994621?encrypted_video_handle=_Rj42Znd_L7GlzBcYt5Xfg
https://www.usertesting.com/v/a56785a0-6b47-48ff-8071-1cec8f31204d?encrypted_video_handle=c31zKN9T9irMPT5AvhPmSA
https://www.usertesting.com/v/f70e4614-fd50-4002-8bff-fc138582cacd?encrypted_video_handle=Kh3xoxCJwD2GXBIzI_cDQg#!/notes
https://www.usertesting.com/v/9dbf76ea-fe0d-463f-8827-fe367f660b12?encrypted_video_handle=LJQ05qQA8_ktvK06fUOufg#!/notes
https://www.usertesting.com/v/06d12b55-daf3-4ddc-bc02-d9507b5428ee?encrypted_video_handle=WdhkluhaAxUkkcM6kO229g#!/notes
https://www.usertesting.com/v/f0420cd7-cfa1-4816-834c-828ac411f86c?encrypted_video_handle=GMWJqPGz1ULlc0PhyeZm4g#!/notes
https://www.usertesting.com/v/bdf59956-eedf-43bc-8cff-a7ae527a94d5?encrypted_video_handle=e_ruGZ7iRNnnm49XbS3fDw#!/notes
https://www.usertesting.com/v/3bbcbfd4-8662-459e-bcb8-fba8c797589d?encrypted_video_handle=eg7-W9nuyi-uqyVdkxhu5Q#!/notes




Websites Traffic Comparison
cheapQlair priceline.c.o.» Onelravel

Metric Type Preview
Display Traffic - P
|
A L
Website 3/5
Display Traffic
Aug 27 -0ct 2007 O Worldwide
a ' cheap... 0 : onetr... B - priceli... |¥L|IE¢1_D'U'3:'... {.IJ.,_, onetravel... B priceline....
® e
T ————_ _October2017
Settings .
B r— - _—
e O
=
II 1
Aug 17-Oct 17 - Worldwide - =g

cheapOair has the highest number of users visiting their site when compared against Priceline and OneTravel.
(Source: www.similarweb.com)



Priceline vs OneTravel
Home Page

Fights ¢

S o e Ko 1,6 S R
= P

pricelise

e Hurry, book your cheap flights now and save! 08:49:24
5% Use Promo Code BFRIDAY and getup to $60 Off our fees WRS w3 sECs

Black Friday &

Discover new deals every day. Cyber Manday

Priceline and OneTravel offer
booking services for vacation
packages, including flights, hotels,
cruises, and cars.

o ool e Both display prices for popular

LT [ R destinations
. 1 s Both offer seasonal discounts (ex: Black
s | Fiiday deals)

e o O e S — SIS e g e OneTravel displays car deals and

— advertises the company’s credit card

e suee g Priceline’s design is more clean and
appealing




Priceline vs OneTravel

priceline 0 S~

Black Friday &
Cyber Monday

Discover new deals every day.
How much will you save?

January 2018 February 2018 >

OneTravel Fights Mok Cars  Vocaioms  More
-

L“;T'.,- Hurry, book your cheap flights now and save! 07:58:.41
w=7% UsePromo Code BFRIDAY and getup to $60 0ff our fees” HRS  MINS  SECS

e 5} rlars. Ol

Flights

0 Round T
1 Traveler, Coach

MIA - Miami, Florida, Unite 0 jan 52018 Jan 10 2018

Today

January 218 Febrnuary 2018

Flight Deals from Populz
The OneTravel

Search

The Search feature is on the home page
and allows users to search for flights,

hotels, cars, and vacation packages.
OneTravel automatically populates the
departure field based on the user’s location
OneTravel’s Search feature offers Advanced
Options (Preferred Airline, Return to Another
City, Direct Flights Only)
OneTravel’s Calendar feature displays the
lowest price on each date
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Priceline vs OneTravel

Search Results

140428 55
Qnelravel :
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The search results display flights
related to the user’s search and filters
that can be used to narrow the

results
Both allows the user to filter by number of
stops, flight time and duration, and
specific airlines
OneTravel displays prices based on each
airline
OneTravel provides alternate dates with
cheaper options
OneTravel provides nearby airport
options
OneTravel allows user to filter preferred
connecting airports
Priceline’s design is clean and more
readable



Priceline vs OneTravel
Booking Flight

priceline.cm Hoes  con Mg Pacages  Cuses L somr

Swiisr B

Fridlay, Jai

New York City» Miami

3 K i Aif 15 2123 3n27m
‘Wednesday, January 10

Miami» Newark

, Ty T:07a 1033 Inem
& Fighy Miami, FL Newark. NI

Continue for $190.4z2iperson

’ N z i 1-888-571-4078
OneTravel M
Review Trip Details and Book
T R R
 Good Cholce! This deal i bac Match Promise. © + 24 haur cancellation 1 Travedar |
— A 4 L Piarws Yori Lo Menaten v 1 & Susetal
= 9.80
700
*

Final Total Price $186.40
acenies Daconss et

Traveler Details

Entar traveler de1ails below:

e e sl i @t G B Bt malch aaetly wi
14144 ibonal: Froouer! Fiver and ol special requess
Add Seats (Optional)
Resares Your Main Cabin Extra Seats o A ncnan m s
B amoe o and off fa pane

The booking page displays flight details.

