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CUSTOMER JOURNEY MAP - Fly UX

INTENTION TO
TRAVEL

step 1

« where to travel
« when to travel
« who to travel with

« searching for goo
deals/ promotions

* price vs. dates vs. flight
destination

* |eisure vs. business
* search from home

* using a smartphone
« search from work

* using a computer

FLIGHT
SEARCH

step 2

@g

« direct flight

* value for money

* most convenient journey
plan

» dates & times comparison

* airlines comparison

« airport location &
accessibility

*

"Useful to use map feature
to find connections."

« dates & times availability
* personal preferences

* no multiple city trip option

« confusing layout of pop-up
calendar regarding dates
selection

» default departure location
not responding to the user's
current location

FLIGHT
SELECTION

step 3

* select & book a flight

« departure & return flight
selection
« amount of passengers

"Clearly indicated lowest
possible fair."

« flight selection screen

"Calender with dates & prices
displayed simultaneously."

* no clear indication of trip
duration (amount of
days/nights)

« too much info displayed at
once (overwhelming layout)

FLIGHT
OPTIONS

step 4
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« selection of fair option
« luggage configuration
* seating options

« comparison of available
fairs details

+ understanding the meaning
of extras incl. in selected fair

« flight details screen
* luggage necessity depending
on trip type

* no option to only add one
suitcase without fair extras
already included

* no clear explanation of
extras in the different fairs

SELECTION
CONFIRMATION

step 5

 confirmation of dates & selected

fair type

* double checking dates, times,
departure &destination

« consideration of 'price security'
or other services like cancellation

insurance

* booking validation screen

"Clear booking & itinerary
overview."

* 'price security' confusing &
irritating, extra form to fill in &
separate payment needed

EXTRA
SERVICES

step 6

« consideration of extra options
like odd size luggage, car hire,

or airport transfer

* scanning through available
options

« choosing the desired combination

of extras based on necessity

 additional services screen
« need/ no need of extras
fex.: extra leg room

* too many info displayed at once

« possible annoyance if no easy

way to skip the screen to continue

further

PASSENGER
DETAILS

step 7/
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« fill in passenger details

* sign in or register
« adding additional passenger
details

"Great feature of auto fill
presaved details."

* log in screen
« autofill passenger details

* no autofill of details
* no option to pre save
additional passenger data

- by Anna Musial

PAYMENT

step 8

« payment to finalize the process
 booking confirmation message

* choose payment option
« apply voucher or discount code
* enter payment details

« payment screen
« payment method:
credit or debit card, ideal (Netherlands)

*

"Interactive feedback on payment
details correctness."

» possible annoyance if no immediate
booking confirmation

* possible annoyance if payment does
not go through but money is taken



