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Why people visit airlines: The majority of participants reported 

visiting the airline websites a few times per year. On desktop, 

the most common activities were looking at airfares and 

purchasing a ticket. The mobile app was used most for 

checking in to a flight, finding the status of a flight, and 

retrieving boarding documents. 

Executive Summary

Southwest was the winner with the best overall SUPR-Q 

scores in both the retrospective and usability studies. 

Southwest also had the highest task success rates, and 60% 

of participants agreed they got the best deals on Southwest—

nearly twice as many as the next highest, American Airlines. 

jetBlue is the airline to watch, with the highest NPS in the 

retrospective study and coming in second for overall SUPR-Q 

(89%). jetBlue had the highest percentage of mobile app 

users and was rated best for the seat selection process.

40% of users failed to notice the filtering and sorting options on 

the American Airlines website, which made it difficult to find the 

cheapest flight and contributed to their low task success rates, 

the lowest in the group (40%). American Airlines also had the 

lowest SUPR-Q score in the retrospective study (70%).

Filtering is important but problematic. The filtering experience 

explained ~6% of the SUPR-Q scores. In the video analysis, we 

saw participants skip over the filtering options on American 

Airlines, Delta, jetBlue, and Southwest. We recommend making 

these options more noticeable to improve the booking 

experience. 

The seat selection process was problematic on some of the 

airline websites. In particular, Frontier had the lowest success 

rate for selecting a seat. We also asked participants about their 

attitudes toward being charged extra for a seat and 45% felt it 

was unacceptable, but 30% reported being charged for a seat in 

the past. 
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Perceptions of the Website User Experience: SUPR-Q

The Standardized User Experience Percentile Rank Questionnaire (SUPR-Q) is psychometrically valid and reliable eight-item 

questionnaire that measures the critical aspects of the website user experience: usability, credibility, loyalty, and appearance.

U S A B I L I T Y C R E D I B I L I T Y  ( T R U ST )

LOYA LT Y A P P E A R A N C E

▪ This website is easy to use

▪ It is easy to navigate with this website

▪ The information on this website is credible

▪ The information on this website is trustworthy

▪ I will recommend this website to my friends and 

colleagues [NPS]

▪ I will likely visit the website in the future

▪ I found the website to be attractive

▪ The website has a clean and simple presentation
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RETROSPECTIVE STUDY

• Participants were asked to reflect on their last experience on one of five popular airline 

websites.

• They answered the 8-item SUPR-Q (including the Net Promoter Score) and questions about 

their prior experience.

USABIL IT Y STUDY

• Participants were randomly assigned to complete a task on one of seven airline websites.

• The Task: Imagine that you are living in Denver and are interested in going to Disneyland with your significant 

other and need to book your flight. You want to arrive in L.A. on March 8th and leave on March 11th. You want 

to find the cheapest nonstop flight on these days. You’ve decided that if there are multiple flights with the lowest 

cost, you would prefer to arrive as early as possible. You don’t require any checked bags and would like to be 

able to pick seats next to your partner in advance. Please find what time each flight departs as well as how 

much it costs to select a seat in advance. 

Study Design
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The Websites & Sample Sizes

Total Sample

461

Collection Date 

January 2019

n = 51

n = 50

n = 50

Retrospective Study

246

n = 53

n = 42

Usability Study

215

n = 30

n = 30

n = 31

n = 30

n = 30

n = 32

n = 32*

5*Due to low sample sizes, Frontier and Alaska Airlines 

were not included in the retrospective study. 

*
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Overall SUPR-Q NPS Top Improvement Area

70% -6% Appearance

77% 4% Appearance

89% 29% Loyalty

92% 23% Appearance

78% -8% Appearance

Average 81% 8%

SUPR-Q & NPS Summary: Retrospective

Southwest had the highest overall SUPR-Q score in the retrospective study, at the 92nd percentile. American Airlines scored the 

lowest in the category at 70% with the top improvement area being Appearance. 

jetBlue had the highest NPS (29%) while United had the lowest (-8%). 

Highest score

Lowest score6
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Overall SUPR-Q NPS Top Improvement Area

28% -41% Loyalty

35% -37% Loyalty

32% -37% Loyalty

13% -63% Loyalty

30% -50% Loyalty

48% -17% Loyalty

16% -74% Loyalty

Average 31% -45

SUPR-Q & NPS Summary: Usability

Again, Southwest had the highest overall SUPR-Q score in the usability study, falling in the 48th percentile. Frontier scored the lowest 

in the category at 13%. 

For NPS, Southwest was the leader again while United fell short in this category (-74%). 

Highest score

Lowest score7
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Key Findings

SUPR-Q & Net Promoter Scores

Retrospective Study
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70% 77% 89% 92% 78% -6% 4% 29% 23% -8%

Summary Scores: Retrospective

The Southwest and jetBlue websites performed the best in the retrospective study. The Southwest website had the highest SUPR-Q score 

(92%) and jetBlue came in second (89%). On the other hand, jetBlue had the best NPS score (29%) followed by Southwest (23%).

