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Identify four websites. Three of the websites or apps should be airlines. You are welcome to include one wildcard but it should be travel
related, such as a travel aggregator or hotel

Review each website and app. Take screenshots and paste them into your benchmark document. That is, use plenty of screenshots with
some commentary to explain what's happening in each screenshot and what'’s noteworthy about it

Learn how best-in-class websites and apps solve the problem we are trying to solve
Understand the conventions we should follow
Highlight best practice that we should emulate

Home

Search and Select
Booking
Payment

® Good Expected ‘ Frustrating Common feature
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norwegian

The Norwegian story began over 27 years ago - They were founded in

1993 but only began operating as a low-cost carrier with bigger Boeing
737 aircraftin 2002.

There core values have remained the same since the beginning - to
offer affordable fares for all and to allow customers to travel the smart
way by offering value and choice throughout their journey.

With an average fleet age of just 4.6 years, Norwegian has one of the
youngest and fuel-efficient fleets in the world.

The Norwegian brand expanded across the globe as the airline
launched short haul services across Europe and then entered the long
haul sector serving the US, Asia and South America.

Fun Fact

Their aircraft are referred to as “Red Nose” because the front (the “nose”)
is painted red



Norwegian air »> Homepage

Site ID; logo, is set in the top right of the banner
which is not a common place for it. | did look for it
on the left before | noticed it.

norwegian _

@ 9 COVID-19 latest updates - important information about entry requirements, bookings and cancelled flights

@ COVID 19 banner is dominant at the top but not
to big to scare. They have used an arrow and
underline to show a link. This makes the user
feel confident the airline is aware of the current
regulations and restrictions

e Greetings, traveller!

“2 Argentina (Espaiiol) @ Brasil (Portuguese) €= Danmark (Dansk)

. Deutschland (Deutsch) 2 Espana (Espanol) + Finland (Suomi)
€) Conversational language - which is a nice. This
' ’ France (Francais) ‘ Ireland (English) ‘ ' Italia (Italiano) screen ta ke yOU tO yOUI’ |ahguage preference
: Nederland (English) :: Norge (Norsk) @ Other countries (English) Dlalogue bOX to Conflrm COOkIes and forthcomlng
with potential ads.
- Polska (Polski) :: Sverige (Svenska) * UK (English)

® "Accept all' box has been hight lighted in red to
draw the eye. The alternative is to adjust setting
which give the user some level of control.

norwegian

Before you book your next flight...

To improve your experience on our websites, we use cookies. These
cookies are a combination of our own and third-parties’ to gather
information about usage and preferences. We also use cookies to
present more relevant ads to you and for analytical purposes. You

can choose to accept all cookies or to adjust settings.

Accept all Adjust settings e

Read more about our cookie policy

4 ® Good Expected ® Frustrating Common feature



Norwegian air »> Homepage

& Flight

From

Outbound flight
Wednesday 15, July 2020
My dates are flexible, search +/- 2 days
Rooms

- 1|+

Show Low Fare Calendar

@ Reward

Return flight
Wednesday 15, July 2020 2

2 adults and 0 childs -~

Search and book =

norwegian _

& signin

Norwegian Reward - Get extra benefits with our free loyalty programme \
® Earn CashPoints on flights, hotels, shopping and more.
® Use your points to pay less for your flights, or even fly for free. There's no minimum spend. 0

 Get Rewards like seat reservation and free checked baggage.

® Receive exclusive Norwegian flight discounts.

Join Norwegian Reward or Login

L e = = = = e e -
e e = = e e e e e - -
1 . . . 1
, Login Join Norwegian .
| Login using your norwegian.com profile Rewa rd 1
| Username 1
1 I ™~ | Being a member of our free loyalty 1
1 program has its perks. Here are a few: |
Password
I @ Eam CashPoints on flights, hotels, shopping and I
@

1 more. 1
1 @ Use your points to pay less for your flights, or 1
. even fly for free. There's no minimum spend.

Login
1 @ Get Rewards like seat reservation and free I
1 checked baggage. 1
. Receive exclusive Norwegian flight discounts.
I Unable to log in? © elen Tl I
: Forgot the password? :
Forgot the username?
1 1

. Good

The top level of the site is made up of the site
ID, Utilities (including Search and Sign In) and a
hamburger Menu option.

The search panel is simple and easy to use. Give
you the option to add Hotels to Flight or look for
Car Rentals, Hotels or review Rewards.

Easy to identify with tab layout.

Tab is highlighted with a different colour and red
line to show which tab you are on.

The Flights panel only allows you to selection From
and To destinations.

Dates, Passengers and Single/Return are missing.
Crucial information to the search which would
impact results/cost.

More details for search available in Flight/Hotel tab

Nice explanation of Reward benefit with option to
Join and Log In.

Exactly the same wording, on benefits, nothing new
to add.

Options to Log In available on next page if you
accidentally click on Join. With options to See
Password and Recover Log In.

Expected ® Frustrating Common feature



Norwegian air »> Homepage

Discover all our best Nordic

summertime destinations >

Your well-being on board

The safety of our passengers and employees is always our top

priority. We have introduced a number of measures to keep you

safe when flying with Norwegian.

-~ [

Your well-being on board

Before you travel

© You can use the Norwegian app to
book your flight and check-in from
the comfort of your home.

* You must check entry requirements
for your destination well before
travel. In some cases, you will be.
required to complete mandatory
documentation some days before
departure.

Check here

‘L
@-
Hand baggage on board

encourage you to limit the amount of
hand baggage you bring into the cabin and

Show more v

In the airport

© Scan your own boarding pass and
board at a safe distance from your
fellow passengers.

Meal service on board

We o not have a food and beverage
service avallable on board and we advise
You to prepare for this in advance.

Some airports m

Show more v

Introducing touch-free travel

- asafer journey from booking to
arrival

The safety of our passengers and cre Is
always our ighest prioriy

We have taken a number of measures to
ensure your safety while fying with
Norwegian

We're looking forward to welcoming you
back on board!

On board your flight

© Our aircraft are fitted with the
latest HEPA air filters, capturing
almost 100% or airborne microbes
and dissolving smaller particles like
viruses.

© Passengers will be seated
throughout the cabin and the
midde seats wil be the last to be.
used. Families and passengers
travelling together can still it
together.

Use of face masks on board

From 17 June 2020 we are introducing the
mandatory use of face masks for our
passengers and cabin crew on board our
flights. Tnis Is In line with
recommendations from European

Show more v

@ Feature to show flight destinations, take you to a
nice list page showing flight prices:

Flights from Oslo-Gardermoen: 49 destinations Jul Aug

Aalborg penmark -
141.89 108.99

ﬁ Alesund norvay 441 80.09

155.24 88.31

_— .
@ Alicante spain
- na.n 61.58

@ Alta norway 85.23 85.23

@ Nice imagery used, reflective of their brand.

® Important 'Safety on board' feature which
demonstrates the airlines awareness of current
issues and their commitment to passenger well-
being. The 'Read More" page shows a video, 'touch
free' travel and safety measure they have out in
place.

Common feature

. Good

Expected ® Frustrating



Norwegian air »> Homepage

Are your travel plans affected? @

We will continue to adjust our operation in response to international and local guidelines during these unprecedented times.

Learn about the options available for your booking.

Let’s stay in touch

Sign up for our newsletter now.

Email

| have read and accept  the terms and conditions.

Plan and book your flight Manage your booking Customer service
Why Norwegian? Check in online Help and contact
Where do we fly Change your booking Optional service charges
Route map Flight status Coronavirus updates
Low fare calendar Get a receipt .
ey About Norwegian
i About the compan!
S At the airport pany
Check-in deadlines Responsible travel
Gift card
Jobs
. On board )
Prepare for your flight Media
Our Premium Cabin
Baggage allowance and charges Investor relations
Food and drinks
Seat reservation
WiFi
Passport, visa and ID Language
N N In-flight entertainment Choose your language
Special assistance
Travelling with children At your destination @ UK (English) v
Travelling with pets Book a hotel
Hire a car

Norwegian Reward

R Airport Transfers
About Norwegian Reward
Become a member

Reward Blog - travel inspiration

20

@ Another Pandemic feature to support users with any

travels issues or queries they may have.
Friendly language used which feels supportive.

Option to subscribe to newsletters. Simple form to
complete. T&C have been highlighted in red to draw
users attention.

List of utilities available at the bottom of the page.
They have been grouped to make it easier to scroll
through.

Option to change language, which is a ice feature.

Final features include a list of payment and industry
kitemarks, social media links and T&C's.
The 'To the Top' button is a nice touch.

Tothetop A

Verified b, MasterCard. | secure - v freddie
VISA” == e Yin @

© 2020 Norwegian Air Shuttle ASA. Please note that this is a Norwegian retail site, hence Norwegian legislation and rules apply to any fees and/or charges.

Terms of Use | General Conditions of Carriage | Privacy Policy | Cookies | Advertised Fare Conditions | Accessibility Mode

Chatbot - this little helper is available on all pages. He
is not intrusive, but has a little 'dance' (animates) to
remind you it is there when you first land on the page.

Overall the homepage is clean and professional.
Not fussy at all, making you feel confident with the
product they are selling. Even though it is a Low Cost
offering, it does not feel cheap at all.

® Good Expected ® Frustrating Common feature



Norwegian air > Search and Select

& Flight B Flight+Hotel

ﬁ Car rentals

Cannot access your location

All airports
Aalborg (AAL)

Denmark

Agadir (AGA)
Morocco

Alesund (AES)
Norway

Algarve-Faro (FAO)
Portugal

Alicante (ALC)
Spain

= Hotel

@ Reward

When selecting a Departure airport, you are
provided with drop down list, including a 'use
current location' option.

@ If you don't select a Departure you are prompted

when selecting the 'To' field.

Once you have picked a Departure Airport the To
To field is filtered to only show destinations available.

Dates, Passengers and Single/Return fields appear

Please select your departure airport first once the destinations have been added. All on the

same page. Surprisingly nice but the lack of fields

did alarm me at the start.

@) Dates only show when flights are available,
highlighted with a grey box. Dates chosen with a

& Flight Reward red box. Once selected the calendar automatically
‘ opens for the Return date and then number of
passengers and so on. Nice and effortless.
From To
«
London-All airports (LON) X = halborg (AAL) x
You can tab through too.
Outbound flight Return flight
Wednesday 15, July 2020 E Wednesday 15, July 2020 E
/\
1 o July - 2020 » ° v Direct/transit v
Mon Tue Wed Thu Fri Sat Sun
v
06 07 08 09 10 1 12 o
13 14 16 17 18 19
BTN an a1 nn az aa ac ne |

® Good Expected ® Frustrating Common feature



Norwegian air > Search and Select

3 Flight Flight+Hotel /= Car rentals = Hotel !

From To

x «—
London-All airports (LON)

Outbound flight
Wednesday 15, July 2020 m

Return flight

4 travellers v

(5]

Aalborg (AAL)

Show Low Fare Calendar

Fly to Barcelona

From = To

London-All airports (LON) x Barcelona (BCN) x 1traveller
® We could not find any outbound flights in July. Please try a different month.
® We could not find any return flights in July. Please try a different month.
Outbound Return
0 (<] July - 2020 v © (<)
Mon Tue Wed Thu Fri Sat Sun Mon Tue

~

Round trip ~

July-2020 ~

Direct/transit

(5]
6/

7

. Good

Does not ask for children's age at this stage.

If you select 'One Way' at this point, your return
date is greyed out. Nice touch.

‘Transit' is an odd word to use here. Its common in
the industry and passengers would use it during
travel but its odd to see it here. Most of the airlines
language here has been 'people friendly' this feels
like industry jargon.

[Note: | changed the location as no flights were
available.]
Prompt box to let you know no flights available.

Rather than starting your search again, the user is
given a calendar to scroll to find new dates to suit.

You do have to scroll through the month to find the
next flight available. Would it not b easier just to
take you to the month with available flights? With a
prompt box with an explanation.

Reconfirms destination of travel.

Expected ® Frustrating Common feature



Norwegian air > Search and Select

10

To

From
. x S
London-All airports (LON)
Outbound
(<] September - 2020 v
Mon Wed Thu Fri
34 J 2 s .
— —> —o>  —o—>
21970 10500 105.00 105.00
% 2 f D 0 :
— = —o> —o —o—>
105.00 219.70 105.00 105.00 105.00
» " . 16 " 1
——) == =0 —0— —0—>
109.30 21970 10500 105.00 105.00
» 2 2 2 2 2
—_—> —> —_—> —> —0>
105.00 21970 143.00 16280 152.20
w0 2 » 50
—> —> —_—>
105.00 13830 12310
Fly to Barcelona
From
London-All airports (LON) *
Outbound
(<] November - 2020 v
Mon Tue Wed Thu Fri
s
4 2 s 4 6
160.50 160.50 160.50 160.50 160.50
" P 0 ! 2 s
160.50 160.50 160.50 160.50  160.50
a " 7 ® " 2
160.50 160.50 160.50 160.50 160.50
s = . 2 2 z
160.50 160.50 160.50 160.50 160.50

To

Barcelona (BCN)

Barcelona (BCN)

160.50

X

Return

159.30

159.30

159.30

159.30

159.30

Round trip +

Thu Fri
.
—  —o
9130 9130
2 I
—— —o—>
91.30 91.30
9 2
—  —o>
91.30 91.30
2 2.
—  —>
91.30 91.30
Round trip v

November - 2020 v

1traveller ~
Tue Wed
s. 4
— o>
9130 9130
0. 1
— o
91.30 91.30
. i
— o>
91.30 91.30
2 25
— >
91.30 91.30
1traveller
Tue Wed
. 4
15930 159.30
0. 1
169.30  159.30
" s
159.30  159.30
2 25
15930 159.30

139.30

.

159.30

.

159.30
26,

159.30

6.

159.30

.

159.30
20

159.30
2

159.30

Direct/transit v

91.30

91.30
22

91.30
2.

91.30

Direct only ~

159.30

99.30
22

159.30
29.

159.30

@ Direct/Transit
Little directional icons — to indicate thisis a
‘Transit' flight. This is clearly displayed.

® Directonly
Surprisingly the 'Direct Only' icon is not used here.

I'm not sure its required but is not consistent.

7N
—0—> >
Direct/transit Direct only

T T T

Red font used to display best low cost flight
available. Nice and visible.

@ Oddly, if you select a Transit flight which only has
Direct options, the page refreshes to show Direct
only costs. This make you wonder why the airlines
chooses to show the Transit option when its not a
possibility.

. Good

Expected ® Frustrating Common feature



Norwegian air > Search and Select

Fly to Barcelona

@ From To
x

i

Outbound
o November - 2020 v °
Mon Tue Wed Thu Fri Sat Sun
44 1.
160.50
45 2. 3. 4. 5. 6. 7. 8.
160.50 160.50 160.50 160.50 160.50 160.50 RULIEN)
46 9. 10. n 12. 13. 14. 15.

160.50 160.50 160.50 160.50 160.50 160.50 160.50
47

48

49

@ Prices are in GBP v | Campaign code

@ See all our flights from London-All airports

Terms of use  General Conditions of Carriage  Privacy policy

Accessibility mode

11

44

45

46

47

48

49

Cookies

Return

159.30

159.30
16.

159.30
23

159.30
30.

159.30

1traveller

Tue

v

Round trip «

November - 2020 v

Wed

159.30

159.30

18.

159.30

25.

159.30

Thu

139.30
12.

159.30
19.

159.30
26.

159.30

Advertised fare conditions

Fri

159.30

13.

