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UNITED 2.0 / Booking Path / United Miles as a Form of Payment / Project Overview

My Role: The Problem: The Ask: Deliverables:

UX, Design, Researcher, Prototyper UNITED needed a way to integrate a | was tasked with leading a team to Sketches, Wireframes, User Research,
new system to pay for travelers flights ~ come up with an easy and accessible Paper Testing, Prototype testing,
Team: using the mileage points they have way to accomplish this. I also needed Visual Designs, Axure and HTML.
already accumulated. It needed to to integrate the new payment system : :
be understandable and easy to use. into the existing booking path across Project Duration:
multiple channels (web, mweb, APP). 5 weeks

1 Account manager
1 Senior Manager
1 User Researcher

$53.00

Economy Plus

Total Price $53.00 or 5,300 miles

Pay with Credit/Debit Card Pay with MileagePIlus® miles
Total: $53.00 Total: 5,300 miles Sl B

i Jane Smith
Mil Ea%\i ey FrequentFiyer i XXXXX123 \/
' Balance 15,356 miles

You can expedite your airport processing time by providing your credit card
information below. If you check your bags with a United Representative you Select the account you want to use:
will be required to provide your payment information again.

Select Card Type

Expire Month (D) Expire Year (D)

For your security, we use standard SSL encryption to protect the transfer M”ea ge Jan_e Frequeniflyer # XXXXX12
uNITEDF] Smith

of payment information. Read our privacy policy. Balance 5,356 miles

H Jane Smith
Mil ea%i rree B FrequantFlyer i XXXXX456
Balance 15,356 miles

£9  International credit cards

@ Use a saved card:

Not Selecied v Mileage Bob FrequentFlyer # XXXXX45 RS y with MileagePlus Miles
or uNITEDF]  Smith Balance 6,356 miles

i Mileage
Terms & conditions E

Use Another Credit Card

Payment options: (Valid for United States forms of payment only.)

st W oscove (O » (S Milea ge Hope FrequentFlyer # XXXXX78
VISA a = - UATP =l= UNITED ] Smith Balance 5,556 miles

Bob Smith
FieduntFlyed B KNXXNASE
Balance 14356 miles

Purchase of this ticket means you agree to al '-""‘-‘-7§Qm o
fare rules associated with this non-refundable ~—,
ticket and the terms and conditions in United's U,

contract of carriage.

Card Type:

| agree - purchase itinerary




UNITED 2.0/ Booking Path / United Miles as a Form of Payment / Research

Credit card information

Credit cards with U.S. billing address only

Initial State:
Mobile Web Experience

Research

Select Card Type o
As we started this project, we began by looking into the flow of booking a flight on Kiosk Experience [ ’
UNITED.com. Our researcher noted that we should focus on the kiosk
Expire Month (D ‘ Expire Year (D

experience first as that is the main point of access for same day travelers, which
accounts for most of UNITED's business.

Methods of Research

IN AIRPORT RECON |

| began by conducting in-airport user research to note how users interacted with the kiosk
experience. We paid close attention to drop off points where customers would abandon the
kiosk to stand in line for an agent as well as the total time it took for someone to get through
the payment screens.

MARKET RESEARCH |

Analyze competitor sites to evaluate dollar / mile conversion

[ c International credit cards ]

Chicago, IL (ORD)

Houston, TX (IAH) 1 of 1 flights

Select the area of the aircraft

a - . a » . r - "
where you would like to sit United First @ Business First™ @ Economy Plus D United Economy® | ] Unavailable & Exitdoor

= Exitrow () Your Seat

A A
10/ 19 20 21 22 23 24 25 2627 28 29 30 31 32 33 34 35 36 37 38 39

[y 01 02 06 07 08 09
k (Ep oD D ED K () () (o) () () ) () ) () () () () () () ) ) 0 I I
PROTOTYPES | v o D D - EEEea s s - H0H0000H
Internal Paper prototypes, external html prototypes to gauge how users react to 1 o) QD | e @B | HE (] OO0000000000[ T
the addition of miles as a form of payment. B ‘ca‘@h-- ap i ¥ E% %%%%%%%%EBB:B:B:B:BB *ol
() () () () (o (o) o) (o) o) () () () () ) ) ) ) )
] (o) (o) (o) (o) (o) () (o) (] O]

Insights -

We found that users were very enthusiastic about the ability to redeem their
already accumulated miles for future ticket purchases. We also learned that

customers wanted to be able to use their accumulated miles for ancillary things
such as in-flight wifi and food.

Solution

Our team took all of the customer feedback and set out to create a user friendly
easy to understand mileage redemption system, and then integrated it into the
current payment system.

M| UNITED FIRST®
Not available for purchase

(M| BUSINESS FIRST®
from $179

(M| ECONOMY PLUS
from $80

[ | uniTED ECONOMY

+ Flat-bed seats with on-demand
entertainment

+ Complimentary wine and a
multi-course meal on most flights.

* Personal device entertainment is
available, go to united.com/pde
for setup

« Wi-Fi is available for purchase

- Spacious flat-bed seats
« Complimentary wine and a
multi-course meal on most flights

+ On-demand entertainment and
an amenity kit

- Up to five extra inches of legroom

« Seating near the frant of the
United Basic cabin

« Complimentary soft drinks, juices,
tea, and fresh coffee.

+ Standard legroom and space

+ Complimentary soft drinks, juices,
tea, and fresh coffee

Original kiosk experience



UNITED 2.0 / Booking Path / United Miles as a Form of Payment / Sketches

Sketches &
ldeation

| spent time sketching out ideas on what would work easily
within our current design system. The challenge was to take T Y AT .
the idea of paying with miles, which has traditionally been a
frustrating process, and make it as user friendly and seamless
as possible.

wiTeD
B o B o Do B e M e B e I
/ A e 7 ;. =
/‘:___J WL /‘ij" ¥
/ ~
//, { [ b
(e

\

//‘ — =

v N\ L% e
m 0 Figr wasT sesr £ .qu\

L @ Piegr LATT  SEAT ¥ 84

—— b it - - -

R 3

LWLk DISPLAY
BT x

O FIST  rsT SeAT & xx
@ FesT  AsT S“T ‘“'

IS SN

| led the Initial sketch & ideation session which consisted of me
and one other manager. We sketched out the kiosk experience e
according to our research managers specifications and then |

proceeded to tweak and adjust the designs as needed.

1

Sketch session to plan out our project




UNITED 2.0/ Booking Path / United Miles as a Form of Payment / Iterations

The many iterations
of MFOP

As we began iterating concepts for the new form of
payment, | wanted to make sure that it would be a familiar
experience to our customers, yet easy to understand.

| had a limitation that one form of payment could not take
priority over another, so | leaned more towards an even dis-
persement of information. This lead to increased usability vs
the multi-page checkout process that the kiosk experience
had prior.

| expanded the mileage section to include all of the
passengers flying on that ticket. This allowed customers to
easily select who they wanted their miles to apply to, further
decreasing checkout time by consolidating this information
onto one screen.