AVG

8%

AVG

81%

Overall SUPR-Q Net Promoter Score (NPS)

Websites organized alphabetically 9
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SUPR-Q & Subscale Percentile Rank Scores: Retrospective

Highest relative score Lowest relative score

SUPR-Q 70% 77% 89% 92% 78% 81%

Usability 65% 73% 88% 87% 78% 78%

Trust 90% 91% 90% 98% 96% 93%

Loyalty 70% 66% 81% 88% 69% 75%

Appearance 42% 65% 85% 77% 51% 64%

NPS -6% 4% 29% 23% -8% 8%

Average
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NPS Summary: Retrospective 

NPS Promoters Passives Detractors

-6% 22% 51% 27%

4% 33% 39% 29%

29% 45% 38% 17%

23% 40% 43% 17%

-8% 24% 44% 32%

Highest NPS

Lowest NPS

Participants are most likely to recommend the jetBlue website (29%) and least likely to recommend United (-8%).

How likely are you to recommend the {airline} website to a friend or colleague?
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Estimated SUS Scores: Retrospective

SUS scores estimated by regression equation applied to the SUPR-Q item: “The {airline} 

website is easy to use.” Read more on predicting SUS scores from a single item.

Participants in the retrospective study would be expected to give their 

airlines high marks on the SUS, in the B to A range.
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68

50%

Google Calendar: 81.7

Microsoft Word: 75.1

Microsoft Excel: 71.8

AutoCAD: 59.4

Adobe Photoshop: 64.4

Southwest: 80.9

American: 76.8

Worst Imaginable Poor OK Good Best ImaginableExcellent

United: 77.2
Delta: 77.7
jetBlue: 80.7
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Airline

Website
A few times a week A few times a month A few times a year

Once in the past 12 

months

4% 20% 65% 12%

6% 20% 60% 14%

2% 19% 67% 12%

4% 21% 68% 8%

6% 12% 74% 8%

Visit Frequency: Retrospective

Most common visit frequency

The majority of participants visit airline websites a few times per year. 
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Top Tasks on Airline Websites: Desktop/Laptop Only

Please choose the top two activities you do most often when you visit {airline} website.

Looking at airfares was the top reason to come to 

the airline websites (61%), followed by purchasing 

an airline ticket (48%), and checking in to a flight 

(24%). 
“I like seeing my 

flight options with 

the rewards 

program.”

0%

2%

2%

5%

6%

7%

8%

13%

21%

24%

48%

61%

Purchase checked baggage

Change a reservation

Contact customer service

Learn about rewards programs

Look at frequent flyer miles

Select a seat

Check my account

Retrieve my boarding pass

Check the status of a flight

Check in to a flight

Purchase an airline ticket

Look at airfares
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Top Tasks on Airline Websites: Desktop/Laptop vs. Mobile App

Please choose the top two activities you do most often when you visit the website/mobile app.

Look at 

airfares

Purchase 

an airline 

ticket

Check in to 

a flight

Check the 

status of a 

flight

Retrieve my 

boarding 

pass

Check my 

account

Select a 

seat

Look at 

frequent 

flyer miles

Learn 

about 

rewards 

programs

Change a 

reservation

Contact 

customer 

service

Purchase 

checked 

baggage

Computer 

61% 48% 24% 21% 13% 8% 7% 6% 5% 2% 2% 0%

Mobile App

25% 7% 52% 35% 34% 23% 8% 3% 2% 3% 2% 2%

1. Check in to a flight

2. Check the status of a flight

3. Retrieve my boarding pass

1. Look at airfares

2. Purchase an airline ticket

3. Check in to a flight

“I've used [the 

Southwest app] mainly 

just to check in on my 

flight and retrieve my 

reservations.”

“The desktop version of 

the site is much easier to 

navigate for routine 

bookings … it makes me 

feel more confident when I 

can see it on a larger 

screen.” (United)
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Past Booking Mistakes: Retrospective

Highest frequency of issues

10% of participants have made a mistake during the booking process on Delta. The top mistake made across all sites 

was booking the wrong date (American Airlines, Southwest, and United).

Overall: 

Have made a booking 

mistake in the past

Description of Mistakes 

4% Forgot to add baggage (1) and booked the wrong date (1)

10%

Forgot to add baggage (2), 

Forgot to choose seats (2)

Entered incorrect passenger information (1)

2% Booked the wrong time (1)

6%
Booked the wrong date (2)

Forgot to choose seats (1)

6%

Booked the wrong date (1)

Booked the wrong time (1)

Other: Forgot to add transportation (1)
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Platform Usage: Retrospective

Which platform do you use most often? [Desktop or laptop/mobile app/mobile web]

The majority of participants use a desktop or laptop computer to 

access the airline website. jetBlue has the highest percentage of mobile 

app and mobile website users.

86%

70%
64%

72%

88%

10%

18% 19%
15%

8%
4%

12%
17%

13%

4%

0%

20%

40%

60%

80%

100%

Desktop or laptop computer Mobile app Mobile website

Participants use the mobile app most often to check 

in to a flight, check the status of a flight, and retrieve 

boarding passes (slide 15).

“Just easier to 

book flights 

because I don't 

want to risk that 

on mobile.”

“It's easier to find 

things and make 

reservations on the 

desktop. I use the app 

when I'm at the airport 

or traveling.”
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Airline Experience: Retrospective

Please rate your experience:

• Southwest statistically outperformed the other airlines sites for 

changing a reservation and using miles or points to book a ticket. 

