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What is the Problem

1.
2.
3.
4.

Not competitive enough rates + No Cashback options

It’s a Web View App , not Native (thus laggy)

Renders slowly even on 3G / 4G networks

Doesn’t support adding Boarding Pass locally in the Wallet

James Pearn
1
i * January 5, 2019 4

Absolute rubbish. | just received the error message "'something about your browser made us
think you were a bot". But | wasn't using a browser, | was using the app. It seems LH's own

server cant even recognise its own app. Plus, the whole app is generally painfully slow.

“  Jared Mar
| 1
¢ December 16, 2018 16

The app is effectively a wrapper around their website and is unbearably slow. Navigating is a

LUfthansa pain and it doesn't support loading board passes to Google Pay. And for some reason, it dis-
A Case Study

played my first and third flights, but my second flight was nowhere to be seen...
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Piotr Szmigiel
1]
* X November 25, 2018 4

The app has horrible UX, searching for flighrs takes ages, and every single operation takes

10s to load. selecting seats for intercontinental flight is 5 min at least.

~ AKASH A
| 105
¢ December 26, 2018 4

Worst app. No proper User experience. No feature to download boarding pass via mobile
app. Cannot understand why this app is made. Please redesign your app and add useful

features

And many more
found on the Google Play Store

Loic Derrien
1
* % November 27, 2018 3

Shockingly bad for such a major airline. Keeps bugging and takes ages to load different sec-
tions. UX is very bad. | like to company though and | used to take it very often for in-

ternational flights. Please revamp this app from top to bottom

reviews can be

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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The Objectives o

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 Ul 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

Lufthansa
A Case Study
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by Emmanuel Francis

This wont be too long, | Promise !




) Lufthansa
Questions asked A Case Study

E - E 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 ?

Frequent Mode of Transport ? (Domestic / International)
https://goo.gl/vznY2G

Do vou prefer cheap even during an emergency ?
Flight Bookings oER ’ 7 I

' ?
SURVEY How often do you travel in a year

What do you hate most about Flight Bookings ?

© © N o U

Have you ever done Web Check-ins ?
10. Do you Print your Boarding Pass or Show your E-Ticket ?

d
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What do you prefer to book a flight ?

8 out of 8 people answered this question

i SkyScanner, EasyMyTrip , MakeMyTrip , Yatra etc. Website

2 ESIASEERLETM=ERYIANDD , MakeMyTrip , Yatra etc. App

3 EAIRERAeJol GoAir , Spicelet, Jet Airways)

4 Airline Website

5  QOther

5/63%

2| 25%

1/13%

0/0%

0/0%

Would you download the Airline App over an aggregator like MakeMyTrip, PayTM

Flights etc. ?

8 out of 8 people answered this question
1
2

Which is your frequent travel mode ?

8 out of 8 people answered this question

1 Domestic

2 International

5/63%

3/38%

0/0%

Responses
from users

Time

03:35 PM

01:09 PM

09:17 AM

08:42 AM

07:56 AM

07:50 AM

07:26 AM

07:10 AM

Name

Selma Davis

Kiran

Charmi Porwal

Supraja

Iris Anna Peter

Collins

Zeus

Nikha joseph



Your parameters when booking a flight ?

8 out of 8 people answered this question

1

Cheapest

No Convenience Fee

Show less

Non-Stop

6/ 7T5%

5/63%

4/ 50%

3/ 38%

3/ 38%

21 25%

1/13%



Lufthansa

User GrOU pS A Case Study

Vacationers Emergency Trippers

Frequent Flyers
(Business)
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Open App
iOS / Android

Select Trip Type
One Way / Round Trip / Flexible

Select Route
ex. BOM - COK

No. of Passengers
Add atleast 1 passenger

Select Class
Economy / Business

10

Non-Stop / With Stops

With or without stopovers

Reservation (optional)
Student / Armed Service / Public Servant

Book Flight
Tap Button

Make Payment
Via Card / Net Banking / Wallet

Print / Save Boarding Pass
to show at Airport Entrance




& ‘ User Journey The Vacationer

Check Status of Flight / PNR Status

iyI er Miles

Redeem Frequent

Agent

Aggregator App | Website Plan a Holiday

BOOK FLIGHT

uses

to

Get App | Web Specific Discounts

Official Airline App

Early Bird Deals

PGDM in /X Desl
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& ‘ User Journey The Businessman

