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Executive Summary 
1. Consistency of page translation is a big issue for Chinese HVC. Users feel the site should all be in 
Chinese, not parts of it. Users found many pages to be in English and forms to also not accept Mandarin input. 
Translation inconsistencies signal a broken experience for users. Further, beyond translation- pages should be 
localized to give the feeling that SkyTeam truly understands the Chinese HVC, long-haul and business traveler.  
2. Round the World planner suffers from language access issues. Many users did not understand the 
label RTW planner. On a page where it is mentioned, it appears in English, causing users to miss it. Instead 
make it say Plan Your Trip, with RTW as a main title or sub-title (in Mandarin). Note this is also an issue for 
SkyTips or any other branded terminology.  The RTW tool itself also seems convoluted. Instead if possible, RTW 
planner should be built into the experience of the site- start your trip, enter destination 1, 2 etc (like building a 
multi-city travel booking). 
3. Error messages, confirmations and form tips need to be more clear. Many users got confused or did 
not see error text; did not understand confirmations (word Success missing) and Continue button missing. eg. 
Long messages (event registration rule with 2 conditions) were not fully digested- users scanned the first one 
then tried it.  
4. Search needs to be improved and indexed for Chinese character input. Users were not very 
successful using search for terms like SkyTIps. Search and all site text should be in UniCode for globalization 
readiness. Pages should not divert to the English language root site/index.  
5. Flight booking value proposition needs to be stronger. A better explanation of how SkyTeam can 
book your flight will help users feel comfortable making bookings via SkyTeam’s website. Note: Mandarin 
character input is a show-stopper issue with access in China.  
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Methodology 
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Background 
 Results of online usability test  

–  10 Total users   
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http://www.skyteam.com/zh/  

User profiles: 
30% book on PC; 30% on PC/Mobile; 30% neither 
• 90% make own booking 
• 60% Somewhat familiar with SkyTeam (20% very 
and 20% NOT) 
• 60% Visited site 2-3 times; 30% Never; 10% 1 
time 
• 90% Never used SkyTeam mobile app 
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Why Usability Testing? 

•  Provides validation of design direction. 
•  Gives you real behavioral insights into how 

users actually use your site/app. 
•  Lets you see patterns of use across users 

and uncover confusions or errors.  
•  Move beyond the “stupid users”  myth to 

uncover un-intuitive features or 
functionality.  

•  Provides insight and empathy for the 
user’s experience to help you fix design 
errors and issues.  

•  Industry standard for quality website/
software development: ISO standard ISO/
TR 16982:2002; ISO 9241. 
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“Two distinct advantages to 
formal testing: it provides 
feedback for site development, 
and it is an educational 
opportunity for designers and 
engineers, allowing them to see 
firsthand the decision-making 
process of an average site 
visitor” –Jupiter Research.  
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Methodology  

§  Lab Testing/Online Usability testing  
§  1:1 sessions 
§  Users walk through tasks.  
§  Post-test interviews 
§  No help; users follow tasks to find the 

answers (best practice usability testing 
methodology). 
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Data Overviews 
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Task success rate- all users 
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Effort completing a task 

N=10 users 

TASKS 
1. SkyTeam Lounges in the USA.  San Francisco or Vancouver BC 
lounge. DO lounges have wireless Internet? 
2. What is there to do in San Francisco airport? Is there a museum- is it 
free of charge? 
3. To arranga a meeting what does SkyTeam offer? Can you register 
your event? Register for an account first.  

4. SkyTeam discounts if you book with them. Reservations. How about 
questions with the planning tool- what does site offer to help.  

5. You want to check the SkyTeam Weibo page to see what they are 
saying. How about SkyTeam? 

6. Flights leaving Shanghai and arriving in New York City. What flights 
does the SkyTeam website offer?   
 

7. What are the benefits of SkyPriority Finder according to the SkyTeam 
website? Can you get priority immigration? 
Check to see what benefits you would gain from leaving Shanghai 
airport transferring in Vancouver BC Canada to Chicago.  What benefits 
would SkyPriority offer you? 
 

8 What are the benefits of using the SkyTeam network? 
Does SkyTeam have a mobile app?   
 

Most users 
did not find 
Round the 
Word 
Planner 

Chines 
character 
input on 
search 

Finding 
event 
registration 
was 
difficult.  

Users did 
find 
Lounge 
Finder but 
could not 
search.  