• It was also the top scorer for checking in to a flight, making a flight 

reservation and finding airline contact information.
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5.7 6.0 5.2 6.0 5.5 5.2 5.55.3 6.1 5.0 5.8 5.6 5.0 5.56.1 6.3 4.8 6.1 5.6 4.8 5.75.6 6.4 6.1 6.4 6.0 6.1 5.95.8 6.3 5.5 6.0 5.4 5.4 5.9
1

7

Choosing a seat Checking in to your

flight

Using miles or

points to book a

ticket

Making a flight

reservation

Finding airline

contact information

Changing a

reservation

Overall website

speed

American Airlines Delta jetBlue Southwest United

• Participants thought United had the fastest 

overall website speed. 

• jetBlue was rated the best for choosing a seat 

on the website.

“jetBlue is 

good about 

having the 

seats together”

“It is pretty 

simple to use 

and book flights 

for the best 

possible price.”
18
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Seat Selection Expectations: Retrospective

30% of participants reported that they’ve been charged a seat selection fee in the past. 

What is your overall attitude toward being charged extra to select a preferred seat?

Bottom 2 Box: 45% of participants felt it was unacceptable to be charged a seat 

selection fee.

61%

26%
19%

11% 10%
2%

A premium seat

(economy plus,

business, first

class)

I'm not willing to

pay extra for any

seat assignment

A window seat An exit row seat An aisle seat A middle seat

What type of seat would you be willing to pay extra for? (Select all that 

apply)

✗Over a quarter (26%) of participants said 

they weren’t willing to pay extra for any seat 

assignment. 

✓ The majority of participants said they were 

willing to pay extra for a premium seat 

(61%)—economy plus, business class, or 

first class.

✓ 19% said they would pay up for a window 

seat.

✓ 11% would pay additional for an exit row 

seat. 

“The different costs for 

different seats is a 

terrible feature … First 

baggage fees, now seat 

charges.” 
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Areas for Improvement

Summarized Verbatim Responses

Usability Study
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What to Improve: Verbatim User Comments

▪ Navigation is not intuitive: “Navigating the drop down menus is slightly un-

intuitive.”

▪ Dislike the design: “Its design is too simple.”

▪ Had issues with the check-in process: “Difficult to find online boarding 

pass.”

▪ Trouble with luggage: “I had a small bit of trouble figuring out their policy in 

regards to carry-on bags and where to add a checked bag if need be.”

▪ Dislike the design: “Just a bit clunky. Not as well thought out as other travel 

sites.”

▪ Responsiveness of site : “Average booking speed. Loading speed slower 

compared to other airline websites”

▪ Difficult to change or cancel a flight: “It is very hard to cancel or change a 

flight you are booked for online.”

▪ Issues with the mileage program: “Airline miles program isn't very clear.”

21
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What to Improve: Verbatim User Comments

22

▪ Responsiveness of the site: “At some points it can run a little slower.”

▪ Difficult to find the right flight: “Booking return flights out of different airports 

is a bit more challenging than a normal round trip.”

▪ No assigned seating: “I would prefer the ability to choose a seat in advance. 

It is frustrating that passengers must check in at an exact time to get an 

ideal boarding group.”

▪ Dislike the design: “Looks very outdated. Needs to be more minimal.”

▪ Responsiveness of the site: “Sometimes the pages don't load correctly but that could 

be from my location I am at the time.”

▪ Difficult to find contact information: “Finding contact information is fairly annoying when 

needed.”

▪ Difficult to change a reservation: “Many years ago when I was still an amateur in the 

website, I had an issue while changing my flight.”

▪ Difficult to use mileage points: “I have not had any, it is one of the better sites out there. 

I do find some features such as using points a bit confusing.”
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What to Improve: Verbatim User Comments

▪ Higher prices: “Don't really trust that I'm getting the best prices.”

▪ Responsiveness of the site: “It can get slow when trying out different flight 

options.”

▪ Difficult to find contact information: “I sometimes have problems finding the 

contact information if I need support.”

▪ Finding the right flight: “… occasional confusion on flight information when 

searching for flights.”

▪ Difficult to change or cancel a reservation: “Finding information about 

canceling flights and or altering a flight.”

23
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Key Drivers of UX Quality

Retrospective Study
A multiple regression analysis was conducted with the SUPR-Q score as the dependent variable and the 

ratings on the site interactions as the independent variables. The key drivers shown on the subsequent 

slides are based on the standardized beta weights which best explain the SUPR-Q score by website. 



MeasuringU 2019

Rating the Components of the Airline Website Experience 

Please rate your level of agreement to the following statements.

TOP 2 BOX: Percent of participants selecting “Strongly Agree” or “Somewhat Agree”: 

