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OBJECTIVES

•	 Learn how best-in-class websites solve the 
problems we are trying to solve

•	 Understand the conventions to follow
•	 Highlight best practice to emulate
•	 Use the project materials to build a portfolio

TASKS

•	 Identify 4 airline websites to benchmark against 
Brussels Airlines, KLM, Ryanair, Expedia

•	 Define the aspects to review 
Homepage, Search & Select, Enter details



AS EXPECTED NEEDS IMPROVEMENTGOOD

COLOUR KEY
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Brussels Airlines
1

3

4

7

9
8

65

1 Very clean main navigation with the most 
important options.

There are 2 “Book now” buttons on the 
page. The top one takes you to a page with 
destinations and can be confused with the 
actual “Book now“ button.

Too many options presented, cluttering the 
form.

Easy to use options for return and one-way 
flights.

Multiple stops takes you to a completely 
different page and form.

Departure airport is pre-filled, so you don’t 
have to select it. Saves time.

The Access Code option is unclear and isn’t for 
promo codes.

Button can be clicked even though no details 
have been entered in the form, resulting in 
error messages

2
Nice header image evoking a holiday feel.2

3

4

5

6

7

8

9

10

Simple layout with Covid-19 information and a 
grid with offers for different destinations.10
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Brussels Airlines

1 Very big list of countries which falls off the 
page and makes it difficult to find a country.

A

1

B
3C

5

D

6

A

B

C

D

2

2
Lists all airports on the right. When typing it 
highlights the available options and filters the 
airports accordingly.

3
Clean calendar showing 2 months at a time 
and with disabled past dates. Big button to 
move to another month. Automatically switches 
to return date when selecting a departure date.

4 Label “Guest“ isn’t clear. Is it the person 
booking or an additional person?

5 Easy to add extra passengers.
4

6 Easy to use dropdown to select class.



Project 1|Competitive Benchmarking
NATALIE DE WINTER

5/42

Brussels Airlines

1
The layout gives an overall cluttered 
impression, with lots of small text, unlike the 
homepage. Almost like you have landed on a 
different website .

2 Easy to change the search or start a new one.

3 Overview of past and future dates with prices. 
Chosen date is clearly indicated.

4
When picking a new date, the entire page 
reloads taking quite a while to show the new 
information.

5 Option to sort by number of stops, departure 
time, arrival time and price to help you  find 
specific flights more easy. 

6
Very small text, mentioning the airline both in 
text and logo but this info is not next to each 
other. Feels very cluttered with no space to 
breathe.

1

2

3 4

5

6
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Brussels Airlines

1 When selecting Economy or Premium Economy 
you can’t deselect or close the fare options.

2 Too many fare options. Difficult to see the 
difference between all these options clearly.

3
Unable to see the difference between the 
Economy and Premium Economy fares at a 
glance.

4
The button to continue to the next step is all the 
way at the bottom of the page. If there are lots 
of flights you can’t see it immediately.

1

2

3

4
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Brussels Airlines

1 This page is extremely long, with lots of small 
text. Very overwhelming.

2 Overview of steps makes it easy to see where 
you are in the booking process.

3 Message takes up a lot of space. The content 
isn’t very clear and rather confusing.

6
Editing the flight is listed under “Additional 
Services“. Very confusing as it means changing 
details of the flights in your shopping cart and 
can be done from the flight schedule.

5 Clear shopping cart with the total price of the 
order.

1

2

5

3

6

4

4 Clear overview of the flight schedule with 
option to edit the flights.
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Brussels Airlines

1 Lots of information on the chosen fares, which 
was already listed when picking a fare.

More information about baggage and policy 
with small and unclear text making the page 
even longer. Unsure about what this all means.

2

2

1

5

4

3

Another price overview, which is also shown in 
the shopping cart.

3

Opens pop-up with clear price breakdown.4

Currency converter which opens in a different 
window and is difficult to use. Icon is tiny.

5
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Brussels Airlines

1 Steps make it easy to see where you are in the 
booking process.

The input fields are quite small, and too many 
options for the title.2

2

Easy to select a date of birth with the 
dropdowns.

3

Quite a lot of fields for entering a phone 
number, making it difficult to know what is 
desired in which field.

5

E-mail and phone number were already 
specified earlier

7

7

Quite a lot of small print in difficult language.6

6

1

4

3
Message explains children aged 12 or older 
may fly alone, but input boxes above have the 
title ‘Adult’.

4

5
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Brussels Airlines

1 Different payment options are offered, with 
more info per option if necessary.

Price overview with a reminder of the total 
price.2

Coverage was already offered in the first step 
of the trip configuration process.

3

Message that is hard to understand for non 
tech-savvy people.5

1

4

3

Billing details feel unnecessary and are 
separated from the payment options by the 
price overview and Covid-19 Coverage 
message.Unclear what this info is used for.