Visual Design

| guided the visual design throughout the process and made
sure that what we implemented conformed to UNITED's
established style.

Daily touchbases were held where | walked our stakeholders

through the design process and explained my decision making.
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Payment Options

Pay with credit card - $53.00

We will charge this amount to your Insert an% rtemove
card. The amount includes taxes. your card to pay
et -

Areceipt will print after payment. \"-.=

|
OR
|

@ Pay with MileagePlus Miles - 5,3000 Miles

No Card swipe neccessary. Continue to
next screen to select an account to debit

Continue to view
miles from. miles balances

Keep original seats View details

‘%'S**'@
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| mocked multiple options to solve for single screen use

Uk b‘/‘ TR "‘9*7

Payment Options

e B e 55

© To pay with credit card, please
insert and remove your card.

Total: $100.00 (usp)

We will charge this amount to your card.
This amount includes taxes.
A receipt will print after payment.

or

@© To pay with miles, please continue
to the next screen.

Total: 5,300 Miles

Choose a payment account to deduct from.
No card swipe neccessary.

Pay with miles

Keep original seats Review purchase details

NS e:l&%.l*"sovve” R TS vU T, %f 'b"‘o*Ue"

.AL@ oa | D'J.. ﬁ;(h»’ g ) faré ofvw.a N, \73 ﬁ% 9’&?:?\?“

@ Pay with MileagePlus Miles
Total: 5,300 Miles

Select a payment account for the miles to debit from:

0 Mileage Jane FrequentFlyer # ACXXXXXXX
UNITEDF]  Smith Balance 5,356 miles
o) Mileage Bob FrequentFlyer # ACXXXXXXX
uUNITEDF]  Smith Balance 6,356 miles
Mileage Hope ACKXXXXXX
UNITEDH]  Smith Balance 3,356 miles
Mileage Hope ACKXHXXXXX
uNITEDF]  Smith Balance 3,356 miles v

Continue >

R R R
W

© Pay with credit card
Total: $53.00

|nsert and remove Select a payment account for the miles to debit from:
your card to pay o) Mileage Jane  FrequentFlver # ACXXOO00M
vsal ) o== DEEETTSWY 00 7 8 Smith  Balance 5,356 miles A
=
Bur =

o) Mileage Bob  FrequentFlyer  ACXXXXXXX
nnnnnn Smith  Balance 6,356 miles

O Pay with MileagePlus Miles
Total: 5,300 Miles

We will charge this amount to your card. The amount or
includes taxes. A receipt will print after payment.

Mileage Hope  FrequentFlyer # ACXXXOXXX
UUUUUU 7 Smith  Balance 3,356 miles
Mileage Hope  FrequentFlyer # ACXOOOXX v
uuuuuu 1 Smith  Balance 3,356 miles
Confirm

Keep original seats Review purchase details

We decided to move forward with a solution that allowed customers to make their decision on one screen.

This sped up user flow and provided an equal opportunity for users to choose miles or currency.




UNITED 2.0/ Booking Path / United Miles as a Form of Payment / Final Designs

Implementation

After our research and iteration phase, | landed on a simple and
easy to use design for the kiosk. This final design allowed
customers to choose their payment method quickly by displaying
their choices in an understandable side by side manner. | then
extrapolated this design throughout all of our payment channels.

Cooperation

When the designs were completed for all associated channels, |
collaborated with our developers to ensure our designs carried over
correctly. | sat with our desktop developers to talk HTML best
practices when implementing the new designs. | was the lead point
of contact for the implementation into our app and | held daily
touchbases with the developers. All of our designs released to QA
early and are awaiting implementation into the live site.

Econom y Plus $53.00

Total Price $53.00 or 5,300 miles

Pay with Credit/Debit Card Pay with MileagePlus® miles
Total: $53.00 Total: 5,300 miles .

You can expedite your airport processing time by providing your credit card | | Wlerercniet ol i
information below. If you check your bags with a United Representative you Select the account you want to use: |
will be required to provide your payment information again.

©) Pay with MileagePlus® miles

Mileage Jane FrequentFlyer # XXXXX123 ||

For your security, we use standard SSL encryption to protect the transfer - .
uNniTED L Smith Balance 5,356 miles

of payment information. Read our privacy policy.
© Use a saved card:
Not Selected v Mileage FrequentFlyer # XXXXX456
uNITED ] i Balance 6,356 miles
Use Another Credit Card

Payment options: (Valid for United States forms of payment only.)

VISA & e O unre 829 Mileage p FrequentFlyer # XXXXX789

B
uniTep § Balance 5,556 miles

Card Type:

| agree - purchase itinerary

'I"n.n [ 1.'}"\-1 i""ﬂ "NI:
yOu W[ EE =i -'-'}F'd"l

Ty [

Wil T

Channels

Mobile APP Mobile Web  Kiosk  Desktop

*Currently on the booking path, there is a mix of 2.0
style and 1.0 style. The 2.0 style is slowly being
implemented on a page by page basis.

& Travelers
Select a traveler. Select an available seat for the traveler.

| (@ Marilyn Brinker ~ 20A | (@) Anthony Brinker

II»MI
Sy

ﬂ * D mmgmm [
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UNITED 2.0/ Booking Path / United Miles as a Form of Payment / The Mobile Path

The Mobile Path

The challenge was to fit our total range of booking options into a compact and user friendly mobile layout.
Without re-inventing the design wheel of our app, | was able to cleanly implement the new designs into the
mobile booking path. The user flow for mobile only increase by one screen as a result of the small real estate.
The experience was still well received and has little to no impact on our checkout window time.

eseee Carrier = 421 PM 100% = ‘ eeeee Carrier & 4:21 PM 100%

< Oct 25 - 28 ORD - SFO < Oct 25 - 28 ORD - SFO Economy Plus® Upgrade

5h 30m total b Roundtrip, 1 traveler eee ORD - DEN

Economy Plus Seat Traveler(s)
1 Traveler
Save seat changes Economy Plus® Upgrade UNITED

ORD - DEN Travel total: $59.00 or 5,900 Miles o Premier Access
1. Marilyn Brinker - 12F Economy Plus Seat 5 § Marylin Brinker
$59.00 or 5,900 Miles 1 Travaler

Pay by Credit Card Frequent Flyer:  VJ733484

Travel total: $59.00 or 5,900 Miles Status: Premier Platinum

Seat(s): 24F

7:30am 1:55pm Added to upgrade standby list
ORD SFO

Hi:0am sl Marilyn Brinker | | expanded the I\/Iileage

Upgrade to an

arlyn@thernkers com B &3 Economy Plus seat messaging into our mobile and
Marilyn Brinker : ©\ \

From $53 per person

Phone: 123-456-7890 | OR $5.300 mils per parson desktop banners to increase

B — Save card to profil «© ‘ awareness of the new payment
. Other options .
. Reselect seats and options ; Pay by Miles OpU on

Change seats

i Jane Smith
Jane Smith Mi lea%i TeD @ FrequentFlyer #ACXXXXXXX ) )
FrequentFlyer #ACXXXXXXX : ; Balance 5,356 miles Edit frequent flyer details

Balance 5,356 miles

Mileage Jane Smith | Check bags

UNITED reQueH[F\‘yer #A.CXXXXXXX

The Mobile path showing how customers can choose their seat and select the option to pay with miles.




