ON BUSINESS

Usability test plan

USER TASK SCENARIOS



Concentration areas

Enrolment (important: to avoid drop outs)

Manage company account (important: daily usage)

Manage participants (important: daily usage)

. Promotions (less important)

. Reporting, points and transactions (important: core CIP module)
Dashboard and post-pin content (don’t need a separate scenario)

. Navigation (don’t need a separate scenario)
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. Ba.com commercial journey (important: core CIP module)




Scenario Index

Please signup for the On-Business program, add 1 administrator to your account and create a new
password.

Please select British Airways and English as your preferred carrier and language. Signup for the On-
Business program, add 1 administrator to your account and create a new password.

2. Please add an employee and his business unit to your OnBusiness account and assign your Company
Authoriser role to another Employee (Changing Authoriser role: A/B testing)

3. Download a 6 month points transactions report for a particular Business Unit (or all award flights). While
looking at the 6 month points transactions table you feel that an employee had travelled on behalf of a
different business unit. Please change the business unit before downloading the report.

4. View all airline expenses incurred in the last 60 days (sorted by date), view details of 1 transaction and
download an expenditure report for booking reference “SDH0123” within that period.



Scenario Index

Could you please raise a claim for missing points and check the status of a 2 month old claim for ticket
number “125-57890099078"?

Start by making a discounted booking from your OnBusiness account, compare discounted rates with
commercial and carry on making a commercial booking.

Log onto OnBusiness from ba.com and make a rewards booking using your OnBusiness points.



Scenario — Task mapping

Scenario 1

* Testing Ba.com Entry point

* Gateway Page Entry point

* Prepin Home page review

*  Enrolment form

* Understanding participant roles
*  Email confirmation

* Chnaging password

Scenario 2

* Dashboard review

* Company Account Mgt

*  Employee Management

* Understanding terminologies
like business unit

* Looking at list of employees

* Authoriser’s role and changes

Scenario 3

Main Navigation and sub nav
review and test

Points transactions landing
page review

Changing a business unit from
within points table

Testing the date toggle and
date picker controls

Testing the Business Unit filter
found on the table header
Business Unit filter can be
replaced by Category filters like
“Award Flights”

Download link and screens

Scenario 4

* Points and Transactions landing
page review

e User selection of the
Expenditure tab

* Understanding of what they
this tab holds

* Date toggle and date picker

* How to get Transaction details?

* Booking reference filter (left
the employee search filter as it
is similar instead went for this
as it is hidden in drop down)

 Download link/button and
screens



Scenario — Task mapping

Scenario 5

* Main Navigation and sub nav
review and test

* Claim points section review

* Claim points form

* Searching and checking for the
status of an old claim using
ticket number

Scenario 6

* How easy it is to make a booking
from OnBusiness?

* How users interpret the three
options reward, discount and
commercial.

* Use of respective plan frags

* How easy it is to compare
discounted and commercial
rates?

* How easily can customers switch
their journey’s from discounted
to commercial or vice versa.

*  When they select a flight do
they get enough information on
points

Scenario 7

* Logging in to OnBusiness
through ba.com

* How easy itisto make a
booking from OnBusiness?

* How users interpret the three
options reward, discount and
commercial.

* Use of Rewards plan frag

* How easy it is to complete a
Rewards booking?

*  When they select a flight do
they get enough information on
points



Scenario combinations

. Enrolment (highly important: to avoid drop outs) Non members

. Manage company account (highly important: daily usage)

. Manage participants (highly important: daily usage)

. Promotions (less important)

Reporting, points and transactions (highly important: core CIP module) Members & Non Members
. Dashboard and post-pin content (don’t need a separate scenario)

. Navigation (don’t need a separate scenario)

Members & Non Members
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. Ba.com login and commercial journey (highly important: core CIP module)




Task Scenario: 1a

On ba.com, you’ve found an interesting link promoting the On-Business program. You decide to find out more about
this program, clicking on the link takes you to the OnBusiness home page. You like this incentive program and would
like to signup.

User goal:

Please signup for the On-Business program, add 1 administrator to your account and create a
new password.

Test modules:

Enrolment, Pre-pin, email marketing and login creation




Task Scenario: 1b

You’ve been searching for business travel programs. You’ve clicked on a link taking you to the OnBusiness welcome
page showing you a list of airlines and languages. You select BA and English as your preferred carrier and language. The
welcome page takes you to the On-Business home page. You like this incentive program and would like to signup.

User goal:

Please select British Airways and English as your preferred carrier and language on the Welcome

page. Please signup for the On-Business program, add 1 administrator to your account and create a
new password.

Test modules:

Enrolment, Pre-pin, email marketing and login creation




User Journey

BA Home Page

l

Pre-pin landing page

Enrolment form

Company Info

v

Authoriser

!

Administrator

|

Travel agents
< ~ Join Now )

Join Now... Confirmation of
account creation, email sent

-

User gets an email and clicks
on create password button

!

OnBusiness Password and
security page

{

Password confirmation

’ User Login

!

OnBusiness Dashboard

,‘\\



User Story - 1a
1. A user goes to ba.com clicks on the OnBusiness link from within the menu.
2. The user lands on the On-Business pre-pin pages.

3. Scanning through the pre-pin content the user decides to join the program. He clicks on the
join button (can test CTA here) that takes him to the enrolment form.

4. The user starts by filling out his and his company’s information and adds 1 administrator. He
completes the enrolment form (skipping some sections) and clicks on the join button. He is
then taken to a confirmation success screen and an email is sent to his mail account.

5. The user logs into the CIP portal following a link from within that email and follows the
instructions to change/set his password.



User Story - 1b

1.

A user lands on the Gateway landing page (welcome). Selects BA from the choice of airline
and English as the default language of choice and clicks on the Call to Action.

The user lands on the On-Business pre-pin pages.

Scanning through the pre-pin content the user decides to join the program. He clicks on the
join button (can test CTA here) that takes him to the enrolment form.

The user starts by filling out his and his company’s information and adds 1 administrator. He
completes the enrolment form (skipping some sections) and clicks on the join button. He is
then taken to a confirmation success screen and an email is sent to his mail account.

The user logs into the CIP portal following a link from within that email and follows the
instructions to change/set his password.



Study objectives

Taking users to OnBusiness, helping them decide if OnBusiness is right for them and finally joining OnBusiness
o Test the leading process. Is it simple enough to go onto OnBusiness Home page from ba.com and the Gateway landing
page.
o Test if the OnBusiness home page is simple, concise, complete and engaging enough to induce memberships.

° |s it easy to fill out the enrolment form?

o Can users understand the different role and personalities they need to setup?



Study questions

10.
11.

On the leading pages: Does customer know where to find BA’s corporate programme?

Without signing-in can users find OnBusiness program information?

About the Programme page: Does the user feel that the information provided is easy to understand,
inviting and detailed enough to persuade them to Join OnBusiness?

About the Programme page: If they decide to join do users know what the next step is?

Enrolment Form: Once the user has scanned the form is it clear what kind of information is required of
them. (Specifically is the VAT /document section clear)

Enrolment Form: Is it clear which fields are mendatory?

Enrolment Form: Are the defined customer roles clear? (Authoriser, Administrator, Travel Agent and
Traveller)

Primary Contact: What does it mean to the user?

Welcome Email: Do they know what the next steps are?

Password & Security: Do the customers understand what is being required of them?

Password & Security: Is confirmation and next steps clear to the user?



Study questions 2/3

12. Enrolment: If you felt you wanted to correct something on an earlier screen what would you do /
how would you do it? (See if they try to click top nav/steps? Use back?)

13. What do you think the “i” button does?

Profile page

Would they answer these additional marketing questions?