4

5

2
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KLM 1

6

1 Additional navigation hidden behind 
hamburger menu which blends in with the logo.

This option should improve the contrast, but at 
first glance it doesn’t change much.

Clear login and sign-up options.

Book with Miles only shows a login button and 
feels unnecessary.

Image looks very busy.

Very clean booking form.

Departure airport not pre-filled.

Option to pause the slideshow, move forward 
or backward easily navigate it.

2

Very main navigation with the most important 
options.

2

3

4

5

6

7

8

10

11

Simple and clean layout offers for different 
destinations and extra information.11

7

5

8

10

3
4

9

Rest of form is hidden and you need to click 
to see it. You can’t complete the form without 
filling out the rest of the form, so why hide it. 
Feels like an additional step.

9
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KLM

3

1
Easy to pick between round trip, one-way and 
multi-city.

This option is unclear. When switched on it 
redirects to a login page.

Departure airport is not pre-filled, so user has 
to enter it.

Button can be clicked even though no details 
have been entered in the form, resulting in 
error messages

Auto-populates when entering text. Shows list 
of matching airports which saves time. Same 
for arrival airport.

Clean looking calendar, which clearly shows 
the selected dates. You can’t enter dates 
manually, removing cause for errors.

You can’t see two months at the same time 
which makes it more difficult when booking a 
trip with dates in different months.

Add passengers opens in new pop-up window 
which feels a bit cluttered.

Only one date field even though round trip is 
selected. x is already visible even though no 
date has been entered. Have to re-enter start 
date when changing the return date, which is 
frustrating.

2

3

4

5

6

7

8

9

“Book for 10+ passengers” takes you to an 
entirely  new page, which mean you filled out 
the rest of the form for no reason if you wish to 
travel in group.

10

6 7 9

12

10

11

2

1

8

5

4

Unnecessary option to log in. Why is this 
option here? Doesn’t add any extra value.11

Easy to pick between the travel classes.12
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KLM

3

1 The image pushes everything further down the 
page.

Easy to change the details of your trip, but 
takes you away from the page.

Overview of past and future dates with prices. 
Chosen date is clearly indicated.

The grey text makes it look like these dates 
aren’t available.

Easy to use filters to filter the results with 
different criteria. Makes it easier and faster to 
find specific flights.

Having this option next to the filters is 
confusing. Is Economy Class not a filter? 
wondered why duration was listed twice, but 
this is a sorting function.

Clear overview of the flight with lots of white-
space. Listing all the important details.

I can see there are in-flight services, but I can’t 
see all of them.

Easy to see where you are in the booking 
process.2

4

5

6

7

8

9

Easy to see the lowest fare quickly..10

1

Opens a pop-up with extra flight details and 
lots of information.11

4

6

10

2

5

11
98

3

7

12

When scrolling there is a sticky footer which 
gives you an overview of the trip and a tip for 
the next step in the process, which is helpful.

12
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KLM

1 Easy to switch between Economy and Business 
Class.

Image doesn’t add any extra value and takes 
the attention away from the selected fares.

Clicking the arrow only shifts the image into 
view and doesn’t add any value. If you wish to 
see business class you have to click the image.

Icons make it easy to see the difference 
between the different fare options.2

4

3

3

2

4

1
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KLM

1 Selected fare easy to see.

Selecting a fare adds a clear button at the 
bottom of the page indicating the next step.2

2

1
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KLM

1 This is the trip overview, but the steps indicate 
this is the return flight. This is confusing.

2

6

1

2

3

5

4

Easy to change the details of your trip, but 
takes you away from the page and you can’t 
return.

3 Clear overview of both outbound and return 
flight.

4
Clicking “Change” presents me with a pop-up 
asking me if I wish to change the flight. Feels 
like an extra unnecessary step.

4

5
Opens a pop-up with a detailed and clear 
overview of both flights, price breakdown and 
baggage options.

6 Clear button indicating the next step.
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KLM

1 Log in message interrupting the flow. If you 
are a member you probably already know the 
benefits. Text to join is rather small.

2

1

2

5

3

Limited options to choose from which makes it 
fast and easy. Gender neutral option is missing 
though.

3 Input fields are big and easy to fill out.

4
Only month has a dropdown, day and year 
are input fields, which you can fill out quicker 
that way. Dropdown avoids confusion.

4

5
Second message about Flying Blue. Apart from 
a small text showing some benefits, it doesn’t 
explain a lot. Is it free?
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KLM

1 Phone number is easy to enter with only one 
field. Country code is pre-filled.

2

1

2

E-mail address has to be entered twice for no 
apparent reason.

3
Subscribing to the newsletter is clearly 
explained and shows the benefits and that you 
can unsubscribe at any moment.