UNITED 2.0/ Booking Path / United Miles as a Form of Payment / Take Aways

Wrapping Up Key Insights

After our final round of designs | performed one last round of user TRAVELER COMMENTS |
testing. These designs performed very well in all of our testing
scenarios. Our External testers remarked that the design was easy to
comprehend and that they would have no problem spending their
miles. The data that we gathered has placed UNITED in a great position
to capitalize on this new payment method. Because of our success with
this project, the next phase is to implement the ability to purchase
ancillary products like in-flight wifi that our testers requested.

Some users responded that using these designs combined with the ability to purchase their
travel tickets with their miles would make it easier and faster for them to book travel.

Customers are more likely to use their miles to pay for travel for family members.

Some customers commented that impulse travel will be easier because spending
miles you have already earned will seem like you are not spending real money. | took this
information, and added our designs to travel banners displayed throughout the site.

Testing To0Ls |

All external prototypes built with Axure RP 7 or hand coded by me with html/css/js.

For the initial testing runs, | led a few rounds of paper testing. | internal paper prototypes wired out with lllustrator.

had impromptu test sessions with designers, UX and even project
managers to gather feedback from all angles. |then created an
HTML prototype that was white labeled for a final round of
external testing.

High Level Findings

Initial attempts with MFOP saw users respond negatively to the
mile/cost ratio so | met with our product managers to come up
with a better pricing model.

Majority of our initial test users remarked that they wanted to
see both miles price and currency price at the same time so |
eliminated all of the multipage options. This result coincided
with our initial findings.




UNITED 2.0 / Booking Path / Flight Reservation Bundles / Project Overview

My Role: The Problem: The Ask: Deliverables:

UX, Design, Researcher, Prototyper UNITED wanted to split their Economy | needed to provide an intuitive way Sketches, Wireframes, User Research,
Team: Flexible package into two separate for customers to view each packages Paper Testing, Prototype testing,
eam. packages that would provide the benefits while keeping them in the Visual Designs, Axure.

1 Account manager customer with extra options when flight search path. : :
1 Senior Manager booking their tickets. Project Duration:
1 User Researcher 4 weeks

1 Designer

) English | United States  ContactUs | Seareh United.com ©\

Plus: Sign in or join

e
Lo
Search United.com h i ) se I ates Search United.com Q

UNITED ] — : UNITED J) E

UNITED )

View Account | Sign out

San Francisco, CA (SFO) = Chicago, IL (ORD) New search

Sort by: Best matches N/
. hi Sat., Jan 17,2015 ( 1 Traveler)
Sortby sestmaches \/ | 58N FIANCISCo, CA(SFO) - Chicago IL (ORD) ) matcnes | San Francisco, CA(SFO) - Chicago, IL (ORD) Rewseareh
Sat, Jan 17,2015 (17 ) 23 of 45 fights from $181 (1) Prices shown are one way. Sat., Jan 17,2015 (1 Traveler )
23 of 45 flights from $181 (D Prices shown are one Fares listed are one way based a roundtrip purchase per person and include taxes and fees. Additional bag charges may apply. @ pri
Fares lsted are one way based a roundrip purchase per person and include taxes and fees. Additional bag charges may apply. Jhts from $181 (@ Prices shown are one way.
Cloar all iters Clear all filters 1 Fares listed are one way based a roundtrip purchase per person and include taxes and fees. Additional bag charges may apply.
ers
. Your account may give you access, R . i i
Cabin: Economy Lo... \/ . Your account may give you access to travel benefits. Sign ir
e ] T ) ) Eco . ” — Cabin: Economy Lo... N Yy glve yi ~ Snomy Lo... V' You already have access to some benefits of the packages below.
~ Price & Schedule N o066 s966 | $524 | 877 sodou M ML) d 5un 10726 montorz7 [T wed 1029 Thu 10/30 e Economy Plus®!| Economy Pluse 2 SN TS MO WEI WIioe 5 [l Ecoromy Economy Plus® | Economy Pl
. . < > " e ] «Schedule $966 $966 $524 $877 Sold out (lowest) Essentials Enhanced (lowest)
?;T:ﬁrﬁfuﬁfg ¥ Price & Schedule $966 $966 $524 $877 Sold out (lowest) Essentials Enhanced stops:
t)
] Non-stop $181 Elevate your experience and save Economy Plus Essentials Economy Number of stops: pwest) 4
Q K $181 . i
7] 1stop 181 with United Travel Options packages, % Extralegroom 5%“ W Extra Economy (lowest) °p Elevate your experience and save l.Econorny Plus Essentials l.Economy Plus Enhanced
— which bundle some of our most popular benefits together. 1l One additional checked bag 1l Onea Non-St $181 +1 day $181 with United Travel Options packages, R Extra legroom seat R Extra legroom seat
[/] 2+stops $181 © United on-Stop 300pm + 1 1 45am a m which bundle some of our most popular benefits together Il One additional checked bag 1l One additional checked bag
Price: Economy (lowest) & Premi N . p* et & United Club™ trip pass
$100 to $1,100 Ever ofthe pat you select © tars M 1 Stop $181 Minneapolis, MN (MSP) Frankfurt, Germany (FRA) 14h 45m total . " ®
e o— | | = $524 $570 $590 $815 omy oweso) o il ecebvethebenefs o th pcoge you et P Premier Access
Depart 3 ‘JI 2+ Stops $181 UAS542 = ut Linited Travel Qotions packages @ Extraaward miles
eparture: X Y
9:30 am - 7:00 pm 3.00plm > 1Wf5am a l@! ‘ b Details » Seats ay
P - i MN (MSP) Frankfurt, Germany (FRA)  14h 45m total Price: Economy (lowest) i 2
o— $524 $570 $590 eeony owest 3:00pm ¥ 11:45am & =
Arrival: Unss42 = 0 %1, +1 day Minneapolis, MN (MSP) Frankfurt, German, Y (FRA) 14h 45m total $524 $570 $590 $815
9:30 am - 7:00 pm » Details » seats ‘\!)—:!)_ 4:45 p m ..), 9:35am 1 Connection ieem P
o—Ce s N —9'35 Minneapolis, MN (MSP) Erankfurt, Germany (FRA) 10h 50m total » Details Mseats
. one X m 3>am 1 Connection Departure:
Trip Duration: p P
e o om WP 0 ORD UAHTS = $524 $570 $590 $815 e s o
@————— | werroons weers = $524 $570 $590 - - eeeereeeeeeeet et seeeses S IBYOEE. oo eseeenseeseeeesoeeereereeceesesee aasem g35%m
_____________________________ (0 J—— ) Ju— inneapolis, rankfurt, Germany al
. e = = ORDto FRA  UA907
byt orowm e = $524 $570 $590 $815
N » Detai » seats Arrival: } Details PSeats . ma cemmmmcssSSomStmoer messssssssses
O e O s ORDto FRA  UA907
: L 9:30 am - 7:00 pm ©
12:2%nm .y SASam S on-sron | +1 day » Dozl »scat

> a8 EE

O 12:38pm 5:45am




UNITED 2.0/ Booking Path / Flight Reservation Bundles / Research & Current State

Research

My team and | spent a few days diving deep into competitor sites to see

what kind of package representation was already out there. We looked at other
airlines, and other technology companies, as well as stores that had nothing

to do with technology so that our research dive was as deep as possible.