159.30

20.

159.30

27.

159.30

Direct only ~

Sat

159.30

14,

159.30

21

159.30

28.

159.30

Sun
159.30

159.30
15.

99.30
22.

159.30
29.

159.30

To the top AN

. Good

@ Airports selected seem to have disappeared.

Concerning as you don't know what the costs reflect

Selected flights; Outbound and Return are clear.
Contrast colour to make it obvious.

Option to change currency is nice and add a
Campaign code (no idea what this is?)

You also get the option to see other destinations
from your selected departure airport.

Only problem is this is the only place it verifies the
departure airport.

Interestingly when | changes the departure to one
airport, the above problem does not exist. My
original search looked for flight from All London
Airports.

Fly to Barcelona

From e T

London-Gatwick (LGW) * 2 Barcelona (BCN) x  traveller v Roundtrip v Directonly v
Outbound Return
(<] November - 2020 v [>) (<] November - 2020 v [>)
Mon  Tue  Wed T Fd st sun Mon  Tue  Wed T Fd st sun
. u

2 3 4 s s 7 8 a5 2 3 4 B s 7 8

198.35 19835 19835 198.35 198.35 19835 198.35 192.83  192.83 19285 168.36 192.83 192.83 19283

Expected ® Frustrating Common feature



Norwegian air > Search and Select

@ = e

@ Flights to Barcelona from London-All airports - return trip

&

12

Select departures and start reservation

e |
COVID-19 latest updates - important information about entry requirements, bookings and cancelled flights

Fly frorr{ London-All airports (LO ¥ Round trip
)

Fly to Barcelona (BCN! B Show direct only
Histor ) A Help
--- Sweden ---
| Gothenburg-Landvetter (GOT)
jan Al Kiruna (KRN) ‘ L
Lulea (LLA)
Malmo (MMX)

Ostersund Are (OSD)
Stockholm-Arlanda (ARN)
Umeé (UME)
Visby-Gotland (VBY)

--- Switzerland ---
Geneva (GVA)

--- Thailand ---

Bangkok (BKK)

Krabi (KBV)

--- Turkey ---

Antalya (AYT)

--- United Kingdom ---
Edinburgh (EDI)

'Aicly v London-All airports (LON)
London-Gatwick (LGW)

ly to
Manchester (MAN)
=== USA ---
Austin (AUS)
Outb(  Boston (BOS)
Boston-All airports (BOSALL)
Chicago (ORD)
B col  Denver (DEN)
Florida/All airports (FLLALL)
Depar  Florida/Miami (MIA)
Florida-Fort Lauderdale/Miami (FLL)
20:25 Florida-Orlando (MCO)
Lond¢  Florida-Tampa (TPA)

Los Angeles (LAX)
@wif  New York-All airports (NYCALL)
@269 New York-JFK (JFK)
Op¢  San Francisco/All airports (SFOALL)
San Francisco/SFO (SFO)
Seattle (SEA)
Lowrare

on:

Outbound| (08 % (Nov2020 4 &

Return

Adults |2
15 4 Novz020 4 &

Jul 2020
Aug 2020
Sep 2020
Oct 2020
bound |08 |  Nov 2020
Dec 2020
Jan 2021

Feb 2021

Mar 2021
Apr2021  und:
May 2021
Jun 2021
Jul 2021

[EiE]

v

Children (2-11 years)

Infants

4/ Nov2020 &

LowFare LowFare 30

8 1 o1 8 2 21 20
Allfares per per
EIETE

Termina

N

1
1

«~ o

Currency |GBP #

Currenc: v GBP
EUR

@

@
@

. Good

Site ID and Menu remain at the top of the page so
you can still navigate Home.

Flight From and To are clear, big and bold

The user is asked to confirm the departure which is
a nice reminder when selecting multiple departure
options.

This section includes the important passenger
information need to search at flight; airports,
single/return, in/direct, dates, number of travellers
and currency. You are also able to adjust (eg add
additional passenger), which the reflects in the
summary (My Travel selection)

When you click on the 'Fly from' menu you are
provide a list, grouped in country to help you select.
It is also automatically the filtered to the UK options,
which is what | need.

You can also adjust the date two ways; using the
scroll menu and a calendar.

Use of 'Round trip' is confusing as Return trip is also
used.

Expected ® Frustrating Common feature



Norwegian air > Search and Select

Outbound: London-Gatwick - Barcelona

B8 Compare fare types @

Departure Arrival Details
20:25 23:25 Direct
London-Gatwick Barcelona Duration: 2h Om

@ WiFi included (*)
®26% less CO, emissions than industry average
Operated by Norwegian Air International

LowFare

Our lowest fare type - just pay for what you
need

Ticket includes:
@ Underseat bag (30x20x38 cm)

W 26% less CO, emissions than industry
average. Read more >>

Not included:
€ Overhead cabin bag (55x23x40 cm)

0 Checked bag

€) Refundable @

Departure Arrival Det:
Sl Free WiFi on flight x B
London? Dur:

This route has free wireless
e internet access. Use it to surf
267 and read e-mail with your PC,
mobile phone or tablet.

opert
(*) We are currently rolling out
WiFi on more and more planes,

LoWF ,ut depending on the traffic

Our Ig flow, some flights may not have

N atys
o | WiFi available.

nee

13

Sunday 8. Nov 2020

All fares per person in GBP

LowFare LowFare+ Flex

© 160.50 194.50 240.50

»

LowFare tickets do not include an
overhead cabin bag

%\!J"o

Max 10 kg Can be added later

Need more? No worries, you can add extra
baggage later in your booking, or upgrade to
LowFare+.

Upgrade to LowFare+ @

&

Flight selection is displayed in a table format. This
layout makes its easier to scan the information and
verify what you have selected.

It includes the journey, date, time/durations and
fare chosen.

You can also see fare types to compare:

Compare fares

LowFare

Our lowest fare tyn
need

Also confirms what is included in the ticket, wifi and
the airline low emission proposition.

| like it also tell you what is not included. Nice icons
to show the positive and negative.

An obvious call out box to point out 'overhead
cabin bag'is not included and how to add it. With
a simple, effortless click. This is then reflected in the
total cost.

Non pushy language to offer the upgrade and
chance to still add later.

® Good Expected ® Frustrating Common feature



Norwegian air > Search and Select

D

Return: Barcelona - London-Gatwick Sunday 15. Nov 2020
BB Compare fare types Al fares per person in GBP

Departure Arrival Details LowFare LowFare+ Flex
18:30 19:45 Direct 99.30 0 13330 239.30
Barcelona London-Gatwick Duration: 2h 15m

@ WiFi included (*)
®26% less CO, emissions than industry average
Operated by Norwegian Air International

LowFare+

Our smart choice packed with value @

Ticket includes:

@ Underseat bag (30x20x38 cm)

[ ] m [am)
@ seat reservation I h
@ 1 checked bag (23 kg) E
@ W E

@ oOverhead cabin bag (55x23x40 cm)

h 26% less CO, emissions than industry
average. Read more >>

Max 10 kg combined 23 kg

Not included:

€) Refundable

Good to know! Your underseat bag + overhead bag have a combined weight limit of 10 kg.

< < Show previous day Show next day > >

| require special assistance for my flight.

Read more >>

Total price .
Fare Calendar e e en et charges | LZLZCU Start reservation

Do you have a campaign code?

Show campaign prices

©

The same arrangement is displayed for your return
flight, here you can see where a LowFare+ has been
selected.

Also a nice reminder about your luggage.

Really nice iconography used, simple and easy to
read.

Accessibility option, which is great to see at this
early stage in the booking. Plus a click though to
find out more.

You can also view the Fare Calendar again to cross-
reference fares vs dates again, as per example on
page 10

® Good Expected ® Frustrating Common feature



Norwegian air > Search and Select

15

Outbound: London-Gatwick - Barcelona

Sunday 8. Nov 2020

= Compare fare types Al fares per person in GBP
Departure Arrival Details LowFare LowFare+ Flex
2025 23:25 Direct o 16050 194.50 24050
London-Gatwick  Barcelona Duration: 20
m

OWifi included (%)

926% less CO, emissions than industry average

Operated by Norwegian Alr International

LowFare

Our lowest fare type - just pay for what you
need

Ticket includes:

© Underseat bag (30x20x38 cm)

N 26% less CO, emissions than industry
average. Read more >>

Not included:
© Overhead cabin bag (55x23x40 cm)
© Checked bag

© Refundable

Return: Barcelona - London-Gatwick

B Compare fare types

LowFare tickets do not include an
overhead cabin bag

0 o
L"| 9
>
T e
i
Need morez No worries, you can add

extra baggage later in your booking, or
upgrade to LowFare+.

Upgrade to LowFare+

<<Show previous day Show next day > >

sunday 15. Nov 2020

Al fares per person in GBP.

Departure Arrival Details LowFare LowFare+ Flex
18:30 19:45 Direct © 99.30 133.30 239.30

Barcelona London-Gatwick  Duration: 2h

DWIFi included (*)
©26% less CO, emissions than industry average
Operated by Norwegian Air International

LowFare

Our lowest fare type - just pay for what you
need

Ticket includes:

© Underseat bag (30x20x38 cm)

% 26% less CO, emissions than industry
average. Read more >>

Not included:
© Overhead cabin bag (55x23x40 cm)
© Checked bag

© Refundable

I require special assistance for my flight.
Read more >

Fare
Calendar

Do you have a campaign code?

Show campaign prices

Ed

LowFare tickets do not include an
overhead cabin bag

H [x3
L9
@>
Max 10 kg Can be added
later

Need more? No wories, you can add
extra baggage later in your booking, or
upgrade to LowFare+.

<< Show previous day Show next day >>

Total price -
incl. all taxes and £762.60

reservation
surcharges

My Travel Selections

Outbound

London-Gatwick - Barcelona
Sun 8. Nov 2020 20:25
Terminal: N

Flight D85503 - LowFare
Operated by Norwegian Air
International

2 Adults

X£160.50 £321.00
1Child (2-10) £114.40
Tinfant £28.40
Return

Barcelona - London-Gatwick
Sun 15. Nov 2020 18:30
Terminal: 2

Flight D85502 - LowFare
Operated by Norweglan Air
International

2 Adults
" t9950 £198.60
1Child (2-11) £78.60
Tinfant £21.60
Total price

incl. all taxes and £762.60

surcharges

Start reservation

“This ticket is non-refundable
LowFare, LowFare+ and
Premium tickets are non-
refundable, but can be
cancelled without charge within
4'hrs of booking (24 hrs for
fights to/from USA or to/from
Brazil, booked up to 1 week
before departure)

Read more »>

Price details
Air Transportation Charges

w Base fare £613.30
 Taes, Fees and

Charges £149.30

Terms.

Our fares
Fares are sublect to availability
and are not guaranteed until
purchase.

See fare details

Optional service charges
Additional charges for baggage
and other optional services may
apply.

Credit cards may attract
additional fees.

@

My Travel Selections

Outbound

London-Gatwick - Barcelona
Sun 8. Nov 2028220:25
Terminal: N

Flight D85503 - LowFare

Operated by Norwegian Air
International

2 Adults
X £160.50 £321.00
1Child (2-11) £114.40
1Infant £28.40
Return

Barcelona - London-Gatwick
Sun 15. Nov 2020 18:30
Terminal: 2

Flight D85502 - LowFare
Operated by Norwegian Air
International

2 Adults

X £99.30 £198.60
1Child (2-1) £78.60
1Infant £21.60

Total price
incl. all taxes and £762.60
surcharges

Start reservation

This ticket is non-refundable

LowFare, LowFare+ and
Premium tickets are non-
refundable, but can be
cancelled without charge within
4 hrs of booking (24 hrs for
flights to/from USA or to/from
Brazil, booked up to 1 week
before departure).

Read more >>

Price details
Air Transportation Charges

Base fare £613.30
Taxes, Fees and £149.30
Charges

. Good

The Travel Selections, sits on the right hand side and
provide a clear summary of the booking.

Positives: provide travel route, date, times, Flight

number and cost is broken down for Adult, Child and

Infant, grouped in Outbound and Return journeys.
Surprisingly infant age is not requested.

Terminal: N - | don't think this is a terminal ate
Gatwick?

Confirms price includes taxes and surcharges.

Opportunity to start reservation half way down page
instead of scrolling to the bottom.

Ticket T&C, plus a read more* link, directly below
booking link, is a good place to draw attention to it.

Price details also available, in a hide and show,
broken down in to fare and other fees (taxes, fees,
charges)

Terms available below, with baggage and optional
services charge, including payments which may
attract fees* - nice head up.

*Links appear in pop up windows so you are not
taken away from your booking window.

Overall the page is simple grid layout, easy to read
and grouped in sections to make it user friendly.

Expected ® Frustrating Common feature



Norwegian air »> Booking

= o

Login or Create New Profile

e | wish to order and to create a new customer
profile

A profile gives you a lot of benefits when you fly

with us:

® Itis quicker and easier to book / amend

tickets

® We can keep you updated about any changes

that take place

® You get the nzcessary travel information sent
to your mobile phone.

® You can receive relevant offers and
information that will complement your trip by
e-mail or to your mobile

Continue and create new profile

< Go back
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Do you have an existing profile?

As an existing customer, you can earn CashPoints with our
reward program, Norwegian Reward. You can join during the
reservation process.

Username
Password

Remember me. Read what this implies >> e
Login and continue

Forgot the password?

Forgot the username?
I wish to order without customer profile

Important to remember if you order without a profile!

 You will not benefit from our reward program, Norwegian
Reward.

Continue unregistered >>

& signin | norwegian _

My Travel Selections

Outbound

London-Gatwick - Barcelona

Sun 8. Nov 2020 20:25

Terminal: N

Flight D85503 - LowFare

Operated by Norwegian Air International

2 Adults £321.00
X £160.50

1Child (2-11) £114.40
1lnfant £28.40
Return

Barcelona - London-Gatwick

Sun 15. Nov 2020 18:30

Terminal: 2

Flight DB5502 - LowFare

Operated by Norwegian Air International

2 hdults £198.60
x £99.30

1Child (2-10 £78.60
1Infant £21.60
Total price

incl. all taxes and £762.60
surcharges

This ticket is non-refundable

LowFare, LowFare+ and Premium tickets
are non-refundable, but can be
cancelled without charge within 4 hrs of
booking (24 hrs for flights to/from USA or
to/from Brazil, booked up to 1 week
before departure)

Read more >>

Price details

Air Transportation Charges

® Base fare £613.30
@ Taxes, Fees and Charges £149.30

Terms

Our fares

Fare

ct to availability and are
not guaranteed until purchase.
See fare details

Optional service charges

Additional charges for baggage and other
optional services may apply.

Credit cards may attract additional fees.

When you click though to Reservation you are taken
to alogin page.

'‘Order' - Unusual language used here. Who orders
a profile?

Frustrating layout here as the obvious options are
to Create a profile or Sign in to existing account. If
neither is what you want, you feel unsure what to do
next. Until you see the option underneath.

Phew - link to proceed without registering.

Nice summary of benefits

Support links to help you gain access

Useful link regarding cookies.

Nice to see the users flight details are still captured

in the same place a previous, under My Travel
Selection.

® Good Expected ® Frustrating Common feature



Norwegian air »> Booking

= o

This is the booking page to enter passenger
information. It has a clear grid layout to divide
up the important sections to complete the form.
The colours used a simple and contrasting and
outbound iconography; relevant and uncomplicated.