3
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KLM

1 Very big promotional message pushing the 
“Continue“ button further down the page.

1

2
Covid-19 related message remembering 
about entry requirements with a light blue 
background to attract the attention.

2

3

3 Continue button in bright colour for easy 
visibility.
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KLM

1 Extra baggage options are shown twice.

1
2 Nice icons to go with the different extra 

options.

2

3
All the extra options take you to an new page, 
so you have to wait while it loads with no 
added value.

1

3

3

3

3
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KLM

1
Differences between insurance options are 
shown in a structured overview.

3 You have to specifically state that you don’t 
want travel insurance.

1

3

4

4 Continue button in bright colour for easy 
visibility.

2 Icons show what is and isn’t included at a 
glance.

2
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KLM

1 Structured overview of both flights.

3 Total price is clearly stated.

1

3

4 The way the titles/fonts are used makes it 
confusing.

2 Shows a complete breakdown of the trip and 
prices, including baggage and passengers.

2

4

5

5 Easy to see the available payment options and 
fees.
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Ryanair

1 Booking form is integrated in the blue header, 
which made me overlook it at first.

Clean and simple navigation with the most 
important items.

Additional unnecessary (promotional) options.

“Apply promo code” text is clear, but looks like 
an extra trip option.

Departure airport is pre-filled, so you don’t 
have to select it. Saves time.

Busy looking header, lots of text, can’t pause it.

Clear pandemic information options.

Makes travel and booking related items easy 
to find.

Very clean looking booking form.2

3

4

5

6

7

8

10

4
5

The partners section shifts down the more 
important “Explore Ryanair“ section making 
the user scroll to find it. The images make it 
look very busy and cluttered.

9

6

2

1

8

9

7

10

3
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Ryanair

1
Option to discover destinations in case you 
don’t know where you wish to go.

2

1

2

3Option to switch destinations around in case 
you put the airports the wrong way.

3

Option to see destinations/regions or popular 
attractions. Handy in case you don’t know in 
which country a specific region or attraction 
is, or if you are still browsing destinations and 
haven’t quite decided yet.

4 List of available countries. Selections show 
when you start typing.

5
Countries you can’t travel to shouldn’t be in the 
list.

6
List of countries gets populated and filtered 
while typing. Useful if you don’t know which 
airports are available in a specific country.

5

4

6

7

7 It is possible to click the search button without 
entering any airports, resulting in an error.
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Ryanair

1 More options get revealed once you have 
entered departure and arrival airports.

2

1

2

3

Terms and conditions get automatically 
approved when you click search.

3

You can only use the calendar to enter dates, 
removing cause for errors. The calendar is 
clear and shows 2 months at a time. You can 
select the months at the top so you don’t have 
to scroll through all of them. Unavailable dates 
are greyed out.

4

If you are unsure of dates, you can use the 
“flexible dates” option. You can choose a 
month, length of stay and day to fly out on. You 
can’t proceed before you have selected all 3.

5
Passengers dropdown opens automatically 
once dates are selected. Easy to use buttons to 
add or remove passengers. You can’t select 0 
adults, so children can’t travel alone.

4 4

5
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Ryanair

1 Unnecessary option as you are currently in the 
process of booking a flight, not hiring a car,...

2

1

3

Clear overview of the details entered in the 
previous search.

3
Useful option to edit the search. Opens a 
search form below, so you stay on the same 
page.

4
Chosen date is clearly shown, with an option to 
select earlier or later dates. Unavailable dates 
are greyed out. The price is also clear.

5

All information of the flight is shown all at once. 
Time in big font, airports in full text rather than 
the codes to help avoid confusion. The entire 
block is clickable, not just the price, which 
makes it easy to proceed.

6

5

6 Tooltip on hover helps you with the next step in 
the process if you are unsure what to do.

2

4
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Ryanair

1
Clear overview of the selected flights with a 
visual indication. Lots of white-space.

2

1

4

Option to edit the flights is handy, but not very 
visible.

3
The difference between all the options isn’t 
very clear.

5
It isn’t very clear you can actually chose this 
option. It looks like it is disabled.

6
Button tells you the additional price for the 
baggage options, so you have to calculate the 
total yourself.

5 6

3

4
Options close once you select one, continuing 
to the next step.

2
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Ryanair

1 This looks like the price of the selected fare, but 
is actually the total price so far.

2 1

2

3

Option to edit the fare is handy, but not very 
visible.

3
At this point you are asked to log in. The 
benefits of this are clearly outlined.

4
It is possible to log in later, but the link isn’t 
very visible.

4

5

5
Very easy and simple to enter passenger 
information with only title, first name and last 
name.

6

6
Easy to use option to request special assistance 
for a specific passenger.
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Ryanair

1 Option to either select seats now or later. 
The later option gets a bit lost and is easily 
overlooked.

2
3Legend clearly explains the different kinds of 

seats and its benefits

3
This message is unclear. I am already in the 
process of picking a seat, why is it telling me it 
will be more expensive later.