Methods of Research

UNITED SITE AUDIT |

My team and | analyzed the current package usage on the UNITED site. We
analyzed the user flow of customers, and paid special attention to package
purchases from customers who came to the site directly vs those who
came through a third party company such as Orbitz.

MARKET RESEARCH |

| worked collaboratively with our development team to conduct a site-modal
user poll on UNITED.com. The voluntary poll asked a few questions on packages
and how customers were interacting with various e-commerce sites and how
they approached shopping.

PROTOTYPES |

For this project, | created paper prototypes for internal testing. This helped solidify
our ideas, and then | moved to functional click through prototypes for external.

Insights

My dive into other bundle solutions provided me with lots of insight. We

want to keep our bundle access on the same page as our flight search results
for ease of access. We learned that when users have a choice, they want to see
their options quickly and easily.

Solution

We created an economy package solution that kept our customers in the flight
search channel while giving them the information they needed to make a choice.

@ United States | English  Contact us Search united.com

Book with our Low Fare Guarantee

Find the lowest United fare online at united.com
Learn more

AmericanAirlines b pontiae e nomaton Aacuanage e ITYIET.Z' @

i el - Economy
T2atmafignsfomsaos | CHICABO, 1L, US (ORD - O'Hare) - Los Angeles, CA, US (LAX) @ ecsearcn
Fri, Jul 31, 2015 (1 traveler)
Economy (lawest) e
Economy (lowest) Pl
* Price & schedule (7)) Fares are each-way, per person, based on a roundtrip purchase and include taxes and fees
e moro | EEEI | sean s " additional bag charges may apply.
Number of stops S 8150 $130 $208 $303 s304 [
Economy (lowest)
.i Nonstop $207 Show fare type comparison 0
. For additionsl fiight infarmation select
| sttt ot Econsil Scorll] First.
[«] 1stop $288 lowest) (fexible} (2-cabin, lowest)
Depart Arrive Stops
Contact us Search united.com
Price
Economy (lowest) 7:59 p.m. > 10:30 p.m.
$208 - $966 ) Chicago, IL, US(ORD - O'Hare)  Los Angeles, CA, US an31m zotal
(O ————( (LX)
< $208 $531 $407 Round trip (1 traveler)
Departure time UA 1040 Soeing 737-900 = 1 tickets left at this price
Fri. 5:17 a.m. - 10:38 p.m.
(@ —y| } Details } Seats ORD to LAX Fri, Jul 31, 2015
Arrival time 7:59 p.m. - 10:30 p.m.
Fri. 8:20 a.m. - 5at. 1:04 a.m.
P S| 730am. > 9:53 a.m. LAX to ORD Thu, Aug 20, 2015
Total trim durat Chicaga. IL, US (ORD - 0°Hare) I.Le::xh‘ngeles. A Us 4h 23m tatal 3:47 p.m. - 9:52 p.m,
otal trip duration
n15m- 110 0m $251 $531 $450
(@ y) | UA1SE?  B0sing737.000 =
Layover time i
Oh O §hd5m b Details b Seats
(O —§)
5:55am. ¥ 820am.
» Airports Chicage. IL, US (ORD - O°Hare) :.::):ngeles. €A Us 4h 25m total
Bundles modal displays when:
User selected Economy class without
bundle, h L]
mmmmmm
Current State:
UMs, Authenticated Premier Members, and
£+ Subscription holders wil no see this
modal,
ey Desktop Bundles
for all travelers.
s a | Package comparison
‘ F swchfomis || medewase L e [ seas ‘7‘7 pomen ||  Comtmatenpage || Contrmaton Emal mo d a |
mmmmmm Cabin !
‘Advanced Search I
o | Current Cart Overlay
_________ PCU Modal
Search Results Review Page
(No bundles) 1 (with bundles)
PCU Modal will NOT display when:
jsor has already selected a Premium Cabin
for all of their LOFs. CUStO er booklng path

Competitor Bundle / Package Options



UNITED 2.0 / Booking Path / Flight Reservation Bundles / Sketches & Wireframes

Sketches

The Economy Flexible flight package was broken out into two
separate package offerings, Economy Essentials, and Econo-
my Enhanced. | began the design process with a

white boarding session.

| lead the discussion on what would work best for the
customer as they were selecting their flight. We went over a
few options for selection mechanics, including radio

buttons, pop up modals and dropdowns. | decided against
radio buttons because they did not comply with the current
style of the flight search results. We also went away from a
modal mechanic because we learned that customers wanted
more information quickly without having to search for it.

Before jumping into digital mockups, the other designer and
| sketched out a few options on paper to see a user flow and
weed out any unnecessary design options.

Wires

| translated our paper sketches into wireframes using
Balsamiqg. We then presented our findings as well as these
wireframes to our managing teams so that they could
understand the design decisions behind our ideas.

Initial whiteboard of our package layout

Initial wires quickly sketched out for
approval and then completed with
higher fidelity

A Web Page

4 C> X {} (Bt 77united com/review

Flights | Traveler | Seats | Payment

Price

Low Fare Guarantee

2 adults (age 18 to 64) $0,000.00

Chase do the math

Additional Taxes/Fees $0000
TOTAL $0,00000
Continue
Trip Summary
Start new search
Lowest Economy Economy Plus Essentials || Economy Plus Enhanced
Chenge flight
Fiight block #1 No additional charges +$44 per person +$77 per person
Chenge flight
Partiol bundle
Flight block #2 No additional charges +$44 per person +$77 per person

View Fare Rules and Restrictions ~ Additional bag charges may af

All customers beoking at united.com have the opportunity to request 100% refund within 24 hours of
ticketing. [The FareLock fee, however, is non-refundable. Terms and conditions apply Learn more about
ble Bool Policy

[

the actual miles fiown for this segment. Mileage accrued wil vary depending on the

s and conditions of your frequent flyer program. United Mileage Plus mileage accruol is subject

o the rules of the MieagePlus program and, as provided therein, mileage will be credited in

accordance

not ot the time air travel is purchased, booked o reserved, and accordingly miles may not be awarded
ickets or miles moy be awarded in fewer than shown

Certa hat the passenger ccbins of aircraft be treated with insecticides. For
{ those countries, please visit the US. Department of

Continue

Hold fare for v

FareLock Hold this fare ang
itinerary starting at $4.99 ()