OneTravel shows all information and offers on one
continuous page

Priceline’s booking process involves multiple pages.
OneTravel offers a lower price despite there being no
difference in flight details



Main Cabin Flexible

~/ Carry-on Bag

+ $392person

$ Checked Bags
v Cancellation +/ Seat Selection

Also Includes For Purchase

+ Changes $ Main Cabin Extra
+ Personal In-seat Entertainment ~ $ Meal Or Snack
A t $ Premium Beverage

onal ltem $ Wi-fi
$ Admirals Club
$ Same-day Confirmed Change
$ Cabin Upgrade
$ Priority Boarding

First Flexible

+ $511person

+/ Carry-on Bag v/ Checked

v/ Seat Selection

+/ Cancellation

MORE

Need a Car for Your Trip?

Pick-up: Sat, Jan 6, 2018 - 3:00 am

Location:  Miami Intl Airport (MIA), FL
Drop-off:  Wed, Jan 10, 2018 - 7:00 am

n

Save Up to 40% From One of Our Trusted Partners

=S AVIS et Hertz. IR

“Total price includes taxes and fees.

Priceline vs OneTravel
Booking Flight ctd..

Add Baggage Now, Save Time and Money! (Optional) [Hide ~ ]
1 Traveler
1 0f 2 flights = | Flight 1587 ~_ | Flight 1078 I —
9 == 1GA=MA & MA-EWR Base Price Taxesifees
1x Adult 14046 38.94
¢ Tip: Adding checked & aitport gate costs a lot mare Agency Fee: .0
Travel Protection Add Now
1st Checked Bag v
Flexible Ticket Add Now
Bagaage allowance [ fees Baggage $0. o0 Promo Code @ or Gift Card
Enhanced Baggage Service Fee 50. 00 . .
9939 Final Total Price
Grand Total Baggage Price 50.00
Please note: Al fares are quoted i
airlines ma
card may b
) total p
Travel Protection (Recommended) e

Subtotal
179 40
7.00

Declined

Declined

$186.40

Seme
debit

the final

Reasons you might need travel protection

« Trip cancellation » Trip interruption » Trip delay

« Baggage delay + 24 Hour emergency assistance service

View Plan Summary for ferms and conditions

Yes, | want Travel Protection for my rip

No, I'm willing to risk my $186.40 trip

Flexible Ticket [Hide ~ ]
Get Flexible Ticket now and avoid fees. $2495
Give yourself more flexibility for just a little bit more. Per Persan

+ Free rebooking! Change fravel plans with no additional agency fees within 24 hours.

+ ou can re-book your ticket within 24 hours for another date. Simple and sasy
+ Cancellations and name changes within 24 hours are also agency fes-free
+ Ifthe airline changes their schedule, we'll ind you the best atternative

+ In case of an emergency. we'l check cancel and rs-booking possibilities

The booking page displays
flight details.
OneTravel allows users to pay
immediately for luggage
OneTravel allows user to select
seats and add travel insurance.
OneTravel offers “Flexible Ticket”
so that users can change travel
dates within 24 hours
Priceline allows users to upgrade
and displays the perks of each
option
Priceline offers car rental options.



cheapOair vs OneTravel

cheapQiair T me: sy TUMEE [NNN GmSeE m 1
C 9

Holels.

Cyber Monday Deals
One Day Only!

- = ©01:34:28
. I e
=9

Find Cheap Tickets - Save Big!

The home page of cheapOair and OneTravel enables users
to select flights, hotels, cars, cruises and other vacation
packages. Both the websites have similar features, but there
are some notable differences in the user experience
provided by both :

OneTravel’s navigation is simple and easier to understand. The
placement of the menu items is much more structured than that of
Cheapaair

cheapOair enlists all its services right on the top of the page, which
makes it convenient for the user to choose any of those quickly
cheapOair has a Gift Card option that cannot be found on OneTravel

Eﬁiﬂfcﬂiilﬂﬁ,ﬁ‘;‘;’fj,fjf;f' 9.;! ?..«15 1:75 cheapOAir has a special offer for people aged 16-25.
cheapOair has separate sections for Traveler’s Age and Class, which is
T S e more user friendly
. cheapOair also has Check Flight Status feature which OneTravel does

not

I Travelee, Coaeh ¥
Y - K Yok A0 Birpor 0 Taveler, Code



cheapOair vs OneTravel
Home Page ctd..

s Baoi Orii or G2l 247 8
cheapmalr FLIGHTE HOTELS CARS CRUISES VACATIONS EXPLORE MORE 1

Wy Recent Searches

cheapOair has a very impressive feature “My
Recent Searches”, which marks all the recent
searches of each user and once the user logs in, it
displays all the searches performed in reverse
chronological order.