Highest relative score Lowest relative score

I can 

accomplish 

what I want 

to do without 

calling 

customer 

service

I feel 

comfortable 

booking my 

own flights on 

the website

It's easy for 

me to check 

in on the 

website

It's easy to 

check the 

status of a 

flight on the 

website

Navigating on 

the website is 

intuitive

It is easy for 

me to filter 

through 

flights on the 

website

I know how 

much I'll be 

charged 

including fees 

and taxes on 

the website

It is always 

clear how to 

retrieve my 

boarding 

pass on the 

website

It is easy to 

choose a 

seat on the 

website

Interacting 

with the 

calendar on 

the website is 

simple and 

intuitive

I'm able to 

easily find 

contact 

information 

on the 

website

I can easily 

pay for and 

manage my 

checked 

baggage on 

the website

The website 

keeps my 

information 

secure

I can easily 

change my 

reservation 

on the 

website

I always get 

the best 

deals on the 

website

84% 84% 76% 80% 78% 76% 78% 59% 84% 69% 71% 75% 67% 43% 35%

88% 90% 82% 82% 78% 76% 74% 72% 76% 72% 68% 68% 68% 48% 30%

93% 90% 95% 81% 83% 81% 88% 76% 83% 71% 69% 81% 69% 48% 31%

96% 96% 91% 89% 89% 91% 83% 89% 47% 85% 85% 68% 68% 57% 60%

88% 88% 88% 84% 80% 80% 74% 80% 80% 68% 72% 70% 74% 52% 30%

90% 90% 86% 83% 82% 81% 80% 75% 74% 73% 73% 72% 69% 49% 37%Average

The statement “I always get the best deals” had low agreement rates 

across the websites, except for Southwest in which 60% of 

participants agreed they were getting the best deal.25
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Key Drivers of Airline Site UX Quality (SUPR-Q Scores)

About the Key Driver Analysis: Percentages in the graph represent the percent of SUPR-Q scores (derived from Beta Coefficients) that each item explains. These eight components are key drivers of the 

airline website user experience. Taken together they account for 60% of the variation in SUPR-Q scores. 

For example, intuitive navigation of the website explains 15% of the SUPR-Q scores—which is about three times as important as getting the best deals (5%).

Adj-Rsq. = 60%

40% unexplained

26
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Key Findings

SUPR-Q & Net Promoter Scores

Usability Study
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Usability Study: Finding a Flight & Selecting a Seat

U S A B I L I T Y  S T U D Y

Participants were randomly assigned a task to complete on one of the seven airline websites. 

Imagine that you are living in Denver, Colorado (DEN) and are interested in going to Disneyland with your 

significant other and need to book your flight. You want to arrive in Los Angeles, California (LAX) on March 8th 

and leave on March 11th. 

As a money saver, you want to find the cheapest nonstop flights on these days. You’ve decided that if there are 

multiple flights with the lowest cost, you would prefer to arrive as early as possible. You don’t require any checked 

bags and would like to be able to pick seats next to your partner in advance. 

Please find what time each flight departs as well as which ticket plan will allow you to choose advanced seating at 

the cheapest price. Be sure to write down this information as you will be asked for it afterward. Go as far as you 

can in the booking until you are asked for credit card information. You can enter any fake information in the 

required fields. Do not confirm the booking.

The Task:

28
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Task Success

American Airlines had the lowest task success scores for finding the cheapest and earliest flight to Los Angeles. The seat selection 

process was easier on American Airlines as 77% of participants successfully chose seats next to their partner. Southwest had the 

highest success rate for finding the cheapest flight.

75% 77% 50% 41% 63% 83% 58%

Task Success: Seat Selection

72% 40% 83% 66% 83% 90% 42%

Task Success: Find Cheapest Flight

“Not sure if the 

flights were 

sorted by 

cheapest or 

not.”

“I wasn't sure 

how to pick my 

own seats.”

“Too many 

flights and 

various options 

to deal with."

83% chose “You 

can't select seats in 

advance”

“It did not mention (or at 

least it wasn't obvious) that 

you can't choose seats.”29
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How easy or difficult was it to complete the task?

Task Ease and Confidence 

Participants rated Frontier as most difficult and were least confident in their actions, but all confidence ratings were below the historical 

average across industries, and only jetBlue, Southwest, and United had ease ratings above average.
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How confident are you that you completed the task 
successfully?

Historical Average

5.5
Historical Average

5.7

“I had to do math to 

decide if we would join 

the membership and 

decide if I would pay 

for the bundle.”

“This feeling that there might be 

better options or pricing that was 

hiding in the interface kept me 

checking and re-checking the 

screens to make sure that was all 

there was available.”30
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-41% -37% -37% -63% -50% -17% -74%

28% 35% 32% 13% 30% 48% 16%

Summary Scores: Usability

The Southwest website had the best overall SUPR-Q (48%), as well as the highest NPS (-17%). Frontier and United fell short with the 

lowest SUPR-Q and NPS scores in the group, statistically lower than Southwest.

AVG

-44%

AVG

31%

Overall SUPR-Q Net Promoter Score (NPS)

Websites organized alphabetically 31
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SUPR-Q & Subscale Percentile Rank Scores: Usability

Highest relative score Lowest relative score

Average

SUPR-Q 28% 35% 32% 13% 30% 48% 16% 29%

Usability 45% 63% 47% 22% 36% 66% 21% 43%

Trust 51% 47% 60% 20% 56% 73% 56% 52%

Loyalty 16% 20% 17% 11% 18% 32% 9% 18%

Appearance 26% 30% 31% 12% 36% 33% 14% 26%

NPS -41% -37% -37% -63% -50% -17% -74% -45%
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NPS Summary: Usability

NPS Promotors Passives Detractors

-41% 16% 28% 56%

-37% 17% 30% 53%

-37% 13% 37% 50%

-63% 3% 31% 66%

-50% 7% 37% 57%

-17% 27% 30% 43%

-74% 3% 19% 77%

Participants are unlikely to recommend the airline sites, as NPS scores are low across the board.