London-Gatwick - Barcelona

Sun 8. Nov 2020 20:25

& signin | norwegian _

Passengers

1. Passengers 2. Seating 3. Additional

Passengers under the age of 16 are exempt from Air Passenger Duty (APD) in the UK. Please enter date of birth in order

A
0 to have this removed.

A It's your responsibilty to ensure you've understood the latest travel regulations for the country you are entering. For the
most recent updates visit www.gov.uk/uk-border-control

My Travel Selections

Terminal: N

Again you are able to return home by clicking on

Passsngsrs Flight D85503 - LowFare+
Operated by Norwegian Air International .
(1.2 S S —— the menu and Site ID; Logo
X £194.50 B
Passenger 1 (adult) 1Child (2-1) £148.40
1Infant £28.40 . . . .
First name Last name = Trip includes You st||| have the Opt|on to s|gn n
3 x Checked baggage
3 x Seat reservation
3 x Overhead cabin bag
osto ot it Two alerts at the top of the page
=Choose = ¢ ~Day="v)j {=Month= v} =Year= v Checked baggage: 3 bag(s) £0.00
Baggage Return

©
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Gender

&1

@

Barcelona - London-Gatwick

Sun 15. Nov 2020 18:30

Terminal: 2

Flight D85502 - LowFare

Operated by Norwegian Air International

2 Adults

Bold font to call attention to passenger names

Easy to complete with a drop down list to choose

Mex 10 combimed. T X £99.30 £198.60
R from and you can add your Rewards Number.
Outbound: LowFare+ Return: LowFare Vnfant £21.60
Add hand baggage Add hand baggage _“"I" l:lfi“ . c64.60 B t th h . ﬂ t th b
Incl. il taxes an ’ -
Underseat bag (i Included Underseat bag @ Included surcharges a g g a g e section e g ra p IC retiects e a g g a g e
Overhead cabin bag ® Included Overhead cabin bag £7.00 o which is included. This is a nice touch as its VIsually
This ticket is non-refundable
Add checked baggage Add checked bageage Lot Lot o e clear. You can makes changes to you select which
cancelled without charge within 4 hrs of
© 1 checked bag Included © No checked bag booking (24 hrs for flights to/from USA or reﬂ e Cts a b ove
2 checked bags £41.00 1 checked bag £28.00 to/from Brazil, booked up to 1week °
before departure).
2 checked bags £69.00

® Be sure to check your hand baggage fits before you fly! Bags that exceed our limits will be gate checked for a fee
® Underseat bag: max 30x20x38 cm | Overhead cabin bag: max 55x23x40 cm

Read our full baggage rules >>

Passenger 2 (infant)

First name Last name

Date of birth

Read more >>

Price details

Air Transportation Charges

® Base fare £613.30
@ Taxes, Fees and Charges £149.30
not guaranteed until purchase.

See fare details

Optional service charges

Additional charges for baggage and other

optional services may apply.

Credit cards may attract additional fees.

. Good

Important information regarding baggage size.

Then Infant passenger info to be added. This is
underneath the first adult, assuming to link the
tickets.

As per previous page all summary information is
also in the My Travel Selections section. This time it
includes baggage information too. If selected for
Return journey it is reflected here too.

Expected ® Frustrating Common feature
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Norwegian air »> Booking

Passenger 3 (adult) Credit cards may attract additional fees.

_ The Passenger 3 form is the same as Passenger 1.
No additional surprises.

Gender Reward Number Date of birth

- Choose - # -Day- % | -Month- %[ -Year- %

Same links and options available.

@ Passenger 4 is an Child, so similar to the Infant, you
o

\'!,‘ {lll n d need to add their age, but here the passenger can
el = W
= — collect Rewards.

Outbound: LowFare+

Return: LowFare

Add hand baggage Add hand baggage

Underseat bag Included Underseat bag Included
Overhead cabin bag @ Included Overhead cabin bag @ £7.00
Underseat bag Included Underseat bag @ Included
Overhead cabin bag @ Included Overhead cabin bag @ £7.00

Add checked baggage Add checked baggage

© 1checked bag Included © No checked bag
2 checked bags £41.00 1 checked bag £28.00

2 checked bags £69.00

® Be sure to check your hand baggage fits before you fly! Bags that exceed our limits will be gate checked for a fee
® Underseat bag: max 30x20x38 cm | Overhead cabin bag: max 55x23x40 cm

Read our full baggage rules >>
Passenger 4 (child 2-11 years)

Gender Reward Number Date of birth

- Choose - # -Day- # | -Month- % || -Year- %

Baggage

[ wm 9
8 [
@ WE @-
Max 10 combined 23 kg Max10kg  Add below
Outbound: LowFare+ Return: LowFare
Add hand baggage Add hand baggage
Underseat bag @ Included Underseat bag (@ Included
Overhead cabin bag @ Included Overhead cabin bag @ £7.00
Add checked baggage Add checked baggage
© 1checked bag Included © No checked bag
2 checked bags £41.00 1 checked bag £28.00
2 checked bags £69.00

® Good Expected ® Frustrating Common feature



Norwegian air »> Booking
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® 06

Baggage

Hand baggage

Check your hand baggage fits before you fly to avoid a suprise at the airport! Bags that exceed our limits will be gate checked

for a fee.

Read about hand baggage for your ticket type >>

Checked baggage and excess baggage

Add baggage up to 4hrs before you fly to save up to 50%. Make sure you've understood our rules for a hassle-free journey.

Find out more about checked and excess baggage >

Special baggage
You can add skis, golf bags and other types of special bags a couple of steps on

Read more about sports equipment and special baggage >>

Contact Information

Contact phone number makes it easier for us to reach you if necessary

Telephone (mobile) Telephone (home)

United % |+44 United % |+44

Email address for travel documents

I wish to receive a receipt via SMS. This service costs £2.00. Read more>>

Would you like to receive newsletters?

What would you like to receive?

Preferred airport of departure
- Choose -

I agree to receive promotions and news from Norwegian.

Offers and information will be sent directly to the e-mail

address and/or telephone number | have registered. | am
aware that | can withdraw this consent at any time.

< Go back Cancel

Continue reservation

The next sections provides some information
about baggage and where you can find out more
regarding checked in luggage, excess baggage,
and special bags.

Contact information is set to UK - positive as it
saved the user from scrolling through the list.

Email address - They state it is for travel
documentation, which is a nice note.

Option to also get SMS receipt and cost associated.

Newsletter register option. This would be fine, but
the following copy is confusing, | am not sure what |
would be receiving so | wouldn't provide my details.
Feels a little amateur and its a shame to see this at
this stage of the booking (which is a crucial point)

® Good Expected ® Frustrating Common feature



Norwegian air »> Booking

Seat Reservation (1/2)

London-Gatwick - Barcelona

More sbout seat reservations >>

Select 3 seat(s)in the seat map.

Passengers with infant must use sultable seat.
(500 logond bolow)

Continue without seat reservation

Front row
14.00 GBP per person

1 alele

ront of cabin

A
6.00G8P per person

- @@a -
. @80 °
s MA@ o

6.00 GBP

Chetna and Mayaj
+ Tom (6A)
Aran

6.00 GBP 2 0

I—d nﬂﬂep on

2. Seating

£389.00

£18.40
£28.40

Ghecked baggae:
bag) £o00

Return

Lordon-Gatwick

£198.60

7860
£21.60

Charges
£613.30

£u9.30

20

® Good Expected ® Frustrating

Nice progress bar at the top right of the page.

Before you select a seat you have the option to
continue without selecting. Not big to draw too
much attention but is at the top next to the Journey.

Info regarding seat reservations.

Alert at the top to confirm seating arrangement
for infant. Nice use of passenger name to draw
attention and example seat icon.

Clear seat plan to show front, back of plane. Where
exits are and how price per seat are broken down.

The user can select a seat for each passenger and
swap seats using the drop down menu too.

If you select a 'priced' seat, the cost is reflected in
the My Travel Selection on the right.

Again, you are offered the chance to complete your
booking without choosing seats at the bottom of
the page too.

For the return journey, the user is offered the same

selection. | choose to continue without selecting a
seat for this page.

Common feature



Norwegian air »> Booking

= e

Baggage conditions

your trpt

i mstrumants » Retrctad ems » Packingcongtions

Sports equipment
Before you fly

Skis and snowboards
Max20kg

- Choose service request - @
Weapon

+ Windsurfing equipment

Additional Products

Special baggage

Order special baggage here
Special baggage i calculated per bag per route. Read more >>

Passongor 1 adult) - Chotna McGuinness (Mays MeGuimness)
Outbound Roturn
SKi equipment
Max20 kg None 8 None B

& oot cauipment

A None s None
Passenger 2 adult - Tom McGuinnoss
Outbound Roturn
SKi equipment
Max 20 kg None E None -
& cor cauipment - o — ¢

Max 20 kg,
Passenger 3 (child 2-11 years) - Aran McGuinness
Outbound Roturn
Ski equipment
Max20 kg None C None o

& corcaupment
Max 20kg

None 4 None £
Other special baggage and pets

Please read the description and requirements for your special baggage before selecting an option and continuing with your
booking. Read more »>

London-Gatwick - Barcelona

- Choose passeng: & - Choose service request & - None - % Add
Barcelona - London-Gatwick

- Choose passeng: # - Choose service request & -~ None - % Add

Surfboard

Snowboard equipment
Scuba diving equipment
Fishing rod

Kite equipment

Bicycle

21

Cancellation protection

Secure yourself against illness before your trip

If you are unable to travel due to personal or family llness, you can cancel your ticket and get a refund for your ticket, Infants
are free of charge.

Only £9.00 per person for the entire trip

1 want to purchase Cancellation Protection for this booking, | have read and agree to the conditions. Read more>>
Offset your carbon footprint

We have partnered with the climate ccmpany CHOOOSE to make it easy for you to offset your CHOOOSE
carbon footprint when fiing with us. our contribution will be used to directly support CO,-
reducing projects certified by the United Nations and the Gold Standard. Read more >>

Yes, | want to offset the carbon footprint of my flight by paying £4.44. :

Support UNICEF's work for children

Through our collaboration with UNICEF, we contribute to giving children all over the world vtal icef@®
nourishment,clean water and education. UNICEF and Norwegian have had a Signature Partnership unicefé
since 2007. Support UNICEF and contrbute to ensuring that millons of children get a better ife.

Yes, | would like to donat

3GBP  5GBP  10GBP  15GBP

<Go back Cancel

Proceed to payment

& signin | norwegian

3. Additional

My Travel Selections

Outbound

London-Gatwick - Barcelona
Sun 8. Nov 2020 20:25

Terminal: N

Flight D85503 - LowFare

Operated by Norwagian Air International

2 Adults
X£160.50 £a100
Child (2-1) £na.40
Infant £28.40
Hand Baggage: 1 cabin 700
Checked baggage: 1 bagls) £26.00

Return

Barcelona - London-Gatwick
Sun 15. Nov 2020 18:30

Terminal: 2

Flight DBS502 - LowFare

Operated by Norwegian Air International

2Adults

s £198.60
chid -1 £78.60

Tinfant £21.60

Hand Baggage: 1 cabin

bagls) £r.00

Passengers
Chetna McGuinness

(CHETNA MCGUINNESS)

Tom McGuinness

(TOM MCGUINNESS)

Aran McGuinness

(ARAN MCGUINNESS)

Maya McGuinness

(MAYA MCGUINNESS)

Travel documents will be sent to

chet_mi@yahoo.co.uk

£804.60

This ticket is non-refundable

LowFare, LowFare+ and Premium tickets
are non-refundable, but can be
cancelled without charge within 4 hrs of
booking (24 hrs for flights to/from USA o
to/from Brazil, booked up to 1 week
before departure).

Read more >

Price details

Air Transportation Charges

® Base fare £613.30
® Taxes, Foes and Charges. £149.30

Terms.

Our fares

Fares are subject to availabilty and are
not guaranteed until purchase.

See fare details

Optional service charges

Additional charges for baggage and other
optional services may apply.

Credit cards may attract additional fees.

Here you can add additional products to your
booking.

To find out more about these, there is a more
information button here.

The form is clearly separated for each passenger

and each leg of the journey. Form is easy to
complete with scroll options. If selected the
additional cost is added to the summary.

Passenger 3 (child 2-11 years) - Aran McGuinness

Outbound ‘Return Barcelona - London-Gatwick

Max 20 kg 15ki equipment (£2' 15ki equipment (€2 § Terminal: 2

Flight D85502 - LowFare

& corequipment one 7 o : Oporated by Norwagian A International
20kg
2 Adults
e £198.60
1child (2-1) £78.60
Other special baggage and pets infant £2160
Hand Baggage: 1 cabin
Please read the description and requirements for your special baggage before selecting an option and continuing with your bagls) £7.00
booking. Read more > = Sports equipment £29.00

15k equipment x £29.00
London-Gatwick - Barcelona i

The user can also Special baggage and pets.
@ The only thing is you can't actually a pet.
Cancellation protection offered

@ Opportunity to support their carbon footprint

initiative and charity. Nice way to include passenger

into their values.

Common feature

‘ Good

Expected ® Frustrating



Norwegian air >> Payment
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& Go back

Confirm and pay

| norwegian _

B card N2
14:35
= Online Bank Payment v
=
Complete the payment before the order
expires!
Your summary
Total price:
804.60 £
incl. all taxes and surcharges
Outbound flight
)-)- London-Gatwick - Barcelona
B3 Card ap

Card number

Read more about card fees.
Card holder name

Expiry date Verification Code (CVC)

This ticket is non-refundable

LowFare, LowFare+ and Premium tickets are non-refundable, but can be
cancelled without charge within 4 hrs of booking (24 hrs for flights
to/from USA or to/from Brazil, booked up to 1week before departure).
IMPORTANT!

I have read and accept the General Conditions of Carriage, Fare rules,
Baggage rules and Dangerous Goods Policy, and confirm that the
details of my booking, including all services selected, are correct.

Your booking is not confirmed until you receive your booking reference.
This will appear on the next screen once your payment is authorised.

Confirm and pay

- Online Bank Payment v

Bl © Earn 45 extra CashPoints,

(mz’

Complete the payment before the order
expires!

Your summary

Total price:

804.60 £
Outbound flight

- London-Gatwick - Barcelona
Sunday 08 Nov 2020 20:25
Flight D85503 - LowFare

& 2Adults 321.00£
& 1Child (2-1) 114,40 £
& tinfant 28.40¢
@8 Checked baggage: 1bag(s) 28.00€

1bagls) with fee x £28.00
@8 Hand Baggage: 1cabin bag(s) 7.00€

[B Priority Boarding (+)

Return flight

€ Barcelona - London-Gatwick

. Good

o Firstimpressions of the booking screen, is that

it looks clunky, not a refined and elegant as the
previous screens and feels like there is something
missing.

Menu has been removed from the top left, but the
site ID remains.

You still have the option to go back, which is clear
and at the top in a dominant position.

You are given the option to pay via Card or Online
Bank Payment. You can open the payment form my
clicking on the arrow (hide and show set up)

Nice countdown lock to tell you how much time you
have to complete the payment.

Summary is also available but you need to scroll to
see it all.

Expected ® Frustrating Common feature



Norwegian air >> Payment

@

Confirm and pay

B3 Card a

Card number

s R@ad more about card fees.

Card holder name

Expiry date Verification Code (CVC) Q

This ticket is non-refundable

LowFare, LowFare+ and Premium tickets are non-refundable, but can be
cancelled without charge within 4 hrs of booking (24 hrs for flights
to/from USA or to/from Brazil, booked up to 1 week before departure).

IMPORTANT!