Users did 
not find 
SjyTips 
easily 
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Task success by user 
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Performance per user (total 
score) 

N=10 users 
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TASKS 
1. SkyTeam Lounges in the USA.  San Francisco or Vancouver BC 
lounge. DO lounges have wireless Internet? 
2. What is there to do in San Francisco airport? Is there a museum- is it 
free of charge? 
3. To arranga a meeting what does SkyTeam offer? Can you register 
your event? Register for an account first.  

4. SkyTeam discounts if you book with them. Reservations. How about 
questions with the planning tool- what does site offer to help.  

5. You want to check the SkyTeam Weibo page to see what they are 
saying. How about SkyTeam? 

6. Flights leaving Shanghai and arriving in New York City. What flights 
does the SkyTeam website offer?   
 

7. What are the benefits of SkyPriority Finder according to the SkyTeam 
website? Can you get priority immigration? 
Check to see what benefits you would gain from leaving Shanghai 
airport transferring in Vancouver BC Canada to Chicago.  What benefits 
would SkyPriority offer you? 
 

8 What are the benefits of using the SkyTeam network? 
Does SkyTeam have a mobile app?   
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Error/confusion rate 

Task 
N=10 users 
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TASKS 
1. SkyTeam Lounges in the USA.  San Francisco or Vancouver BC 
lounge. DO lounges have wireless Internet? 
2. What is there to do in San Francisco airport? Is there a museum- is it 
free of charge? 
3. To arranga a meeting what does SkyTeam offer? Can you register 
your event? Register for an account first.  

4. SkyTeam discounts if you book with them. Reservations. How about 
questions with the planning tool- what does site offer to help.  

5. You want to check the SkyTeam Weibo page to see what they are 
saying. How about SkyTeam? 

6. Flights leaving Shanghai and arriving in New York City. What flights 
does the SkyTeam website offer?   
 

7. What are the benefits of SkyPriority Finder according to the SkyTeam 
website? Can you get priority immigration? 
Check to see what benefits you would gain from leaving Shanghai 
airport transferring in Vancouver BC Canada to Chicago.  What benefits 
would SkyPriority offer you? 
 

8 What are the benefits of using the SkyTeam network? 
Does SkyTeam have a mobile app?   
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Confusion 

Errors= mistakes users make while completing a task.   
Confusions= confusion or frustration while completing a task.  
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Subjective Satisfaction 
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Perceived Ease of Use 

QUESTION 

Also see user verbatim   

QUESTIONS:  I think…. Is easy 
1. I think finding SkyTeam lounges at airports is: 

2. I think learning about airport facilities such as museum in 
San Francisco (SkyTips) was:             
 

3. I think arranging a meeting and registering for an event was:             
 

4. I think using the Round the World booking tool was:  

5. I think checking the Weibo page is:    
 

6. I think finding flights was:             
 

7. I think using SkyPriority was:             
 

8. I think learning about SkyTeam was:             
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Indication of user’s perceived performance; self-rating.  
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Detailed Summary 
(Task Walk-through) 
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T1 For upcoming travel to the United States, you want to make sure the airports you will visit have SkyTeam lounges. According to the website, 
is there a SkyTeam lounge in San Francisco? How about Vancouver BC Canada? Do the lounges have wireless Internet wifi? 

SUCCESS RATE 

40% 14/13 

Test Findings: 
Findings: 
1.  Users easily found Lounge finder. The 

biggest problem is the search field 
doesn't’t support Chinese input. 

2.  Most of the users got confused due to 
the form not accepting Mandarin.  
Only two or three participants 
switched to English input. Others got 
frustrated and gave up. One user 
struggled to spell Vancouver in 
English.  

3.  Many users went to other sections to 
try to locate the information. Someone 
saw wifi info in other pages. One user 
found it in SkyTips.  

Recommendations/ Changes: 
1.  Fix text box to accept Simplified 

Chinese (all forms should be UniCode 
friendly).  

2.  Note: Submit button seems to be 
missing. 

TASK 1 
 ERRORS/ CONFUSIONS 
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Test Findings: 
Findings: 
1.  Several users thought they could find the 

info from the lounge finder. 
2.  Most users struggled (due to English 

content) to find the museum info. Even they 
were in the right page, they ignored the info 
with scrolling up and down. Users want 
consistency either all English or all 
Chinesse. Fluent English speaking user had 
no problem (94% overall success)  compare 
to 2nd and 3rd users: 81% and 69%. 

3.  Many users did not see SkyTips at all, which 
influenced their score for the post-
questionnaire.  

4.  Users did not associate SkyTips with finding 
the museum.  

5.  A few used search engine to search for the 
museum (they searched San Francisco or 
museum). 

Recommendations/ Changes: 
1.  Add a tagline Things to Do next to SkyTips. 