Highest NPS

Lowest NPS

How likely are you to recommend the {airline} website to a friend or colleague?

33
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Estimated SUS Scores: Usability

SUS scores estimated by regression equation applied to the SUPR-Q item: “The {airline} 

website is easy to use.” Read more on predicting SUS scores from a single item.

Participants in the usability study would be expected to give Southwest 

and American top marks in the B+ range, and Frontier lowest scores in 

the D+ range.
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Google Calendar: 81.7

Microsoft Word: 75.1

Microsoft Excel: 71.8

AutoCAD: 59.4

Adobe Photoshop: 64.4

Southwest: 77.1
American: 76.5

Worst Imaginable Poor OK Good Best ImaginableExcellent

United: 65.2

Delta: 72.0

jetBlue: 69.4

Frontier: 61.0

Alaska: 69.7
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Usability Issues | American Airlines

ID Usability Issue Frequency

1 Abundance of required user information 3/5

2 Filter tool overlooked 2/5

3 Input errors not automatically known to users 2/5

Based on video observations from 5 participants completing the task on the American Airlines website.

35



MeasuringU 2019

When inputting passenger and trip contact information, users are asked to input much information that is not clearly 

important. When booking a flight, airlines should prioritize obtaining information that would be provided on the flight 

ticket rather than extra information. 

Abundance of required user information

Each passenger is required to have a country and 
state of residence when booking. 

Users are also required to input two separate 
forms of contact which may seem like too much 

required information to some.

“The details option was tedious to fill as well. Why do I 

need to fill the residence for each of the people flying 

with me if they are my kids? Of course, it [will] be the 

same.”
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Filters tool overlooked

2/5 users failed to see the “Sort by” feature and manually searched for the cheapest flight by scrolling through. This may 

be due to users being able to more easily see the prices. 

The “Sort by” function is in smaller text than the 
prices which might be a reason that users were 

able to overlook the function.

“Whenever I had to look through all the selections available, 

they were not in order of the time of departure. It would be 

nicer if the time of departure were set in order so it can be 

easily selected throughout the process without taking too 

much time.”
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2/5 users experienced an error message when they attempted to move on to seat selection. This error indicated that 

information in the passenger page was not entered correctly. It is unknown to the user that these errors were made until 

they attempt to proceed. 

Users should be able to see their mistakes when the mistake is made instead of having to wait.

Input errors not automatically known to users

Users receive an error message when they 
attempt to proceed to the next step if they made 

an error inputting data. These errors are not shown automatically and 
the user must attempt to access the next page in 

order to see the error.
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Usability Issues | Delta

ID Usability Issue Frequency

1 Filters/Sorting tool overlooked 5/5

2 Difficult to return to seat selection from help 1/5

3 Departure and return selector unclear 1/5

Based on video observations from 5 participants completing the task on the Delta website.
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Filters tool overlooked

5/5 users skipped over the “Sort By” and “Filters” functions to manually search for the cheapest nonstop flights. This 

may be due to the large banner between these options and the flight search results. Users’ eyes may jump past the 

banner making it difficult to see the sort and filter options.

The “Filters” and “Sort By” 
functions are not noticeable.

The banner distracts users and 
makes it easy for people to skip 
straight to the different cabin 

experiences.

“The plethora of options. The 

webpages are cluttered with a 

bunch going on, not pleasing to 

view.”
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Difficult to return to seat selection from help 

1/5 users had difficulty return to the seat selection map after hitting on one of the help links in the legend. These links 

pull up a new tab, but this is not automatically obvious.

Small help links bring 
users to a completely 
new page where they 

can’t easily return to the 
seat map.
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Departure and return selector unclear 

1/5 users had trouble understanding the departure and return date selection. Users must choose the depart and return 

date in the slide-out calendar, but are not instructed to choose both dates on the same calendar. Users may choose the 

depart date and be unsure where to choose the return date.

This can be interpreted as 
March 8th being the return 

date rather than the 
departure date.

When users choose the 
departure date, it is 

unclear how to choose 
the return date.

“Initially, I didn't realize the depart 

and return were separate buttons. I 

didn't realize I needed to click the 

depart button to enter a departure 

date, I figured it'd just automatically 

pop up again to ask for a departure 

date.”

Download Video
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https://measuringu.com/wp-content/uploads/2019/01/Delta-Calendarv2.mp4
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Usability Issues | jetBlue

ID Usability Issue Frequency

1 Seat selection process misleading 3/5

2 Sort function easy to overlook 3/5

3 Seat prices difficult to see 2/5

Based on video observations from 5 participants completing the task on the Delta website.
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Seat selection process misleading

The shaded area on the seating map is easy to interpret as being the only available seats. These seats are premium 

seats and cost extra. The user must scroll down to see more available seats that do not cost extra.

The shaded area can 
imply that these are the 

only available seats. 

Users must scroll down in 
order to see free 
available seats.

“Unclear about the seat 

selection process and why 

different seats had costs 

associated with them.”
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3/5 participants had difficulty or did not locate the sorting and filter functions. There is no labeled “Sort By” feature. 

Users must intuitively know that in order to sort by price, they must click on the small arrows next to the fare options. 

“Filter Results” is also placed in an area that makes it easy for users to overlook.