SOR-

UNITED 3

Search Purchase summary
Recommended round trip for you. why? .
San Francisco - New York
Departing Fri, Oct 26, 2012
6:30 am (SFO) — 9:30 am (EWR) Non-stop  5h21m Plus Bundle Retuming Tue, Oct 30, 2042
6:30 am [EWR) — 9:30 am (SFO) Nen-stop  6h 3om T $440 e
Select a departing flight
aaaaaaaaaaaa
8345 3400 3475
et
Sortby
Schedule
6:30 am (sFo) — 9:30 am (EWR)
Ne ] 8h 38m
\ Expend
6:30 am (sFo) — 9:30 am EWR) From $400 From $550
Not avaiable || Not avaiable
630 emsro) — 9:30 am @) | . 6400 || rams420 Fum$550
ot avaiable
6:30 emsro) — 980 am ENR) | . 6400 || rrm$420 || rm$450 || rom 8550
6:30 am (sF0) — 9:30 am EWR) From$400 || N || remssso
Norvsiop enaon | (N [ seiect |
6:30am(sr0) — 930 am ER) | ¢ 6400 || From $420 || From $450 || From $550
Filter your results  »
Dep Arrive Total duration
5:30 am 6:00 pm 9:30 am 10:00 pm 5h 39m 12h 45m

118 flights

Schedule
from $400




UNITED 2.0 / Booking Path / Flight Reservation Bundles / Visual Design

Initial option with grey dropdown and package columns Option with an Economy Rider to condense space

Fares listed are each way based a roundtrip purchase per person and include taxes and fees. Additional bag charges may apply. UNITED ‘F\

il View Account | Sign out
Prices shown reflect the lowest flexible Economy unrestricted fares E
for those dates. You may already be entitled to these benefits. Sign in now | Hide Comparison

L] i .
Economy S St -
e I e | T e
Lowest Economy Plus® Economy Plus® es : 3
- Entaneed Sort by Bestmatches s | Minneapolis, MN (MSP) - 9= Frankfurt, Germany (FRA) New search
v v v @ pn

3

Tue., Oct 28, 2014 (1 Traveler )

Advance seat assignment

[}
10:30am >
San Francisco, CA (SFO) Extra legroom seating v
UAT7525 Extra checked baggage v

Extra award miles'

23 of 45 flights from $524

y based a roundurip purchase per person and include taxes and fees. Additional bag charges may apply
Clear all filters

v Price & Schedule Lowest Economy Pricing
I Sun 1026 Mon 1027 Tue 10/28 Wed 1029 Thu 1030
<

> Economy
$966 $966  $524  $877  soldou Lowest

Number of stops:
Econamy (lowest)

10:30am >

San Francisco, CA (SFO)

UNITED.com had an initial ‘multi-page’ approach to package B3 el ppos .
Premium food and beverages BOOpm > 11:45am [ I rionsiop |

descriptions. Customers would have to click a ‘more info 10:30am > | e R PR L as S e o e op g gsgn ggis

: and United Business®, and up to 250% bonus miles in United Global First™". . =
San Franclsco, CA (SFO) 2United Club access is available for customers in Business and First on international itineraries. Erice: Ecoriomy lowest) UASSAZ =

button to see what the difference was between Economy e e

Lowest, Economy Flexible and First Class. - — 445om > 935am

Premier Access®
[#] Non-stop $524

R ECHEES
S RSH R ECH A S RS

[#] 1stop 5524

$378 $405 $455 $789 Minneapolis, MN (MSP} Frankfurt, Germany (FRA) 18h 50m total
San Francisco, CA (SFO) New York, NY (FK) 4h15m Total (@ e— —
= - - MSPtoORD UA3478 = $524 3570 $590 $815
UATS2S = @ Arrival: Lo
£430 am - £:00 prm ORDtoFRA  UASO?

As | worked on a package solution, | was able to leverage our
research findings to allow customers to see what perks they . Oewie e [ s e |

View Account | Signout UNITED ‘:fﬁf\ Marilyn! iew Account | Sign out

could get without leaving the page they were on. By keeping e @ e

USErs on the bOOklng page Wlth eXtremely easy to naVIgate Sortby Bestmatches S | Minneapolis, MN (MSP) 3 Frankfurt, Germany (FRA) New search Lowest Economy Pricing
options, we hoped to cut down on abandoned shopping carts _ 2 ; [ corom yPus Pacog
23,01 A5 TheS rorm 524 = e S it s e ot AP e S R e s s e %9»%9 $966 5966 $524 = $877  Soldout Lowest T
. [ ¢ = 5 flights from $5. <5 s nhance
and direct them straight through the checkout process. e R V™ § .
S i e AR % PIESNGIEE 5 R———
. . . [] Non-sto; $524 Number of stops: prsisreem f—
| collaborated with another designer to mockup multiple =HN , j e T O TR —
i i - B | | g | g Y [ St
design options so we could tackle this problem from as many * e iy | e - T T
551"(0 $1,100 Economy Plus Packages are good for all travelers on a reservation. § United Club Pass UASS42 =
angles as possible. | then presented our designs and got —e— E Bpme,
. . Ij‘epae;lv\v‘re:: - %514‘!0 $1,100 ] ’ k .
approval for internal testing to gather user feedback. e o | e  XASEM % 935am  comam
e M TminSmeim WO g5 $570 $590 $815 Departure: usPio ot uxaera = $524 $570 $590 $815
5:30 am - 6:00 pm UASS42 = 5:30 am - 6:00 pm .
L N N 2 y— ORD to FRA__UA90T

Our solutions focused on a dropdown
state that included easy to understand
icons and descriptive text that would give i b
customers glance-able nuggets of easy

Economy (lowest)

I Thuins FriTAE Sun1ng. Mon 119

£266 £266 $181 £277 Sold Gut £266 £266 $18 5277 Seld Oul

I Thu1is Fri1f16 Sun 14 Mon 151%

Enhanced

to react to information.

Elevate your experience Econamy Plus Essentials Ecanarny Plus Enhanced Elevate your experience Economy Plus Essentials Economy Plus Enhanced
with United's new packages and save i Extra Legroom seat % Entra Legroom seat 4 with United's new packages and save %y Extra Legmom seat :

B One extra checked bag @ Creestrachecked bag Bl Cne exira checked bag M8 Cre extra checked bag
E‘c:rr; 32”:"?'”5 Farkages are gond for all travelers on & resenation. E United Club Pass . Zt::i:gi:lus Parkages are good for all ravelers on a resenation. !, United Club Pass

B0 premier Access

@ Benus award miles @ Eonus sward miles

New Expanded states with easily glancible information




UNITED 2.0/ Booking Path / Flight Reservation Bundles / Prototypes & Usability Testing

Visual Design

Our team narrowed down the designs to a final few after
receiving feedback from paper testing. | altered the design
according to feedback to show a visual marker to the
customer when they were logged in. This would help them

understand what benefits they received as a priority member
vs the benefits of the package, preventing priority members
from buying a package for the benefits they already receive.

Prototyping
& Usability

| was responsible for creating the prototypes for our
external testing. Each prototype was fully clickable with

multiple interaction points to simulate the site experience and

give an amount of authenticity. We hired an outside firm to

source our test candidates and gathered their feedback on our
designs. Our tests were held at an offsite testing facility MC'ed

by our research specialist with a carefully curated script.