Screens:

—
- Registernow | Login ID PIN/Password (& @
BRITISH AIRWAYS O o &
Home Remember me [F] Forgotten PIN/Password?
Flights and holidays ~ Manage My Booking  Information  Executive Club ~ Company Travel 12 United Kingdom - English

@ Terminal switch

From 26 October 2014, British Airways flights to Belfast City and Dublin switch to London Heathrow Terminal 5 and Barcelona flights switch to

London Heathrow Terminal 3. Find out more

Faght Recent Searches.
only From

United Kingdom
London (Heathrow) [=]

@Retum © Oneway  Multi-city/stopovers

To_
Pais, Orly (ORY), France

131014 DDMMYY

Flight class
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T ‘ 13 new routes fo
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(under2)
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Jon onBusiness

—= On Business Join On Business
Home

| English =

Programme preferences On Business
benefits
+ Reward flights and
upgrades
All items marked with an asterisk (*) must be completed + Discounted fiights

+/ Eam points on

Your On Business account every spend

* Where is your company United Kingdom -
based?
Located i ted States?
Located ir

©

Please note, a contextutal message here if required

* Which airline programme British Aiways -
would you like to join?

This should be the airiine you travel
with the most

Referrals and promotions

Where did you hear about =



Screens:

S Qn Business

Join On Business — Qn Business

[ Engisn - [Engisn [

Join On Business

—= On Business

English

Join On Business

Company information

Al items marked with an asterisk () must be completed

Company information

* Company name
* Type of business =
* Address line 1
Address line 2
Address line 3
« Town/City

* County/State/Province

+ Postcode/Zip

* Country [United kingdom -

—= On Business
o

a Company authoriser a

The company authoriser is the company employee aumomo enrol the company into the programme and is responsible

Need help? Need help?
Customer support for overseeing the company's participation in the programme. oo ot
0800 1234 5678 0800 1234 5678

A company authoriser can:
International enquiries

+44 123 45678

International enquiries
© Book reward flights and updates +44123 45678
* Manage the company details
* Manage nominated travel agents, administrators and participants
* Access discounts online

The company authoriser cannot be an external travel agent or consultant

BomoAd Al items marked with an asterisk (*) must be completed. Promo Ad

Company authoriser details

* Title

* First name ! : —‘
* Last name @ |

Join On Business —— pn Business Join On Business

English - English -

Nominate a tlfTé]veI agen

You can nominate up to five agents from your travel agency fo administer the programme on benaif of your company.
* ‘Travel agents will be able to access your account and book rewards.
* You can add or change nominated travel agents at any time.

All items marked with an asterisk (*) must be completed

Travel agent 1

~Tite 3 =

* First name

* Last name

* Travel agency name
Agency IATA number

o) e =

* Preferred langua

Confirmation

@ Your membership number is 12345678 @

n Please quote this number when making bookings o if you have any queries about your account. F)

Need help? We have sent you an email with details of how to create your password and access your onlifie account.

Customer support

0800 1234 5678 If you nominated a Programme Administrator and/or Travel Agent to administer this account, they will also recieve an email with details of

how to set up their password.

International enquiries
+ 44123 45678

Once you have access to your account, you will be able to start managing your On Business travel:
® Eam points and book reward flights and upgrades. E]
* View discounts and offers.

* Add employees to the programme and manage their accounts,

On Business homepage

Promo Ad

Programme administrator

The Programme Administrator is an employee, company partner or director nominated to administer the On Business
programme on the company's behalf. They can:

« Book rewards flights and upgrades.

« Manage the company details.

* Add nominated travel agents and participants.

* Access online discounts. SKIp this step

Al items marked with an asterisk (*) must be completed

Programme administrator details

* Title v
* First name.
* Last name

* Preferred language >
This sets the language for ail

oo e mesor2)

* Job title

Profile

a

Need help?
Cusiomer support
0800 1234 5678
International enunes
44123 45678

Promo Ad



Screens:

S T— On Business Join On Busines
BRITISH AIRWAYS -

English

Welcome to On Business Password and security
)

Dear Mr Smlth, All items marked with an asterisk (*) must be completed - On Business Join On Business
i i i English -
Thank you for registering for On Business. Create a new password nglis!
Thank you
Company name ACME Solutions Ltd * Password @ Y

° Your new password is ready to use.

i * Confirm password
Membership number  123456A8 P TR 5 e

S

Security questions
To access your On Business account online, you will need to set up your username and
password Choose your two security questions, and enter your answers. These will be used to verify your identity if we need to speak to you on the phone.

Follow the link below to create your username and password. You account will be then be —

. . * Question 1 -
fully accessible to you online. 4
i ithi * Answer 1
If you have nominated anyone else within your company to manage your account, they
will also receive an email explaining how to set up their username and password. + Question 2 -
= Answer 2

Create your password

Submit
One thing we'd like to suggest is that you direct your colleagues or travel agent to always -
provide your On Business number when booking flights. This will ensure that you receive

your On Business Points for all your qualifying travel with British Airways.

If you wish to see the complete programme details, including full terms and conditions,

ey i ok Bt g e B S e



Task Scenario: 2

Your marketing manager is flying to Spain. Please add him and his business unit to your OnBusiness account.

You don’t have time to manage the OnBusiness account yourself so you have decided to assign the Company
Authoriser’s role to your General Manager.

User goal:

Please add an employee and his business unit to your OnBusiness account.

Assign your Company Authoriser role to another Employee. (A/B Testing)

Test modules:

Dashboards, Manage company account, Manage participants




User Journey

Part 1 OnBusiness Dashboard

Compan

y account

!

Company business units

_ Addanew
‘**xxx‘buﬁnessunh//////

/ModaI: Add new business unit

|

save

!

Manage participants

/Add a new\
. participant

Add a new participant form

|

Ve T\
_ save )

OnBusiness Dashboard

|

Manage Company account

!

Company Authoriser

v

Update company Authoriser form

J

////Stepl;‘;"“
; Change current B
~_Authoriser

32
 Step2
Select new Company

- Authoriser

Part 2

[ Select

Participants




User Story — Part 1

1.

2.

Starting from the dashboard, the user is asked to provide his first impressions (2-3 minutes)

He is then asked to add a business unit and assign an employee to the business unit or perform
the task as laid out in the user goal. (ask them what they understand by business unit and how
they would go about adding a business unit)

The user clicks on Company Account from the main nav. From the left hand sub nav (or the main
landing page) he selects company business units and clicks on the “Add a new business unit” to
add Marketing. The user then clicks on save changes which closes the modal window.

The user then selects Participants from the left hand sub nav or click on “visit Participant section”
link from within the Company Business Units page and clicks on the “Add a new participant”
button to open the add new participant form. He then fills out some fields and save the profile.
(we can check for business units and assigning roles)

He then goes to the Manage participants section to confirm the addition.



User Story — Part 2A

1. The user clicks on Company Account from the main nav. From the left hand sub nav he selects the
Company authoriser link. (The user reads a brief on company authoriser and provides feedback)

2. The user clicks on the Update button and lands on the Update company authoriser page.

3. (System prompts the user to change his role first) From the radio list presented the user selects
“Programme Administrator” role for himself. (leaving it open to see what he selects). Clicks Next for
step 2.

4. He clicks on the choose new company authoriser button which opens up a modal window. The
user then selects “Jamie Aston” to be the Authoriser and clicks the select button.

5. User is taken back to Step 2 with the new Authoriser displayed. The users selects “Save Changes”.

6. He gets a Modal prompting that all his privileges would be lost. (see what he has learnt). User clicks
continue and changes the company authoriser.

7. User is then taken to the Company authoriser page showing the new Company Authoriser.



User Story — Part 2B

1. The user clicks on Company Account from the main nav. From the left hand sub nav he selects the
Company authoriser link. (The user reads a brief on company authoriser and provides feedback)

2. The user clicks on the Update button and lands on the Update company authoriser page.

3. (System prompts the user to change his role first) From the radio list presented the user selects
“Programme Administrator” role for himself.