4
Chosen seat is clearly visible in case you want 
to pick the same seat for the return flight.

5 Very clear overview of the plane layout. Easy 
to see the cost of the different kinds of seats.

1

2

4

5

6 Benefits of picking a seat now instead of later 
are clearly explained with nice icons.

6
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Ryanair

1 Pop-up disrupts the booking flow.

1

2

2 ‘No, thanks’ button is quite small.
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Ryanair

1 Title has a * telling me it is mandatory. I 
already have a baggage option included in 
my fare, which I now have to select again. 
If I have the Plus fare, one check-in bag 
automatically gets added. If you have the 
value fare the included baggage option 
doesn’t get preselected.

1

2

2
Easy to see the different requirements for the 
baggage, which makes it easy to pick the right 
choice.

3

4

5

4 Easy to use option to pick a different fare for 
the return flight.

6

3 Clearly shows which passenger you are 
picking the baggage for.

5 You are unable to add more than 3 bags, 
which is the maximum of allowed bags.

6 Easy to add baggage which doesn’t fit in the 
standard baggage categories.
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Ryanair

1 Very info-heavy page trying to sell me extra 
options, food and insurance. Fast track was 
already offered earlier via a pop-up.

1

2

3

2 The next page unnecessarily offers me car 
rental.

3 This option isn’t available, so why show it?
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Ryanair

1 This page is very confusing. You aren’t directed 
to a payment page, but your flights get added 
to a basket and you are offered only ads. To 
continue you have to go via the basket.

1

2

2 Basket overview is neatly displayed with a 
clear breakdown of the chosen flights..
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Ryanair

1 You have to login to continue. You can’t order 
as a guest.

1

2
Phone number is easy to fill out. Country 
code is pre-filled based on language/country 
selection.

2

6

3

4

7

8

5

3 Insurance was already offered in a previous 
step.

4 Nice and clear price breakdown of the chosen 
flights.Easy to see what is being ordered.

5 Easy to remove options one might not want in 
before payment

6 Option for carbon offset is clearly explained 
with nice and easy to understand icons.

7 Large range of payment options to pay by 
credit card or Paypal. No other options 
available

8 Unintrusive option to add a VAT number.
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Expedia

1
You can select what you wish to use the 
website for, which is useful since this is an 
aggregator website.

2

1

2

Easy to choose between return, one-way or 
multi-city options.

3
You can fill out the form without entering 
any information, resulting in very big error 
messages.

5
Clear options of important items you might be 
looking for.

3

6

6
Trip suggestions based on the country you 
have selected/are in.

4

4
Nice looking background image, evoking a 
holiday feeling.

5
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Expedia

1 Option to select travellers and fare options 
seem like an afterthought with only a small link.

2

1

2Departure airport isn’t pre-filled, so you have to 
manually search for it.

3 Option to switch destinations around in case 
you put the airports the wrong way.

6
Clear calendar with 2 months visible at once 
for easy selection of dates spanning more than 
one month.

3

7

You can switch between departure and return 
dates. Once you pick a departure date it 
automatically switches to the return date. If 
you then pick a return date it switches back to 
departure date. Meaning that when you wish 
to pick a different return date you accidentally 
pick a new departure date and have to start 
over.

4 Two random dates are pre-entered, which can 
be confusing.

4

5 6 8

9

8
Easy to use buttons to add or remove 
passengers. You can’t select 0 adults, so 
children can’t travel alone..

9 Easy dropdown to pick a service class.

75 Filtered list of suggested airports appears upon 
typing.
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Expedia

1 Easy to switch flight details and search again.

2
Not easy to see the selected date, or previous 
- next days like the other websites. Opens a 
rather complicated and difficult to read table.

3
Option to sort the results which makes it easier 
to find the flight you want based on price and 
duration, departure and arrival time. 

5
Option to filter specific time frames for flights. 
Makes it easy if you want to leave in the 
morning for example.

3
4

The info is packed together, with a small font 
which makes it difficult to read and compare 
with the other flights.

2

5

2

4

1
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Expedia

1 Clicking on a flight opens a fly-out window 
which feels very awkward and unexpected.

2

1

Cheapest option is preselected by default. 
Easy to see the differences between the fares.

3 Sticky bar at the bottom so the fare prices stays 
into view when scrolling.

3

4 Clearly visible button to go to the next step in 
the booking process.

4

2
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Expedia

1 Easy to still change one of the flights.

2

1

Clear overview of the flights. Some info is 
hidden under a “show details” link, but gets 
aggregated in the overview

3
Change fare/flight look the same as details, 
even though it is a completely different action. 
Can be confusing

5 Earlier the price was listed as 87 EUR, but is 
now suddenly 86,77 EUR.

3

4 Clear price breakdown in the summary.

2

4

5