@ engiish | un

San Francisco, CA (SFO)
Sat, Jan 17, 2015 (

Sort by: Best matches N/ % Chicago, IL (ORD) New search

Traveler )

(D Prices shown are one way.

23 of 45 flights from $181
Fares listed are one way based a rounditrip purchase per person and include taxes and fees. Additional bag charges may apply.

Clear all filters

Sort by: Best matches N/

23 of 45 flights from $181

Clear all filters

7 Select departing fight - 1 x | YR N ] , R

o A o MR . H . M M AR L e H .

€ 9 C # | [) wmgrss.axshare.com/#p=select_departing_flight_-_flow_1&c=1

I apps [3 Readlster [3 Pinkt [J v ADPiP s

Fre.. 1 UserExperience-St.. (] United 4 NWSradarimage

X | =

Google- » [ Other bookmarks

1) AllCSS speciicstions

User testing

i Apps [3 Readlster [3 Pinkt [) v ADP P = Fre.. tx User Experience - St

(3 United 4 NWS radarimage f..

Google-

[ AllCSS speciications

=

Fares lsted are one-way, per person and include taxes and foes. Acditions! b2

Calendar pricing represents lowest Economy.

Ttz | Fitons

sodou  $370 $366 $378

Sintons

7:05am > 3:40pm
San Francisco, G (570) New York, NY GFK
uarsas

10:50am > 7:33pm

San Francisco, CA (SFO) New York, NY (FK

UATSZS

1:50pm >

San Francisco, CA (SFO)

11:33pm
New ork Y0P

SFOtoDEN  UA7S2S

e
DNtk uASTR

10:30pm > 6:47am
San Franciseo, CA (SFO) New York, NY (FK)
unzszs

[ Side by S

VY E Y

€ & C # | [) wmgrsg.axshare.com/side_by_side_-_direct html#Flow=1&CSUM=1
£ Apps [4 Readlster [1 Pinlt [ &7 ADPiP: =

You may already be entitied to these benefits. Sign i now |

good for all travelers on

Lowest Economy seat

Extra Legroom seats

First class seat

Onie extrn tecst bag 7
Bonus award miles

United Club Pass

Premier Access

Custom dining experience.

$378 $422
sniamTont $378 $422

=0

g

705m %  340pm &

[ ]
e e $378 422
1050am 3 73%m =y
oo o e $366 sa17
11:33pm .
378 3422
647am L]
prastbel e 378 422

San Francisco, CA (SFO)
Sat, Jan 17, 2015 (1 Traveler )

D Chicago,

(@ Prices shown are one way.
Fares listed are one way based a roundirip purchase per person and

*—0—0—0

Price Breakdown
msgreno  SIS3800
: 53000
3455 $789 Total $1,668.00
s 74
B 8 Trip Summary

3455 5789

1056m 3 733m &

St 551 e
3455 5789

10:35am

IL (ORD)

include taxes and fees. Additional bag charges may apply.

Economy Plus Packages are RSl Economy Plus
Economy. Essentials Enh
a reservation.
v
v

Economy Plus

250 S5l S| SRS

[ ANCSS spe

Select your departing flight

o Review your trip
. i [E— 5 55

e S0 $366 S8 o

" g Price Breakdown Earn a S50 credi
i~ e Mileageplus
4 56000
3a0pm @ Emm —— »
e b 5378 saz22 sas5 5789 Toial

705m >
e cxr $1,66800
1050am > 733pm =
P e v 366 sa17 413 5749 =
= . Trip Summary
11:33pm
et
$378 $422 $455 789
1050am 3 733%pm  § EmE
i Ao peve)
1030pm  647am L] R
it eerea e 5378 $422 455 $789

-

& ars )

T Y

Eam a S50 credi
Mileageplus

New search

w = €« = C f |[) wmgrS8axshare.com/#c=1&p=review_trip_-_flow_2 e 2| =
er bookmarks 35 Apps [ Readloter [3Pink [] i ADP P s Fre.. wx perience-St.. (] United & NWSradarimagefr.. B3 Googles [ AllCSS specifications » | 7 Other bookmarks
=]
Trip Summary Start New Search You may already be entitled to these benefits. Signin now | Hide C on
Economy-Plus Packages are. [IERSA] Economy Plus Econormy Plus
. SO soodfor all raveterson [ Essentials Enhanced
Saturday, October 25, 2014 st
]
10:50am > 7:33pnf bewes: conomy seat v
San Francisca, A (570) NewYork.NY  Eyira L agroom seats v v
Ua7E3E First class seat v
One extra checked bag. v v v
Thursday, October 30, 2014 Bonus award miles v v
United Club Pass v v
9:00am ¥ 10:358M | promier Access " 7
New Yorc, Y 70 San Francsco. CA

Custom dining experience

=0

JFKIODEN  UATB3S

DENtoSFO  UAS7E

In Practice:

You can view the final external prototype for
this project here

[ ———— You already have access to some benefits of the packages below. P  Youalready have access to some benefits of the packages below.

¥ Price & Schedule

Number of stops:
Economy (lowest)

Non-Stop 3181
1 Stop $181
2+ Stops $181

Price: Economy (lowest)
$100 to $1,100

O ——

Departure:
9130 am - 7:00 pm

S——

Mon 10727

$966

Tue 10128

$524

wed 10129

$877

Sun 10726
< $966

Elevate your
experience and save

Kerry,
while you already receive some of these benefits,

Economy
(lowest)

Economy Plus
Essentials

Thu 10730
Sold out >

Economy Plus
Enhanced

First
(lowest)

Economy Plus Packages

Economy Plus Essentials

Economy Plus Enhanced

‘N ExtraLegroom seat
s One additional checked bag

packages offer you added benefits and let you include

themn for all companions on your resenation.

Learn more abour Linited Travel Ogtions packages

1day
3:00pm - 11:45am

I vonsion |

N Extra Legroom seat
s One additional checked bag
® United Club® trip pass
W Premier Access®

© Extra award miles

¥ Price & Schedule

Number of stops:
Economy (lowes?t)

Non-Stop $181
1 Stap 3181
2+ Stops $181

Price: Economy (lowest)
$100 to $1,100

—_——

Departure:
9:30 am - 7:00 pm

——

sntozs  won o7 wed 10728
S $966 $524 $877

Elevate your

experience and save

Kerry,

while you already receive some of these benefits,
packages offer you added benefits and let you include
thern for all companions on your reservation.

Thu 10730

Sold out

Economy
> (lowest)

i i S A T i G
T

3:00pm > 11:45am a8

Minneapolis, MN (MSP) Frankfurt, Germany (FRA} 14h 45m total

$524 $570

Economy Plus Pack

o

Economy Plus Essentials
W Extra Legroom seat
ol One additional checked bag

Economy Plus Enhanced
W& Extra Legroom seat
ol One additional checked bag
& United Club™ trip pass
B Premier Access®
@ Exira avard miles

$590 $815

Bundles - http://jyuk8t.axshare.com/
Password = 'thepassword'’



UNITED 2.0 / Booking Path / Flight Reservation Bundles / Launch & Findings

Wrapping Up Key Insights

This project is expected to be a big value for UNITED.com UNITED TESTING CANDIDATES |
based on the testing. Almost all of our test candidates were

excited about more economy choices to choose from based on
their budgets. Bundles is currently in QA and slated to be
released in phase 2 of the new UNITED.com. As a traveler
myself | understand the need for a quick and simple display of
options when searching for flights.