I have read and accept the General Conditions of Carriage, Fare rules,
Baggage rules and Dangerous Goods Policy, and confirm that the
details of my booking, including all services selected, are correct.

Your booking is not confirmed until you receive your booking reference.
This will appear on the next screen once your payment is authorised.

Confirm and pay J

‘ 14:12 ’

Complete the payment before the order
expires!

Your summary

Total price:

804.60 £
incl. all taxes and surcharges
Outbound flight

- London-Gatwick - Barcelona
Sunday 08 Nov 2020 20:25
Flight D85503 - LowFare

¥

& 2Adults 321.00€

& 1Child (2-1) 14.40 £

& tinfant 28.40€

B Checked baggage: 1 bagls) 28.00 £
1 bag(s) with fee x £28.00

8 Hand Baggage: 1 cabin bag(s) 7.00 £

[E5 Priority Boarding (+)

vy TR

Card fees

Amex

Corporate card

23

Mastercard/Eurocard
 VISA

* partialy paying with cashpoints may reduce the fee

H Close

™ _——

The following card fees apply to cards issued in the site's current market.
When you use cards issued in other markets, other card fees may apply.

n

no surcharge  §.4;
+2490¢ o
no surcharge 1N
dire

no surcharge

Easy to add payment details: Card number, name,
expiry date and CVC

Usually Card holder name is at the top
No explanation of a CVC

T&C of fare has been added, which is a good
reminder.

You can also see more information about the fare
fees.

Booking T&Cs under an 'Important’ heading,
Typeface bold and title cased to draw attention to.
Linked added too.

Important info regarding the completion of the
booking, | think it would be better in bold.

Red bar/button to complete payment.

® Good Expected ® Frustrating Common feature



Norwegian air >> Payment

Confirm and pay

&

B3 Card Vv

= Online Bank Payment

Il © Earn 4% extra CashPoints

Pay directly with Online Banking and earn 4% extra CashPoints. Lower
cost for us, lower cost for you!

Read more about Online Bank Payment.
Email

chet_mi@yahoo.co.uk

Name

IMPORTANT!

__ I have read and accept the General Conditions of Carriage, Fare rules,
Baggage rules and Dangerous Goods Policy, and confirm that the
details of my booking, including all services selected, are correct.

Your booking is not confirmed until you receive your booking reference.
This will appear on the next screen once your payment is authorised.

Trustly @

[ Priority Boarding (-)
Priority Boarding included

Passengers (-)

Chetna McGuinness (CHETNA MCGUINNESS)
Tom McGuinness (TOM MCGUINNESS)

Aran McGuinness (ARAN MCGUINNESS)
Maya McGuinness (MAYA MCGUINNESS)

Travel documents will be sent to (-)

chet_mi@yahoo.co.uk

Price details

Air Transportation Charges

Base fare (-) 613.30 £
LGW-BCN - 2 Adults £264.60
LGW-BCN - 1 Child (2-11) £99.20
LGW-BCN - 1Infant £13.20
BCN-LGW - 2 Adults £165.80
BCN-LGW - 1 Child (2-11) £62.20
BCN-LGW - 1Infant £8.30
Taxes, Fees and Charges (-) 149.30 £
Security Tax (QV) £9.30
Aviation Safety and Security Fee (OG) £2.40
Departure Charge (JD) £50.80
Air passenger duty intl (GB) £26.00
Psgr Service chg Intl (UB) £60.80
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‘ 14:53 ’

Complete the payment before the order
expires!

Your summary

@ Total price:
762.60 £
incl. all taxes and surcharges

Outbound flight

b)- London-Gatwick - Barcelona
Sunday 08 Nov 2020 20:25
Flight D85503 - LowFare

2 2Adults 321.00 £
& 1Child (2-17) 114.40 £
& 1infant 28.40£

[ Priority Boarding (+)

Return flight

- Barcelona - London-Gatwick
Sunday 15 Nov 2020 18:30
Flight D85502 - LowFare

& 2Adults 198.60 £
2 1Child (2-11) 78.60 £
& 1linfant 21.60 £

Passengers (+)
Travel documents will be sent to (+)
Price details

Air Transportation Charges

Base fare (+) 613.30 £
Taxes, Fees and Charges (+) 149.30 £
Total price:

incl. all taxes and surcharges

@ Online Bank Payment - this is new to me to | would

need to know more about this option.

They do have a info page directly underneath to
click to.

Email and Name - easy to complete and a confirm
button

Payment Trust kitemark to provide some
reassurance to the user.

Flight summary is easy to understand with a simple
layout, providing key details and the option to see
more in the show (+) links.

Overall - branding has been used across the
whole site. Red being the primary colour the

most important clicks. Simple colour palette make
everything clear understand. No advertising

and sales makes the airline feel professional and
trustworthy, not cheap (unlike their prices, which is
great to see). Pleasant and effortless experience.

® Good Expected ® Frustrating Common feature
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ESTIBAD

AIRWAYS

Etihad commenced operations in November 2003. The airline operates
more than 1,000 flights per week to over 120 passenger and cargo
destinations in the Middle East, Africa, Europe, Asia, Australia, and
North America. Their network offers access to hundreds of international
destinations in just one booking.

They believe that a passengers journey should be more than just travel.
They offer a personalised experience, with options and choices every
step of the way.

From their leading community initiatives to providing aid in times of
crisis, their mission is to make a real change to the world we live in.
Across the globe, they are committed to improving the wellbeing of
people everywhere.

They are also committed to minimising the environmental impact
by reducing plastic on all of their flights, and taking steps towards
becoming a much more sustainable airline.



Etihad Airways >> Homepage

Select correct country/language @ English _

Slsiyl
ETIHAD Choose Well. a Book Fly Etihad Manage Destinations Help Etihad Guest 7 Q

COVID-19 PCR test compulsory for all flights to Abu Dhabi ¢
@ reaamore

Unlimited echanges
on new bookings

We're flying”
worldwide

Choose over 50 destinatiofs
in July and/August

g

- Etihad Wellness

p—

Flights "= Flights + Hotel O£ F1Packages

/A By continuing to use our website, you consent to the use of cookies.
Cookie management policy (7

e CHOOSE YOUR LANGUAGE

To make sure you see the best offers and content for
you, please remember to select the correct country
and language.

Africa The Americas Asia - Pacific Europe Middle East
& 1
2

Austria - English | Deutsch Belarus - English | Pycokuit Belgium - English | Nederlands |
Francais

France - English | Francais Germany - English | Deutsch Greece - English | EMViKd
Ireland - English Italy - English | Italiano Netherlands - English | Nederlands
Russia - English | Pycokuit Serbia - English Spain - English | Espariol

Switzerland - English | Franais | Turkey - English | Tarkce United Kingdom - English
Deutsch
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o It is clear the are an airline who flies around the

world, family friendly and professional - attracting
young persons and business travellers (from the
imagery) and pandemic aware. There position on
personal experience in evident in their brand visual.

Language set - The user is first asked to select their

preferred Country/Language.

When you click here you need to select the correct
region then country. Some insight into why (best
offers) in the text to engage the user

Site ID; logo, is set in the top left of the banner.
Ideal place for user and links back to the homepage

COVID 19 banner under the navigation barin a
pale blue box. Not too bold and intimidating scare
the user, but let you know the airline is aware of
the current regulations and restrictions. In addition
to their own conditions. More information also

available. Small Alert symbol used.

You can also remove it if you don't want to see it,
but clicking here. (Error in browser, it should be a
x - close icon)

Navigation bar is clear, the user has the option to
book, manage their booking, information about
flying with Etihad and more. They seem to know
these feature have equal merit for their customers.

® Good Expected ® Frustrating Common feature
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= _WESSNEN Q Utiiesinclude the Search snd Account option,

Sl these are also in the navigation bar but understated
ETIHAD  Choose Well. Book Fly Etihad Manage Destinations Help Etihad Guest 7 Q e as they are secondary to the navigation features.

COVID-19 PCR test compulsory for all flights to Abu Dhabi ¢
Read more

Q Beautiful imagery, feels very lifestyle, in the life of.

Unlimited echanges
on new bookings

Simple and bold buttons, using the Etihad primary
colours

Choose ovVer-50 destinatiofs =

in July and August Cookies alert with policy link too.

S cunadwelness @ 'Safety on board' feature which demonstrates

the airlines awareness of current issues and their
commitment to passenger well-being. The "Etihad

ST Wellness" page shows a video, and safety guidance

/A By continuing to use our website, you consent to the use of cookies. X
Cookie management policy (7

in place

‘
- Etihad Wellness

Your wellness, our priority

27 ® Good Expected @ Frustrating Common feature
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e

@Rreturn (O oneway () Multi-city

Flying From Flying to @ Outbound Return
[
—( From 1 2 To ] 24 Jul 2020 ] DD MMM YYYY ]

2
Tt

Cabin lests

’ Economy v ‘ \ 1Adult v ‘

Promo code > Book with miles m

(O Important: COVID-19 guidelines and restrictions for your destination. Read now

i & O i) ar
Manage booking Check-in Flight status Baggage guide Upgrade

N
Flying From % : —_y
Do %ﬁ =4
[ ‘From 1: -
)
— —/\____ |ghts to Abu Dhabi Transfer via Abu Dhabi Travel regulations
A Coruna LCG
. . al or resident? Make sure you Fly via Abu Dhabi to destinations across Stay up to date with the latest travel
A Coruna Airport Spain N N N -
approval (7 from the Abu Europe, Asia and Australia. regulations and guidelines for the
Abakan ABA overnment before you fly. destination you're flying to.
Abakan Airport Russia
Fly to Abu Dhabi
Aberdeen ABZ Book now Check now
Dyce Airport United Kingdom  ftio
Abidjan ABJ
Felix Houphouet Boi... Ivory Coast
Abu Dhabi AUH )
Abu Dhabi Airport United Arab Emirates nt Flexible travel for the future
Abuja ABV cide if it's safe for you to Book before 31 August for freedom to change your travel plans if you need to.
Nnamdi Azikiwe Airp... Nigeria
P 9 Start exploring
Adana ADA
Sakirpasa Airport Turkey
Adalnida ADI

627 = -
ETIHAD Q@ =

Beneath the fold the branding continues to feel
sleek and professional. Minimalistic and muted
colours.

Search panel give you the option to search for
Flight, Flight + Hotel or F1 Package. Abu Dhabi is
known for its F1 circuit. They grey out when you
hover over and underline when selected.

You can search for Return, One Way or Multi-City

Language used is "Flying from/to" - maybe more
user friendly.

When you click on the From field, you do have to
scroll to find your airport, which is a long list but
they have rectified this by allowing you to type the
first letter and it will filter through.

In the list you can see the airport name, city, IATA
code and country.

You can also switch the journey around too. Nice
bonus.

Flying to airport filters to only ones you can travel to
and again you can type the destination to help you
get through the list.

® Good Expected ® Frustrating Common feature
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2 Flights = Flights + Hotel ©F F1Packages

@Return O oneway (O Multi-city

@ Outbound Return

Flying From Flying to
)
London, LHR ® J(:)l Abu Dhabi, AUH ® ] l 010ct 2020 I 10 Oct 2020@7
Cabin Guests
l Economy v ] ‘ 1Adult v l

Promo code >

® Important: COVID-19 guidelines and restrictions for your destination. Read

> -
i (] Q
Manage booking Check-in Flight ¢

> &
% Do
Flights from Abu Dhabi Flights to Abu Dhabi
UAE National or resident? Make sure you
have ICA approval (7 from the Abu
Dhabi Government before you fly.

Foreign citizen in the UAE? See our flight
schedule from Abu Dhabi.

Fly to Abu Dhabi
Fly from Abu Dhabi

COVID-19 self-assessment

Understand your probability of having COVID-19 and decide if it's safe for you to
travel.

Take assessment

ETIHAD
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@ Oct 2020
Sun  Mon Tue Wed Thu Fri Sat

Transfer via Abu Dhabi Travel regulations

Stay up to date with the latest travel
regulations and guidelines for the
destination you're flying to.

Fly via Abu Dhabi to destinations across
Europe, Asia and Australia.

Book now Check now

Flexible travel for the future

Book before 31 August for freedom to change your travel plans if you need to.

Start exploring

-

@

&)

‘ Good

Dates are titled "Outbound" and "Return", very
clear.

Unusual to see the month format displayed as
DDMMMYYY, using 3 M's but this might be a
regional thing. The current date is automatically
added to the Outbound date. Strange as you
most likely wouldn't be flying on the same day as
booking. | think this feature has been added for
a very small number of users. This could confuse
someone, if the field looks completed.

You have the option to type in your date or select
from the calendar.

Flying to Outbound Return
)
-HR & IT—’ Abu Dhabi, AUH ® DD MMM YYYY DD MMM YYYY
L
Aug 2020 52020 oct 2020
S Mo Tee Wed Thu Fi o Sar Sm Mon Tue wed Tha R Sat SmoMn e wed The R sat
12 3 4 s 123
< >
h 2 3 4 5 6 71 8 6 7 8 9 w0 n on 4 5 6 1 8 9 1
9 0 M o B w1 Bow B 6 v B 19 nonoB w15 6w
€ mo® 1 20 n 2 0 n o m B W w26 ® 1® 0 n n 3w
23 W 5 26 W W W 7 18 » 3 % 26 27 18 9 30 3N

Once selected the cursor automatically moves
to the Return option. The selected dates are
clearly displayed with the start and end journey
highlighted.

Expected ® Frustrating Common feature
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2 Flights "4 Flights + Hotel

©& F1Packages
pu

@Return O oneway (O Multi-city

Flying From Flying to Outbound Return
10
London, LHR ® J(:)l Abu Dhabi, AUH ® I [ 010ct 2020 ] 10 Oct 2020 ]
Cabin @ Guests
@ Economy v J 1 Adult v ‘

@ Promo code >

(O  Imgortant: COVID-19 guidelines and res

@

Guests

1Adult

Age 12+
T Adults

Manage booking

Age2-11
Children

'-’y% % Under2 0
+
O Infants
Flights from Abu Dhabi i Ebhabi
Foreign citizen in the UAE? See our flight UAE

© ¥
have ICA approval (7 from the Abu Europe, Asia and Australia.

Dhabi Government before you fly.

schefiule from Abu Dhabi.

Eluta AbuDhahi

Book with miles Search flights

ar
Upgrade
[1
__y

Travel regulations

Y ions across Stay up to date with the latest travel

regulations and guidelines for the
destination you're flying to.

Cabin CGuests Promo code

Check now

Promo code

The Residence v } [ 1Adult v ]

|

(@ Important: COVID-19 guidelines and restrictions for your destination. Read now

Book with miles Search flights

or the future

UTTUETSTUTTayouT i U TIAVITIY COVID=T9 Ui UETIve T TS SUre Tor youu to

travel.

Take assessment

627 i = -

ETIHAD Q@ =
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CUUR DETUTE STAUGUSTTUMTEETUTTIUCriange your travel plans if you need to.

Start exploring

-

@ Opportunity to select cabin. Etihad have four cabin
types; Economy, Business, First and The Residence.

@ Here you can add number of passengers. | like
the language used. By calling them 'Guests' you
already feel like you are being invited in. It has a
hospitality feel.

@ | have noticed these gold triangles on the icons and
can see them on all icons used. The branding has
been used in small details without feeling tacky and
overbearing.

o Age 12+

it Adults "= Flights + Hotel

@ Promo code field. Once selected a code field
appears next to guest. Strange that is moved and
the original links disappears

@ Another COVID-19 guidelines prompt, with a link.