SkyTips alone is not intuitive.  
2.  Add SkyTips to search engine.  
3.  Promote tips on each page (right side) and 

by email.  

T2 You will have 4 hours at San Francisco airport. What is there to do in the airport? You heard there is a museum- is it free of charge? 

SUCCESS RATE 

35% 19/6 

TASK 2 
 ERRORS/ CONFUSIONS 
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Test Findings: 
Findings: 
1.  Users understood that For your Business was the 

place to find meetings. Note: Most users access this 
from the top navigation (not the home left menu).  

2.  However several users ran into the language 
problem- If you enter from the shortcut from the 
home page--click all the way to registration---the 
page will be all in English! 

3.  One participant got confused and he didn’t know that 
much English. He tried to register in the “Sign in” 
section (s8).  

4.  Users struggled with error messages/ confirmation 
messages (eg 50 attendees). See following pages! 

5.  For different needs of the participants, over 50% 
think its useful. The rest indicated it was not useful 
for them, but still they think this function is quite new 
compared with other Alliance website. The main 
confusion was clarifying who will buy the tickets, 
individuals or the organizer? Description is not that 
detailed- should be improved.   

See more Findings/ Recommendations next pages.  

T3 To arrange a meeting, what does the SkyTeam offer? Can you register your event?  
 Register for an account first.  
  
 

SUCCESS RATE  ERRORS/ CONFUSIONS 

50% 12/9 

TASK 3 
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TASK 3 

Findings: On the account 
registration page.  
This error message was not clear 
to users (for testing purposes- we 
used the same email).  
 
Recommendations: Change 
language to say “email or 
username already exists”. 

Findings: When account registration is done, it says your account 
has been established. One user got confused with this pop-up 
window, she didn’t realized it was successful. There is no 
indication of success in the Mandarin translation.  
 
Continue button was not apparent- it is too light gray and does not 
look like a button. Also when clicking on it, it goes to Registration 
page but the performance was very slow from Shanghai.  

Recommendations: Add the word “Success”, in Chinese 
“成功” in this confirmation dialog.  Make the Continue button 
bolder and more apparent (it’s currently a word).   
 
Test and optimize performance from China (servers should 
be in China to improve speed).  
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Findings: Users clicked “My Itinerary Preferences” (in 
English) and were led to this page. Users were most 
surprised and confused by this page (looking for 
Registration button). Not finding it, users bailed.  
 
Recommendations: Make Register button clear. Also 
use word Log-in to avoid (Sign Up, Sign In confusion).  

Findings: Users took a while to see at least 50 
attendees, even after help text. The reminder was 
not clear to see (almost all ignored it and had to do 
it twice since the error text was long and included 
two conditions). Users scanned 2 foreign countries 
and didn’t read at least 50 people.  
 
Recommendations: Make the rules part of the 
interface (form text). Eg “Enter 2 countries”. Show 
the dropdown starting with 50 people.  
 
Remove the need for rule interpreting! 

TASK 3 
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Finding: On the registration page, the first of the left menu 
says “Existing Event”. But when you click it, it stays on this 
page. 
 
Recommendation: This appears to be a bug. Please 
investigate.  

Finding: This error message confused users.  
 
Recommendation: This appears to be a bug. Please 
investigate.  

TASK 3 
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Finding: Performance was extremely slow on this page.  
 
Recommendation: Javascript may need to be minified. Please 
investigate.  
 
Also consider using wait times for promoting the top 3 key 
benefits of SkyTeam: eg Book online for discounts etc.  

TASK 3 



Copyright Experience Dynamics-   SKYTEAM USABILITY TEST REPORT 20 

Finding: Since the flight is return, it doesn‘t show this page 
is going and next page is return. So if you select the flight on 
this page and goes to next page, participants got confused 
why they stayed on this page. Users didn’t realize they had 
moved to the next page (return flight).  
 
Recommendation: The page needs to say Select your 
Going Flight and Select your Return Flight. Graphics should 
change or page refresh to indicate movement to the next 
page.  

TASK 3 
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Finding: This error hint covered the selection button and 
doesn't’t disappear when clicking on the page. Users had to 
click the x to close it.  This makes for a tedious experience.  
Recommendation: Hover dialogs should not cover controls. 
Lower it so the calendar is showing. Also removed need to x 
out- make it go away once user has corrected it.  

TASK 3 
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Findings: For the additional task, to locate a conference 
with an ID. The name in registration only supports English 
input. It took a while for the participant realize that after 
several times of error reminder. The airport  input format 
reminder didn't work in Mandarin.  
 