4. Step 2 appears underneath asking the user to choose a new Company authoriser.

5. The user clicks on the button “Select a new company authoriser” . A modal pop-up appears with a list of
participants.

6. The user clicks on the name “Elizabeth Hempel”. The modal closes taking the user back to the steps
“Update company authoriser” this time displaying the new selected company authoriser.

7. The user clicks on “save changes” button to register all changes. He gets a Modal prompting that all his
privileges would be lost. User clicks continue and changes the company authoriser.

8. Useris then taken to the Company authoriser page showing the new Company Authoriser.



Scenario objectives

e Can users find their way to carry out company or employee related tasks?

* Do users understand what a Participant and Business Unit mean?

* Do they know that they need to start by adding a Business Unit and then assign participants?
* How easily can users add Participants and Business Units?

e Can users locate where to go if they want to look at all participants?

e Can users understand where to go to change a participant’s role?

e How easy it is to find and edit participants within the OnBusiness program?

e Changing an Authoriser’s role: Which iteration is better A or B?



Study questions

1. First impression of the dashboard. Expectations.

2. What do they think about 'Business Units' - what does it mean / how would they use it? Is the terminology
informative enough?

3. How would you create a Business Unit?
4. How would you add a new participant to a business unit?

5. Participant Form: Are users clicking on the “i” icon for help. Do they understand what Business Unit
mean and can they associate with the previous task of creating a business unit.

6. What does “Account Information” - Account role mean? Do users know they can assign roles to
participants using the Account role field?

7.  After adding the new user, do users expect him to appear on top even if the default list is sorted A-Z
by name?



Study questions  (A/B testing)

Which Iteration is better for the user A or B; considering ease of use and time to finish the task

Test iteration: A (loading steps 1 and 2 in separate pages)

1. Does the user understands what a Company Authoriser is? Is the text clear enough? Does he know that he
needs to click on Company Authoriser to go to the desired section?

2. Isthere enough/clear information for the user to understand that he needs to remove himself first, assign
another role to himself and then add a new Authoriser? System response do users read and understand the
message appearing within the yellow bar?

3. When a user reaches Step 2, does he realize that this is the second step in the process (change identification)
and does he need previous screen information. (Can he recall previous screen?)



Study questions  (A/B testing)

Test iteration: B (loading steps 1 and 2 on same page — progressive disclosure)

1. Is the amount of information presented by adding both Steps on the same page easily consumable?
2. Do you users find it easier to perform both steps if both steps are always visible?

3. Do users know they need to click the “save” button at the end of the process to commit changes. If they
leave after selecting a new participant the changes will not be saved and the new Authoriser will not be

changed.



Screens: Add a business unit

Part 1

Language:

Mr Smith (Company Authoriser) | Log out

— . . Mr Smith (Company Authoriser) | Log ou
= On Business Company Members - On Business Membership number- 12344566 —==== On Business Somborshib nuciber: 12341588
Dashboard  Points & transactions  Promotions ~ Company account  About On Business  Book flights ba.com
D Points & Tiers Company account ~ News  Book flights English Dashboard  Points & transactions ~ Tiers ~ Promotions ~ Company account ~ News  Book flights English
> —

# > Company account # > Company account » Company business units

My account Latest transactions

o i ~ : i -
T g £245.000 company [ Micro Solutions On Business Account Company Company business units
securty 785000 PLN account
R % = Eccount Euismod esse wisi elit enim, laoreet velit ut, nibh et nostrud iusto. Blandit quis in consequat vero dolore praesent, sciurus

Company details dignissim odio feugait nulla aliquam
Book a flight 23450 e @ Coenvie i Company membership number 1234567
Book your i

a ) EErESILE On Business preferred airline @ British Airways %
& 5 Company authoriser [P T ess unit name <

Primary contact
Primary contact

2 No business units added.
i = Nominated travel
Your On Business Tier: On? ¢ Nominated travel Company information agents
ZEEILD Lorem ipsum dolor sit amet, consectetur adipiscing elit. Maecenas eget est a lectus egestas rutrum a ac tellus. Maecenas Participants 33 W BT o
Participants porttitor metus nulla, sed hendrerit lacus condimentum non. Vestibulum moliis, odio
You have £86,000 to spend to get to the next Tier
i 8 To assign people to Business units, visit the Participants section
Company business units o
on' On? on® L
.orem ipsum dolor sit amet, consectetur adipiscing elit. Maecenas eget est a lectus egestas rutrum a ac tellus. Maecenas
O D o porttitor metus nulla, sed hendrerit lacus condimentum non. Vestibulum mollis, odio.
Need help?
—_— 2
. Mr Smith (Company Authoriser) | Log out
—= On Business Membership number. 12344566
Dashboard  Points & transactions ~ Tiers ~ Promotions ~ Company account  News  Book flights English
A > Company t > Company business units

Add new business unit
Company Company business units

account
Euismod esse wisi elit enim, laoreet velit ut, nibh et nostrud iusto. Blandit quis in consequat vero dolore praesent, sciurus
Business unit name Human Resources Company details dignissim odio feugait nulla aliquam
Company authoriser @ Your changes have been saved.
Primary contact
Exit without saving Nominated travel

agents A
Participants

Production (32 people)

=

a Marketing (14 people)

Naad haln? Sales (12 people)

ol s
]

=



Screens: Add a participant

Part 1

Joe Smith (Company Authoriser) | Log out Manage My Booking
—— :
= On Business Membership 123456789 | Tier: Tier name | Points: 23,450
Myaccount  Points & transactions  Tiers  Promotions  Companyaccount  News  About On Business  Book flights English
# > Company account » Manage participants » Add a new participant

Company Add a new participant

account
Company details Al items marked with an asterisk (*) must be completed. Please use only English letters
Company business
units
< Title =
Company authoriser et
Primary contact * First name
Nominated travel & Gk e
agents
Manage participants Business unit © -
* Job title
Elcok’a Bight Preferred language English 5
+ Preferred lang nglis! -
Book your fighis and This sets the language for al future
upgrades ‘emails and text messages
Find fights >  Your work email address
* Telephone country code United Kingdom (+44) -

loe Smith (Company Authoriser) g out Manage My Booking | Online Check-in | Executive Clul
e :
= On Business Membership 123456789 | TierTier name | Points-23.45C
y Points & Tiers npany News  AboutOnBusiness  Book flights English
A > Company account » Manage participants

Company Manage participants

account

Company details pants, 3 programme administrators

Company business
units

Company authoriser
Primary contact Search by Last name =

Nominated travel
agents

Manage participants ;

Filter by Al roles v | | Allbusiness units -

Book a flight
Book your fights and

Name Role Business unit Email
Upgrades Barlow, Maria Programme Administrator ~ Marketing mana barlow@msolutions.com
Find flights >

& Givert, July Programme Administrator ~ Marketing Jgiibert@msolutions.com

~ Hampel, Elizabeth Participant sales lizzie@msolutions. com



Screens: How to change a company authoriser?

