
by Emmanuel Francis

A Case Study

PGDM in UX Design



#01PGDM in UX Design

A Case Study



What is the Problem  

1. Not competitive enough rates + No Cashback options 
2. It’s a Web View App , not Native (thus laggy) 
3. Renders slowly even on 3G / 4G networks 
4. Doesn’t support adding Boarding Pass locally in the Wallet

#01
A Case Study



And many more         reviews can be 

found on the Google Play Store

A Case Study

And horror continues from one of the most valued airlines when it comes 

to international travel . The problem arises when basic functionality (Login , Check 
Flight Status , Web Check-In etc.) within the app is thwarted.
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1.  A single platform to engage users before and after their flight 

2.  Easy to use interface  

3.  Special Discounts for app users 

4.  Web Check-in with added benefits (first come - first serve window seats) 

5.  Provide Intuitive UI to select seats , dates and Boarding Pass 

6.  Open Boarding Pass Automatically when the user reaches the Airport 

7.  Navigate within the Airport using AR Airport Offline Maps

The Objectives PGDM in UX Design

A Case Study
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Flight Bookings
SURVEY

https://goo.gl/vznY2G

A Case StudyQuestions asked

1. What is your Name ? 

2. How old are you ? 

3. What are the parameters you choose for booking ? 

4. Would you choose the Airline App or an Aggregator App ? 

5. Frequent Mode of Transport ? (Domestic / International) 

6. Do you prefer cheap even during an emergency ? 

7. How often do you travel in a year ? 

8. What do you hate most about Flight Bookings ? 

9. Have you ever done Web Check-ins ? 

10. Do you Print your Boarding Pass or Show your E-Ticket ? 
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Responses  
from users
Time Name
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Target Audience

Frequent Flyers  
(Business)

Emergency TrippersVacationers

User Groups A Case Study
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A Case StudySteps to Book a Flight

by Emmanuel Francis

Open App
iOS / Android1

No. of Passengers
Add atleast 1 passenger4

Select Class
Economy / Business5

Select Trip Type
One Way / Round Trip / Flexible2

Select Route
ex. BOM - COK3

Reservation (optional)
Student / Armed Service / Public Servant7

Book Flight
Tap Button8

Make Payment
Via Card / Net Banking / Wallet 9

Print / Save Boarding Pass
to show at Airport Entrance10

Non-Stop / With Stops
With or without stopovers6
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The Vacationer
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The Businessman
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Emergency Traveller
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MY PERSONALITY

“I usually travel Domestic , but always used speci!c
airline websites instead of an app” - Nikha George

FRUSTRATIONSGOALS & NEEDS

MY INTERESTS

DEMOGRAPHICS

Location
Education

Job
Family

Age 21

- Fear of losing printed boarding pass 
- Confusion at navigating the airpo!
- High Cost of Tickets for Window Seats during Web-Checkins
- Removing stu" or paying extra if overweight luggage

- Easy to use inte#ace
- Cheap rates on direct $ights
- Guaranteed Cashbacks
- Using Phone instead of Printed Boarding Pass

MBA 
Kerala

N/A

Mom , Bro , Dad #02 Devices

Music

Learning a new skill
every month

Photography

Travelling

Reading

Family

Fun
Dilligent

Intelligent
Content SoulReligious

Family Person

Loyal

#TheVacationer

TECHNOLOGY EXPOSURE INFLUENCERS

My Family Fear of Missing Out Good Job

Great Pay Experience

Funny



MY PERSONALITY

“ Frequent Flyer Miles helps me save a lot on 
family vacations abroad ” - KM Francis

FRUSTRATIONSGOALS & NEEDS

MY INTERESTS

DEMOGRAPHICS

Location
Education

Job
Family

Age 53

- Luggage Restrictions
- Carrying Boarding Pass everywhere without losing it 
- Navigating through an unvisited airpo!  

-  More bene"ts for Frequent Flyers
-  2 Step Payment 
-  GST Details of Flight Booking
-  O#ine Boarding Pass on App

BE-EXTC 
Vashi

CEO , Vesper T.

2 Sons + Wife #02 Devices

Buying the best in Tech

Driving Long Distances

Fixing Electronics

Experiments

Cycling

DIYs

Fun
Self Learned

Serious
Family GuyReligious

Family Person

Focussed

Intelligent

#Businessman

TECHNOLOGY EXPOSURE INFLUENCERS

Instant Returns Lifestyle Job Satisfaction

Great Pay Experience

Technical



MY PERSONALITY

“During an emergency , money isn’t a factor
when I book my !ight tickets” - Benzin Paul

FRUSTRATIONSGOALS & NEEDS

MY INTERESTS

DEMOGRAPHICS

Location
Education

Job
Family

Age 42

- Unavailability of Flights
- Application of Leave at O!ce
- No Updates on the "ight status appears on the app at all .