One user accessed the page in English. He saw "Sign in" as 
"Register" and didn't make it. 
 
However, the last participant went all the way to participate 
the event. Only he finished participating. The rest of the 
users just found the event (as requested by the task).  
 
Recommendations:  Fix the form localization issue. Also 
use Register and Log-In to avoid semantic ambiguity with 
labeling.  
 
 

TASK 3 
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Test Findings: 
Findings: 
1.  All users were unclear if booking offered 

discounts. Either they dropped without finding 
the information or thought the “Travel passes” 
should include discount.  

2.  Only a few users found Round the World 
planner.  

3.  One a key page promoting RTW, users did not 
see it since it is in English.  

4.  Only 2 users found help:  most users went to the 
bottom of home page for FAQ or Contact pages 
for help. Reservation help was not easily visible. 
Several users tried to book a flight to find help 
information! 

Recommendations/ Changes: 
1.  Make discount text more apparent- as a 

prominent visual badge (on key screens).  
2.  Avoid leading with branded labels (only die-hard 

customers will gravitate to branded labeling). 
Make it say Plan Your Trip, with RTW as a main 
title or sub-title (in Mandarin).  

3.  Put help in-line (next to the call to action button).  

T4 You want to see if SkyTeam allows for discounts if you book with them.  
What does the website offer for helping with reservations? If you have questions about the planning tool, does the site offer help information? 
 

SUCCESS RATE  ERRORS/ CONFUSIONS 

15% 54/25 

TASK 4 

. 
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Finding: For this page, participants didn’t see “Round the 
World Planner” since it’s in English! 
 
Recommendation: Change labeling and avoid English 
except the logo. Also consider bringing RTW planner onto 
this page- add your destinations to entice immediate 
engagement. 

Finding: Help is not 
apparent in the left 
nav.  
 
Recommendation: 
Place it on-page 
next to the call to 
action (eg below the 
button).  

TASK 3 
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Test Findings: 
Findings: 

1.  Most users  found the Weibo icon very 
easily from the up right corner of home 
page. Some of them found it in “News 
and Social media”.  

2.  One users thought “SkyTips” is the 
Weibo of Skyteam.   

 
 
Recommendations/ Changes: 
1.  Facebook should not be the main Social 

Media icon. Weibo needs to be added or 
exchanged for it (Facebook is not 
accessible in China).  

2.  On the home page- in the bottom right of 
the site, link should be first position- not 
last.  

 

T5 You want to check the SkyTeam Weibo page to see what they are saying. How about SkyTeam? What stories are they sharing? 

SUCCESS RATE  ERRORS/ CONFUSIONS 

95% 7/0 

TASK 5 
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Test Findings: 
Findings: 
1. Mandarin input didn't work. The error hint says 

choosing from the list. One participant was very 
emotional, "Where's the list??" 

 
2. Moreover, one participant expected choosing the 

option of "non-stop" and "transfer". And two 
participants were confused with no booking function 
or link to airline official website. 

3. One user who does not do his own bookings (s8)- (his 
wife does it for him) was less successful on the site 
overall 31% success in all tasks. For future 
studies---perhaps include the booker/planner or 
Personal Assistant (not just the executive).  

 
Recommendations/: 
1.  Booking functionality needs to be more clearly 

explained- it’s not apparent that SkyTeam has the 
ability to make bookings from the brand identity. Eg 
“Book your flight with SkyTeam- save money- 
choose the carrier of your choice” or “Member perk- 
Booking service with discounts”. 

T6 You would like to see if flights are available for a business trip next week.  
Leaving Shanghai and arriving in New York City. What flights does the SkyTeam website offer? 
 

SUCCESS RATE  ERRORS/ CONFUSIONS 

77% 9/17 

TASK 6 

. 
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Test Findings: 
Findings: 
1.  Almost all users easily found the SkyPriority 

page. One went to search airport lounge to try 
to find benefits. Another one went to Frequent 
Flyers. 

2.  Due to forms not accepting input- several users 
struggled with entering English characters- eg 
Vancouver.  

3.  Several users got confused with “services not 
available at other airports” and wanted info-see 
next page.  

4.  Many users stumbled with English left menus.  
Recommendations/ Changes: 
1.  Consider moving benefits into a short list on the 

right of key pages (RTW planner intro page; 
booking page), in order to tease users to visit 
the benefits of SkyPriority and also to reinforce 
the value proposition of SkyTeam.  

2.  Branded labels need translation or sub-text to 
help with quick finding.  

T7 What are the benefits of SkyPriority Finder according to the SkyTeam website? Can you get priority immigration? Check to see what benefits 
you would gain from leaving Shanghai airport transferring in Vancouver BC Canada to Chicago.  What benefits would SkyPriority offer you? 
  

