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Existing kiosk: ChallengeExisting kiosk:
Reservation Search 

Check-In

Iti Ch

Challenge
Prove Delta’s New Brand – move beyond a look and feel and 
to a promise of innovation, improved ease of use, and respect 
for the traveler

Itinerary Changes 

Employee Needs

Baggage Check

Improve consistency with delta.com

Support global expansion

Requirements:Requirements:
Increase non-agent check-in 

Increase Kiosk approachability

Increase the completion rate of each of the Kiosk functionsIncrease the completion rate of each of the Kiosk functions    

Raise Kiosk satisfaction (across expanded language scope)
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Customer Insight

NON-USER NOVICE BASIC POWER

Customer Insight
Behavior observations and customer interviews led to persona development

ANGELA

“No, I’ve never tried 
to use one. I’m not 
f ili ith it d I’d

NANDO

I came in the door 
with my bags—
l k d d

BETTE

“I didn’t know you 
could check bags at 
th ki k Oh I’ll

PAUL

“I use online for my 
home airport and 
ki k t tfamiliar with it and I’d 

rather deal with a 
person.”

looked around—saw 
the “self check-in” 
signs and the long 
lines at the agent, 
and walked over to it. 
I never used it before

the kiosks. Oh, I’ll 
use it when I’m on my 
own without my baby 
and just have a carry-
on. But not today.”

kiosks at guest 
airports. I use online 
as much as possible, 
and kiosk after that.”

I never used it before 
and I did it myself.”



Interaction Basic FlowHigh Level FlowInteraction 
Design

Basic Flow
Detailed level basic flow

Confirmed business rules

Provided detailed information to 
propose changes

High Level Flow
Provided visual high level view of 
check-in process

Focus on key functions Provided 
targeted direction to targeted key 
functions p p g

Detailed flows:

1. Start & Identification Validation

2. Retrieve Itinerary (Primary Methods)

3 Manage Itinerary and Check In

functions. 

Validate Identification

Retrieve Itinerary

Change Itinerary

Check-in 3. Manage Itinerary and Check In

4. Change Seats

5. Add SkyMiles

6. Special Services

7. Change Flights

Welcome

Common Vocabulary

Allowed team to understand problem 
ith h d t C a ge g ts

8. Upgrade

9. International Travel

10. Pass (Employee) Travel

11. Swipe/Scan Exceptions

with shared terms

Guiding principals

Keep it simple, 80/20 rule

Eliminate, shorten, simplify
12. Retrieve Itinerary (Secondary 
Methods)

13. Amenity

14. Credit Card Payment

Eliminate, shorten, simplify
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Interaction Design: the wallInteraction Design: the wall
• Provided macro/micro insight into work in 

progress

• Focus on ‘Happy Path’

• Key tool to define templates

• Near food : )
Focus on Happy Path  



InteractionInteraction 
Design

BASIC FLOW

• Provided detailed level 
with annotations 

• Indicated page types, 
messaging and whatmessaging, and what 
changed

• Simple tool, team 
members provided 
detailed feedback early 
in process
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Targeted screensTargeted screens

AttractAttract 
screens

First 
Step

Please 
Wait

Itinerary 
Review
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Attract ScreenAttract Screen
IA and creative medley
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Off Strategygy



Touchable kiosk

Virtual agent



Bold and branded

Icons



Photo icons

Dreaming





Brand/Brand/
Approachability 
study

• Early usability on 1st 
steps and itinerary

• Pick a concept
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Solution
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Solution
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Solution
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First StepFirst Step
RAPID USABILITY 
TESTING

Find your itinerary

EMPLOYEES & 
PASS TRAVEL EXIT6:45 PM

B1- First Step, All Options B2- First Step, Three Options

SEARCH BY NUMBER

SkyMiles Number and PIN
Scan Printed
Delta Itinerary 
or Passport

Delta Confirmation Number

Dip SkyMiles or 
Credit Card

OR USE EXPRESS LANE

e-Ticket Number

Final – First Step
Employee

SEARCH BY NUMBER
Find your itinerary using one of the options below.

SkyMiles Number
(10 digits)

Scan Printed
Delta Itinerary 

Insert SkyMiles or 
Credit Card

Start Again

SCAN OR INSERT

Agent 
Access

Employee 
and Guest 

Travel
6:45 PM

Delta Confirmation
(6 characters)

Ticket Number
(13-14 digits)
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Solution
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Solution
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Solution
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Solution

33



Solution
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FunctionalFunctional 
Specification
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