Opportunity to book with miles.

@ Only concern is once you select this option you are
directed to another page and the fields you have
completed clear. You have to enter your search
options again!.

Common feature

‘ Good

Expected ® Frustrating
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...homepage continued

&

@
@

...homepage continued

Change your flight

hange your igh,
5400 bonus crodit and 000 EXad st Miles wih Ecad Credt.

DGGay

Abu: Dheabi to the world

31 ‘ Good

The homepage also has a second navigation bar
below the search box so the user can Manage
Booking, Check In.. etc. Nicely position in case
people do not see it at the top.

Additional features and ways to fly with links.

More health and safety information - COVID related
and flexible options, highlighted and obvious links.

Spotlight articles and links. Simple layout.

App download link. Not something i have seen on
many travel sites.

Promos/ deals available from local airport. Nice bit
of relevant marketing.

Lots of utility links at the bottom of the page,
including social media links and T&Cs.

Expected ® Frustrating Common feature
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Book FyEihad Manoge Desinatons Help Ehadcuest ¢ G

your flights @ &
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B S oo veres

Book 2 31 August to travel until 30 November 2
i Sorry, one or more of the flights are not available from 1 Oct - 10 Oct.
a ﬂlghf We can offer you flights on 2 Oct - 11 Oct.
One way
GW) ~ AbuDhabi ( @ jer Economy
=il @ MyEtihad Guest log-in »

ETIHAD

search m

London (LGW) 2 Abu Dhabi (AUH) 2, Guest(s): 1 @ Price: 0.00 Show Summary v

Select your flights

Book before 31 August to travel until 30 November 2020 and change your flight for free. Fare difference may apply.

@ Retun O One way

London (LGW) + = AbuDhabi (AUH)

v 0201012020 @ 11102020 #8 1 Passenger Economy _

2 Outbound flight details

From London, United Kingdom (LGW) To Abu Dhabi, UAE (AUH)
Price for all guests including estimated taxes, fees and surcharges. After selecting your preferred flights, please refer to the booking summary for the exact cost.

< Tue 29 Sep Wed 30 Sep Thu 01 Oct Fri 02 Oct Sat 03 Oct Sun 04 Oct Mon 05 Oct >
Prev Next
7 N/A N/A GBP 1186.88 GBP 1186.88 GBP 1289.48 GBP 1186.88 GBP 1186.88 7
vV

@ Immediately prompted with a message to say the

@
@

. Good

flights are not available on the date selected.

Great you have the option to start again, or
continue with current screen results.

Start again page is not great, as its is different to the
homepage format. Less fields to complete, feels like
a incomplete search.

'‘Continue' lets you see what is available, days either
side. Its great to see they have move the days to

still show number of days of travel and they haven't
added for reduced dates.

The dates in the search have also update to reflect
this.

Simple easy to follow layout, with a progress bar,
which you can also use to go back a page.

Summary of Journey, passengers, and price with a
summary of more information.

Promo offering free of charge changes, Not very
obvious and could be lost.

Expected ® Frustrating Common feature
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sl=ill @ MyEtihad Guest log-in »
ETIHAD

hoose Well

search m

London (LGW) 2 Abu Dhabi (AUH) 2, Guest(s): 1 @ Price: 0.00 Show Summary v

Select your flights

Book before 31 August to travel until 30 November 2020 and change your flight for free. Fare difference may apply.

@ Retun O One way

London (LGW) + = AbuDhabi (AUH) v 02/10/2020 8 11/10/2020 8 1 Passenger Economy _
2 Outbound flight details

From London, United Kingdom (LGW) To Abu Dhabi, UAE (AUH)
Price for all guests including estimated taxes, fees and surcharges. After selecting your preferred flights, please refer to the booking summary for the exact cost.

< Tue 29 Sep Wed 30 Sep Thu 01 Oct Fri 02 Oct Sat 03 Oct Sun 04 Oct Mon 05 Oct >
Prev Next
7 N/A N/A GBP 1186.88 GBP 1186.88 GBP 1289.48 GBP 1186.88 GBP 1186.88 7
v

Sort by ~ | [ Non-stop flights @ |
Business

Stops Economy Flex
From » To Ao Flight number Operated by Aircraft i
Trip duration
Lew AUH 2 EY 7997 Aer Lingus 320 (g,
10:55 . 06:30 (0UB, MUC) EY 1316 Aer Lingus 320 1186.78
(+1) 16hr 35min EY4 Etihad Airways B787 [¥] i
Low AUH 2 EY 7997 Aer Lingus 320 e
1055 ). 08:00 (0UB, FRA) EY 7935 Aer Lingus 320 1191.68
(+1) 16hr 5min EY8 Etihad Airways B787 [3] e
Lew AUH 2 EY 7997 Aer Lingus 320 (g,
10:55 ) 06:05 (oUB, FCO) EY 7973 Aer Lingus 320 1191.68
(+1) 16hr 10min EY 84 Etihad Airways 781 i
Lew AUH 2 EY 8118 airBaltic 223 o
09:25 . 0630 (RIX, MUC) EY 8081 airBaltic 223 1289.38
(+1) 18hr 5min EY4 Etihad Airways B787 [3] R
Lew AUH 2 EY 8118 airBaltic 223 s?p
09:25 . 0605 (RIX, FCO) EY 8092 airBaltic 223
” 1344.38
(+1) 17hr 40min EY84 Etihad Airways 781 S
Lew AUH 2 EY 8118 airBaltic 223 &
09:25 06:05 (RIX, AMS) EY 8123 airBaltic 223 1392.68
(+1) 17hr 40min EY78 Etihad Airways ™ St

Al times are Local timings, (+1) = Arrival next day

Guest are able to sign in here. Nice welcoming
language.

You can use the Site ID to return to the homepage
Opportunity to update search here too.
Outbound flight options clearly displayed in a box

Interesting sort features.

Sort by KN ) Non-stop fiights

Lowest Price

Highest Price

m Earliest Departure _
Earliest Arrival

Stops

Total Trip Duration

© 6 6

€ Bannerto highlight seats availability. Not to pushy

or tacky

@ Grid layout to show flight details. Easy to read and

digest.

(+1) indicating arrival the next day. This is also made
clear under the grid.

Cabin options, Economy and Business, with prices
and number of seats available. No First or The
Residence options, but that could be due to no
availability.

‘ Good

Expected . Frustrating & Common feature
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sl=iyl @ mMyEtihad Guest log-in »
ETIHAD
hoose Well

search m

London (LGW) 2 Abu Dhabi (AUH) 2, Guest(s): 1 @] Price: 0.00 Show Summary v

Select your flights

Book before 31 August to travel until 30 November 2020 and change your flight for free. Fare difference may apply.

@ Retun O One way

London (LGW) ~ % AbuDhabi (AUH) v 02102020 Ff 117102020 [  1Passenger Economy _
2 Outbound flight details

From London, United Kingdom (LGW) To Abu Dhabi, UAE (AUH)
Price for all guests including estimated taxes, fees and surcharges. After selecting your preferred flights, please refer to the booking summary for the exact cost.

< Tue 29 Sep Wed 30 Sep Thu 01 Oct Fri 02 Oct Sat 03 Oct Sun 04 Oct Mon 05 Oct >
Pr;v N/A N/A GBP 1186.88 GBP 1186.88 GBP 1289.48 GBP 1186.88 GBP 1186.88 N.:‘
vV
Sort by v [J Non-stop flights |

Business

Stops ) i Economy Flex
From - To : . Flight number Operated by Aircraft
Trip duration 8
Lew AUH 2 EY 7997 Aer Lingus 320 (SP
10:55 . 06:30 (0uB, MUC) EY 1316 Aer Lingus 320 1186.78
(+1) 16hr 35min EY4 Etihad Airways B787 [3] i
Low AUH 2 EY 7997 Aer Lingus 320 G?,,
1055 ). 06:00 (0UB, FRA) EY 7935 Aer Lingus 320 1191.68
(+1) 16hr 5min 3% Etihad Airways B787 [¥] e
Lew AUH 2 EY 7997 Aer Lingus 320 i
10:55 ) 0605 (OUB. FCO) EY 7973 Aer Lingus 320 1191.68
(+1) 16hr 10min EY84 Etihad Airways 781 ey
Low AUH 2 EY 8118 airBaltic 223 59»-
0925 . 06:30 (RIX, MUC) EY 8081 airBaltic 223 1280.38
(+1) 18hr 5min EV4 Etihad Airways B787 [¥] S
Lew AUH 2 EY8118 airBaltic 223 A
0925 . 0605 (RIX, FCO) EY 8092 airBaltic 223
) d 1344.38
(+1) 17hr 40min EY 84 Etihad Airways 781 PR
Lew AUH 2 EY 8118 airBaltic 223 G?P
0925 . 06:05 (RIX, AMS) EY 8123 airBaltic 223
. 1392.68
(+1) 17hr 40min EY78 Etihad Airways 7w donits ot

All times are Local timings, (+1) = Arrival next day

@ Great to see they tell you the number of stops and
flight duration.

@ But you can't click on it to find out where.
Instead you find it under Flight numbers. This
doesn't seem like a natural place to me. It only
becomes obvious when you search and see the
flight numbers are underlined.

@ Play symbol to explain different cabin travel
experiences.

'i' info button to tell you, free date change.
Ability to scroll through dates, eg next 7 days.

Note re fees and surcharges

® Good Expected ® Frustrating Common feature
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Radio button to select fare.

[N Business

@ Once selected the button shows a drop down

EE e Fight uber Opertedy pr preTs screen which shows what's included with the fare.

(i ]
Low AUH 2 EY 7997 Aer Lingus 320 . .
L oo e e et o @ Miles earned per guest, unsure what 100% means, i

would have expected number of miles not a %.

T Yes
Refund oligibility/ Fee per guest T @

s @ You can also reselect a new fare from this window
without having to go back, which appear directly
below once selected

Change date eligibility/ Fee per guest

@ Miles Earned per guest

Checked Baggage Allowance per guest”™ EE
Max. weight of 32kg per bag

Upgrade Eligibility* Yes

Priority Check-in* Yes
Econamy Sandara® Fro @ Return flights appear in the same layout but use a
green banner to differentiate the sections.

*  These fare attributes may not be applicable to codeshare flights operated by other airlines.
Please note that we cannot accept any one piece of baggage weighing more than 32kg. You may only carry a personal item on board weighing up to 5kg. You must check in your remaining

cabin baggage before you fly.
@ Change selected outbound flight ¥
Al times are Local timings, (+1) = Arrival next day

@ « Return flight details

From Abu Dhabi, UAE (AUH) To London, United Kingdom (LGW)
Price for all guests including estimated taxes, fees and surcharges. After selecting your preferred flights, please refer to the booking summary for the exact cost.

Looks like you have two options in Economy for
this date. This seems to be more common is bigger
airlines now.

Details for Economy Classic and Flex available in

35

‘ Good

Expected ® Frustrating

Thu 08 Oct Fri 09 Oct Sat 10 Oct Sun 11 Oct Mon 12 Oct Tue 13 Oct Wed 14 Oct ) h . f b
%
GBP 357.20 GBP 377.20 N/A GBP 357.20 GBP 357.20 GBP 357.20 GBP 357.20 7 t e I n O u tto n *
A
= LS | Cabin explainer video only available for some
= M !
Business alrc raﬁ: S.
S Economy  Economy
i i Classic Flex
Fom % To o Flight number Operated by Aircraft
8 8
AUH ))_ LGw (DLE) EY 45 Etihad Airways 7w G(D?P Gg
02:45 14:35 14hr 50min EY 7978 Aer Lingus 320 357.20 590.20
AR Lew o) EY 45 Etihad Airways 7w = 9
02:45 16:40 16hr 55min EY 7991 Aer Lingus 320 364.30 597.30
@)
2 EY57 Etihad Ainways B787 [¥] o
:ZUZHS ))- :f:g (BRU, DUB) EY 7892 Aer Lingus 320 Sold out 1119.30
15hr 10min EY 7978 Aer Lingus 320 4 bsais ol
2 EY5 Etihad Airways B787 [¥]
UAZU:S ))- :‘:X; (MUC, DUB) EY 1317 Aer Lingus 320 Sold out 11525;30
= % 17hr 5min EY 7991 Aer Lingus 320 /i %
seats left
2 EY5 Etihad Airways 8787 [¥] e
6*2“3”5 > :gr; (MUC, DUB) EY 1317 Aer Lingus 320 Sold out o
- - 19hr 50min EY 7996 Aer Lingus 320 4 mlsllﬁll

Common feature
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Sort by v [ Non-stop flights
Jusiness
Stops Economy  Economy
i i Classic Flex
Fom » To Tip duration Flight number Operated by Aircraft
8 i ]
AUH + LGw (DJJB) EY 45 Etihad Airways 7MW Gga Gg
02:45 14:35 14t Smin EY 7978 Aer Lingus 320 e e
I Yes Yes
Refund eligibility/ Fee per guest o a0
- Yes Yes
Chango dato oligibilityl Foo por guost o5 it
Miles Earned per guest 75% 100%
Checked Baggage Allowance per guest™ i@ .
Max. weight of 32kg per bag
Upgrade Eligibility™ Yes Yes
Priority Check-in™ No Yes
Economy Standard® ~ Forafee Free

*  These fare atiributes may not be applicable to codeshare flights operated by other airlines.

cabin baggage before you fly.

Please note that we cannot accept any one piece of baggage weighing more than 32kg. You may only carry a personal item on board weighing up to 5kg. You must check in your remaining

All times are Local timings, (+1) = Arrival next day

Change selected return flight ¥’

b Dheabi to the world

© Copyright 2020 Etihad Airways. All rights reserved.

Once selected a fare you are shown both Classic
and Flex summary to compare.

Orange, big 'Continue' button to proceed

‘ Good

Expected ® Frustrating

Common feature



Etihad Airways »> Search and Select

Slsill @ MyEtihad Guest log-in b

ETIHAD
r well

Choose We

o COVID-19 guidelines and ictions for your ination Read now

e Hlons

London (LGW) 2 Abu Dhabi (AUH) L., Guest(s): 1 \& Price: GBP 1776.98 Show Summary ¥ ——

Enter your passenger details
For immigration and security purposes, names should be entered exactly as they appear on your passport. For more information, please check the name format guideline

* Required field

Adult Passenger Information

Title * First name(s) * Last name *

v

(D1 am part of Loyalty Programme
@ [J1 have a special request

Please corroct the following details:

»3=  Franz Josef Strauss Airport

(Muc)
Germany
Amival: 19:55 Fi 2 0ct 2020
. Departure: 2235 F 2 0ct 2020
Enter your passenger details | Continue » i "
conomy
W Retum Economy Flx. Fight: Y45 | EIS78
Adult Passenger Information origin Connection
N N
— M ‘Abu Dhabi Airport (AUH) »3=  Dublin Airport (DUB) ol
i ] une reland
[re—— Departure:02:45 Sun 11 0ct 2020 Amivat: 08:00 Sun 11 0ct 2020
Eccnomy Departure: 12:35 Sun 11 0ct 2020
Economy

Lordon (o) 2 Ao Ohatt (0R) |0 Gussor || Pesca 77ase o= A
o Read now AOutbound  Economy Flex. Fight EYT97 | EY1316 | EYa
Origin Gonnecton Destination
London Gatwick Airport (LGW) )= Dublin Airport (DUB) »)=  Abu Dhabi Airport (AUH)
Unfed Kingdom reland UAE
London (LGW) 2 Abu Dhabi (AUH) &, Guestis):1 {{] Price: GBP 177638 ‘Show Summary, Departure: 10:86 Fri 2 0ct 2020 Arrival: 12:30 Fri 2 Oct 2020 Arrival: 06:30 Sat 3 Oct 2020
Ecnamy Departure: 1625 Fi2 00t 2020
Economy

Destination
London Gatwick Airport (LGW)

United Kingdom
Arrival: 14:35 Sun 11 0ct 2020

37

Progress bar updated to show the new page.