SUCCESS RATE  ERRORS/ CONFUSIONS 

75% 21/8 

TASK 7 
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Finding: On this page, several participants got confused 
with “Service not available at all airports”. They wanted to 
know which airports or countries are available, but there are 
no further link for the list. 
 
Recommendation: Click to expand- get more details of 
which airports.  

TASK 7 
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Test Findings: 
Findings: 
1.  Most of the participants stated the 

benefits according to their own 
understanding of the website by 
accomplishing previous tasks. 

2. Two of the participants failed to locate 
there’s an app for mobile. One took 
a long time. Others either saw it from 
the banner or in “Flights&  
Destinations”banner of home page. 

 
Recommendations/ Changes: 
1.  Consider promoting this on key 

tasks like Lounge Finder and Book a 
flight. Also while pages are loading 
(fetching searches)- mobile app 
should be promoted.  

2.  Mobile site access should promote 
the app (top banner across top- like 
other brands currently do).  

3.  Consider a top nav site link to 
promote the mobile app.  

T8 What are the benefits of using the SkyTeam network? Does SkyTeam have a mobile app? 

SUCCESS RATE  ERRORS/ CONFUSIONS 

75% 6/2 

TASK 8 
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Session Recordings Available   
 
 

30 
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Test Tasks 
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TASK 1 For upcoming travel to the United States, you want to make sure the airports you will visit have SkyTeam 
lounges. According to the website, is there a SkyTeam lounge in San Francisco? How about Vancouver BC Canada? 
Do the lounges have wireless Internet wifi? 

  
TASK 2 You will have 4 hours at San Francisco airport. What is there to do in the airport? You heard there is a 
museum- is it free of charge? 

  
TASK 3 To arrange a meeting, what does the SkyTeam offer? 
Can you register your event? 
Register for an account first. 
    
TASK 4  You want to see if SkyTeam allows for discounts if you book with them. 
What does the website offer for helping with reservations? If you have questions about the planning tool, does the 
site offer help information? 

  
TASK 5 You want to check the SkyTeam Weibo page to see what they are saying. How about SkyTeam? 
What stories are they sharing? 

  
TASK 6 You would like to see if flights are available for a business trip next week. 
Leaving Shanghai and arriving in New York City. What flights does the SkyTeam website offer? 

  
TASK 7 What are the benefits of SkyPriority Finder according to the SkyTeam website? 
Can you get priority immigration? Check to see what benefits you would gain from leaving Shanghai airport 
transferring in Vancouver BC Canada to Chicago.  What benefits would SkyPriority offer you? 

  
TASK 8 What are the benefits of using the SkyTeam network?Does SkyTeam have a mobile app?   
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Verbatim-positive 

32 

“The layout is nice. I can find what I want easily." 

Global meeting(2)/ “If you want me to use this 
website, it must have something special or different 
from others. I do need it. Other basic functions are 
the ones other websites have as well.” / “I do need 
it when I’m on business travel." 

Lounge info “If I stay long during the transfer, I would like to 
take a shower if there’s this kind of service. So it’s good to show 
services of lounges.” “This service itself is good. I never thought 
there can be such info to check." 

“Too see what airlines they have. If they have 
premium services with similar price, I would like to 
use it." 

“I will consider. If there’s service within the price, it’s not a problem to 
be a bit expensive.” 

“Now I often use Ctrip to book 
flights. But I hope I can book on 
Alliance website since the miles 
scores and airline info are easy to be 
checked together. These can’t be 
seen from Ctrip." 
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Verbatim- negative 

33 

“Colors are elegant”, "but it doesn’t fit Chinese 
culture that much” 

“There should be an button in the home page for VIP to enter the VIP page, like 
recommendation.” 
 
“I hope there’s comparison of price from different airlines after find them." 
“Search engine, I can’t find anything." 

 “Either all English or all Chinese, I don’t know 
how about other people. I just feel I’m idiot. I really 
didn’t know what to do.” embarrassed and shy with 
laugh 

Lounge find “It doesn’t support Chinese input.” 
with strong complain 

Too many words, like “Round the 
world planner”, long paragraph “It’s 
like PPT! Nobody will read!” Strong 
emotion. 
“The introduction is not that clear. 
Don’t really understand what if offers, 
like travel passes.” 

“Not very good. Possibly only people 
with good English or young people 
can use it.” 

“I don’t think I will use it. It’s just a place for 
checking information. My habit is on airline official 
website.” “If the price is good, I would consider." 