. PHX = MIA

Sun, Jan 7
Sun, Jan 21

Creste fare alert

NYC = MIA

My Recent Searches provides user with two
options:
Allows user to create fare alert which will be sent
periodically to the email id of user’s choice.
Allows the user to go ahead and perform search for the
same criteria again.

ode  Get up to 520 OFF our fees

Onelravel it s Co

reTrrel » Chay Flighty

This is a unique feature for cheapOair, as
OneTravel only auto fills the flight search form with
the values of the latest search performed by the
user. Rest of the searches are not shown.

RN R Search No

PHIC - Pivoeain, Arizona, U 0 MIA + Miarri, Floride, Unite 0 dm 82013 kil




Sianln

ceapl
TOP DEALS TRAVEL BY INTEREST

Last Minute Traw

faty Trav

Serioy Travel

Student Travel

Red Eye F

Weekend Getanays

Onelravel Flights  Hotes

CreTrave » Chwap Fllghts

cheapOair vs OneTravel
Home Page ctd..

Book Online cr CallUs 247

MORE

ek B o (et OLESATNE
FLIGHTS ~ HOTELS CARS  CRUSES VACATIONS  EXPLORE
TRAVEL BY REGION MLES AWAY TRAVEL BY PRICE
USAFlhts Top US Destinations Fights Under $199
Meico Flghts ealondl Travel 4 StarHotels Lnder $99
Ganboean Fights Fuel Your Iterests Business Class Flahts
Europe Flghts Acventure Travel Fis! Class Flghts
it Ciy s GetTipto Go

Travel Deais

OneTravel Credit Card

B« Travel by Theme

5 (Typeol Fights

0

FHX « Phoenix, Arizona, U MIA - Niami, Florida, Unite

.’r;:] For Unpublished Chi

Fights under $200
Flighis under $400

Flights under §700

Flighis under $300 R Rl Search Now

pie
Last Minute Hotels

Travel Coupons

Business Class Flights

1-888-437-4930

The More dropdown menu is available on both
cheapOair and OneTravel. But cheapOair has a
more categorized version, in which each
subsection has a specific type of deal or caters to
a specific section of people.

This is more effective and eases search for user, as
he/she would not have to go through the entire list
of options under More section like in that of
OneTravel website, which is unstructured and
confusing.



cheapOair vs OneTravel
Search Results

1-888-516-3050

o=

New York All Airports (NYC) to Miami (MIA) Tue, Jan 09, 2018 - Thu, Jan 18, 2018

1 -
cheapQlair
@ R 00 Gt Your Proma Code to Save up to 580 off
Feom
" i ; e § §
=
N =
-
Depant Returs
N §45 97
Preterred Aot $13 513
Dwrect Fights
703 results found
iy oo
OneTravel
" <0l oll =%
Stops
-
N
- Nen siop 580 ]
Flight Times
1siop §125 $157

our Fees,

a7

1370~

§123

§148

$130

5156

§138

125

\‘ apl
148 8152
HEA
1-800-428-8821
5
jetBlue sp
§1282~ $15

After the users have entered the departure and
arrival cities including the travel dates, the system

displays the search results.
For cheapOair, there are upfront options to change the trip

to one way, round trip or multiple flights. On OneTravel, the
user has to select the “Passenger and advanced options” to
change the trip to one way, return or multiple flights. This is
tedious and difficult to find and the users might end up
going to the home page and re-entering the details.



cheapOair vs OneTravel
Search Results

et fast: Orily 2 tickets kef & this prics!

v St
N 555 $637 . $32° ey - $95* 0 'SELECT »
§13 Firal Total F B
'F;n‘_':n-m.-. ﬁ F SBAY TR meed UL #1+ B
) 1
Depart: 05 A - 1045 P g 2
g Undlesd Adrfine Hamstop
Retum b New York (NYC) f °
Diepart: 0538 AM - 0650 PU L