When you hover over the previous tabs, you can
see a link as the text is underlined.

Summary tab has updated to reflect the price

When you select 'Show Summary you an see further
details have been added. | like that you can hide/
see your itinerary whenever you like. It makes the
page look less cluttered and you can focus on the
task

Clear instructions to complete passenger details,
referring to immigration and security and guidelines

Unsure why a 'Continue' button is here at the top of
the form.

When you click on continue you are alerted to
completed form, as expected.

Tick box for Loyalty programme and special request
but not info on this.

® Good Expected ® Frustrating Common feature
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Sl=ill
ETIHAD  Choose Well Book Fly Etihad Manage Destinations Help Etihad Guest 7 Q ©

COVID-19
self-assessment

Feel more in control of your health and wellbeing with our COVID-19 self-assessment tool. If
you're worried you've been exposed to COVID-19 or have any symptoms, use our tool for an
easy-to-understand and personalised assessment in minutes.

Your health is our priority

‘| Answer a few short questions

We take your health seriously. That's why we've partnered with Medicus
Al — a smart Al-based medical platform - to help you understand your
probability of having COVID-19, monitor your symptoms and decide if it's

2 We'll share your results straight away

T R e e S eI
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| couldn’t continue as this airline issued
a new step to do the pandemic. After
several attempts to search for fare, | gave

up.

Its not clear if you need to complete
the assessment before you can actually
search for flight but the 'search'

button always directs you to a COVID
announcement and the self assessment

page.

® Good Expected ® Frustrating Common feature
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wizzair.com

Wizzair flew their first flight in 2004. By 2019 they were carrying 200
million across Europe. There passion to make flying affordable to
everyone, everywhere.

As an ultra-low cost business, their work is centred around no-frills
travel available for everyone, everywhere at the lowest price possible,
creating equal value for all passengers while remaining conscious of the
environmental responsibility they hold..

They seem to appeal to a younger audience and their branding reflects
this. Even the company bio speaks in this way; "we are here to take

you to these places - so you can fly away from boredom, fill up on
experiences, live through moments and make new memories."



Wizzair »> Homepage
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London Luton

Destination

DEPARTURE RETURN

20 Aug 2020 One way

PASSENGERS
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SEARCH

FLEXIBLE ON DATES? NEW SEARCH

New Summer Destinations
from Luton

A cOVID-19.Q&A - enhanced heal

Explore your travel opportunities with WIZZ!

o Psst,we have some really good offers for you! Subscribe now for ><
=
ﬁ exclusive deals and low fares! REGISTER

Register now for easier booking

The website “wizzair.com” would like to use
your current location.

Remember my decision for one day

Don't Allow Allow

GEMMA COLLINS
i AND WIZZ

A com

Important information about COVID-19 pandemic

¥

Explore your travel opportunities with WIZZ!
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Explore your travel opportunities with WIZZ!
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o When landing on the home screen, the first pop up

asks you for your location. Straight away the 'Origin’
field is repopulated to show the airport closest to
me.

The look and feel of the page, is young and fresh, It
uses bright colours and bold imagery. It feel on the
tacky side to me, subsequently feeling low budget.
Based on their bio, low cost is what they are selling
so maybe they have it right?

Site ID is clear and positioned at the top left. Its
redirects you back to the homepage too.

The navigation bar sits along side the logo, with
clear options for hotels, car. Sign in and language
also available here.

‘Plan’ is third along the Nav bar which includes
flight search, fare finders etc.

Hero banner touches on COVID 19, but the first
important announcement is below the banner and
pretty small, scrolling across the yellow bar.

The hero banner is a carousal as shows more
COVID19 guidance

Subscription banner to get people registered is
strategically positioned.

® Good Expected ® Frustrating Common feature



Wizzair »> Homepage

Explore your travel opportunities with WIZZ!

Eoomemsmm | g ggmeons g Below the fold is made up of the following:

Cheap flight offers**

Different ways of looks for flights and seeing where
to travel.

KHARKIV
from Tatlinn™*

000 s £1699 699 s . .
FrIE—— - Offers available. Each promo has icons to denote

the type of travel. eg night life

imited.

Hand pick the offers you like best

Travels additions, which are provided by third party.

@ Wizz air benefits; Wizz priority, vouchers and
discount club, which seem to get lost here.

i - \ : -
WIZZ PRIORITY GIFT VOUCHER ‘WIZZ DISCOUNT CLUB m
i an prise o b nd baggage.

@ First glimpse of fare types they offer, not seen
on most homepages but nice to see at this stage
without having to go through a search to see. Give
you an idea what Wizz can provide at the offset.

Welcome to the world of opportunity

@ BASIC

TRAVEL LIGHT

(Rl

ALLIN &FULL FLEX
68 &k A MO

Db oe More Information CTAs

TRAVELLING WITH KIDS?

@ App links here, does also seem lost on the page
VRt =+
oncum e More utilities can be found in the footer, with social
media links and T&Cs

a Need help? On the move? Never

Leg e

a good deal

the first toknow

Overall the branding and layout is simple. Were the
colour palette is not to my taste the tones are bright
and inviting. The speak to a younger traveller, with
playful language and lifestyle imagery.

AIRPORTS AND TOURISM

FoLLow Us

onooOm

41 ® Good Expected @ Frustrating Common feature



Wizzair > Select and Search

WOTELS  CARS  PLAN< | INFORMATION= | CHECKAN&BOOKINGS = SIGNIN | €D ENGSH -

Origin »- Select departure date
| London Gatwick

FLIGHTS ocTOBER 2020 NOVEMBER 2020

Destination oESTINATION
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=

NEW SEARCH

Explore your travel opportunities with WIZZ!

[ooo223 OPERATING ROUTES L= FARE FINDER DESTINATION MAP DESTINATIONS
[68858%¥] Discover your new favourite place 908 routes 163 Destinations in 46 Countries Discover our expanding network

Cheap flight offers**

TRIP PLANNER

Results

T
il Guansk

Naples gz

'8 Moo rm
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@ When you start to type in your Origin, the list of
airports starts to filter, highlighting the country, city
and IATA.

@) The cursor automatically moves to the Destination
field and shows a list of possible locations to fly to.
Once selected the text turns pink:

ITALY

Naples [EE NAP

and the option to see a list of other destinations
and some information on them.

@ Interesting 'New" destinations highlighted

@ Search box has a simple layout, really easy to use.
Effortless.

@ Dates appear in a calendar format. The first flight if
the route is highlighted and unavailable flights are
greyed out.

Cheverons either side the months to scroll through.
At this point you can pick One Way travel

@ Once dates are selected these are highlighted:

19 20 21 22 23 24 25

27 29 31 ‘

® Good Expected . Frustrating & Common feature



Wizzair

oRiGiN
)} London Gatwick

FLIGHTS

DESTINATION

Naples

DEPARTURE

24.0ct 2020 310ct 2020

SEARCH

FLEXIBLE ON DATES? NEWSEARCH

0 infant

1 adult (4

0 child (2

>> Select and Search

CARS  PLAN~  INFORMATION *  CHECK-IN&BOOKINGS  SIGNIN

& enoush -

® New Summer Destinations
from Luton

A covp190ea- X

Explore your travel opportunities with WIZZ!

Discover your new favourite place

Cheap flight offers**

OPERATING ROUTES ] FARE FINDER
=

908 routes.

DESTINATION MAP

163 Destinations in 46 Countries

DESTINATIONS

Discover our expanding network

[ ° o
ORIGIN ae
London Gatwick 1cw
FUGHTS | . — 2 adults (14+)
= Naples war
& 0 child 214 =+
hﬁ
oy DEPARTURE RETURN .
24 0ct 2020 310ct 2020 ‘ - 1 infant (0-2) +=
wotes | L
The infant should be at least 15 days and less than 2 years
Ssstiatng old on the day of the flight. (
2 adults 1 infant 2
oK
SEARCH
cars
FLEXIBLE ON DATES? NEW SEARCH
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LONDON GATWICK — BUDAPEST Cl

London Gatwick (LGW), London Luton (LTN) — Budapest (BUD)

London Gatwick @
Budapest

ET——

@ You can't type the date you want, only select via
drop down.

To update the passengers you can add using the
symbols.

If you select a infant, a message appears below.

® 0

The number of passengers also update in the
original form.

@) Option to look at flexible dates.
The link takes you to another page which shows a
calendar with fares.

. Good

Expected ® Frustrating Common feature



Wizzair > Select and Search

Booking.com: Hotels in Budapest. Book your hotel now!

Wiz

1)

B e SELECT FLIGHTS

FLIGHTS

@ Choose an outbound flight )*

PASSENGERS London Gatwick (LGW) — Budapest (BUD) @
SEATS

SERVICES

v TOTAL £0.00 P v

Sat, 22 Aug 2020

08:40

Sat, 22 Aug 2020

15:20

Sat, 22 Aug 2020

20:25

4

< FRI21,AUG SAT 22, AUG
PAYMENT £53.99 £62.99 £44.99 £44.99 £35.99 £35.99

SUN23,AUG MON 24, AUG TUE 25, AUG WED 26,AUG

show prices from i

12:10 £62.99 from £53.99

A Departs from London Luton

show prices from i £52.99
18:50 £62.99 it

A Departs from London Luton

23:55 e
* !

Budapest (BUD) — London Gatwick (LGW)

< WED 26,AUG

£35.99

Sat, 29 Aug 2020

06:15

Sat, 29 Aug 2020

13:00

Sat, 29 Aug 2020

18:05

CONTINUE
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THU 27, AUG FRI2S,AUG SUN 30, AUG MON 31, AUG

AT 29,AUG
£53.99 £71.99 £89.99

£35.99 £30.99

show prices from

07:55 £53.99 W
A Lands at London Luton ISEATSLEFTAT THIS PRICE @
14:40 shuv;;r;e;;mm g
g ;
A Lands at London Luton
2 !

Did you know? We have enhanced health and safety measures on board

BOOKINGS

THU 27, AUG

£35.99

TUE 0L, SEP

£57.99

3)
D

SIGNIN

>

©

® 6 6 6

. Good

Once clicking on search, an new tab opens with
your search results.

Surprisingly, the original tab shows results for hotels
using Booking.com. | am not keen on this but can
see the strategy behind it.

Search results appear in a grid format.
Clear clarification of journey at the top.

Shows flights available either side of date and
prices, with chevrons to scroll

Also easy to read flights available for that day, times,
prices, flight duration and if the airport is different
from one selected. This is really useful and the an
alert below to make it really clear.

Small note to say prices include taxes. This would
be better bigger | think.

A pink bar appears over the section as you hover
over it.

Discount price also available through Wizz discount
club.

but you can't see how to join without exiting the
page. Not info link, you would have to look in the
information tab in the navigation bar.

Expected ® Frustrating Common feature



Wizzair > Select and Search

Booking.com: Hotels in Budapest. Book your hotel now! Official Wizz Air website | Book direct for the best prices.

M@ ran - wroummon - | creckmksooxnes | sini | @ encus - The Return options have the same format
[ B . , , .
D SELECTFLIGHTS @) Againitshows if the airport is different, and clearly

> states it 'Lands in... or Departs in..'
PASSENGERS London Gatwick (LGW) — Budapest (BUD)

= T T Additional information about the number of seats

_ available and a info hover.
~ TOTAL £0.00 GBP ¥

Sat, 22 Aug 2020
show prices from from £53,

08:40 12:10 £62.99 e Health and safety notice below and positioned next
to the continue button so it not missed.
15:20 18:50 R Summary of the journey available, which will update
A Departs from London Luton

213 as you select fare and services.

Sat, 22 Aug 2020

20:25 23:55 o @ You can also change the search here too.

s ot s ok vttt

’ vgz
Budapest (BUD) — London Gatwick (LGW)

London Gatwick

Budapest

< WED 26,AUG THU 27, AUG FRI28,AUG SAT29,AUG SUN 30, AUG MON 31, AUG TUE 01, SEP >
£35.99 £35.99 £30.99 £53.99 £71.99 £89.99 £57.99 Tz OmAega

P i = 1]
show prices from —
06:15 07:55 £53.99 iR [ —

sprice ©
A Lands at London Luton

Sat, 29 Aug 2020
show prices from —
13:00 14:40 £98.99 o

A Lands at London Luton

Sat, 29 Aug 2020

v 3sear sprice ©

CONTINUE “@" Did you know? We have enhanced health and safety measures on board.

45 ® Good Expected @ Frustrating Common feature



Wizzair > Select and Search

Wiz

[ mASI A2 g

A Departs from London Luton
FLIGHTS
@ Choose an outbound flight

Sat, 22 Aug 2020

20:25

PASSENGERS
SEATS
SERVICES

PAYMENT

TOTAL £0.00 &P v

1 bag (40 x 30x 20 cm) i the cabin,
seat

e
8 placed r the:

8 Trolley Bag (55 x40 23 cm) i the cabin

& 20k
udingrow 1 t04and

edinbag

£125.61
c1s6
& S Fie €t View Fisioy Bookmas Window e
000 < [in} D ‘wizzair.com
i L v v G s e Neus s T iaproery 1. dosion i
ngﬁ
B SELECT FLIGHTS

£71.09

London Gatwick (LGW) — Budapest
(BUD)

Sun, 6 Sep 2020

20:25

PASSENGERS

SEATS.

SERVICES

PAYMENT

£71.00 P v

® WIZZ PLUS & FLEX

050
UPGRADE 1’0 @
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£133.41

PLAN ~

WIZZ PLUS & FLEX
o
PACK & SAVE.
t

£145.01

INFORMATION ~

Please select your bundle

BASIC
TRAVEL LIGHT

CHECK-IN & BOOKINGS

8 (40x30x20 cm)in the cabin,
t

upto2 days before departure

SIGNIN

& enousn -

e

® 6 6 6

. Good

Fares are presented in three packages; Wizz Go,
Wizz Plus & Flex and Basic. Each fare provides a

list of benefits. They show luggage size too and

weights too.

As you hover over the fare the box jumps up. Nice
interaction.

Interesting order, the basic package is at the end
and in white. Most basic options on are on the left.

Icons are nice and easy to understand.

Wizz discount club price available to select at this
stage too.

Once selected the fare appears in the summary on
the left.

You still get the option to upgrade in a link in your
selected fare.

Expected ® Frustrating Common feature



Wizzair > Select and Search

Sat, 12 Sep 2020

06:15 07:55

A Lands at London Luton

PLAN

]
FuiGHTS e @ YOUR TRIP TO BUDAPEST

,).

London Gatwick (LGW) — Budapest

(BUD)

Budapest

Sun, 6 Sep 2020

20:25

Sat, 12 Sep 2020

23:55 06:15

su69

PASSENGERS WIZZ Go WIZZ Go
sears
services
PAYMENT
£ v ToTAL £214.48 GBP v

@ wi

172 PLUS & FLEX UPGRADE  fiee

@ wi

CHANGE OUTBOUND FLIGHT

different f

what | origi for.

CONTINUE “@" Did you know? We have enhanced heath and safety measures on board.

FARE RULES +
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show prices from

CONTINUE “@" Did you know? We have enhanced health and safety measures on board.