Part 2

o6 Smith (Company Autoriser) =3 R R R O
— : UaSIOUGIG OIS o rasaions 11T FIOMOUONS  UOMperly accoun  News BuR g, engusn
—_— : - n —
= On Business Membership 123456789 | Tier: Tiername | Points: 23.45¢ On Business Membership number: 12344566
A > Company account > Company authoriser
Myaccount  Points&transactions  Tiers  Promotions  Companyaccount  News  AboutOn Business  Book fights Englsn D Points & i Tiers i Company account  News  Book flights English
#4 > Conpany account > Manage paricpans | S Company Update company authoriser
# > Company account » Company authoriser account
The Company Authoriser is the company employee authorised to enrol the company into the programme and is
L. Company details responsible for overseeing the company's participation in the programme:
Company Manage participants € hori (D ACompany Ao can
account Company ompany a uthoriser « Book reward flights and updates
* Manage the company details
g ; 562 participants, 3 programme administrators account Primary contact .
Company details P P prog ERIEN The Company Authoriser is the company employee authorised to enrol the company into the programme and is 2 N ::::’:s’";;:::':s'":;:::’““' agents, administrators and participants
Company business Company details responsible for overseeing the company's participation in the programme. :;’;“r“";a‘e" fravel
—
earch Reset search The Company Authoriser cannot be an external travel agent or consultant.
" Business units A Company Authoriser can: Participants
Company authoriser pany

Primary contact Search by

Company authoriser * Book reward flights and updates =
* Manage the company details =P
Primary contact @ i .

travel agents, and : @ Prease note, to select a new Company Authoriser, you must first re-assign the present Company Authroiser to a C
@ Nominated travel * Access discounts online
Manage participants.

Nominated travel
agents

different role (e.g. Programme Adminisrator or Traveller)
agents
Filter by All roles ¥ | | Allbusiness units S Participants The Company Authoriser cannot be an external travel agent or consultant. Assign a new role for the current Company Authoriser:
Book a flight Name o Role Business tmit ¢ Email & John Smith ) Programme Administrator
Book your fights and © Traveller
upgrades Barlow, Maria Programme Administrator  Marketing maria barlow@msolutions.com Company authoriser John Smith
Exit without saving
Find fights >
& Giwert, Juy Programme Administrator ~ Marketing Jgibert@msolutions.com Need help? Update
Customer support
~ Hampel, Elizabeth Participant sales Iizzie@msolutions. com .

Mr Smith (Company Authoriser) | Log

= On Business

Membership number: 12344

8 it : e : company acsouni | ess | eox Tt G

# > Company account % Company authoriser Search by Last name v E
Company Update company authoriser
account Filter by All roles v ‘ All business units -
The Company Authoriser is the company employee authorised to enrol the company into the programme and is
Company details responsible for overseeing the company's participation in the programme.
Name < Role & Business unit < Email ¢
Business units A Company Authoriser can:
Company authoriser * Book reward flights and updates Barlow, Maria Programme Administrator ~ Marketing maria.barlow@msolutions.com
= = * Manage the company details
rimary contact . i i
° 5 travel agents, s andp L2 & Gilbert, July Programme Administrator ~ Marketing jgilbert@msolutions.com
Nominated travel * Access discounts online
agents
Participants The Company Authoriser cannot be an external travel agent or consultant. Hampel, Elizabeth Participant Sales lizzie@msolutions.com
Company Authoriser Administration john_smith@msolutions.com

Choose a new company authoriser

Select a new company authoriser

[}



Screens : How to change a company authoriser?

Part 2

Mr Smith (Company Authoriser) Log ou

e x
- On BUSIneSS Membership number: 1234456/
Dashboard  Points & transactions ~ Tiers ~ Promotions ~ Company account ~ News  Book flights English
ﬁ > Company account » Company authoriser

. o Please note: by assigning a new company authoriser, you will no longer have
Company Update company authoriser Company Authoriser privileges.

account
The C y Auth is th / I thorised f I th y into th di . .
: stagkichficldunlinle company, STIPOYES e o oot COMPRTIY IR0, T RIDGIame st s If you choose to continue, your Company Authoriser status will be revoked, and you will be
Company details responsible for overseeing the company's participation in the programme. Y : . !
returned to the On Business home page, with only the account privileges associated with

Business units A Company Authoriser can: your new role.

Company authoriser * Book reward flights and updates

: * Manage the company details
Primary contact * Add/remove nominated travel agents, administrators and participants

Nominated travel ® Access discounts online m
agents m

The Company Authoriser cannot be an external travel agent or consultant.

The new Company Authoriser will receive an email confirming their new role

Participants

Step 2/2

Choose a new company authoriser

Select another participant

New company authoriser Elizabeth Hempel

The new company authoriser will receive and email confirming their new role.

Exit without saving



Points & Transactions (task list)

* Toggle dates

* Input Date range

* Search within this period by passenger name

* Search within this period by booking reference
* Printing and Downloading link

* Filters (Show : Awards, Redemptions, Adjustments, Bonus within Business Unit Filters)

* Edit a Business Unit

* Selecting points and Expenditure tabs

* Toggle sorting

* Transaction details and interpreting what’s on the screen

e Statements archive



Task Scenario: 3

A user decides to download a 6 month points transactions report for the Marketing business unit. Looking at points
and transactions table he realises that Sam’s trip to Paris was on behalf of the Production business unit not Marketing.

He changes the business unit before downloading the report.

User goal

Download a 3 month points transactions report (need to ask them how they would do a 6month report) for your
Marketing Business Unit (or all award flights). While looking at the 3 month points transactions table for
Marketing you feel that an employee had travelled on behalf of a different (Sales) business unit. Please change

the business unit before downloading the report.

(particular Business unit or all Award flights are both interchangeable filters. Download task can be removed)

Test modules

Points and transactions, Reporting




User Journey OnBusiness Dashboard
y

Points and transactions
v

Transactions statement

Selects a date range . 80

(:::;:::jifirrrrlx?ﬂeviews transactiéﬁé’::jjj;;;;;;:zy.H
Clicks to edit Business
Unit
Revn ews transa ctlons —>(_ Clicks download
\A

| Modal: Download ects 2 file format |—>( download )
transactions Selects a file format " ),

Selects a Business Unit (award flight)

S / ; 1\\
_ save

% Modal: Change
Business Unit




User Story

1.  The user lands on the dashboard he is then asked to provide his first impressions of the dashboard. (1-2 minutes)

2. The user clicks on Points & transactions from the main nav. The user looks at his recent point transactions. (we can
ask him about his expectations from this screen)

3. The user decides to download a 3 month points transactions report and clicks on the “Transactions statement” link
from the left hand sub navigation.

4. He then selects a 6 month date range from the date range section and clicks on the go button.

5. The user scrolls down and looks at the transactions table to see if it matches up. From the “All business units” drop
down found on the points transactions table the user selects “Marketing” business unit.

6. The user again confirms his results.

7. Scanning through the points transactions table and decides to change the business unit for the topmost entry.
Clicking on the edit icon from within the business unit cell invokes a pop-up and the user selects and saves his desired
business unit.

8.  The user again confirms his results and clicks on the download link found on the table header.

9. He gets a prompt asking to choose a file format to download. User selects a file format and click download.



Scenario objectives

e Points and Transactions landing page

* Do users know where to go to print/download a report?

« How easy it is for users to apply all filters; dates, employee, booking reference, business units
and categories.

e Within the points statement section, can users identify that they can reassign a business unit
for a given transaction entry.

e Within the points statement can users identify that these individual entries are clickable

showing details.



Study questions

1. First impressions of the points and transactions landing page
2. Can users locate the subnav/items?
3. Does the user know that he needs to click “Transaction statement” to get a report?

4. Can he easily use the date search to get his 6 month report? His interpretation of the
date filters.

5. Can the user identify between points and expenditure tabs? What are they?

6. Isthe user able to locate the download link and can he finish it off without

moderator help?



