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Existing kiosk: Challenge

Reservation Search Prove Delta’s New Brand — move beyond a look and feel and
to a promise of innovation, improved ease of use, and respect
Check-In
for the traveler

Itinerary Changes Improve consistency with delta.com

SR N Support global expansion

Baggage Check _
Requirements:

Increase non-agent check-in
Increase Kiosk approachability
Increase the completion rate of each of the Kiosk functions

Raise Kiosk satisfaction (across expanded language scope)



Customer Insight
Behavior observations and customer interviews led to persona development

NON-USER

ANGELA

“No, I've never tried
to use one. I'm not
familiar with it and I'd
rather deal with a
person.”

NOVICE

| came in the door
with my bags—
looked around—saw
the “self check-in”
signs and the long
lines at the agent,
and walked over to it.
| never used it before
and | did it myself.”

BASIC

BETTE

“I didn’t know you
could check bags at
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.”

POWER

“l use online for my
home airport and
kiosks at guest
airports. I use online
as much as possible,
and kiosk after that.”



Interaction
Design

High Level Flow

Provided visual high level view of
check-in process

Focus on key functions Provided
targeted direction to targeted key
functions.

Validate Identification
Retrieve Itinerary
Change ltinerary
Check-in

Welcome

Common Vocabulary

Allowed team to understand problem
with shared terms

Guiding principals
Keep it simple, 80/20 rule

Eliminate, shorten, simplify

Basic Flow

Detailed level basic flow

Confirmed business rules

Provided detailed information to
propose changes

Detailed flows:

© 00 N o 0o~ W N PP

. Start & Identification Validation

. Retrieve ltinerary (Primary Methods)
. Manage Itinerary and Check In

. Change Seats

. Add SkyMiles

. Special Services

. Change Flights

. Upgrade

. International Travel

10. Pass (Employee) Travel

11. Swipe/Scan Exceptions

12. Retrieve Itinerary (Secondary
Methods)

13. Amenity
14. Credit Card Payment



Interaction Design: the wall

* Provided macro/micro insight into work in » Key tool to define templates

progress * Near food :)

e Focus on ‘Happy Path’




CHK103 CHK102 Note: If user selects Espanol or Francais from the Attract screen, In
Kiosk is Closed. This Progress animation is displayed and chosen language displayed, unti the
currently kiosk opens at Attract screen appears again, in locationspecific primary language.
unavailable 12:59
o0 NTASLEEP. Time outto Swipe Errors
Agent Access, Pass/Buddy Travel Access Please insert "
CHK104 CHK101 Progresses on selection creditoard .. | | SOy weare | | Sory, we don't
Domestic Only | | Carry-on Only unable to read | lacept that typ:
NOCHECKBAGS NOCHECKBAGS that card ofcard ...
V 7 XINVALIDCARD
Language Selection
Progresses on selection
Conditional navigation buttons for
passengers with no bags to check,
international, or function-limited kiosks »
Add Special Items available from CHK600 Destination specific weather
as content revealing component message/visual
HELP02 HELPO1 Error Handling
More Info More Info
Carry-On Special ltems @ Can't Read
o m
. (€)  Dontaccept card
CHK600-03 Incomplete input
Bring Special HELPO3
Items Inaction duration
py More Info
—‘—_17 Advice to Pass.
woz




Attract

What Can This Kiosk

screens Touch Sereen to Start Buf Exprass Lane
First E Fi‘nl Steps: Three
Step First Staps: All Options o
P |?/32Iet ‘Please Wai.,." RANGLE S an R
Itinerary ltinerary: More Data linerary: Lege Data Upgrade Qveriay “'"ﬁ;‘;’&ﬂuﬂn":w

Review




Attract Screen

IA and creative medley

ADELTA % CHED

Welcome to the
Delta Self-Service Kiosk

_— ...
apEiTa | = several ways
ot | = to begin using

the Kiosk.