ZZ PLUS & FLEX

[\/‘\/sz PLAN® | INFORMATION = | CHECKIN&BOOKINGS  SGNIN D ENGLSH ~ @ The return ﬂ|g ht is Only available to Luton. Th|s is

— @ pgmmeoan made clear under the landing time but also by a
G DO g st rompt.

SEP  London Gatwick - Budapest k Z;&:sg;s;}ved(zm,exdudmg ' p p

06 2025-23:55 W6 2222) a legroom

g — = @ Once selected both fares they sit side by side. This
is a nice display and easy to read.
PASSENGERS) CHANGE OUTBOUND FLIGHT
SEATS
You have the option to edit the journey here too.
el Budapest (BUD) — London Gatwick (LGW)
¢ sonossep wonor,sep TuEs, ser Wepos, e 10, Frzs, sep N

Another prompt to make sure the passenger knows
the airport selected is different to the original
search.

£98.99

Link to fare rules

~ | INFORMATION +  CHECK-IN & BOOKINGS

@ enausn

SIGNIN

+4

(BUD) — London Luton
(LTN

07:55

£143.39

s
UPGRADE , 15,52

CHANGE RETURN FLIGHT

® Good Expected ® Frustrating Common feature



Wizzair > Select and Search

W s | rEmEEe | @mEaccsne | e | Ommme Passenger form looks simp|e to Comp|ete_
L e S PASSENGERS AND BAGGAGES
+ rnrs au @ As you complete each section and tick icons appear
o e R & . ciomn when its done. Nice touch.

mar FIRST NAME LAST NAME
1 Discount £8.78
1% Administraion fee £1.50

| G SPEGIALASSISTANCE? Filloutthename fedsto activateyour Priviege Pase Links for S pe cial Assistance and Privile ge pass.

12 06i15-0755 (W6 2200

Female Male

%  Itis cheaper to add bags now.
£146.99

e e s €) This page shows baggage already selected through
fare choice and it is selected for both ways.

PASSENGERS

‘ Adult1 Checked-in baggage a

B Great choice! You've selected our most popular checked baggage choice.

e Link for Sports Equipment

o mﬁm Information on cabin baggage, which is included.
@ Provide passenger details! 10kg 1x20 kg 32kg
SEATS Included
s -0 @ Baggage allowance and size link with detailed

P—— . descriptions.

Cabin baggage @ Opportunity to add Wizz Flex. Interesting use of
language, very friendly, speaks to the audience.

%20 cm, 10kg max) or WIZZ Priority where Priority Boarding
Trolley bag (55 x 40 x 23 cm, max 10 kg) and . 1 N

Overall I didn't have to complete much on this page
I need WIZZ Priority

Please make your selection
FIRST NAME v

v Trolley bag (55 x 40 x 23 cm, max 10 kg)
Chetna Choose between free carry-on bag (40 x 30 Priority checkin desk

Clicking continue take you to a Login/registration
N . page

@ WIZZ Flex
(\ Ahelping hand for travel uncertainties (e.g. change of plans, unexpected events, 7
\J COVID19) Add £23.00

+ Online flight change without flight change fees
+ Refund to your Wiz Account f your reservation is cancelled

READ MORE -

“@" Did you know? Face masks are compulsory on our aircraft.

48 ® Good Expected ® Frustrating Common feature



Hotels.com

Hotels.com is a leading online accommodation site.

They are passionate about travel. Every day they inspire and reach
millions of travellers across 90 local websites in 41 languages. They
provide options for booking the perfect hotel, holiday rental, resort,
apartment, guest house or treehouse.

With hundreds of thousands of properties in over 200 countries and
territories, they provide incomparable choice with a Price Guarantee.

Hotels.com is provided through a website and mobile app.



Hotels.com >> Homepage

® COVID-19 Travel Alert

Q Where to?
Destnations and properes around tho word

Ento  costrmion or proserty

Checkin Check-out
owszz @ sz
sy Saurtay

Hotels.comRewards”

Stay 10 nights, get 1 reward* night
No gimmicks, just rewards.

“So0 urtherdetis
Start planning your next getaway

ESCAPE TO
NOT-YOUR-HOUSE -PLACES"

—

MANAGE YOUR BOOKING
ANYTIME, ANYWHERE

alks Book with confidence
vl Froe cancellaton on most holsls
Find a property

‘We do more than just hotels...

s & P EEIJ j v
2 - l, | [ [ — ¢ s

Holiday homes Apartments. Hotels Resorts Hostls Country ratreats
Search for hotel brands Sponsored
@ — 3
YNDHAM Best
Hilton A\ &3 o NOVOTEL  BW|Bgstibesten  Radissent
s Manmior
tanguages.
Sowhen it comes to booking the perfect htel, olay renta resot, apariment, guest house or
op rated
motile app
Ghoose one of the folowing to unlack Secret Prices and pay less on selected properties
@ Email @ Hotels.com app Hotels.comRewards”
Sign up for our latest offers Download the app and book on the go Join now! Collect 10 stamps, get 1 reward" night

o g < z
4
SupportFAs + e C

What Wil You Discover?

Aboutus

Moder Slavery Act statement

50

Simple homepage with Covid-19 announcement at
the top above the Site ID and navigation bar. This is
hard to miss.

e The navigation is made up of the logo (top left),

language setting, currency, help, your bookings,
Sign in and account options.

e A secondary nav is directly below with more

6 The search box is really simple, with only a few

fields to complete on a hero banner.

e Beautiful imagery and simple branding

Savings guaranteed highlighted

Rewards account and its benefits simply shared.
Below the fold you can see lots of promos of
features available, eg app and rewards and places

to travel.

Utilities and T&Cs at the bottom of the page.

® Good Expected . Frustrating & Common feature



Hotels.com >> Homepage

© covID-19 Travel Alert o
if you have an upcoming booking to change or cancel, please check next steps and policies. Thank you.
Find out more

ﬂm Hotels.com™ 3 Help v ® Yourbookings  Signin  Create account

Thingstodo  Packages & Fights  Groups & Meetings  Gift Cards

X

List your property

4 Q Where to?

"
t‘J b Destinations and properties around the world.

i B @
Enera des@vmwﬂy

Check-in Check-out

041092020 #  os0902 o 1

Frday Satuday night
4 Rooms @ Adults  Children

v Free cancellation

e @De o

v Price Guarantee v Save with Secret Prices
find out more > Unlock now >

Hotels.comRewards”

Stay 10 nights, get 1 reward* night

No gimmicks, just rewards.

‘See further details

Q Where to?

Destinations and properties around the world...

o [o]

London, England, United Kingdom

Q Where to?

Destinations and properties around the world...

London, England, United Kingdom

Cities/Areas O Enter a destination or property

Kings Cross St. Pancras, London, England, United Kingdom
Victoria, London, Greater London (county), England, United Kingdom
Euston, London, England, United Kingdom m

The City of London, London, England, United Kingdom

Check-in Check-out
oamarn0) &3]  osnenon

September 2020

-t

Paddington, London, England, United Kingdom October 2020

' | London Excel - 02 Arena — London City Airport (LCY), London, England, United Kingdom ~ Properties Mon Tue Wed Thu Fri Sat Wed Thu Fri

4 | London Bridge, London, England, United Kingdom

Landmarks &
London, United Kingdom (LHR-Heathrow) Aiport/Stations 2R (MEEK R

London, United Kingdom (LGW-Gatwick)

and more, keop typing to refine search

=  Fraa cancallatian

 Prica Guarantaa

ce Guarantee
Toutmore >
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@ Asyou begin your search the field starts to auto
filter based on what you type.
The list also highlights where in the list the 'place’ is.

Q The list also indicates if the place is a City, Property,
Landmark or Airport/Station

@ You also have the option to search from current
location

@ Once selected the cursor does not automatically
move to the dates field.

When selecting a date the calendar display appear
and highlights dates chosen with a circle and

greyed out dated in between.

You can scroll through the months using the
chevrons.

And close the window by clicking off the box or
using the close button

Q If you choose you can also type on the dates in the
field.

@ Day also appears under the dates. Nice touch as
people look to travel from eg Friday to Sunday.
Provides further clarification.

Room and adults fields are number drop drowns,

@ Search button is big and unmissable,

‘ Good

Expected . Frustrating & Common feature



destination before you book.

4 Hotels.com™

Hotels.com »> Search and Select

£ Yourbookings  Create account  Signin

Thingstodo  Packages&Fights  Groups & Meetings  Gift Cards  Listyourproperty  Hotels com® Rewards

London, England, United Kingdom

23]

Dostination, proporty or landmark

Checkin Check-out Rooms. Adults  Children

B oo g e e 1 ¢ s

Friday Sunday nights Agedile:.

Q View on map
Narrow results:
13,400 hotels, homes and
apartments.

~ Name contains

e, Filton ]
~ Popular flters

Free Breakfast

 Price (for 2 nights)
£0t0£1,000+
<>
~ Star rating
Sestar
astar
astar
2star
estar

~ Guest rating
0to 10

> Free cancellation & payment
@ » @ Hotls com Rovarde

—

3 Londmars

> Accommodation type

> Facilities

e

> Accessibility Features

Why book with us?

v Price Guarantee.

London, England, United Kingdom

Select recommended filters 6 @

< Luxury Non-smoking rooms Hotels Solo traveller Tcp rllnd Mee‘
Starraling: 4105 ‘Ameniy avaiiable Accommodationtype  Greal or traveling slone | Gues 010
Sort by Featured Starrating ~ Distance v Guest rating Price v

8 How much we get paid influences your sort order. Lear more

(4 Stay flexible with free cancellation
We recommend booking a stay that offers free cancellation just in case your plans change

DoubleTree by Hilton Hotel London - Chelsea 10% off
mpril Road Inperal Whart London, Englan, SVG 2GA,Unied Kingdom

ews £1 57
) @ sondsno

Very good 8.4
165 .

« 33 miles to City contre

o 11 miles fo Heathrow Arport (LHR)
O Collect stamps. v FREE cancellato

B 34 Restaurant ¥ Bar & Bathub

= Intornet access

Rl

Secret Price available

In the heart of prestigious Chelsea

Citadines Islington London £238

3 Shelley Place, Ilington. London, England, N1 1WF, United Kingdom

M

Secrot Price available

% Potfindly % Gym & Kitchon
42 Conncting rooms available
20% off at London's newest apart hotel
el Fully equpped

o vt bahvoom & prtinod
i e Ad

Hyde Park Private Studio Apartment
London, ENG, Unied Kingdom

— a @ Ciy of Westminster e
s e SR

. e e

O Collect stamps

= Kitchen

Unlock instant savings with Secret Prices!
Save more with Secret Prices

Clayton Hotel City of London @ 20% off

£226 £181

10 New Drum Sirset, London, England, E1 7AT, United Kingdom

® Whtcchapel
+ 25 miosto iy conre
17 mlos o Hoahow,

g O Collect stamps.
% Gym Y1 Restaurant ¥ Bar
12 Connecting rooms avalable

Logo always you to go back to the homepage and
original navigation still available.

This page is broken down into the search fields
at the top across the page, filters on the left and
results in the middle.

Update or change requirements

Filter section:
View map results

Narrow results using the common features, ‘Name',
‘Popular requirements’, 'Price’, 'Stars' and 'Guest
rating'.

Advanced filters are also available but have been
minimised, which do not overwhelm.

Additional filters available above the results,
they seem new and not common ones or fall
in to traditional filters. You can also close this
recommendation banner too.

more filters in a 'Sort by' function.

Note regarding flexible stays, highlighted at the top.

® Good Expected ® Frustrating Common feature



Hotels.com »> Search and Select
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destination before you book.

4 Hotels.com™

Thingstodo  Packages & Fights  Groups & Meetings  GiftCards  List your property

£ Yourbookings  Create account  Signin

Hotels com® Rewards

Dostination, proporty or landmark

London, England, United Kingdom

Checkin

& [

Friday

®

Chckout Rooms. Aduts  Childron
13092020 ¢4 ﬂ e s 03 m
Sunday nights. Aged 18+ 017

Q View on map

Narrow results:
13,400 hotels, homes and
apartments.

~ Namo contains.
og.Hilon [>]
~ Popular flters

Froo Brealdast

Pool

Froo WiFi

Free Parking

Pot Friendly
v Price (for 2 nights)

£0t0£1,000+
)

~ Star rating

Setar

astar

Sotar

Zstar

Totar
~ Guest rating

oto10

@,—Gﬁ
> Free cancellation & payment
> (@ Hotels.com® Rewards
> Neighbourhood
> Landmarks
> Accommodation type
> Facilities
> Themes / types

> Accessibility Features

Why book with us?

v Price Guarantee.

London, England, United Kingdom

Select recommended filters 6

Luxury
< | Srraing 4105

Sort by Featured

Non-smoking rooms Hotels Solo traveller
‘Amenity available eat for traveling a

‘Top rated Meet N
Accommodation type  Great galone | Guestrating: 81010 An

8 How much we get paid influences your sort order. Lear more

(4 Stay flexible with free cancellation

We recommend booking a stay that offers free cancellation just in case your plans change

DoubleTree by Hilton Hotel London - Chelsea 10% off

Imperial Road Imperial Whar, London, England, SW6 2GA, United Kingdom

]

Rl

O Collect stamps

e175 £157

® sandsena
* 33 mles o Gl conve
> 1 e o Hoatrow Aeport (LHR)

Very good 8.4
165 .

¥4 Restaurant ¥ Bar & Bathtub
= Intornet access

Secret Price available

In the heart of prestigious Chelsea

ted at Imperial
Close to

of Chelsea

ad
Citadines Islington London £238
5 Shaley Pace, slingon, London, Englanc, N1 1WF. Unted Kingdom

Hyde Park Private Studio Apartment

Loncon, ENG, Unied Kingdom
Ll i i’ﬁ e
g 5 3

\

Unlock instant savings with Secret Prices!

Save more with Secret Prices

Clayton Hotel City of London

10 New Drum Sirset, London, England, E1 7AT, United Kingdom

) @ Whichapel

g O Collect stamps.

ly S Gym 3 Kitchen Secret Price available

slooping comr or
room, private bathroom & parttioned
iving area Ad

@ Ciy of Westminster e
« 1.7 miesto iy conr

o 13 miles o Heathrow Airpor (LHR)
© Collect stamps.
& Kichen

°
£226 £181

o 25 mils to City centre
o 17 miles to Heathrow Airpor (LHR)

% Gym Y1 Restaurant ¥ Bar
12 Connecting rooms avalable

Sarnatng v Distance v Guest rating Pice v ii

What Will You
Discover?

. Good

Each results shows:
The name of the hotel and profile picture. Both link
to a page with more details, which also carry dates

you have chosen.

Location of place and its distance to the centre and
local airport

Rewards available, hotel amenities, and a intro.
Rating and number of reviews, if available.

Price and discount, big and clear, including number
of rooms and nights it includes. Also states taxes
and fees are included.

Button to select obvious and easy to find.

This must be a promotion | haven't seen before,

by clicking here you provide your email address
(marketing)

Label to show if the residence is a 'Aparthotel or
'‘Apartment’, which is a new offering, as you expect,

by the name, they only provide hotels.

Another banner to highlight the promo.

Expected ® Frustrating Common feature



Hotels.com »> Search and Select

® Important: This destination may have COVID-19 travel restrictions in place, including speciic restrictions for lodging. Check any nafional, local, and heaith advisories for this
destination before you book.