Search Flights

Airline Aggregator Website | App Check PNR Status of Flight

visits <> Redeem Frequent Flyer Miles

directly

has a Secretary

BOOK FLIGHT

Businessman

Airline Website App find Early Bird Deals

goes to an Agent ),

Reserve Meals

S 4
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& ‘ User Journey Emergency Traveller

Check Status of Flight / PNR Status

Redeem Frequent Flyer Miles
{ PORRTHERT
fo

Get App | Web Specific Discounts

Agent

Aggregator App / Website

Official Airline App

PGDM in /X Desl
G in UX Design : ' -
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“l usually travel Domestic , but always used specific
airline websites instead of an app” - Nikha George

#TheVacationer

MY INTERESTS MY PERSONALITY

O Photography O Music

O Travelling O Learning a new skill
every month

O Family
O Reading
Nikha George
GOALS & NEEDS FRUSTRATIONS
- Easy to use interface - Fear of losing printed boarding pass
- Cheap rates on direct flights - Confusion at navigating the airport
DEMOGRAPHICS - Guaranteed Cashbacks - High Cost of Tickets for Window Seats during Web-Checkins
- Using Phone instead of Printed Boarding Pass - Removing stuff or paying extra if overweight luggage
Age 21
Location Kerala
TECHNOLOGY EXPOSURE INFLUENCERS

Education MBA
Job N/A
Family Mom, Bro, Dad

g

My Family Fear of Missing Out Good Job




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

#Businessman

MY INTERESTS MY PERSONALITY

QO Fixing Electronics () Buying the best in Tech
O Experiments O Driving Long Distances

O DIYs
O Cycling

Francis KM

GOALS & NEEDS FRUSTRATIONS
Businessman
- More benefits for Frequent Flyers - Luggage Restrictions
- 2 Step Payment - Carrying Boarding Pass everywhere without losing it
DEMOGRAPHICS - GST Details of Flight Booking - Navigating through an unvisited airport

- Offline Boarding Pass on App

Age 53

Location Vashi

TECHNOLOGY EXPOSURE INFLUENCERS

Education BE-EXTC

Job CEO, VesperT.
Family 2 Sons + Wife

g

Lifestyle ]| Job Satisfaction




“During an emergency , money isn’t a factor E m T I I
A - when | book my flight tickets” - Benzin Paul # e rgency rave er
== Z=====: MY INTERESTS MY PERSONALITY
1 ) Siz== ——
A o QO Driving QO Playing with my Daughter
O Trekking O Carsand Mods
O Outdoor Sports
QO Biking
Benzin Paul

— GOALS & NEEDS FRUSTRATIONS

e
- Easy to Use Ul - Unavailability of Flights
- The closest available flight - Application of Leave at Office

DEMOGRAPHICS - Direct Flights over Stopover Flight - No Updates on the flight status appears on the app at all .

- RoundTrip Flights with PNR Tracking
Age 42

Location UAE
Education MBA TECHNOLOGY EXPOSURE INFLUENCERS

Job Op. Manager

Family Wife, Mom, Bro My Daughter Family comes first

e
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| use specific airline websites to search for flights compared | Should get the flight on the date | need
to aggregators who add their own margin and charge a

convenience fee Airline shouldn’t have bad reviews
Booking tickets for the family can be expensive , but we Luggage shouldn’t get lost
always look for cashback offers or discounts whenever
possible . Pricing of the ticket
Neena Anthony
| use the website over an app , since | can compare rates, It’s convenient to use a website compared to the app,
cost ,time schedule on a wider real estate since | dont have to download all the time
| look for Direct Flights only and make sure there is | feel it should be damn easy . | should be able to reach the
Insurance on my booking. checkout in fewer clicks

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



| use PayTM on a frequent basis . So PayTM Flight booking When | book | think of the days I'd be travelling and book
are convenient since it’s an all in one app which has my In advance for cheaper rates

bank details linked to it .
| think of things like overweight luggage , because relatives

| Love the ease of use and simply the way how the Payment | end up asking me to get things for them . Overweight
Gateway is so easy luggage charges can be a hassle .

Nikha George

MBA Student

| look for cheap rates of flights across the app | feel the least amount of stress when | book through an
aggregator like PayTM flights .

| make sure to look for direct flights instead of ones with
stopovers | 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 .
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Category

Lufthansa
Benchmarking

A Case Study

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 !

JET AIRWAYS £ 451’55’5;, IndiGo QATAR
Jgi

AIRWAYS d_ya4ll
)
Zospicglet L )

ra.fle.piey. \ nigtara BEmirates



Category

Benchmarking

SPICEJET
www.spicejet.com

Spicedet 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.