MUST HAVE COULD HAVE

Delta logo Language selection
Supergraphic Welcome message
Start What kiosk can do

Find your itinerary

lime of day

ADELTA #

ADELTA =




Off Strategy

ADELTA®

aocla’ (o o]

TOUEH

TO START

ADELTA % ADELTA %
| (PG
P?\O\b@f" ~ GOOD MORNING TAMPA TOUEH
C‘;‘ S B e < | TO START




Touchable kiosk

D6:45 PM Espaiial Other Languages 06:45 PM Espafiol Other Languages » s & O

S0P o 0 a

Pight Departs Arrives Passenger Seat  Frequent Flyer &
lenwider Sample Ba e

) Atiants, GA U Man Sample BA CNEBBETY

| itaten On Tima L05 P
sennites Sample BB oS
‘ & Add Freq
" Ba o
Or Jump Right In ~ IIEG3 Or Jump Right In IR GE5TECE | Cart
3 -~ -~

Virtual agent

ADELTA % ADELTA =

ADELTA % L o | ] sweow |

Find your itinerary using one of the options below.

SEARCH BY NUMBER SCAN OR INSERT

SkyMiles Number and PIN »

Delta Confirmation Number »

e-Ticket Number

Espaiiol Other Languages

Other Languages QUIEESTARY |[’|I



Bold and branded

A DELTA % 06:45 PM

L\

A
%Csb

Or Jump Right In 8 G e Or SkyMites Card

Let's Get Started '

Espafiol Other Lang

CHECK IN

Touch Screen to Start

Other Languages

ADELTA #® 06:45 PM

Sean Pristed et Cradit
WY Deita tinerary Or SkyMiles Card
-~ ~

Or Jump Right In

Espaficl Other Languages

SniE L,

06:45 PM

Find your itinerary using one of the options below.

SEARCH BY NUMBER SCAN OR INSERT

Scan Printed Insert Skybiles

SkyMiles Number and PIN % Deita Itinerary or Credit Card

Delta Confirmation Number ‘¥ ||!"!l.!ll =
e-Ticket Number »

¥ A ¥

SEARCH BY NUMBER

SkyMiles Number and PIN »

Delta Confirmation Number »

e-Ticket Number




Photo icons

ADELTA % . ADELTA % - ADELTA % ocasem [ m Start Over

06:45 PM 06:45 PM

Find your itinerary using one of the options below.

SEARCH BY NUMBER SCAN OR INSERT

SkyMiles Number and PIN » : Card

Delta Confirmation Number » Ill"l I =
oneoo

e-Ticket Number

T

Let's Get Started » Let's Get Started »

Dreaming
ADELTA % Otver Laguages ADELTA % EEETS Avewtaz os4som | swow |

Find your itinerary using one of the options below.
1:45 PM

6:45 AM
Good Morning - Good Afternoon
4 ! % P ! SEARCH BY NUMBER SCAN OR INSERT
-

: C/ Touch Screen to Start SyMilesbdimberend ey

Delta Confirmation Number » II!!I_!\' =

e-Ticket Number

. ¥ .

Or Jump Right In







Brand/
Approachability
study

 Early usability on 1st
steps and itinerary

* Pick a concept

ADELTA #
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ADELTAS ., \7
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Ill"l Scan Printed Insert Credit
Other Languages molll Delta Itinerary Or SkyMiles Card

" "
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A_ D E LTA ;:T) Gugt:iafﬂgming \7

<</\/<< C@
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Scan Printed Insert Credit
m Illnlllll Delta ltinerary Or SLerlile.ls Card

N~ ~N”




ADELTAZ

=

( | / ' CARRY-ON BAGS ONLY
Ill"l‘l Scan Printed Insert Credit
Other Languages ool Delta Itinerary Or SkyMiles Card

'v




First Step

RAPID USABILITY
TESTING

ADELTA %

Select a method for finding your reservation.