A s - 104
Moosaed Biamibiity? Wt fo seded yor 152 a i it move - click bere

s ——— Yy o
et fast: Oriy 2 ickets leh & s pricai| |0 12 e Detarmined

T T — :
| [y sorscfongri- ey - | On the search results page, cheapOair has
PN 5 Fight 1933 T38 D.‘}‘m ’ s X ' ey e

e B a special feature which displays the
o = e departure/arrival terminal and gate details
besides the flight number. This is a very

e, b i useful option for the user. OneTravel doesn’t
- - include any such feature.
Consactngin B AT sy
Airlines 59?” - il :;; » R
- oI e




cheapOair vs OneTravel
Booking Flight

1-888-574-1293
E

cheapQlair
Review Trip Details and Book
_m:nw:-:)-.-, 7 tickets loft & this price’ 1

Flight Details S

+ Good choics! This deal = backed by our Price Match Promise. Bocking

B won e - ik Vs
- - Once the flights are selected, the booking
et =2 = page is displayed.
Yoo OneTravel shows the fare summary on the right

side of the pane that remains frozen as the users
scroll through the page. cheapOair doesn’t have
this feature.

u-eTra;eI 1-488-5714078 The users can also add travel protection through
| . . .
v s this fare summary instead of scrolling down the
Review Trip Detais and Book entire page. The Final Total Price reflects
immediately.
v G This deal i backed by cur Prics Match Promise 1 Traveler
TS0 . p Nemazg I

B oowm ome vt | |

Fareries 8205008 ey | — $97.40

Gve el more Ta Dty aed TPt o0tord. LEgride pour Rt 8 1 d Esonemy for 1t g 10e B2 e







TravelBird.com
Login @@ —m — — — — — — — — — 1
|
|
<<include>>
i
|
Search |
Flights
Customer Credit Card
Payment Redeem
Loyalty
<<include>> program
' Rewards.
Book Flight
I <<include>>
1
L
Make
\ Payment
Book Hotel I 1
L — <<include>>- — J |
<<extend>>
Send N
confirmation J
Email
Book Flight \ Book Hotel N\
Search Search
" Select Seat Select
Flights Hotel Hotel
| | inci
<<include>> 1
ord <<include>> | Confirm Order v [<<|nclude>> Confirm
rder ' Reservation Review Reservation
Review | |
<include>>
Book Hotel .
| Book Flight —<<include>>— J | <<include>>
1
< Change <<include>> - |
| ~ <<include>>_ Booking | Bl L Change
| | L ] | | Booking
<‘<include>>_ — J l _____

Flight
Selection

11 <<incl'ude>>
Il |
L (S

<include>>|

. '
<<include>>

L_ _

Add
Travellers

Cancel
Booking

<<include>> |
(- <<include>>

Select . J
<< >
Room include: |

L

Add
Guests

Cancel
Booking

Use Case

Diagram




Search Flight

User

System

Customer

System displays

opens the
booking site

contents of the
site

Guest  Existing customer New Customer

Enter the

details and
create account l

A

Enter login

detail

Display account
already exists
‘error message

verifies login

e

'mail Id exists in the systel

System
verifies the
details

Correct details

System
creates
account

Select Round
Trip / One Way /
Multiple Flights

[

Enter Enter Enter multiple
departure and departure flight details
return details details

b ]
[

System
displays

search results

Activity
Diagram:;

Search
Flight




Book Flight

User System

Check flight
availability

Search Flight

not available

available

Display flights
details (time,
price, etc.)

Filter flight
results

Select Flight

Activity
Diagram:;

Enter login Verify user
information information

invalid

valid

Select seats

Enter
payment
information

Book
Flight

Validate
transaction

invalid

Debit
customer
account

Receive
confirmation
number

Confirm
reservation




Cancel Flight

User

Agent

System

Log into

Check

system

invalid

credentials

Go to booked valid

reservations | -

Cancel
reservation

within 24 hours of
booking

mare than 24 hours
after booking

Enter user

Call agent

no
insurance

Request
reservation g

information into
system

insurance

changes

Enter changes

into system

Process
cancellation

Credit user
account

Update
reservation

details

Y

.
Generate

additional costs

\

.
Dehit user
account

Activity
Diagram:;

Cancel

Flight




Pay Later

Customer opens.
booking site

Select Hotels tab

on home page

Enter the

System displays
the seach

an
other details

Filter the search

results

results

System displays
the

results

Select a hotel

Select a room

System dispalys
available rooms.

Enter the guest
details

Review and
select payment

System displays
review page

option

Pay Now

Enter payment
details

System verifies
the details

Correct details

Receive
confirmation
page

Receive

System displays
contents of the site

page

System displays System generates

email

email

Activity
Diagram:;

Book
Hotel







Wireframe Links


https://drive.google.com/open?id=16eWvV355bKWNI1SZXwfdZjeNCv8802z2
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