Change Booking



What didn’t work?
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What didn’t work?

Choose your preferred option. Costs include service fees

Option 1: ©® 800 Avios (refund) + £70.44 (topay)
No one clicked on the refund links
Option o Eead o) within breakdown either no matter
how many occurrences of the link.
Total cost of change 800 Avios (refund) + £70.44 (to pay)

for all passengers
Hide cost of change calculation -

1 Adult, 1 Child

Avios (refund) 600 200 (refund) 800
Fare per person £0.00 £0.00 £0.00
Service fee per person £35.00 £35.00 (to pay) £70.00
Taxes, fees and carrier charges £0.22 £0.22 (to pay) £0.44

Total cost of change 800 Avios (refund) + £70.44 (to pay)



What didn’t work?

How much do | have to pay?

Choose your preferred option. Costs include service fees

Option 1:

Option 2:

800 Avios (refund) + £70.44 (to pay)

Why am | getting a refund?

£55.44 (to pay)

The link was clicked but it failed to
explain why the refund. Hence even
with this link around people said
that there is no other clickable
aspect on the page to indicate they
will get more info.

My initial design idea of showing the
yellow box underneath by default is
based on this. You don’t expect to
get a yellow box appearing once
you’ve clicked a radio that is not
normal behaviour hence no one
clicked on the radio even though it
showed a yellow box with
breakdown link that could have
given more info.



What did work?

How much do | have to pay?

Choose your preferred option. Costs include service fees
Option 1: © 800 Avios (refund) + £70.44 (to pay)

Option 2: ©  £55.44 (to pay)

Show cost breakdown +

Show cost breakdown +

Obvious clickable links and the fact
that people we’re able to compare
both if they had wanted.



What did work?

How much do | have to pay?

Choose your preferred option. Costs include service fees

Option 1: © 800 Avios (refund) + £70.44 (to pay) Hide cost breakdown -
1 Adult, 1 Child
Avios refund  why am | getting a refund? 600 200 (refund) 800
Fare per person £0.00 £0.00 £0.00
Service fee per person £35.00 £35.00 (to pay) £70.00
Taxes, fees and carrier charges £0.22 £0.22 (to pay) £0.44
Total cost of change 800 Avios (refund) + £70.44 (to pay)

Option 2: ©  £5544 (to pay) Show cost breakdown +

Obvious clickable links. Users clicked
both fairly immediately.

Both were promptly answering the
guestions in their minds.

Unfortunately we couldn’t test old
price and new price difference else
that could have resolved everything.

The table was straight forward to
look at.



Redemption Calculator



What didn’t work?

BRITISH AIRWAYS
Off-peak day prices view off-peak dates Peak day prices view peak dates
4000 Avios + £75.50 6000 Avios + £80.50
or or
4000 Avios + £50.00 Reward Flight Saver fee 6000 Avios + £55 .00 Reward Flight Saver fee
2500 Avios + £115.50 4500 Avios + £120.50
or or
2500 Avios + £90.00 Reward Flight Saver fee 4500 Avios + £95.00 Reward Flight Saver fee

Show more prices +

Users couldn’t understand “Reward
flight saver” and adding the word
“fee” didn’t help in explaining much.
Hence they didn’t click on the links
to learn more about them.

Some thought these were special
flights giving special rates. Brand
needs to change as well.



What didn’t work?

—

BRITISH AIRWAYS
Off-peak day prices view ofi-peak dates Peak day prices view peak dates
4000 Avios + £0.00 6000 Avios + £5.00
+ E£75.50 taxes, fees and carrier charges + E£75.50 taxes, fees and carrier charges
or £50.00 Reward Flight Saver fee or £50.00 Reward Flight Saver fee
2500 Avios + £40.00 4500 Avios + £45.00
+ £75.50 taxes, fees and carrier charges + £75.50 taxes, fees and carrier charges
or £50.00 Reward Flight Saver fee or £50.00 Reward Flight Saver fee

Show more prices +

Check availability on this route

Some users thought this could
explain that RFS has something to do
with taxes as both are juxtaposed to
provide that indication.

But found the other design to be
clearer in overall proposition.
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