& Yourbookings  Create account  Sign in

Thingstodo  Packages & Fights  Groups. ir tCards  Listyourproperty  Hotels.com® Rewards

orlandmar Chackin Chackout Rooms Adutts  Children
 Hiton Hote London -Cheisea, London, &1 | [@) 11002020 @9 raowzoz0 g9 ﬁ s o oy m
Friday ‘Sunday nights Agod 18+ ¢17
DoubleTree by Hilton Hotel London - Chelsea 4-star 10% off
Imperial Road Imperisl Wharf London, England, SW6 2GA, rited Kingdom £475 £157

for 1 room for 2 nights
including taxes & fees

Reserve

Price Guarantee &

Secret Price available

4-star hotel with restaurant, near Stamford Bridge Stadium
@Free WiFi @Free cancellation (9 Collect stamps

Flexible?

Gomparo dates and prces ¥ [y

Check location ,

%, Futnam o Ape Batersea Park €
BATTERSEA

. g A A
Google LA e
ey What Wil You [ Very good
Discover?

See all 465 Hotels.com reviews

ebay

@ ‘THE STAFF CANNOT DO ENOUGH FOR
YOU EVEN FACING COVID, 1 AM A
LIFETIME DIAMOND MEMBER OF..."
May 10,2020

@ “Iloved the hotel, | thought a double tree Hiton
hotel would be a really cheap version..."

4 Sep - 6 Sep (-1 week)

T

10 Sep - 12 Sep (-1 day)
11 Sep - 13 Sep

12 Sep - 14 Sep (+1 day)
L 18 Sep - 20 Sep (+1 week)

) Flexible?
¥ Compare dates and prices

from £175
from £154
from £157
from £157
from £175
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Once you click through, the page is very similar and
provide more information about the hotel.

The top banners remain; COVID 19 banner, logo
and both navigation bars.

The next banner provide more search options:
'‘Back to search' link

Summary of booking

® 6 6

Search box and the option to minimise this.

The main box on the page shows the details of the
hotel selected.

Short summary of hotel feature
Prices and booking link

@ Tertiary navigation for hotel details, with photo
gallery below.

@ Opportunity to see prices either for flexible guests

In a call out box a review has been highlighted.

‘ Good

Expected . Frustrating & Common feature



Hotels.com »> Search and Select

50
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Overview  Roomchoices ~ Map  Reviews ~ What's around

Hotel information ~ Small print Lowest price: £157  Reserve

hotel would be a really cheap version...
Mar 28, 2020

July 31 2020 to August 31 2020

* Dining venue(s)

COVID-19: Hygiene and cleanliness

@ Free WiFi @ Non-smoking @ Air Conditioning

Main amenities For families.

V172 smoke-free guestrooms. v Fridge
v P

< Email  Share link

v
@ Add
What's around @ Hotels.comRewards
In Fulham
* Stamford Bridge Stadum - 13min You'll collect 2 stamps after your 2-night stay
- Remember, collect 10 stamps, get 1 reward" night

« Buckingham Palace -3 mi/ 49 km

o BigBen-36mi/58km

o The Shard- 5.8 mi/93km

o St Paul's Cathedral -5.9 mi /9.6
km

'DXPERIENCE THIS MAGICAL S
VIEW, ONLY N

o Tower of London - 7.2 mi 115 km b
SCOTLAND.  Scckeow 5 S5tiand | Alba:

More about the area

"~ “The land of a thousand

DoubleTree by Hilton Hotel London - Chelsea

Destination, property or landmark Check-in

Friday

Checicout Rooms Aduts Chitdren
DoublTres by HitonHotol London -Chlsos Londn, € | [B]  r1osoz0 9 wwoozeo 9 B (1 ¢ i os I

Sunday nights Awolites G1%

@ Book now and cancel for free if your plans change.

Choose your criteria
W/ Al roms include Free Wi, free cancelation

Room type Options

. W/ Pay atproperty

Price Guarantee @

Hotels.com loyalty Today's Price including taxes & fees

(9 Hotels.com® Rewards 10% off [ |

page continued...

Below the fold you can see further details of the
hotel

A drop down navigation appears at the top of

the screen so you can view more details without
scrolling, shows price, link to book and arrow back
up to the top

Changes alert banner

Hotel amenities in detail

Links to share via email or copy link and add to
favourites.

Rewards information based on this booking. Great it
is tailored to the booking.

Small ads on the page - not over imposing

Search bar again before you see a list of rooms
available, seems repetitive

The list of rooms/prices feel like the fare for a flight.

Another filter to help look narrow the search, pretty
bespoke options too.

® Good Expected ® Frustrating Common feature
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Overview  Roomchoices Map  Reviews Whatsaround  Hotel information

@ DoubleTree by Hilton Hotel London - Chelsea

Room ype. Options

=z W/ Pay at property
Free WiFi

pay at the property

pay at the property
Show room information

V' Pay atproperty
available

Free WiFi

& Broakfast for 2

Froe WiFi

& Breakfast for 2
pooplo

Room, 1 Queen Bed

Bed choices
+ 1 Quoon 8o

More great cholces

Belmond Cadogan Hotel

- =
= I_ & Breakfast available,

LN v Payatproperty
i
Room, 1 Double Bed e
Free WiFi
Bod choicos
* 1 Double Bed & Breakfast available,

Hotls.com oyaty
(9 Hotes.com® Rewards

v Colect
v Redeom

(9 Hotels.com® Rewards
v Colect
v Redeam

(9 Hotls.com® Rowards

v Redoem

(9 Hotls.come Rowards
v Colect
v Rodoom

(9 Hotels.com® Rowards
v Colect
v Redeem

(9 Hotes.com® Rewards

v Redoom

Small print

Fri 11 - Sun 13 September 2020, 2 nights, 1 oom, 2 adults

Today's Price ncluding tares & foes

Book
£475£157¢

for 1 room for 2 nights

Free cancellation Uil 100872020

Book
£194£175¢

for 1 room for 2 nights

Freo cancellation Uil 10092020

£218£196¢

for 1 room for 2 nights

Free cancallation Unti 10092020

=
£242£2180

for 1 room for 2 ights

Free cancellation Uil 10092020

Lo B =oo |
£476£1570

for 1 room for 2 nights

Free cancallation Unil 10092020

£194£175¢

for 1 room for 2 nights

Free cancellation Uil 10092020

cn1o£408

See all properties in London  (Z List view  ® Map view

What's around DoubleTree by Hilton Hotel London - Chelsea

Landmarks
£ In Fuham

2 Stamford Brdge Stadium - 13-min walk
2 Buckingham Palace -3 mi/ 4.9 km

£ BigBen-36mi/5.8km

2 The Shard - 5.8 mi /9.3 km

2 St Paurs Cathedral - 59 mi/96 km
2 Tower of London- 7.2mi/ 11,5 km

Getting around
¥ London (LHR-Heathrow) 3:
¥ London (LGW-Gatwick) 64.
R London Imperial Wharf Station
R London Wandsworth Town Station 21.
(@ Fullham Broadway Underground Static
@ Parsons Green Underground Station

Q Check locaton

so0gle ™4

Bishops Park

Battersea Park

See rooms & rates

. Good

Page continued...

Itis a very long page and | would prefer to see the
prices and room options without having to scroll so
much. You do have the link above but | don't think
this would be obvious or used much. Natural action
would be to scroll.

Another banner appears as you scroll down and the
name of the hotel disappears from the section. The
bar reminds you of the hotel and dates.

The grid layout simply shows the detail.

More photos, what's included and links for detail,
prices and button to book. (FYI the list is longer)

More options of hotels are promoted below

Then another box about the surrounding area of
the hotel.

Link to more room rates which takes you back to the
top.

Expected ‘ Frustrating & Common feature



Hotels.com »> Search and Select

Koy facts Tansport

[T

o2 mE=

Other ntormation.

Foud and ek Discover what London has to
offer with these top hotel stays.

' '

Optional exras

saron cB
[= e )

bt ot atitudo,

ers ot com et o

Ricky, 6B
Trighibusiness | Fe40
Shite rors

™
(= L
“

snaring

o et com st v

Naveen, G8
O ihess | Verygoosso
o Good hotel

bulings. Overaltay s goodand o sues.

8
gt business | Excoptonal 100
omv‘ oo Typical doubletree. Purposeful and convenies

H
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@ Further information about the hotel, sectioned into
areas of interest, eg

'At a glance' providing key information for the
guest, payment and parking

‘What's in the hotel' and 'room’, special features
including dining and terms and conditions.

You can also see more reviews at the bottom of the
page.

Overall the page is very long to navigate through.
They have provided several links to navigate around
the page but its still a lengthy page. | am not
convinced everyone would use all the 'helpful' links

@ When you pick to reserve, you have prompted to
select if you will pay online or at the hotel.

oices Map Reviews What's around Hotel information Small print

Choose when you'd like to pay

Pay online Pay at hotel

£157 £157

for 1 room for 2 nights for 1 room for 2 nights

 We'll process your payment in your local currency = Pay the hotel in their currency

v Cancel for free right up until the hote's cancellation = Cancel for free right up until the hotel’s cancellation
window window

V You can use a valid Hotels.com coupon

([ Hotels.com® Rewards
(9 Hotels.com® Rewards v Collect

v Collect = Redeem

v Redeem

® Good Expected . Frustrating & Common feature



Hotels.com >> Booking

®

tels.com”

DoubleTree by Hilton Hotel London - Chelsea

(@ Hotels.com® Rewards

& Step 1: Your details

* required fields

First name*
Please give us the name of one of the people staying in this room.

First name*
Please give us the name of one of the people staying in this room.

araa Jv
Lastname
VeGumess Jv

58

Chetna v

Last name*

McGuinness v

Email address”
Your confirmation emal goes here

Mobile number*
We'll only contact you in a: emergency

I'm not interested in saving on my next booking, o don't send me emails from Hotels.com.

km Step 2: Room details
Room, 1 Double Bed
V' Included in your room: Double Bed, Non Smoking

> Any special requests?

> Any accessibility requests?

> Signin ‘ @

Our Price Guarantee promise
Cancel for free if plans crange, pay at the

1f you don't book now, this brilliant doal could be gono

B Step 3: Reservation card details We need your details to guarantse your booking

Hurry, that's the cheapest room we have at DoubleTree by Hiton Hotel London - Chelseal Book it now.
@ We never charge any credit card fees

* required fieds

First name*

e —

Last name*

This guarentees your booking, you don't pay now.

The hotel accepts the following payment methods

visa
.
You can count on us
Card number* V' We use secure transmission
[} V' We protect your personal information
Expiry date*
/

Security code*

@

Your card won't be charged - it's only needed to guarantee your booking

Join Hotels.com® Rewards
(optonal)

Create password
610 20 letters, with at least 1 number

v Collect 10 stamps, get 1 reward" night

v Unlock Secret Prices
v Book hotels faster

property armourpnce Guarantee.

DoubleTree by Hilton Hotel London -
Chelsea

Imperial Road Imperial Whar, London, SW6 2GA,
United Kingdom

m Very good

{H Hotels.com 465 guest reviews

R City Hotol Ratad top 5 n London

Checkin Friday, September 11, 2020
(3:00 PM)

Check-out Sunday, September 13, 2020
oon)

2 nights, 1 room

Room, 1 Double Bed

Free cancellation

Average nightly rate £78.57
> 2 nights £149.66
Taxes £7.48

Includes special offer

Total price £157.14

for 1 room, 2 guests, 2 nights.
including taxes

Payment schedule
Due now £0.00
Due at property £157.14

A This price may increase if you book later.

Sorry, but you cannot redeem coupons or
Hotels.com® Rewards nights for tis booking

Have a Hotels.com gift card?

Unfortunately, you can't use your gift card if you're
paying at the hotel.

Why sign up for (3 Hotels.com® Rewards?

v Enjoy reward" nights - its simple, collect 10
stamps, get 1 reward night

v Save money - you'll get access to Secret

<

Flexibility - collect stamps or redeem reward
nights on eligible properties. anytime,
anywhere

<

Save time - we'll remember your preferences
to speed up your bookings

@ The booking page seems simple to complete.

@ Summary of the booking on the right hand side.

You can log in at this stage, which | assume makes
completing the form easier.

An asterisks to show what is mandatory to complete

@ as the field are completed a icon appears to

confirm it is correct/complete.

Room details with links for special requests.

@ Interestingly as you complete the form your name

automatically copies to Step 3.

@ a bit of a aggressive/bold note.

Simple payment form with prompts to say the card
will not be charged. They are clear in their own

boxes.

. Good

Expected ® Frustrating

Common feature
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1f you don't book now, this brilliant doal could be gono

q > 2 nights £149.66
Taxes £7.48

B Step 3: Reservation card details We need your detals to guarantse your booking

Includes special offer

Hurry, that's the cheapest room we have at DoubleTree by Hiton Hotel London - Chelseal Book it now. Total price £157.14

@ We never charge any credit card fees
* required ieids
First name*

e —

Last name*

Cr—"

Card number*

]

Expiry date”
1

Security code*

@

Your card won't be charged - it's only needed to guarantee your booking

Join Hotels.com® Rewards
(optional)

Create password
610 20 letters, with at least 1 number

Cancellation policy
Room, 1 Double Bed
> Free cancellation until 10/09/2020

Terms of Booking

for 1 room, 2 guests, 2 nights.
including taxes

Payment schedule
This guarantees your booking, you don't pay now.

Due now £0.00
The hotel accepts the following payment methods Due at property £157.14
Visa
A2 This price may increase if you book later.
You can count on us
v We use secure transmission Sorry, but you cannot redeem coupons or

Hotels. com® Rewards nights for tis booking
V' We protect your personal information

Have a Hotels.com gift card?

Unfortunately, you can't use your gift card if you're
paying at the hotel.

Why sign up for (3 Hotels.com® Rewards?

V' Enjoy reward" nights - s simple, collect 10
stamps, get 1 reward" nig

v Save money - you'll got aceess to Secret
Prices

v Flexibility - collect stamps or redeem reward
nights on eligible properties. anytime,
anywhere

V' Save time - we'll remember your preferences
to speed up your bookings

v Collect 10 stamps, get 1 reward* night

v Unlock Secret Prices

v Book hotels faster

By clicking "Confirm this 2-night purchase”, you agree you have read and accept our Terms and Conditions @ , Privacy

Policy® and Govemment Travel Advice ©

We will never sell your personal information and we use s
information.

Read our Privacy Statement @ for more information.
Top countries & regions v
User terms & Privacy v
Website feedback
Modern Slavery Act statement

expodia group

* The value of 1 reward nightis the average price of the

Check-in Friday, September 11, 2020 (3:00 PM)
Check-out Sunday, September 13, 2020 (noon) a ange
[ 2 nights, 1 room

@ Cancel for free if plans change

) Price Guarantee [P L m—

Nearly there! This is the final step.

Please fill in all the fields
Card number
[

Expiry year
Security code

@ You'll pay nothing today

ecure ransmission to protect your personal

10 stamps you collect. Excludes taxes and foes. A £4.00 redemption foe is

Hotels.com Rewards box to collect points, with
a benefits highlight box next to it. The graphic
example is great at showing how it works.

Cancellation policy is there but not fully shown, its
down to the guest to click and view. It makes the
page look less clutterd and is not daunting.

Terms of booking with a short summary and a big
button to proceed.

As | hover over the buttons it knows | have an
incomplete for. This prompt is great as it shows
what has been missed.

Overall, a really simple booking page, the site is
not clutterd, and doesn't look cheap either. Easy
to navigate, some pages feel long, but | think that
due to all the options available and is typical of a
hospitality page.

® Good Expected ® Frustrating Common feature