Screens: Looking at points & transactions, change a business unit (for a return flight) allocated to one of your
employees and download a 6 month point transactions report for a particular Business Unit

mainiiand Transactions statement - Uil pusIiEs> Company Membersp 123456789 | Tr: O | Poits 23,
transactions Acme Solutions Lt
—— i Dashboard  Points & transactions  Promotions  Company account  About On Business  Book flights ba.con
Transactons satement = = : = = On Business Mormberstip 123456769 | Tier:On? | Polnks: 2345 oy o
x Airline expenditure BN banne Points expiring @ Company Membership 123456789 | Tier: On? | Points: 23,45
Statements archive (Year to date) P
Glaim missing points zf z' 12‘;‘1‘: = Dashboard  Points & transactions ~ Promotions ~ Company account  About On Business  Book flights ba.com # > Points and transactons
v -
parters £ 245,000 23450 pts Bumats - = i i
AR ;2 ok Points and Transactions statement
fanage My Booking 785000 PLN (v
Online Checkin Transactions may take up to 10 days to appear. Transactions from our partners may take longer.
5 . Transactions statement
Book a flight Your tier: On3 (nti 1stsan 2016) ot a-nd Tra nsa Ct ons State m ent Stalehents archwe]
Book your fights and : transactions e Points balance 23450 [yT—]
uporaces Based on current spend your fier next year will be On’
Transactions statement i Partners
: Points oy i Bpliringpoime10 Year to date airiine expenditure ®  £245,000 785000 PLN
Statements archive 23450 1540 23 Oct 2014 .
Claim missing points 28380 03 Nov 2014 Onfine Checkdn
n Partners 1560 20 Jan 2015 Date range (only the last 5,000 transactions can be shown)
Book a flight
Need help? Book your ights and 60 days | 900ays |:[ooer2014 7| — 0072014 | ([
Customer support Manage My Booking Year to date airline expenditure & £245,000 upgrades
0800 1234 5678 Online Checkin Search transacti th dby ©
Intematonal enguires Fined o0k 360ULTISF benatis 785000 PLN earch transactions in this period by
+ 4412345678 ) Passenger name - [EREE X Clear results
Book a flight -
i Book your fights and How man
Latest transactions oo 1
upgrades

Airline expenditure

® Reward fight
Find flights > @
—_— Jg s

points to | need?

View points
[ 2}
Transactions for Adam Smith - 9/6/14 to 9/7/14

View airline expenditure
© Fight upgrade

From

& Print ¥ Downioad

>
View points View airline expenditure
Points and Transactions statement J
trnssctons sy e 10 s e o ey e e Transactions for Adam Smith - 9/6/14 to 9/7/14 "4
transactons staement
Statements archive Points earned: 14,500 Points spent: 1,500 Only completed flights within a booking are shown
Claim missing points. R 23450
e Yearto cate arine expen{Ty £245,000 785000 PLN

LU All categories ~ Wl All business unit -

. m Passenger Description usiness uni Points |
Date range (only the ast 5,000 transachons can be shown)
Book aflight

' , Download transactions
Business unit

30/09/2014 ~ Barlow, Maria Flight award Madrid (MAD) — London Heathrow Marketing +1,250 Choose a file format
s (LHR) BA123
| Finanons > |
26/09/2014 Non-flight Marriott Heathrow, London -~ @ +1,250
award
How many

points to | need?

22/09/2014 Bonus Double points October +1,250




Task Scenario: 4

4 members of your IT team visited Paris a couple of weeks ago. You have their flight booking reference at hand.

User goal:

View all airline expenses incurred in the last 60 days (sorted by date), view details of 1 transaction.
Lookup a transaction for booking reference “SDH0123” within that period.

(wanted to test if people are able to find the booking reference option from the drop down list and click
on the expenditure tab so using this variable instead of a particular employee)

Test modules:

Reporting, points and transactions




Points and transactions

Transactions statement User Journey
Clicks 60 days l ’ Picks a date range l
- |
-
Clicks & reviews Cllcksondate reviews . *Clicks on one Modal: Transaction .~ |gse |
expenditure ' sort toggle expenditure of the entries details
Selects bookmg.reference from Search " Enter Booking reference . update
transactions drop down
Reviews
Expenditure
" Clicks download
Modal: Download transactions Selects a file format
\

e N
_download




User Story

1. The user starts from the Points & transactions landing page and views his recent point transactions (we
can ask him about his expectations from this screen)

2. The user wants to look at expenses incurred within the last 60 days for a specific booking reference.

3. Thinking aloud the user would explain what he is looking at as default view. The user scrolls down and
looks at the transactions table, selects the View airline expenditure tab.

4.  With the expenditure tab selected the user clicks on the date toggle and selects 60 days or picks a date

from the date range while clicking the go button. Looking at the expenditure table the user selects the sort
toggle on the date head to sort by date.

5. The user shows interest in looking at a particular transaction. He clicks on the transaction to invoke a
modal pop-up displaying details for that particular transaction.

6. The user, now, needs to look at transaction details for a certain trip made within the last 60 days using a
booking reference. He clicks on the list option found within the “Search transactions within this period”
and selects Flight booking reference. He then enters the booking reference in the input field and clicks
update to get his desired results.



Scenario objectives

e Difference between Points and expenditure? Tabs?
* Are users able to download a filtered Expenditure report?
e Are users comfortable using filters?

* Do users know how to download a report?



Study questions :

Points and Transactions landing page observations.

» Difference between Points and expenditure? Terminologies and what users expect to see?

* Are users comfortable using Tabs for this type of data?

* Do users know they can get transaction details by clicking on a Transaction?

* Are transaction details informative?

e Can users easily use the date toggle control? Or do they prefer using the date picker or both?
* Is sorting toggle visible and comprehensible (how would it sort)?

* Are users able to locate the “booking reference” filter?

* Do users know they have to use date first and then any other filter?

e Can users easily find the download link?



Screens : View all airline expenses incurred in the last 60 days, view details of 1 transaction and
download an expenditure report for booking reference “SDH0123” within that period.

Points and Transactions statement
transactions ——

= On Business

Acme Solutions Lt - \J11 DUSHIEDD Company Membership 123456789 | Tier:On’ | Points: 23,

Company Membership 123456789 | Tier: On* | Points: 23,45 Dashboard  Points & transactions ~ Promotions  Company account  About On Business  Book flights ba.cor
Transactions statement s - 5
x Airline expenditure Points balance Points expiring © . . - 7
Statements archive i Dashboard  Points & transactions ~ Promotions ~ Company account  About On Business  Book flights ba.com 4 5 Pons and tansactons
Giaim missing points 3 :“ 22‘:]‘1‘:
iov
£ 245,000 23450 pts PI— :
22 Jan 2015 # > Points and transaction: .
! P Points and Transactions statement
™ 785000 PLN transactions
D RS 8 ransactons statement | TTA152€10TS may take up to 10 days fo appear. Transactions fom our partners may take longer
0 : ransactions statemen
Points and Transactions statement
Book a flight ier: transactions 6]
Book your fights and Your tier: On3 i szt e Points balance 23450
uporades Based on clirent speni your: er iext jear wil be. On{ Transactions statement Points Balance Expiring points @ Partners
Year to date airline expenditure © £245,000 785000 PLN
Statements archive 23450 1540 23 Oct 2014 . -
tanage My Booking
Claim missing points 28380 03 Nov 2014 Online Checkin
Partners 1560 20 Jan 2015 Date range (only the last 5,000 transactions can be shown)
Book a flight
St Book your fights and 30 LRl 60 days | 90days |-|09/06/2014 | — 0910772014 | [
aealiolpg Manage My Booking i i
Customer support MEnaE Ny S oo Year to date airline expenditure © £245,000 upgraces
0800 1234 5678 Online Checkin 785000 PLN Search transactions in this period by @
International enquiries. Find out about Tier benefits
+44123 45678 Passenger name - [ Update RS
Book a flight
How many
. Book your flights and N
Latest transactions " points to | need?