Sort function easily overlooked

In order to sort by price, 
users must locate and click 
on small arrows next to the 

fare options.

“Filter Results” is not 
where users would 

intuitively expect it to be. 
Its color also implies that it 

is part of the itinerary 
section.
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Users must hover over seats in order to see if there is an extra cost or if the seat is included in the fare plan. The icon 

coding scheme is not enough to distinguish free and premium seats, especially when only premium seats are visible 

from a partial scroll view at the top.

Seat prices difficult to see

Users can’t easily see 
prices when looking at the 

seat map. 

“Wasn't sure if there was an extra 

fee for choosing seats or how to go 

about that.”

Download Video
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https://measuringu.com/wp-content/uploads/2019/01/jetBlue-Hover-Prices.mp4
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Usability Issues | Southwest

ID Usability Issue Frequency

1 Difficult to see desired flight 4/5

2 User information not saved/System amnesia 1/5

3 Airport selection recommendation overly sensitive 1/5

Based on video observations from 5 participants completing the task on the Southwest website.
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Sort function easily overlooked

3/5 users had difficulty locating the “Sort by” and “Filter by” tools. These users manually scrolled through all of the flights 

in attempt to find the best deal. 

The “Sort by” and “Filter 
by” features are well 

placed but users still scroll 
past them.

Users may be skipping 
these features due to the 

small font size in 
comparison to the price 

sizes.
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System amnesia

1/5 users inputted their flight information on the home page but wanted to continue in “Advanced search.” When they 

clicked on “Advanced search” all the data that they had inputted was deleted and they were forced re reenter all of their 

desired flight information.

User clicked on “Advanced 
search” and was forced to 

reinput data.

“I found it difficult to navigate between screens and ended up having 

to resubmit my criteria after getting clarification on some questions 

where I asked for more info and then returned to original screen.” 
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Airport selection recommendation overly sensitive

1/5 users experienced the airport selection recommendation tool misinterpreting their actions. When a user types the 

abbreviated airport name, that name must be highlighted in order to be selected. If another airport name is highlighted 

and the user clicked anywhere on the page, that airport will be automatically inputted into the corresponding field.

Highlighted airports are 
automatically added to the 
departure or arrival fields 

when a user clicks 
anywhere on the page.
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Usability Issues | United Airlines

ID Usability Issue Frequency

1 Seating legend unclear 1/5

2 Forced usage of airport codes over common place names 1/5

Based on video observations from 5 participants completing the task on the United website.
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Seating legend unclear

One participant (of 5 observed) had difficulties quickly understanding the pricing scheme between free and premium 

seating. The legend needed to be read carefully before selecting a seat.

The legend is divided on both sides of the 
seating schematic, and free seating is less 
emphasized, blending in with non-cabin 
elements such as the cockpit and wings.

“Did not seem initially very clear that I required 

economy … to choose seats until after I had 

chosen my tickets, requiring me to go back and 

change the flights. I think this may have been partly 

due to the terminology used making it less obvious.”
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Forced usage of airport codes

Although suggested search results correctly identified the most likely airport code associated with these common place 

names, one participant (of 5 observed) twice needed to manually replace city names with airport codes after submitting 

the search.

Search should support common 
place names, automatically replace 
them with suggestions, or validate 

form entry instantly rather than 
waiting for submission.

Download Video
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https://measuringu.com/wp-content/uploads/2019/01/United-Airport-Codes.mp4
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Usability Issues | Frontier

ID Usability Issue Frequency

1 Seat selection process confusing 2/5

2 Calendar responsiveness 2/5

Based on video observations from 5 participants completing the task on the Frontier website.
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Seat selection process confusing

2/5 participants had difficulties understanding which passenger and flight they were selecting a seat for. This under-

emphasized information is at the top of the page, far from the actual seats.

The check-mark feedback 
displays very briefly. Previously 

selected seats are 
indistinguishable from 

unavailable seats.

Download Video

“Clicking the seat to get the seats together kept moving me 

back up the page and didn't show the seat I had selected on 

the legend, so I had to cross check to make sure I was 

selecting seats next to each other via the row number.”
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https://measuringu.com/wp-content/uploads/2019/01/Frontier-Seat-Selection.mp4
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Calendar responsiveness 

For 2/5 participants, the calendar date selector caused problems. On the home page, the selector jumps around 

between the departure and return flight, causing a delay or confusion.

Although a traveler’s date of birth 
may be entered via the keyboard, 
participants were observed using 
the prominent calendar selector, 

which is inefficient for dates in the 
distant past.

“The calendar was a bit confusing, 

one time it was on another month, 

that I didn't choose.”
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Usability Issues | Alaska Air

ID Usability Issue Frequency

1 Accessible seats not clearly labeled 3/5

2 “Preview seats” is misleading 3/5

3 User required in input too much information 3/5

4 “View by price” misleading 2/5

Based on video observations from 5 participants completing the task on the Alaska Air website.
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Accessible seats not clearly labeled

3/5 users attempted to choose an aisle seat but were prompted by a popup that these were accessible seats. There is 

no where on the seat selection page that informs users of this before clicking on these seats.

No indication that aisle seats 
are accessible seats until user 

clicks on it.
“I think it would be nice if it was more 

clear which seats are only for disabled 

passengers as well.”
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“Preview seats” misleading

3/5 users attempted to choose seats from the “Preview seats” link on the flight selection page. This link shows the entire 

seat map with available seats but does not allow users to pick seats from this screen.