Customers comment that packages and add-ons are perceived as helpful, but they
generally will not actively look for them.

A couple of users were willing to pay extra to ensure they were receiving a quality product
or service. Some mentioned convenience as one factor when purchasing. e.g. Opting to
purchase a bundle or package during the purchase path was considered advantageous
since it meant they didn't have to bother with it later and it provided that incentive.

High Level Findings

We found that when looking to purchase higher ticketed items, all
users conducted some type of due diligence prior to purchase.
This means that UNITED is also competing with the likes of ORBITZ
and other travel aggregators for the lowest price. Having a quick
readable package system will help alleviate cart abandonment.

Key influencer's around purchases included looking at ratings,
using reliable websites (those they had a history with) and using
sites perceived as a trust source.

The package solution that | came up with fared much better in
user testing vs some competitors that interrupt the booking path
flow with a distracting modal advertising their packages.
Customers do not like being interrupted when looking for flights
and instead like having that information easily scannable.

For many, using travel related aggregators such as Kayak, Orbitz

and Travelocity promoted efficiency since they aided in locating
value and the best pricing.




UNITED 2.0/ Check In/ Advanced Seat Reservation / Project Overview

My Role: The Problem: The Ask: Deliverables:

UX, Design, Researcher, Prototyper UNITED was introducing a new In the given expediated timeline, | Sketches, Wireframes, User Research,
seat reservation option to the public was to create a booking system Paper Testing, Prototype testing,
Team: : : : | .
and needed a customer friendly that would give travelers the option Visual Designs, Axure.
1 Account manager interface to make sure it had the to select their seat before everyone : :
1 Senior Manager highest financial impact and user else. Then, integrate this into all of Project Duration:
1 User Researcher acquisition. our current check-in channels. 3 weeks

o o g o g o o — g — S w— w— — — w— — —

us\§0703m101214151517‘19202122232425
v

A Exitdoor = Exitrow Seat availability is subject to change.

1. Jamie Brinker 2. Mark Harris
1 —

eeeee Carrier ¥ 4:21 PM . U n ited Fi rst

< Oct 25 - 28 ORD - SFO .o
5h 30m total - Spacious flat-bed seats You can purchase after booking
- Complimentary wine and a multi-course this reservation
meal on most flights.
- On-demand entertainment and an amenity kit.

< 1. Marilyn Brinker 22F >
Premier® Gold $0

Your Premier Gold status gives you and 1 companion
access to any available Economy Plus® seat below...

B United Economy Plus

- Up to five extra inches of legroom from $83
- Seating near the front of the United Basic cabin

- Complimentary soft drinks, juices, tea, and fresh coffee

3 United - Economy advance choice

- Reserve your seat prior to check in from $9
- Standard legroom and space Reserve your seats now.
- Complimentary soft drinks, juices, tea, and fresh coffee Offer only available

B
Y
A
Y

until check-in

J0O0 000
'3 e
JO0 0|0
J0O0 000

A

[

12F Economy - advance selection >

=-1le)'e Reserve your seat prior to check-in
Standard legroom and space




UNITED 2.0/ Check In/ Advanced Seat Reservation/ Research & Current State

Research

As this project was on a tighter deadline than usual, a teammate completed the
competitors deep dive, while | worked on sketching the initial wires. | devised a
few ways to implement new designs into our already established check-in path.
This cooperation helped us quickly arrive at multiple solutions so we could
proceed with external testing as soon as possible.

Methods of Research

UNITED SITE AUDIT |

| mapped out the current check-in user flow and found that there were opportunities to
simplify and unify our check-in options. Customers were being asked to pick a seat and
then asked if they wanted to upgrade. | was able to simplify this info onto one screen.

MARKET RESEARCH |

We performed a brief competitor audit to compare what options are already
out there.

PROTOTYPES |

This project was heavy on user testing. As the Designs for our booking path

are already established, we didn't have to spend a lot of time reinventing the wheel.
We wanted to make sure that we got it right the first time. We had a brief round of
internal testing, paper and digital, before we had multiple rounds of external testing.

Insights

The end goal of this option is to give customers the choice of letting UNITED choose
their seats for them based on their preferences, or allow them to specifically
pick where they want to sit.

Solution

With all of our data compiled, | was able to condense our check-in path while at
the same time providing an easy to understand method for customers to pick seats.

UNITED )

SFO - ORD
UA1234

Original check-in path screen

10f 2 flights

B United First  rows 12

Available for purchase after reservation is bookes
« Reward yourself with the ultimate travel experience

+$800
d.

Rows 812

| Economy Plus

Enjoy more space with Economy Plus® seating
+ Up to five extra inches of legroom

[ - Seating near the front of the United Economy cabin
tea, sh coffee

+ Complimentary soft drinks, juices, tea, and fre:

+$80

B United Economy (Pre-assigned) ro

Enjoy pre-assigned Economy seating
+ Standard legroom and space

ws1s1s +$20

ffe

+ Complimentary soft drinks, uices, tea and fresh coffee

0 United ECONOMY  rows 5.7 and 17.25

standard Economy seating
« Standard legroom and space

Included

+ Complimentary soft drinks, juices, tea and fresh coffee

Next Flight

velers)

t, Oct 26, 2013

/ed, Oct 30, 2013

am - 3:40pm

$648.00

Current State:
UNITED Desktop Booking
United Kiosk Booking

| Available || selected
|| Unavailable

Extra Legroom

A B C DENER F

£12 00 Exrategroom
Speedy Boarding
Maximum size cabin bag

1

A R -

£ 8 00 Up Front
Speedy Boardin

Maximum size c:

0 9 UL 8 8§

9
abin bag

Brief competitor
seat reservation audit

Mobile
Desktop




UNITED 2.0/ Check In/ Advanced Seat Reservation / Wireframes & Paper Prototypes

Wires for internal paper testing

; e L e
uiteol T —— e p v » i e o

After our initial dive into competitor sites, | wired up the initial ASR integration o pioadmrvrn I ?m;;fww“w e
ideas. My findings allowed me to compact our check-in process to one page. This e i D e ey
allowed customers the ability to quickly scan the page for the information about S ey o e TR

ey . . . . { - (SNONRBO0000000000
each seat on the plane as well as it's price. With this information, they could then i fi <w‘}:ﬁff::ﬂﬁ:ﬂjﬁﬂ?ﬁﬁ 1 l
make quicker decisions about where they wanted to sit on the plane, decreasing \= ‘ HetH - H et }
cart abandonment. These were then tested internally over the next two days by S e il e na
having our employee test candidates evaluate paper print outs of the wireframes. i ot T
The purpose of this was to move and react quickly without being tied down in the {}:::::"“*“"*”' PR ) (el iy
design process. This allowed us to adapt our designs quicker resulting in a more B | 7 el e . N
efficient use of time. Ap g . e T
Our seatmap was modified to allow customers to hover over each seat on that mgm*;;;jhl
particular plane. This resulted in a quick pop-up of seat information that included EEEET . ESEmme
the type of seat, seat pricing, and ability to reserve it in advance. Condensing our
check-in process reduced the amount of time it took customers to get through the
check-in window and onto their flight. e T S —
INTERNAL TESTING POINTS OF INTEREST |

All internal participants thought the company providing a means of establishing seating
preferences would be of value to consumers.