Ve may alio ivsent and renvove your Skymrles card of cradil card,

Dalta Confirmation Number

Elactronic Ticket Numbaer

SkyMiles Number and PIN

B1- First Step, All Options

B2- First Step, Three Options

EMPLOYEES &
PASS TRAVEL

ADELTA # 6:45 PM

‘ EXIT ‘

Find your itinerary

SEARCH BY NUMBER OR USE EXPRESS LANE

Scan Printed Dip SkyMiles or
SkyMiles Number and PIN Delta Itinerary Credit Card
or Passport

e-Ticket Number

[ Delta Confirmation Number } |||||||||||| =
[ ]

vv

EMPLOYEES &
BUDDY TRAVEL

ADELTA # 6:45 PM

START OVER

Tell me who you are, using one of the options below.

ENTER SCAN INSERT

By Touch Screen Delta Itinerary SkyMiles
Or Credit Card

SKYMILES NUMBER
AND PIN
MORE
WAYS TO CHECK IN

Don't worry — you won't be
charged. This is for ID only.

Final — First Step

Employee
and Guest
Travel

Agent
Access

ADELTA % 6:45 PM

Start Again

Find your itinerary using one of the options below.

SEARCH BY NUMBER SCAN OR INSERT

" Scan Printed Insert SkyMiles or
SkyMlIes_ Number Delta Itinerary Credit Card
(10 digits)
Delta Confirmation
(6 characters)
Ticket Number
(13-14 digits)




Flight DL784

Washington-Reagan

Ken Sample

Jennifer Sample

13B

Joseph Sample

13F

Larry Sample

13G

Mark Sample

14C

Peter Sample

14D

Ron Sample

14E

Susan Sample

HTTF

Changed

Thomas Sample

16B Exit Row

Your Seat Q Your Travel Partner(s) Q Available Seat

UELCkme

Front

Done >

NOTES

This layout: Shows up to 5 plane sections with
Front/Rear buttons to scroll (aligns with
proposed itinerary and other screens with
potential to scroll).

Assumes: 9 passengers, 3 legs.

Screen Elements:
e Close button

e Passenger button(s)

e Section seat buttons

e Plane Front/Rear buttons
e Done button

Notes:

Dynamic prompt, “No seats available”
Inactive time out after specified duration. Time
out after user selection, but not completed task

Verification: Verify largest width configuration,
Boeing 777 — 3-3-3.

Page Type: Expand - Overlay




P 9:45 AM Empl Ag !

Let's start by finding your itinerary using one of the options below.

SEARCH BY NUMBER OR SCAN OR INSERT
Printed Delta SkyMiles or
SkyMiles Number Itinerary Credit Card

(10 digits)

Delta Confirmation Number »
(& characters)

| |

TiCkEt NumbEr I"I
(13-14 digits) IIlmow

I For identification only.
You won't be charged.




_-ul“' 9:45 AM
A__. D E I. TA =‘E@ Good Morning

Please approve or make changes to your itinerary.

Flight Departs Arrives Passenger
DL784 New York-La Guardia Washigton-Reagan Ma... Sara Samplenopul...
OnTime  6:00 AM 8:05 AM

Ken Sample
John Samplenopulos...
Amy Sample

Sara Samplenopulos...

Ken Sample o
John Samplenopulos...

[ ]
Amy Sample Ty

Jacob Sample

Need special services? Want to make any changes?

Add Frequent
Flyer Number

Request
Upgrade

AN
L ¥4

Wheelchair Lap Child

Print Boarding Pass »
{No Bags to Check)

[ ]
Al
L

Switch Flight

Begin Again

Seat

7B
TA
8B
BA
Mot Assigned
Mot Assigned
Mot Assigned
Mot Assigned

Mot Assigned

Frequent Flyer #

01234567901
01234567901
01234567901
01234567901
01234567901
01234567901
01234567901
01234567901
01234567901

View/Change

Seats

Check Bags »




When you're finished viewing or changing seats, click Done.

FLIGHT TO: FLIGHT TO:
New York-Kennedy, NY London-Gatwick, UK

Robert Jones 26B 1?A‘ 17B .-C"q\a
|I \
|
Sara Jones | | A
19C B Y ronT
Kate Jones e
HE N [
20C||20D 5
Brian Jones — =
21C || 21D "
| —1 Bl =
[ | ]
[
u
HE B
HE ER
1 REAR
= A4
24A 243‘ ‘24c‘ 24D .