=< Spicefet

Travel In Style

Make your travel spicier with Add-Ons

<{ Add-ons (Optional)

Mumbai-Delhi Delhi-Mumbai
01F 201¢ 05 Feb 2018

Spicemax —
Best economy class experience

. Choose your Seat

Pre-select your preferred seat

Hot Meals

Get 10% off on Pre-Booking meals

& Excess Baggage

Get your baggage delivered on priority

& Spice Assurance

Compensates you for baggage loss & delays

=< Spicefet

High comfort. Low Cost

Experience best-in-class comfort and fares

Mumbai < Delhi
01 Feb - 05 Feb 1 Adult(s), 1 Infant(s)

<

= < Manage My Booking

My Trips Search PNR

Mr Raghav Nath PNR: VIUMKB

Bom @ DEL

16 Feb - 28 Feb 2018 Depart Time: 09:30 AM
O,

oz Spicefet

o’
Past Bookings

Go Places

Search and book flights for your next trip

Mr Abhishek Sharma +2 PNR: SDFG65

BLR @ MAA

21 Nov 2017 Depart Time: 08:25 PM

= sSpicefet

Round Trip
Mr Abhishek Sharma PNR: FGHHG8

From To
- Spicefet BOM e DEL
Mumbai Delhi

High comfort. Low Cost

Experience best-in-class comfort and fares

Depart On Return On
Mumbai S Delhi Thu, 01 Feb 2018 Mon, 05 Feb 2018

01 Feb - 05 Feb 1 Adult(s), 1 Infant(s)

Choose Onward Flight

Travellers

1 Adult(s), 1 Infant(s)

@ 1 Adult(s)

0 Children(s)

@ 1 Infant(s)

©

Price T Departure Time Duration

06:00

2h 10m

HE seie0 34,686

Direct

v

07:20 09:25 SG152 ?5,604

2h 10m Via JAI, AMD

18:45

2h 10m

20:55 SG154 ?6,465

Via AMD

®®®

21:35 >

2h 30m

00:05 pro 37,234

Direct

Ce

ooz Spicefet

o’

Travel In Style



Category m Splcq/et
Benchmarking Red. fot. Spicy.

PROS and Cons

0 Clean, simple and neat Ul
0 SpiceMax for high priority and privileged services
G Bookings done via ixigo gives guaranteed cashback

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

Q Windows seats are all Paid Seats on Web Check-In

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

d



Book Flights

Category Now pay only for what select Seats
Benchmarking you need with Fare Choices

Select Guest
Guest Details Mr. Anand Kumar
Seat Number 02A
. AL L w 8 U &
Jet Airways Book Flights e I T
www.jetairways.com — NRATZS " o - -
= Economy Premiére Paid Seat NonReclining  Emergency Eﬂc:::lr*v
- INR4,878 INR 24,300 nergency Exit
Jet Airways is a major Indian international 9228
airline based in Mumbai. In October 2017, it 23;50 A D G K
was the second-largest airline in India after 9W 339 | Jet Airways Flight Details = B B
IndiGo with a 17.8% passenger market share. W EE"EYER.

Premiére

HNR24:313

Saver INR 24.150 ®

Classic iy TS Enjoy the perfect onboard
dining experience

INK386/45
INR 38,512

.
o
X

Complimentary meal

Change Fee
Cancellation Fee
JPMiles Earned

Free Baggage Allowance

2 odiuas29

= Book Flights

Upgrade Eligibility
Priority Check-in

o0 dHE

SELECT YOUR MEAL

Lounge Access

Trip Summary NR 38,512 @




Category JET AIRWAYS (&

Benchmarking

PROS and Cons

G} Clean Ul with enough tappable area for the user to navigate easily
G} JetKonnect provides Price Ranges ( Economy Lite/Deal/Saver/Classic/Flex)
G} Updates on Flight Status sent via SMS if NO internet Available

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

@ Excessive use of rust reds on small text

@ Color palette not entirely reflecting the brand

d




Feature Lufthansa
Benchmarking A Case Study

PayTM Flights
Add Boarding Pass to Wallet App (iOS)

IXigo
Flight Rate Predictions

MakeMyTrip / EaseMyTrip / SkyScanner etc.
Multiple Cashback Offers

Mumbai Metro

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

Singapore Airlines
Use Offline Airport Maps and navigate using AR

! Jio LTE 12:20 AM 13% 0 )

