
Step 1: "Planning the big picture"Goals

Behaviours
Plans the trip
Plans the dates/timeframe
Plans the big picture e.g. city or beach 
holiday etc.
Sets the budget for the trip

Pain Points
Communication
Agree with the partners, match the 
needs on the right dates and time

Experience

"We wanted to travel outside of 
Europe, but didn't know where 
exactly"

Step 2: Research

Wants to make decision on the 
dates (some days flexibility), 
destination and airline
Wants to find:

best price
best time
direct flight or convenient 
stopover
a "solid" airline company to 
avoid cancellation

"Sometimes we called each other, 
if we saw a good price." 

Compares prices, looks for the best 
price
Most users are looking on aggregator 
sites and they will book directly on 
the airline website e.g. Skyscanner, 
Momondo, Kiwi
Visits different airline websites
Discuss the price and destinations 
with the partner face- to- face and on 
the phone, email, sharing screenshots

The prices are changing very quickly
The price will influence the 
destination
Communication slows down the 
process, the final decision has to be 
taken quickly, because the prices are 
changing quickly

Step 3: Select language

Awarness Consideration Booking Page - Search Flight

Wants to select the language that is 
most convenient
Wants to see the price in the most 
convenient currency

Looks for language selection
Some will choose a foreign language, to 
be able to get the price in the most 
convenient currency (e.g. expats, who 
don't speak the local language)

Language selection will influence 
everything else: Currency, Starting 
Point

"I want the language in English, 
but everything else in "Danish"" 

Step 3: Search Flight

Wants to search flight as quick and 
easy as possible, WITHOUT MISTAKES.

Sets up the main criteria, very focused 
on the departure, arrival airport and 
calendar
Starts to type in the destination, than 
chooses from the Dropdown list
Selects from previous search
Picks the days from the Calendar
Counts, calculates the number of 
selected days
Not interested promotional offers

Promotional offers: User doesn't 
notice the Search Flight box from the 
last minute deals - takes a lot of extra 
click to find it
Airport selection: Not clear, which 
airport is selected in a city, if they have 
more than one (three letter code)
Calendar:

Has to count the days how 
many is selected
Not easy to see the calendar
User types in the dates, instead 
choosing from the calendar, it 
can lead to mistake

Search Flight/Confirm button:
Not visible
Unclear what will happen after 
they press

Additional steps:
To get the low price calendar 
results is an additional step
Has to accept terms and 
conditions

Step 4: Select flight

Wants to compare the prices and 
book the cheapest
Wants to compare the flights, wants 
to fly direct or with the shortest 
stopover
Wants the best time for traveling 
(not too early in the morning or to not 
arrive too late
Wants to get more information 
about the flight

Flight Search Result

Compares prices
Counts the days with the different 
dates
Considers the different times for 
arrival and departure
Considers the direct/indirect flight "If I 
stay in the airport I have to spend more 
money"

Wants to see more days to compare, 
maybe a full month
No option to filter direct/indirect 
flights at this point
Better filtering of the results e.g. 
more comparism of flights with 1 stop
Can't filter direct or indirect flight at 
this point
Easy to get loose track of how many 
days are selected
Has to spend time on counting the 
days
Don't know the final price yet "This is 
where they get you"
Wrong navigation, e.g.using the back 
button leads to delete the search 
criteria (When altering booking dates, 
he uses the BACK BUTTON instead of 
CHANGE button at the top.)
Can't see what is the next step and 
where are they actually in the process

Select Fare

Step 4: Select fare

Wants to choose "best value for 
money" and don't wants to get 
cheated by the airline
Wants the right amount of 
bags/luggage
Wants to know the final price
Wants to clearly understand what is 
included in the price

Compares the fares
Looks for the cheapest option
Considers the amount of bags
Considers to add bag manually
Looks for more information to clearly 
understand what is included

Not clear what is included in the 
offering. E.g. company slang: "Collect 
Avios", "Earn tier Credits"
Not possiblr to book different fares 
for the different passengers
If they want to add additional baggage 
later, they still don't know the final 
price
Annoying offerings e.g.

"Most of the people gets priority, it 
is not faster!"
"It annoys me, either you have 
zero or two" (bags)

Wants more flexibility to choose the 
services manually with clear pricing
Time limit to choose the fare, ticket 
might not be available on the same 
price if they spend too much time to 
choose it
Navigation:

User doesn't understands how 
to select the fares, how to move 
forward
Not clear how to proceed with 
booking if you don't want more 
services

Wants a holiday with family/friends
Wants to getaway and relax, have 
fun, visit family

Context
Travels for leisure
Travels with family or friends
3x-4x time a year
Has a a special occasion to 
travel e.g. school holiday, 
visiting family, birthday, specific 
event e.g. sport, music etc.

Books the flight for all passengers 
after they agreed on the dates, times 
and destination
Has to consider the family needs, 
especially if they traveling with kids
Most will book the flights at home

Most user will fly from their home 
country

Already has the dates in mind, but has a 
few days flexibility, so plans to fly on the 
best price

Already has the dates in mind, but has a 
few days flexibility, so plans to fly on 
the best price
Don't want to arrive too late, because 
doesnt knows the destination/city. /
Check- in/check- out from the 
accomodation might influence the 
booking
Traveling with kids is challenging, 
wants the most convinient time

One person will book for everyone 
else, has to consider everyone else's 
need with the luggage
Some prefers to travel with a small 
luggage and buy everything else on 
the holiday

lendar:

Excited

Positiv

Neutral

Frustrated

Negativ

Let's make a getaway

I will check on Skyscanner

ohh noo, the price is gone! 

OK, that looks good!
Let me book it!

I want to see the price in DKK,
but see the language in English

Adds, adds...Yes! and SEARCH!

On Thursday the tickets
are super cheap! 

I select this!

Ohhh,
how to move forward? 

It's a bit early, but I am sure 
my wife will be ok with it!

What the heck is
COLLECT AVIOS

I will add the bag manually.
I still don't know the final price

"If I already have a destination 
in mind,
this ad is not relevant to me."

"Here I can see the different prices :)"

"I still don't know the final price!"