B Your Seat [ ] Your Travel Partner(s) [] Available Seat




e 9:45 AM ;

Select the number of bags (including special items) each passenger
is checking.

Are any of these

Passengers Mumber of Bags/Special ltems to Check

Special Items?

{Free) (Free) (Free)
(Free) (Free)

v
(Free) (Free)

A special item counts as one bag. Special items include:

Peter Sample

Jennifer Sample

Mark Sample

More About

=7 ° [ g o
+50Ibs. +azinl.gf!u+m c‘,i; A (5 _“ h‘ H pecial ltems

| Continue »

Carry-on Info




i 9:45 AM :

Now, please swipe Jennifer Sample's passport below.

LOCATE CODE

v Ken Sample o @

Jennifer Sample

®

Sara Jones

Mark Jones

Peter Jones

Ron Jones

P<USASMITH<<<JOHN<EDWARD<<<<

Josh Jones 00I0OTTIOUSADTIONONO0IDE<<<<<0Z

Kate Jones




ADELTA %

One moment while
we check you in...

Current weather in Santo Domingo: f 65" 18 C

Rain




ADELTA % i

Good Morning

Thanks! You've finished checking in. Enjoy your flight.

>

_ _ Retrieve your boarding Bring checked bags
Boarding Time: pass below to the baggage drop

Flight: DL150 to New York-Kennedy
Flight Duration: 2 hr 5 min

Meal Service: We're serving beverages onboard

Need a record? (optional)

Print Print
Receipt Itinerary

Advice to Passengers




Functional

Specification

3.25 CHKA400 tinerary

ADELTA %

1k, T
OnTime 600 AW

Need special services?

9:45 AM
Good Maorning

Please approve or make changes to your itinerary.

‘Washigtor-Reagan Na Sara Samplencgal

BOSAM ot

Sa

Ay Sample
Lars Samplencpuion
Ko Sample

Jehe Sai

Asmy Sample
acah Sarmgie
Want to make any changes?

Request Add Frequent
Upgrade Flyer Number

Print Boarding Pass »

]

LT

Mot Assigned
Mot Assigned
Mol Assigned
Mol Assigned

Mot Assigned

OIZ3A56TP01

7901
DIZ34567901

p

OIZ3A5E7901

DIZ3L567901

OIZ38567901

View,/Change

Seats

Check Bags »

Description
Related flows
User types

[Entry points

The ltnerary screen displays found tinerary summary and flight options.

NiA
Customers, Agents, Employees

*  WAITD1 Searching...

»  CHK495 Upgrsde Confimmation {If “OK" from CHK490 Request Upgrads)

»  CHK401-01 Mak= Sslection

* CHK401-07 Review Change Flight
» CHK401-08 Flight Change Failed
» CHK401-10 Too Early for Bags

»  CHK401-12 Mo Sest Map

s CHK401-13 Seat Changs Failed

* CHK401-04 No Flights Availabe

» CHK401-18 Printng Emor

Confidantia




g \‘S' SUEB100 Current supporied:
S Char English
A\ £
('}:’\}&(' == Lang ] Spanish
abnirae = abnirae = FIE‘[ ch
y N

i ! % /
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!E L] In Progress amimation

ALT100

- === P
Scan i AAX10
Enter ‘ == Agent Access
SkyMiles . nsart —
Freq Fiyer# = = = =3

"_l Multiple Passengers :_ N Single
— 11— Passengers
==u
I B Entering
= Messages
i . =
= =

{Messanes (Messages
Delay — Print ol can be are Qverlay =
Voucher windows Owverlay or full  windows

aligned to SCreen aligned to = I

Change i aligned to spacific 1]
Flight windows) specfic windows)

windows)
Update
Seatmap

- - = = = = Full Screen
Desti = i
weather me Hardware interaction
Owverlay

Expand averlay

‘Wireframe available

(Bio Haz)