Users misinterpreted 
“Preview seats” as a 
seat selection tool.

Seats were shown to be 
clickable but when users 
clicked, nothing would 

happen.

“It was confusing if you were 

charged extra for choosing seats, 

and if that option would be 

available.”
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Abundance of required user information

3/5 users had to input an abundance of personal information on top of individual passenger information. Some of this 

information can be assumed from other information that is required from the user, such as the purchaser's country code 

being their country of residence or the passenger contact email being the same email for the confirmation and receipt.

Required information seems 
repetitive, with user being 
asked twice for an email 

address and country.
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“View by price” misleading

2/5 users clicked on “view by price” but were taken to an alternative page that showed them repetitive information with 

all available flights sorted by price. Users possibly thought that this was the same as the “Sort by” feature, which would 

arrange all the flights on the original page by price.

Users clicked on “View by 
Price” believing that it was the 

“Sort by” feature.

Users were taken to another 
page that showed the same 

flights multiple times.

“Something about the way the 

information (especially on the 

flight list) is laid out is … a bit 

much. Cluttered feeling. A lot 

to take in.”
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PURE Analysis | How we rate a task

3 evaluators individually evaluated each task using the PURE methodology

- A 1-3 rating is given for each step of the product’s fundamental tasks: 

- 1 being easy and colored green

- 2 being somewhat difficult and yellow

- 3 being difficult and shown as red

- The sum of these numbers and the dominant color are shown for each fundamental task.

- The score is like a golf score, in that lower is better. More importantly, green is best.

10

31 31 2
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Find 

Flight

PURE Analysis | Task by Airline 

Find

Flight

Find 

Flight

Find 

Flight

Find 

Flight

Find 

Flight

Find 

Flight

9

Southwest had the lowest (best) PURE score due to users not having the option to select seats. Alaska Airlines, jetBlue

and Frontier have the highest (worst) PURE scores with Alaska having the highest possible score in step 6.

9

The FIND FLIGHT task was broken down into 6 steps:

1. Input flight details

2. Select departure flight

3. Select return flight

4. Review itinerary / upsells

5. Input traveler details

6. Select seat

9

6 7

5* 6

*Southwest users did not have the option to do step 6 64
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Find a flight

5

ON DESKTOP
DATE REVIEWED: 01.21.19

Task 1: Find a flight 

UX Scorecard

No major issues finding a 

flight.
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Task 1, Step 1: Input flight details

Users are able to easily select their departure 

location, arrival location, departure and arrival 

date, and how many people are traveling.

No major issues. All required information is on 

the home page.
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Task 1, Step 2: Select departure flight

Users can easily sort by 

price and find the cheapest 

nonstop flight.

Users can view the 

difference between flight 

plans under “View fare type 

benefits.”
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Task 1, Step 3: Select return flight

Users can easily sort by 

price and find the cheapest 

nonstop flight.

It is clear that the user is 

selecting the return flight.

Nonstop labels are large 

and clear.
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Task 1, Step 4: Review itinerary / upsells

Price details are laid out 

nicely with important 

information enlarged.
The “Add a Car” upsell is awkwardly placed 

after the trip summary but should not cause 

any confusion to the user.
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Task 1, Step 5: Input traveler details

A small amount of 

information is required for 

all passengers.

Contact information is 

straightforward and easy to 

input.
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Task 1, Step 6: Select seat

Southwest does not allow users the option to select seats prior to boarding no matter which fare plan they select. 

Although customers might prefer having this choice, from a usability perspective, skipping this step automatically 

reduces the burden of cognitive load in decision making on users.

Users go straight to passenger and 

payment information after choosing 

their desired flights.
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Task 1: Find a flight 

UX Scorecard

The first few steps had very 

small issues with a major 

issue appearing when users 

were not able to select seats 

for their departing flight 

directly from the Alaska Air 

website.

Find a flight

9

ON DESKTOP
DATE REVIEWED: 01.21.19
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Task 1, Step 1: Input flight details

Users are able to easily select their departure 

location, arrival location, departure and arrival 

dates. However, when inputting the arrival 

location, “LAX” defaults to “All Airports.”

No major issues. All required information is on 

the home page.
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Task 1, Step 2: Select departure flight

Users can easily sort by 

price and find the cheapest 

nonstop flight.

Users can view the 

difference between flight 

plans under “Compare fare 

types” or by clicking on the 

fare types themselves.
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Task 1, Step 3: Select return flight

Users can easily sort by 

price and find the cheapest 

nonstop flight. If a user selects the wrong flight, they have to click 

“Show all flights” which may not be immediately 

obvious but shouldn’t cause much confusion.
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Task 1, Step 4: Review itinerary / upsells

Flight summaries are clearly 

laid out along with the total 

price.

Users are not shown any 

unnecessary upsells.
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Task 1, Step 5: Input traveler details

Recommendation

Have clear labels for which passenger contact information is required. Do not show “Arranger contact” unless necessary for the 

user. 

The difference 

between “Arranger” 

and “Purchaser” is 

not obvious, which 

could lead to much 

confusion.

It is not obvious 

which passenger 

contact information 

is necessary.
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Task 1, Step 6: Select seat

Recommendation

Allow users to select seats for all flights directly from the Alaska Air website or give clear instructions on how users can obtain their 

seat selection.