© Reward fight

Airline expenditure Find flights > @ © Fiight upgrade

From

View points. View airline expenditure

Transactions for Adam Smith - 9/6/14 to 9/7/14 @ Print ¥ Download

D Online Checkin L,_] Q

Date range (only the last 5,000 transactions can be shown)
Points and Transactions statement Book a flight

A o Book your fights and KPR 60 days | 90 days :|09/06/2014 T 1 d I é
e s s | |- ransaction details

Transactions statement

G e Find fights > Search transactions in this period by @
S Points balance
f‘*" e Passenger name - BB X Ciear results Type Flight award
bartners
Year to date airline .xm@ ° £245,000 785000 PLN
ge . @ How many Ticketing airline British Airways
points to | need?
Date range (only the last 5,000 transactons can be shown) @ Reward fight View points View airline expenditure Passenger Jane Smith
Book a flight © Flight upgrade
Book your " 60days | 90 days

From
woar

Transactions - 9/6/14 to 9/7/14 & print ¥ Download Business unit

SOSER FRnSacaons i e penc Airline expenditure: £53025, 278739 PLN Mart=R
Passenger name - ® Retun © One-way } i Changes made to the business unit are for this transaction only. To permanently change the
participant's business unit, visit the Participants section
How man) To [T Al categories All business unit
points to | need?
® Reward ight

Flight pgrade

19 20 2 2 2B 24 @ Pt 3 Oomioad Economy = 30/09/2014  Barlow, Maria Flight award Madrid (MAD) - London Heathrow ~ Marketing +1,250
(LHR) BA123 Ticket number 123-12345678
26/09/2014 Non-flight Marriott Heathrow, London +1,250

award

: - FPEEPTEEE e v — TR

22/09/2014 Bonus ible points October

16/09/2014  Barlow, Maria Flight award  Madrid (MAD) - London Heathrow  Marketing +1,250
ﬂ (LHR) BA123



Screens : view all airline expenses incurred in the last 60 days, view details of 1 transaction and download an
expenditure report for booking reference “SDH0123” within that period.

Statements archive

Claim missing points Bolptbalance 23450
Partners . i Online Checkin
Year to date airline expenditure © £245,000 785000 PLN Date range (only the last 5,000 transactions can be shown)
¥ Book a flight
Manage My Booking
ks 7 Book your fights and 60 days | 90 days |:[09r0612014
Online Checkin upgrades
Date range (only the last 5,000 transactions can be shown) Search transactions in this period by @
Book a flight
Book your fights and 60 days | 90 days |: (0910612014 % |- [0on072014 7| [IER Passenger name = X Clear resuits
upgrades How man i
Y D load
Find fights > Search transactions in this period by @ points to | need? ownloa t ransa Ct 1oNns
® Reward flight % =
Passenger name ~ RN x Clear results © Fiight upgrade View points
From
i = print ¥ Download _
How many Transactions - 9/6/14 to 9/7/14 - Choose a file format

points to | need? Airline expenditure: £53025, 278739 PLN

@ Retum © One-way

To ELEIY Al categories All business unit

©® Retun © One-way Economy h 30/09/2014  Barlow, Maria Flight award Madrid (MAD) - London Heathrow ~ Marketing +1,250
(LHR) BA123

To IV Al categories ~ [l All business unit - Cal 1e
26/09/2014 Non-flight Marriott Heathrow, London +1,250
What are my points.
Flight class @ mm oy

Economy i 3000912014 Barlow, Maria Flight award Madrid (MAD) - London Heathrow Marketing +1,250
(LHR) BA123 ﬂ 16/09/2014  Barlow, Maria Flight award  Madrid (MAD) - London Heathrow  Marketing +1,250

© Reward flight View points i e expenditure
Flight upgrade

From Transactions - 9/6/14 to 9/7/14

Airline expenditure: £53025, 278739 PLN

award

22/09/2014 Bonus ouble points October

(LHR) BA123



Task Scenario: 5

You’ve just noticed that you haven’t received points for a recent trip to Italy.

User goal:

Could you please raise a claim for missing points (outbound and inbound) and check the status of a 45 day
old (a month and a half) old claim for ticket number “1285789009900”?

Test modules:

Reporting, points and transactions




User Journey

Points and transactions

v

Claim missing points
v

v

v

~ Make a new claim _ Claim form

J

Claim form

v

" Submit claim |
U |

Part 1

~
,,/

User clicks Subnav link- claims history

Claim History
~ Enters ticket number
(search claim)

" Search )

Part 2



User Story

1.  The user starts from the Points & transactions landing page and views his recent point transactions (we can ask him
about his expectations from this screen)

2. The user wants to raise a claim for missing points so he clicks on the claim missing points link from the left hand sub
nav item.

3. Thinking aloud the user would explain what he is looking at as default view. He can, either click on the button to make
a new claim or click on the Claim form link on the left hand sub nav.

4.  The user is taken to the Claims form where he enters the passenger last name as “Barlow” (Maria Barlow) and ticket
number: “1255789009078 “ information for

flight 1:  Flight number: BA125 Date: 12/04/14
flight 2:  Flight number: BA126 Date: 16/05/14
and presses “Submit claim”

5. The user is taken to a thank you page confirming and displaying the claims under review.



User Story

6. The user now wants to search for an old claim (around 45 days old) and check the status of that claim.

7. Thinking aloud the user hopes to find his desired information from within the claims history. The user clicks on the link

from the left hand sub nav. Since the claim is around 45 days old he either selects 60 days from the toggle (or picks a
date) and clicks go.

8.  The user scans the results to confirm if the results are for last 60 days.

9. The user then adds his desired ticket number (1285789009900) within the Search claims section and clicks update to
display his desired claim and its status.

10. If the claims status shows “points awarded” how would the user find out how many points were awarded.



Scenario objectives

* Do users understand the procedure of making a claim for missing points?

* Can users understand the claims form table?

* How easy it is for users to fill out a claims form?

* Do users feel at ease using our existing search within a date period process when looking for an

old claim?



Study questions :

* Are users aware that they need to raise a claim if there are points missing?

* Can users find their way to claim missing points from the dashboard?

* How easy itis to fill out a claims form?

e Claim missing points page interpretation.

* Searching for a claim: How to use the date picker, adding ticket numbers and searching. Which should
come first?

* What if you need to add more than one flights? Is the user comfortable doing that?

e If the claims status shows “points awarded” how would the user find out how many points were

awarded.



Screens:
ticket number

Raise a claim for missing points, check

status of 2 month old claim using

Acme Solutions Lt

=== On Business

Company Membership 123456789 | Tier: On® | Points: 2345

Dashboard ~ Points & transactions ~ Promotions ~ Company account  About On Business  Book flights ba.com

@ > Points and transactions

Points and Transactions statement

transactions

Transactions statement Points Balance Expiring points @
Statements archive 23450 1540 23 Oct 2014
Claim missing points 28380 03 Nov 2014
Partners 1560 20 Jan 2015

Manage My Booking Year to date airline expenditure @ £245,000
Online Checkin 785000 PLN

Book a flight
Book your flights and
upgrades

Find flights > @

Part 2

Points and Claim missing points

transactions

A claim cannot be submitted for:
Transactions statement

Statements archive
Claim missing points A flight taken less than ten days ago

Claim form  Aflight taken more than four months ago

o Aflight that has not been travelled
Aflight taken before your date of joining

Claim histor
i Please note, it may take up to 14 days to process a claim and award points where applicable.

Make a new claim

Recent claims

Book a flight Date Passenger Ticket Departure
Book your flights and submitted number date

Partners.

Manage My Booking

Online Checkin

trgrades 24/09/14 Barlow, Maria  123-4567899  BA123 23/09/14 Rejected  No bookings can be
s matched for this claim
23/09/14 Smith, John 123-4567899  BA123  23/09/14 Rejected  Surname on the claim
does not match the
bookin
How many 9

Points and Claim missing points

transactions
A claim cannot be submitted for.

Transactions statement « Aflight that has not been travelled

Statements archive * Aflight taken before your date of joining
Claim missing points * A flight taken less than ten days ago

Claim form * A flight taken more than four months ago

Claim histor
g Please note, it may take up to 14 days to process a claim and award points where applicable.