SAVE WITH paytm
FARE PREDICTIONS Flights '

KOCHI MUMBAI

® Know when to book with 90% accuracy CO K ) BO M

® Save upto 40% on flight bookings
DEPART ARRIVE JET AIRWAYS PNR

05:45 07:45 9W-2406 XYEMEY

TRAVELLERS
Zeus Kolengaden, Emmanuel Francis Kolengaden

Fare likely to fall by at
least ¥820 in next 4 days

el [
B— I||| m%ﬁ%ll |||
’ .f,." = 1 1



Lufthansa
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o THE BEST UX SO FAR

PayTm
Flights

maketrip @ Easfeﬁripm Ecleartrip

Appealing Ul Predictive Rates Good Rates One of the oldest,

With AddOn Yet good !
Services




o Jio LTE

e
~Oc

Flights Bus

BOM

Mumbai

Departure Date
O January
Monday

Travellers

1 Adult

12:20 AM 4 44% @ )
travel
@ - -
&0 ¥€$ —— -
Trains Forex Flycard

ROUNDTRIP

= COK

Kochi

Return Date
O January
Wednesday
Class

Economy

Show Non-stop Flights Only

Search Flights

O —
O_
O w—

My Bookings

%) Q

Preferences Offers Help

w' Jio LTE 9:50 PM 15% ()
o * L]
- Mumbai 2 Kochi %
25 - 27 Jan | 1 Adult
£ Jet Airways | . GoAir # IndiGo # Spiced Ty
?8145 : 9716 : 9851 : 1176 sort
BOM-COK <« Fri,25Jan > COK-BOM <« Sun, 27 Jan >
Cheapest T Cheapest T
Jet Airways Jet Airways

9W 2436 ?4,680 9W 2406
02:25 "°" 04:25

:3,465
05:45 *"°" 07:45

Jet Airways Jet Airways

9W 2403 ?6, 51 8 9W 2825
14:15 "°°" 16:05

16,458
16:40 " '°" 18:50

Jet Airways Jet Airways

OW 2407 ?6, 51 8 OW 2404
10:30 " 12:35

16,458
13:50 """ 16:05

8,145

Total for 1 traveller...

o Jio LTE 12:02 AM

— Booking ID - 6988844472

© © ©

Payment
Recieved

49% @ )

Ticket sent on
Email/SMS

Booking
success

Booking Confirmed

Ticket emailed to efk.apple@gmail.com and SMS
sent to 9082773371. Have a safe trip!

S, = ©, O

Download Ticket Add to Wallet Cancel Modify

SpicelJet SG 163

Mon, 07 Jan

16:05

Terminal 1, Mumbai,
Chhatrapati Shivaji
Airport

Mon, 07 Jan

17:55

Terminal 1, Kochi,
Cochin Airport

Non-Stop

PNR: EBMENT

Passengers



BOM . =)

_Mumbaj

e e G-

E SpicelJet SG 163

Mon, 07 Jan
Th 50m

16:05

Terminal 1, Mumbai,
Chhatrapati Shivaji
Airport

J

—/

Download Ticket

PGDM in

COK

Mon, 07 Jan

17:55

Terminal 1, Kochi,
Cochin Airport

=

Add to Wallet

E SpicelJet SG 164

Wed, 09 Jan

12:10

Terminal 2, Kochi,
Cochin Airport

Cancel

2h 10m

Non-Stop

BOM

Mumbai

Wed, 09 Jan

14:20

Terminal 1, Mumbai,
Chhatrapati Shivaji
Airport

(D

Modify

ul Jio LTE 12:27 AM

- paytm Q

PAYTM WALLET

Paytm Wallet Balance

R 750.00

Add Money to Paytm Wallet >
Send Wallet Balance to Bank >
Request Statement >

Today, 06 Jan 2019 =% Filter

_ ¢ Cashback Received +3377.00
*) from Paytm

12:02 AM Closing Balance: 2 750.00

_ ¢ Cashback Received +3373.00
¥) from Paytm

12:02 AM Closing Balance: 2 373.00




o' Jio LTE 12:20 AM 13%( ) wll Jio LTE 12:22 AM 44% @ )

Done

TO MUMBAI
'F’Ialgg'trs' Sun, 27 Jan 2019
Flight ticket

KOCHI MUMBAI

COK » BOM

DEPART ARRIVE JET AIRWAYS PNR

05:45 07:45 9W-2406 XYEMEY

—

Share Pass

TRAVELLERS
Zeus Kolengaden, Emmanuel Francis Kolengaden

Travellers

Emmanuel Francis Kolengaden

Wallet

(1I0S Only)