Though there was some nuance regarding the interpretation of the new seating color,
once the testers understood the new color was associated with the new option, they
noted that the coloring provided the clearest indication of what was preferred and
what was not.

Internal paper testing

These tests were recorded and
examined for any details we could use
in our decision making process




UNITED 2.0/ Check In/ Advanced Seat Reservation / External Testing & Prototypes

External Testing

We moved quickly from our internal paper testing to
external prototype testing. For this phase of the project |
was responsible for converting our static designs into
functional click through prototypes with AXURE that
were white labeled to remove references to UNITED.

| then worked with our research manager to sculpt the
script into an informative conversation that we could use
to get key information.

| tweaked each prototype, changing the copy language,
pricing display and whether or not the option to reserve
your seat in advance is shown after the check-in window
(< 24hrs before flight). | did this to see which user flow
our test candidates preferred.

Option with color section headers

@ eryion | s p—— Q

Option with no section header

@ Eogisn | Unites s Search urite com

No section header & color bars for seperation

@ eroion | e ses Conoevs [N - Q

UNITED B UNITED B UNITED B

Select an available seat for the traveler and flight segment Select an available seat for the traveler and flight segment Select an available seat for the traveler and flight segment
highlighted below. 3 highlighted below. 13 highlighted below.

W Economy Plus
“Uptofe

rom $83 from $83

- Seating n
- Complime

United Economy
- Pre-selectthe seat of

[0 Complmentary

Next Flight

STAY CONNECTED
FETRES 3]

In Practice:

You can view the final white-labeled
external prototype for this project here

Advanced Seat Reservation
http://6yaf0d.axshare.com/
Password = 'thepassword'

A — -

i L —

c— o '

;() Slg



UNITED 2.0/ Check In/ Advanced Seat Reservation / Launch & Findings

Wrapping Up

This new compact check-in process was received very well with our
testers. Itis easy to navigate, and easy to scan all of the provided
information to make informed decisions quickly. The ability for
customers to prepurchase their seats is expected to do very well.

High Level Findings
We learned a lot about customers seating preferences during

testing. Many users commented that they would opt to go with the
prepurchase option specifically to avoid sitting in the middle seat.

Drivers like flight duration, travel companions and seat
preferences determined whether participants were willing to
reserve their seats for a fee or opt for seat assignment at check in.
When traveling alone, some participants were more willing to
accept an automatic seat assignment.

Some users stated that wording of the offer would affect their
decision. In one prototype, ‘drinks were included’ vs ‘drinks were
complimentary’ in another, where complimentary would incite the
most purchase.

Users associate the color white on a seat map as free.

The wording ‘Advanced’ resonated more with customers than
‘Preferred.

eeeee Carrier 4:21 PM 100%

<

Oct 25 - 28 ORD - SFO

Roundtrip, 1 traveler

Roundtrip (1 traveler) $470.00
Economy - advance selection $30.00

fofal bricer | | 7$5700.00

Includes taxes & fees

>

Depart
D

Return

4

=

7:30am
ORD

11:00am
SFO

Marilyn Brinker
Phone: 123-456-7890
MileagePlus: JK123456

Economy - advance selection
Seats selected for all flights

MileagePlus Explore Visa
XXXXXXXXXX 1234
marilyn@thebrinkers.com

eeeee Carriecr 4:21 PM 100%

< Oct 25 - 28 ORD - SFO
5h 30m total

< 1. Marilyn Brinker
General member

@ Best Economy Plus seats starting at $80.

A
Oe 10 /11 12 20 21 22

000 000
D00 000
/' @80
000 0Om0
1000 000

PPvivivy

Next flight

| was also able to extend the Advance Seat
Reservation program to UNITED's mobile app
channel as well as the in-airport Kiosk experience.




ADDITIONAL PROJECTS

INTERACTIVE AboutUs Products Lames News MyAccount

" TollowAlice down the rabbit hole
. toaland of slot wonderwith random
), features, re-spins and more

© Requestinfo © Marketing @) Play Demos

Williams

Interactive Website
www.Wwilliamsinteractive.com

Client: My Role:
Reach Creative UX, Design

Deliverables:

Sketches, Wireframes,
and Visual Design

This website was designed for Williams Interactive’s

line of casino slot machines.

Current UNITED Projects

UNITED.com UNITED.com
Homepage Mega menu Mobile App (Android)
My Role: My Role:

UX, Design, Prototype Design, Style Guide

Implementation

Shop Father's Day savings.

Add HomeDepotCustomerCare@email. homedepot com to your address book.
View as a web page | Forward to a friend. Follow us oniine. K3 [ & ®

s

N X DOWNLOAD
p»y More saving. D OUR MOBILE
) ‘ More doing: APP >

Appliances Bath Flooring Kitchens Lighting & Fans Tools & Har|

y - o
) FREE SHIP T0 STORE'OR HOME' NOW AVAILABLE ON OVER 300,000 EN|| ...
7‘—"' e - ‘—.r,.‘—-w'-s-—ww ‘ >

613 $90 o

Home Depot
Responsive Emails

Client: My Role:
Ryan Partnership  Design, HTML

Deliverables:

Sketches, Wireframes,
Visual Designs, and HTML.

| worked with other developers to design and

code highly distributed responsive emails.

UNITED.com
Global Cart

My Role:
Design, Prototyping

The Loan
Repayment Plan Info Entry Statistics Graphs Month Breakdown FAQ.

Here is a month by month breakdown of your loan over its repayment period. Students can use
this information for a quick glimpse at how long they might be in debt. Seeing your loan on a
month by month basis like this helps you understand where your money goes. The more you
pay upfront, the less interest you will pay down the line.

Month by Month Loan Breakdown
December 2015 $10296.98

January 2015
February 2015
March 2015
April 2015
May 2015
June 2016

mmmmmmmmmmmmm

The Loan Repayment

Plan Website
www.loanrepaymentplan.com

Client: My Role:
Self UX, Design, HTML/JS
Deliverables:

Wireframes, User Research, Prototype
Testing, Visual Designs, and HTML/JS

| created this calculator to help students understand
how long they have until they are debt free.

Other Notable UNITED Responsibilities

B Rapid prototyper

B Produce quick HTML/CSS/JS mockups

B Ideation and white board lead

B Manage our IT code department on best practices
B Research new technologies to bring to the website