Make a new claim

Recent claims

Partners

Manage My Booking

Online Checkin

Book a flight [ETY Passenger Ticket Flight Departure Reason
Book your fiights and submitted number number | date
AN 24/09/14 Barlow, Maria  123-4567899  BA123 23/09/14 Rejected  No bookings can be
Find fights > matched for this claim
23/09/14 Smith, John 123-4567899 BA123 23/09/14 Rejected Surname on the claim
does not match the
bookin
How many 9

Points and Claim history

transactions
Please note, it may take up to 14 d:lys to process a claim and award points where appllcableA
Transactions statement

Statements archive

(2]

Date range (only the last 5,000 transactions can be shown)

RUNEVER 60 days | 90 days 109/06/2014

Search claims in this period by ticket number @

[WLLEICH X Clear results

Claim missing

— 090772014

Claim history

Partners

Manage My Booking
Online Checkin
Claims for 09/06/2014 to 09/07/2014

Transactions may take up to 14 days to appear. Transactions from our partners may take longer.
Only completed flights within a booking are shown.

Book a flight
Book your fights and
upgrades

Find flights > In this period In this period In this period

Awaiting verification: 4 Claims rejected: 4 Successful claims: 10

How many
points to | need? Al status All reasons
Reward flight(retum)

From Date Passenger Ticket Departure Reason
London (LHR) submitted number date

To
Dubia (DXB) E] 24/09/14 Barlow, Maria 123-4567899 BA123 23/09/14 Rejected No booking: b

Points and Claim form
transactions
A claim cannot be submitted for:

VETEEIRE T « Aflight that has not been travelled

@emems archive  Aflight taken before your date of joining
Claim missing points « Aflight taken less than ten days ago
M « Aflight taken more than four months ago
Claim history

Please note, it may take up to 14 days to process a claim and award points where applicable.
Partners

Make a claim

Mana My Booki
sk e A Please make a separate entry for each flight taken within a booking.

Online Checkin

All tems marked with an asterisk (*) must be completed

Book a flight
Book your lights and
upgrades Claim 1
. Enter name as it appears in the booking
Passenger last name Smith 10 accantod charnaers) ;
How many * Ticket number 123456789 13 digits without the hypen
points to | need?
© Reward fight Complete a row for each leg of the journey you are making a claim for
© Flight upgrade
From Flight number  Airline @ Departue date
1 1234567 | | British Airways ~ | |ow0712014

Part 1



Task Scenario: 6

You are interested in making a discounted booking using your OnBusiness account. During the booking process you
compare discounted fares with commercial rates and decide that you’d rather pay for the flight getting you more
OnBusiness points.

User goal:

Start by making a discounted booking from your OnBusiness account, compare discounted
rates with commercial and carry on making a commercial booking.

Test modules:

Ba.com, Discount & Commercial booking using OnBusiness




Ba.com

Skip this & start from dashboard
User Journey l
 On-Business Login
OnBusiness Dashboard
( Make Booking
) _ . Options: Selects discounted
Book Flights — Flight options <> booking
v
CUG — Discount Journey planner
Flight list 0| Toggles to c?:tcelécommercial
\%

Decides to
select a commercial
flight

Fare Quote



User Story

1. The user starts from the OnBusiness Dashboard.

2. Heclicks on a button “Make a booking” taking him to the Book Flights page. Here he finds 3 options:
Commercial, Discount and Rewards booking. (Thinking aloud we can learn where he thinks the three options
would take him)

3. The user selects Discount booking and clicks Continue. This takes the user to the Plan frag (journey planner)
4. The user adds details within the Plan frag and searches for available flights.

5. The user is taken to the Flight list page where he looks at all available flight options along with their discounted
prices.

6. The user wants to compare discounted fares with commercial. So he switches to commercial view using the
toggle available on the top of the page.

7. He likes commercial prices better so he selects a commercial flight and clicks Select

8.  Finally, the user is taken to the Fare Quote page for a Commercial Booking showing how many points he would
earn.



Scenario objectives

* How easy it is for users to initiate and make a booking from within OnBusiness Postpin pages?

e Can users understand the 3 Booking choices and pick what’s best for them?

* Do users know they can compare discounted fares with commercial fares at the fair quote page?

* Do users understand that they can compare the rates and change their choice during their discounted
journey?

* Fare quote page: Can the user get enough information on how many points are being used (discounted
flight) or how many points he is getting (commercial) out of this flight?

* Does he understand that for Executive club members it is better to avoid OnBusiness commercial

journey?



Study questions

 How easy it is for users to initiate a booking from within Post-pin. Locating the Call to action to
initiate the process?

e How easy it is to make a booking from within Post-pin OnBusiness?

e Can users understand the 3 Booking choices and pick what’s best for them?

e At the Flight list page; Do users know they are looking at discounted rates?

* Are users able to locate the radio selection on top showing “discounted” and “points booking”?

* Do users know they can compare discounted fares with commercial fares at the fair quote page?

* Do users understand that they can compare the rates and change their choice during their
discounted journey?

* Fare quote page: Can the user get enough information on how many points are being used
(discounted flight) or how many points he is getting (commercial) out of this flight?

* Does he understand that for Executive club members it is better to avoid OnBusiness commercial

journey?



Screens: Make a discounted booking from your OnBusiness account, compare discount
rates with commercial and switch to commercial booking.

Dashboard Welcome back, Mr Smith
Programme Administrator

Login details and

securty
x Airline expenditure Points balance DI S e e
Book a flight i 230ct 2014
o0k your tighs and 01 Nov 2014
£ 245,000 23450 pts o

785000 PLN

Your tier: On1 i 1stsan2016)

Based on current spend your tier next year will be

ont ‘ on2

o—
5000

Participant summary

BRITISH AIRWAYS

Flights and holidays

-

Manage My Booking Information Executive Club Company Travel

Ms Kalu (Programme administrator) | L
Micro Solutions Ltd | Membership number: 05101134GB | Tier- on2 | Points: 10,

-
BRITISH AIRWAYS

On Business discounted fares

Outbound flight

London - Amsterdam
Friday 28 Nov 2014

Change > Use Avios to save up to

£30

Find out more after selecting your fiights

About Business Class

 Separate cabin offering more privacy,
personal space and comfort

oard meal suited to

the time of day and length of flight

§, Free seat selection 24hrs in advance

| These are the lowest single 2dult prices including taxes, fees and
= carrier charges.
About %
< Previous Week @ also change my inbound NextDay 3| | § Free seat selection 24hrs in advance
¥ Compiimentary onboard food and bar
Tue | w ™ Fr s Sun Hon
25Nov 26 Nov 27 Nov [EXEYSMl 20 Nov 30 Nov 01 Dec

§ Complimentary bar service including
champagne upon request

s = 8 1 x 23kg checked baggage allowance
£47 £47 plus hand baggage

from
£47

o from
£47 £47 £47

8 2 x 32kg checked baggage allowance
plus hand baggage

Departs Arrives Flight Operator | Economy

2 British Ainuavs
gg7\.°5‘0 }EOM{O — = eazse
ams Esonomy

Business Class

Discountad
£86
Only 5 seatfs] Isft ot this price

Book flights

Please select booking type

© Points earning
Points earning bookings are for full priced commercial fares which earn On Business points

© Discounted booking
Discounted bookings are for discounted fares which eam a discounted proportionately reduced amount of On Business points. For example,
fares that are displayed at a 5% discount will eam 95% On Business points compared to points eaming fares.

©® Rewards booking
Rewards bookings allow you to redeem On business points. they do not eam On business points

RITISH AIRWAY.