Contact us at

paytm.com/care

| esnl|




Cial, o S

@
Crisrnjof G
ek 1
PASSENGER NAME DATE CONF # PASSENGER NAME
KOLENGADEN/EMMANUELF 07JAN19 EBMENT KOLENGADEN{EMMAN‘JELF =
FROM DEPART ARRIVE DATE O7JANIS .4 I I le
MUMBAT | 1550 1740 FLIGHTH FROW/TO
TO SSR SEQ NUMBER SG '\63 20N | COK B L]
o cow oarding Pass
KOCHI 28%
FLIGHT# BOARDING TIME GATE EBNMENT T ittt et e

SEAT NUMBER

28 E S 1 520 28 SEQ NUNBER 68

&"‘;g

The SEAT NO. and GATE NO. being
the only added data

G 163
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T i N BT

Paytm

Accepted Here

at

=5

VENDIMANT

#'s snacking Hme

Pay using Paytm in
3 Easy Steps!

€ Open the Paytm App &

& - ’ = 7 . ( e .«
Scan Paytm QR Code 1 )\ 2' | 3 | Fn
© Enter Amount & tap on Pay

{ () 2 T (e 3
i Select product after machine's A | ai
j‘,j display shows amount credited | 8 p, 5 ), 6 /
I~ \ _ .
.‘- P - - = ’ r N

In case you do not receive the product, amount will be
refunded in Paytm Wallet within 2 hours

For any assistance, contact Vendiman Customer Care at

e -

Contact us on Phone, Whats App & E-Mail

- Phorie No : +91 8655100730 (itamto 6pm, Mon. to Sat)
® Whats App us on : +91 086391 0(?730
«=aryice@vendi™ T

) ==




Visual Lufthansa
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19:41

FROM 10 A

SFO LAX

December 2017 < >

12:50 A380 21:30

fomorrow 23 may 2017

4 o ‘I” 7 8 9 10
1 12 13 14 ° 16 17

18 19 20 21 22 23 24

L AMBUSASS

25 26 27 28 29 30 31

JGHT CHECKIN GATE  BOARDING

SFOw LA Dec6 toDec15 U

qw e r t vy u i o p ois]
Jayson Hobbit 12A

g e |




Visual Lufthansa
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9:41 o

Search Flights : Planned Fight
g 9

NYC

NEW YORK

New York

19:30 4%, 00:10 o Lufthansa

fes ¥ sl HAM ~ AMS

Boarding Pass

20045m 13800
Monday FIs&2 Tuosday
January 28 B757-300 January 29

T HO4 B 99%

Bar Codeo

(IR . N .
s oy Bl Fwcen Rafael Polutta 07 Dec 2015 10:00 AM

NIVD 10 PHONo pHoto Do

FLIGHT GATE

1110 A4

SEAT BOARDING

12A 09:30 AM



Visual Lufthansa
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9'41 ol.' “? -

—

Confirm Payment

Bookings
kyte Q S A

All Flight Bus Train Mo

7
EVENTS BANKING OFFERS e ) JFK . CDG
®
Bookin ID : RJI023NP

Jet Airways 9W-697 1Mar, 2018 13:00FN
Harsh Vijay, Bangalore International Airport, 14 Mar, 2018 12:00%,
Status : On Time Tue, 23 May | 07:34 pm Tue 30 May, 07:34 pm
Mumbai International , Terminal 2
@ Air Asia 58-134 Non Stop | 12h 30m 1 Adult First Class

69 unread messages : $3478 = pay
Bookin ID : RJIO23NP

9 Swiggy 12.46 PM
Your Swiggy order #778472 was ... BOM .)_ JPR
Harsh Vijay, Mumbai International Airport,
n SBI Saving Bank 3 hours ago Mon 23 Feb, 08:15 am
Your account was credited with..
e ————————————
Jet Airways 9W-697 1Stop | 6h15m

e I ﬁan{A" Vartarda



The Takeaways

OO0 0OO O

Add Boarding Pass to Wallet App (i0OS) 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

LIVE Flight Tracking

Voice Ul

©O 00 O

Lufthansa
A Case Study

SMS / Email Alerts when flight gets delayed

Minimal Ul

Predictive Flight Rates

Integration with 3rd Party Payment Gateways




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