It is impossible to 

select seats for the 

departure flight on 

the Alaska Air 

website.

When users can 

choose a seat, the 

layout is easy to 

understand.
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SUPR-Q Scores: 2014 to 2019 (Perception)

2019 avg.

79%

2014 avg.

80%

82% 83% 91% 65%70% 77% 92% 78%
0%

20%

40%

60%

80%

100%

Overall SUPR-Q

2014 2019

81% 78% 86% 71%65% 73% 87% 78%
0%

20%

40%

60%

80%

100%

Usability

2014 2019

*Averages are based on only the included airlines.

2019 avg.

75%

2014 avg.

79%

None of the airlines saw a statistically significant change in overall SUPR-Q scores as well as usability scores despite average scores being 

lower.

82



MeasuringU 2019

SUPR-Q Scores: 2014 to 2019 (Perception)

77% 80% 93% 76%90% 91% 98% 96%
0%

20%

40%

60%

80%

100%

Trust, Value & Comfort

2014 2019

72% 79% 92% 66%70% 66% 88% 69%
0%

20%

40%

60%

80%

100%

Loyalty

2014 2019

2014 avg.

82%

2019 avg.

93%

2014 avg.

77%

2019 avg.

73%

Overall, users’ trust, value, and comfort in airlines has increased. However, this difference is only statistically significant with United. User 

loyalty has dropped overall but Delta is the only airline where this decline is significant.

*

*

* Indicates a significant change at the 90% confidence level. 83
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SUPR-Q Scores: 2014 to 2019 (Perception)

87% 82% 82% 35%42% 65% 77% 51%
0%
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Appearance

2014 2019

25% 35% 50% 6%

-6%

4% 23%

-8%

-30%

0%

30%

60%

NPS

2014 2019

2014 avg.

71%

2019 avg.

58%

2014 avg.

29%

2019 avg.

3%

Appearance overall has declined but this difference is only significant in the case of American Airlines. NPS has also decreased over all of 

the airlines with American Airlines, Delta, and Southwest showing statistically significant lower scores.

*

*

*
*

* Indicates a significant change at the 90% confidence level. 84
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Demographics | Retrospective

A G E

EDUCATION I N C O M EI N C O M E

G E N D E R

44% 54%

1%: other
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25-29

30-39

40-49

50-59

60+

0 - $24k

$25k - $49k

$50k - $74k

$75k - $99k

$100k+

Some high school

GED/high school
diploma

Some college

Bachelor's degree

Graduate/professio
nal degree
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Demographics | Usability

A G E
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44% 56%
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$100k+

Some high school

GED/high school
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Some college

Bachelor's degree

Graduate/professi
onal degree
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Additional Terms of Use of Technical Report 
These additional terms (the “Additional Terms”) constitute a binding legal instrument. Your use of the attached technical report (the “Technical Report”) or any portion thereof constitutes your 
acceptance of these terms. 
License. The attached Technical Report is licensed and not sold. In addition to these terms, your use of the Technical Report is subject to the license agreement entered into between yourself and the 
licensor (the “License Agreement”). Nothing within these Additional Terms shall in any way limit the restrictions and/or obligations in the License Agreement related to your use of the Technical 
Report. 

Restrictions. In addition to the terms and conditions of the License Agreement, you shall not: a.) disclose, disseminate, reproduce, or publish any portion of the Technical Report; b.) copy, sell, 
distribute, sublicense, or otherwise transfer all or any portion of the Technical Report; c.) modify or prepare derivative works using the Technical Report, including without limitation, analytics, metrics, 
tables, summaries, or other compilations; d.) use the Technical Report to develop, enhance, or structure any database in any form; e.) disassemble, decompile, manipulate, or reverse engineer the 
Technical Report; or f.) remove any proprietary notices or notices of confidentiality from the Technical Report. 

Ownership. No patent, copyright, trademark, or other proprietary or intellectual property right is licensed, granted, or otherwise transferred directly, or by implication, estoppel, or otherwise, by these 
Additional Terms or the License Agreement, except for the right to use the Technical Report solely for the purpose set forth in the License Agreement. Without in any way limiting the foregoing, your 
use of the Technical Report shall be limited to internal use only. 

Liability Disclaimer. IN NO EVENT WILL LICENSOR BE LIABLE TO YOU OR ANY THIRD PARTY IN ANY WAY RELATED TO YOUR USE OF THE TECHNICAL REPORT, FOR ANY ACTUAL, DIRECT, SPECIAL, 
INCIDENTAL, INDIRECT, PUNITIVE, EXEMPLARY, CONSEQUENTIAL, OR TORT DAMAGES, INCLUDING ANY DAMAGES RESULTING FROM LOSS OF PROFIT OR REVENUE, REGARDLESS OF WHETHER 
LICENSOR KNEW OR HAD REASON TO KNOW OF THE POSSIBILITY OF SUCH DAMAGES. 

General. These Additional Terms set forth the entire understanding between the parties with respect to the subject matter hereof. If any provisions of these Additional Terms are found to be 
unenforceable, the remainder shall be enforced as fully as possible and the unenforceable provision(s) shall be deemed modified to the limited extent required to permit enforcement of the Additional 
Terms as a whole. 
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