- Easy to Use UI  
- The closest available "ight
- Direct Flights over Stopover Flight
- RoundTrip Flights with PNR Tracking

MBA
UAE

Op. Manager

Wife, Mom, Bro #03 Devices

Playing with my Daughter

Cars and Mods

Driving

Trekking

Biking

Outdoor Spo#s

Fun

Family Person

Extrove"
Content SoulReligious

Kind to Everyone

Openminded

Happy
Humble

#EmergencyTraveller

TECHNOLOGY EXPOSURE INFLUENCERS

My Daughter Long Drives Family comes #rst

Money Experience

RoadTripper
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I use specific airline websites to search for flights compared
to aggregators who add their own margin and charge a 
convenience fee

Booking tickets for the family can be expensive , but we 
always look for cashback offers or discounts whenever 
possible .

Should get the flight on the date I need

Airline shouldn’t have bad reviews

Luggage shouldn’t get lost 

Pricing of the ticket

I use the website over an app , since I can compare rates, 
cost ,time schedule on a wider real estate 

I look for Direct Flights only and make sure there is 
Insurance on my booking.

It’s convenient to use a website compared to the app , 
since I dont have to download all the time

I feel it should be damn easy . I should be able to reach the 
checkout in fewer clicks 

I’m an iPhone user and used to having content 
displayed easily on my device , hence I 
feel flight bookings should be the same.

STD 10 Teacher

Neena Anthony



I use PayTM on a frequent basis . So PayTM Flight booking 
are convenient since it’s an all in one app which has my
bank details linked to it .

I Love the ease of use and simply the way how the Payment 
Gateway is so easy

When I book I think of the days I’d be travelling and book 
in advance for cheaper rates

I think of things like overweight luggage , because relatives
end up asking me to get things for them . Overweight 
luggage charges can be a hassle .

I look for cheap rates of flights across the app

I make sure to look for direct flights instead of ones with 
stopovers

I feel the least amount of stress when I book through an 
aggregator like PayTM flights .

I have used an Airline App twice , but found better rates 
elsewhere , so didnt find the need to download it again. 

An aggregator app or website , does the 
job for me .

MBA Student

Nikha George
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A Case StudyBenchmarking
Category

A. There are several airlines that are competitors to Lufthansa in the same category i.e 

International Flights viz. the ones listed below. 

B. But when Domestic Airline services provide a way better UX , it questions the quality of 

service of a renowned Airline like Lufthansa !
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1. www.spicejet.com
SPICEJET

Benchmarking
Category

SpiceJet is a low-cost airline 
headquartered in Gurgaon, India. It is 
the fourth largest airline in the country 
by number of domestic passengers 
carried, with a market share of 13.3% 
as of October 2017.
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  Clean , simple and neat UI

  SpiceMax for high priority and privileged services

  Bookings done via ixigo gives guaranteed cashback

  Windows seats are all Paid Seats on Web Check-In

  Perform Web Check-in and “Add Services” after booking too 

#08

Benchmarking
Category

PROS and Cons

  Doesn’t work Offline , thus Boarding Pass Unavailable when no Net



2. www.jetairways.com
Jet Airways

Benchmarking
Category

Jet Airways is a major Indian international 
airline based in Mumbai. In October 2017, it 
was the second-largest airline in India after 
IndiGo with a 17.8% passenger market share.



#08

  Clean UI with enough tappable area for the user to navigate easily 

  JetKonnect provides Price Ranges ( Economy Lite/Deal/Saver/Classic/Flex)

  Updates on Flight Status sent via SMS if NO internet Available

 Usage of small text on crucial data , causing difficulty in reading

PROS and Cons

Excessive use of rust reds on small text

Color palette not entirely reflecting the brand

Benchmarking
Category



Benchmarking
Feature

A Case Study

1. Add Boarding Pass to Wallet App (iOS)
PayTM Flights

2. Flight Rate Predictions
Ixigo

3. Multiple Cashback Offers
MakeMyTrip / EaseMyTrip / SkyScanner etc.

4. RFID Tags to log checkpoints and show what’s the next 
checkpoint in the airport via the Airline App

Mumbai Metro

5. Use Offline Airport Maps and navigate using AR
Singapore Airlines



1

2 3 4 5
Appealing UI 
With AddOn  

Services

Predictive Rates Good Rates One of the oldest , 
Yet good !

THE BEST UX SO FAR
A Case Study
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Wallet
(iOS Only)
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The  
Boarding Pass
The SEAT NO. and GATE NO. being  
the only added data 





A Case StudyBenchmarking
Visual
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A Case Study

Add Boarding Pass to Wallet App (iOS) and show the Pass 
When you reach the Airport (Enable Location Services)

Flight Rate Predictions

Multiple Cashback Offers

RFID Tags/ QR Codes to log checkpoints and show what’s 
the next checkpoint in the airport via the Airline App

Use Offline Airport Maps and navigate using AR

SMS / Email Alerts when flight gets delayed

Minimal UI

Predictive Flight Rates

LIVE Flight Tracking

Voice UI

The Takeaways

Integration with 3rd Party Payment Gateways



If you’ve reached this slide 
you know why people need 
change in the Flight Booking 
experience !

The End 
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The Businessman  The Vacationer Emergency Traveller
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User Personas

PGDM in UX Design

A Case Study

by Emmanuel Francis