Dates and flights Price

Choose booking type

® Earn On Business Points

Passengers Payment

Discounted prices

You can switch between these choices to find the right option for you

Change >

Outbound flight

London - Amsterdam
Friday 03 Oct 2014

Use Avios to save up to £30

These are the lowest single adult prices including taxes, fees and

Find out more after selecting your fiights

o i (o1
B Portugal-English b —=== BRITISH Receive 18,000 bonus Avios when you spend Representative example: P
AIRWAYS £3,000 in the first three months* O
Representative | Purchaserate | Assumed | Annual
APR (variable) (variable) credit limit fee
R — B 56.4% APR | 19.9% pa.| £1200 | £150

2 Price 4 Passengers

Plan your journey

Select your options below

® Flights Book together and save (i
Hotels Flight + hotel
Cars Flight + car

Experiences > More options

Country of departure

usa v | > Book multi-city
From
Choose your departure point v

To > Where we fly
Milan, Milan {All Airports) (MIL), Italy

Confirmation

About Business Class

) Fast Track security to
help you speed through
the airport
¥ Complimentary onboard
meal suited to the time
of day and length of flight

carrier charges. About Economy

L Airport, online or mobile check-in

L Airport, anline or mobile
check-in

¥ Flights to and from

) Also change my inbound
dates

< Previous Week NextDay > | yY Flights to and from centrally located airports

centrally located airports

Payment
5 Pay!

6 Confirmation

Avis Autumn Sale
Save up to 15%

Save up to 15% on car rental in the
following destinations:

UK,
France,

Italy,

Republic of Ireland,
Spain,

Germany,
Switzerland,
Portugal,

The Netherlands,
Belgium,



creens:

Make a discounted booking from your OnBusiness account, compare discount

rates with commercial and switch to commercial booking.

Choose booking type

® Earn On Business Points
© Discounted prices

You can switch between these choices to find the right option for you

Outbound flight

London - Amsterdam
Friday 03 Oct 2014

Change >

| These are the lowest single adult prices including taxes, fees and

= carrier charges. About Economy

L Airport, online or mobile check-in

< Previous sk @ atso change my inbound NextDay || | Flights to and from centrally located airports

Use Avios to save up to £30
Find out more after selecting your flights.

About Business Class

) Fast Track security to
elp you speed through
the airport
) Complimentary onboard
meal suited to the time
of day and length of fiight

¥ Flights to and from
centrally located airports

More Details

srom

£53

om | om m | wom =
rEa| e o | e Hand baggage only | With checked bag

No checked baggage

1 x 23kg checked
S L]

baggage allowance
plus hand baggage

nomy

e Eritsh Airwavs
< sazrse

Business Class.

1l 2 23k checked
baggage allowance
plus hand baggage

£109 £122

ey Evitish Alrwavs
‘ =

£248

BRITISHAIRWAYS < @

H

) | price

Check your flight details

4 payment

Buy trave

5 Confirmation

1) Heathrow (London) - Amsterdam - Friday 03 October 2014 _

Departs 19:00 03 Oct Carrier British Airways
Arrives 21:10 03 Oct Cabin Club Europe
Flight BA0432

-(-( Amsterdam - Heathrow (London) - Sunday 05 October 2014

Departs 08:20 05 Oct Carrier British Airways
Arrives 08:40 05 Oct Cabin Euro Traveller
Flight BA0423

£231.28

O Limited seats left at this price

1 passenger

Email price quote
Baggage allowance

Currency calculator



Task Scenario: 7

User goal:

Log onto OnBusiness from ba.com and make a rewards booking using your OnBusiness points.

Test modules:

Dashboard, Rewards booking journey




User Journey

Ba.com

~ Options: Selects rewards

booking

v
( f/ﬁ(’)n-Business Logihﬁnr/)
OnBusiness Dashboard
( Make Booking
Book Flights — Flight options <«—
v
Rewards Journey planner
\2
Rewards Flight list
\2

Decides to
select a rewards
flight

Fare Quote



User Story

1.  The user logs into OnBusiness Dashboard from ba.com.

2.  Heclicks on a button called “Make a Booking” taking him to Book Flights page. Here he finds 3 options:

Commercial, Discount and Rewards booking. Thinking aloud we can learn where he thinks the three options
would take him.

3. The user selects Rewards booking and clicks Continue. This takes the user to the Rewards journey planner.

4.  The user adds his details to the journey planner and looks at the available flight options on the Flight List page

5. He selects a flight he likes and is taken to the Fare Quote page giving him details of his selected flight



Scenario objectives

e Can users easily login from ba.com to OnBusiness?
e How easy it is for users to go on a rewards journey from within OnBusiness?
* |s it easy to use the Rewards Plan frag?

* Are users being informed of the number of points spent on their travel?



Study questions

e Can users easily login from ba.com to OnBusiness?

Looking at available options on the Book Flights page; how easy it is for users to go on a rewards
journey from within OnBusiness?

Is it easy to use the Rewards Plan frag?

Fair Quote page: Are users being informed of the number of points spent on their travel?



Screens: Make a discounted booking from your OnBusiness account, compare discount
rates with commercial and switch to commercial booking.

BRITISH AIRWAYS ° Ms Kalu (Programme administrator) | Loa
BRITISH AIRWAYS ‘ ity (e b “V‘A‘syl‘(ny\‘n (Tl‘v_.fw‘\'?‘ onl) | Lo 000 Dashboard WelCOme baCk, Mr Sm|th b Micro Solutions Ltd | Membership number: 05101134GB | Tier: on2 | Points: 10,
H Programme Administrator -
Flights and holidays ~ Manage My Booking  Information  Executive Club  [EeRUNETE fEtve] 42 United Kingdom - English Logi s an Flights and holidays Manage My Booking Information Executive Club Company Travel Bl Portugal - English o,
= x Airline expenditure Points balance Points expiring © = =
Manage my account Welcome Ms Kalu (Year to ate) 2012014
. RECENtE  niscounted booking i .
From OiNov2OM -
S £ 245,000 23450 pts | amme - Book flights
London (Al Rewards booking S
® Retum © One.way
To 3 Please select booking type

Amsterdam, Amsterdam (AIS), Netherlands

Your tier: On1 i 1stsan2016)

0310114 & | (051014

S
K
§
£

your ey e yew Ml e Points earning

Fight class
Points earning bookings are for full priced commercial fare:

Economy A
licket type
Lowest price a3

which eam On Business points

Discounted booking
Discounted bookings are for discounted fares which eam a discounted proportionately reduced amount of On Business points. For example,
fares that are displayed at a 5% discount will eam 95% On Business points compared to points earning fares.

Free upgrade to First

To book, simply call 0844 493 0787
Terms and ons apply

Book by 12 December 2014 i © Rewards booking Continue >
Find out more Rewards bookings allow you to redeem On business points. they do not eam On business points.

Participant summ:

Adults Children Infants
12¢] 3 jor 2

| SRR . .
BRITISH AIRWAYS @ On Business discounted fares

> Home

53

—= BRITISH Receive 18,000 bonus Avios when you spend
AIRWAYS £3,000 in the first three months*

Representative example:

Representative Purchaserate | Assumed | Annual
APR (variable) (variable) creditlimit | fee
SOPRNNI o'y row ] 56.4% APR|19.9% pa.| £1200 | £150

“ 7 Flights 3 Price 4 Passengers «, Payment 6 Confirmation

Plan your journey

Select your options below S;Lse.c:::)u:;n?ssozle | Rewa r-d S F I ig ht Li St Rewa rd S Fa re Qu Ote

® Flights Book together and save (il
Hotels Flight + hotel
Cars Flight + car

> More options

Experiences

Save up to 15% on car rental in the
following destinations:

Country of departure UK,
USA v | > Book multi-city France,
Italy,
Republic of Ireland,
From Spain,
Choose your departure point ¥, Gertmar‘vf, :
Switzerland,
To > Where we fly Portugsl,
Milan, Milan (All Airports) (MIL), Italy | The Netherlands,

Belgium,




