
SoS

Customer click actions 
(options)
-  Change flights (show in 
webview)

One of the flight is 
already flown, the other 
flights not yet flown

-  View booking summary 
(show in webview)

-  Cancel flights (show in 
webview)

Webview

they can cancel both flights for a sum 
of sector

Purchase brand extensions

Ancil

Can we pre- populate destination 
using the app trip data i.e. The 
destination they're going to is the 
default in search?

Direct

Trip completed DO THIS AFTER MAIN 
STORIES ARE FINISHED

Web views
Are we reflecting changes straight away?
YES

Opens product page / drawer in web view

Responder page

Payment pageCart
Dialogue (show if items 
exist in cart)

Disable 
navigation 

from JQ 
Logo

NATIVE

Item in 
cart?

YES

NO

Item in 
cart?

YES

NO

Baggage

Use this header/bottom nav bar across 
ALL iOS webviews

Use this nav bar across ALL webviews

In- flight entertainment

Ignore the pink area. Functionality may have changed

Ignore the pink area. Functionality may have changed

View full change flight flow

Future state: 
Personalise CTA to 
only show when a 
customer doesn't 
have accomodation 
booked for the 
entire trip

Jetstar Help webview

Use this header/bottom 
nav bar across ALL 
Android webviews

Hardware keys

Last updated
Placement TBC Brento

Departs from 
international terminal

Error messaging

@Maya need specific 
messaging for errors so 
that we can determine 
what to tell 
customers/what action 
to give them.

For each error type we 
need to provide what the 
error is and an action the 
user can take (when 
applicable).

Brand extensions will only be 
added to trips list if they were 
added during the booking flow

Trip only goes to the past trips section after 
the full trip is completed

Once trip list item is completed, secondary trip 
info disappears

— — — 
Why do they need this info?

Feeling of completion
If they need to go back to the info to check 
costs, to recommend to a friend, if a dispute is 
raised etc

Future state: Can we get images 
for between departure and 
return trips for all destinations? 
@Brento

Alt states -  Flight 
cancelled and +1 
day

Flight statuses

Special needs change flight 
messaging

Ordering within the 
product breakdowns is:

Checked bags
Seats
Meals
Carry on bags
Inflight entertainment
Bundles
Comfort pack

If user is logged in, 
ordering is driven by 
boxever personalisation.

Based on analytics for 
sales (not revenue)

Flight products that have 
been purchased for the 
selected passenger are 
displayed under tab 
"Purchased".

Flight products that haven't 
been purchased for the 
selected passenger are 
displayed under heading 
"Deals". (working title)

If no products under 
"Purchased" or "Deals" 
then do not display 
segmented control.
Show heading instead.

Can we confirm if the 
contact number FOR ALL 
BRAND EXTENSIONS can 
be used from anywhere in 
the world? Otherwise it's 
pretty useless

If we can't integrate maps 
into the app let's open the 
link into the default maps 
app on their phone.

Webview with native header

Return brand 
extension

Cart updates 
with CTA
(not real 

time)

Scrolled header

Dates stick to the header when 
scrolling through the screen

Domestic policy webview

International policy webview

Airport parking webview

@maya do you have a URL for this. I 
can't find it : (

FYI if they want to extend the travel 
insurance then they need to call 
the number.

Hotels Airport Parking Travel insurance

Airport transfer

Car hire

Airport transfer webview

Car hire webview

Check- in not available

Experience principles:
A2 -  Make it bold and fun
Clean, grid based layouts define 
structure and bring order to our 
pages. But when we break this 
mould to add personality, 
animation and surprise to the mix -  
we turn great experiences into 
memorable experiences.

B3 -  Information at a glance 
Attention is scarce and easily lost. 
That's why our messaging is simple, 
clear and concise. Large, legible 
and easy to read in a busy airport 
or foreign city. Glance -  got it.

B3 -  Information at a glance 
Attention is scarce and easily lost. 
That's why our messaging is simple, 
clear and concise. Large, legible 
and easy to read in a busy airport 
or foreign city. Glance -  got it.

B2 -  Always guiding
Provide context for where 
customers are and pointers for 
what they need to do next. Ensure 
key paths are obvious and 
supporting information is available 
every step of the way.

C2 -  Be honest
When we are honest we earn trust. 
Trust brings dependence and 
repeat custom. We value honesty 
and respect the relationship we 
build with our customers.

C2 -  Be honest
When we are honest we earn trust. 
Trust brings dependence and 
repeat custom. We value honesty 
and respect the relationship we 
build with our customers.

D2 -  Put the customer in control 
Allow the customer to set 
preferences, select products, add 
and remove options, and 
determine how they'd like to be 
contacted. Explain their choices 
clearly and allow them to undo 
because everybody is entitled to 
change their mind.

D3 -  Be effortlessly personal 
Remember the customer, their 
preferences, what they did, what 
they liked and didn’t like to 
personalise the experience. 
Expose previous choices rather 
than asking customers to make 
the same selections again and 
again.

D3 -  Be effortlessly personal 
Remember the customer, their 
preferences, what they did, what 
they liked and didn’t like to 
personalise the experience. 
Expose previous choices rather 
than asking customers to make 
the same selections again and 
again.

Can we pre- populate the car hire 
option to be the same as their 
current booking.

D3 -  Be effortlessly personal 
Remember the customer, their 
preferences, what they did, what 
they liked and didn’t like to 
personalise the experience. 
Expose previous choices rather 
than asking customers to make 
the same selections again and 
again.

C5 -  Help is always available 

The Jetstar ecosystem is 
supported by a robust help 
network that provides inline 
assistance, a searchable 
database and online agents 
ready to assist when our 
customers need them.

Trip list product ordering rules:

Products ordered based on time 
(i.e. what happens first)

- Flights
- Hotels
- Car hire
- Transfers

Products that aren't ordered by 
time (i.e. they can appear as the 
last items on a given day)

- Insurance
- Airport parking

Check in 
eligible

Check in is eligible  but not yet 
open

Given: Check in is not yet open
and: It is >30 days to online check in 
open
Then: SHOW Trip countdown

Given: Check in is not yet open
and: It is <=30 days to online check in 
open
Then: SHOW Online check in open 
countdown. This could be in days.
If less than a day, we could do it in 
hours and mins
If less than 60mins, we show it in 
mins...

Check in 
not eligible

Not eligible for Online check in

Given: Check in is not yet open
and: It is >30 days to online check in 
open
Then: SHOW Trip countdown

Given: Check in not yet open
and: It is <=30 days to online check in 
open
Then: Continue to show Trip 
countdown

Given: Online check in is open
and: The booking is not eligible to 
Online check in -  possibly because of 
booking has >50 pax
then: SHOW message NO CHECK IN 
BUTTON
Example: "Airport check in opens 2.5 
hours prior to departure. Check- in 
and bag drop closes 60 minutes 
prior to departure."

Given: Online check in is open
and: Only have one SSR type that is 
ineligible for Online Check in within 
the booking
Then: SHOW specific message
Example: "As your booking includes 
a request for an extra seat, we're not 
able to check you in online"

Given: Online check in is open
and: Booking has more than one SSR 
type that is ineligible for Online 
Check in within the booking
Then: SHOW generic message
"As your booking includes a specific 
service requestplease see staff at 
airport check- in"

NOTE: WE MIGHT BE ABLE TO LIST 
OUT ALL OF THE SSRs that are 
ineligibe in the booking...need to 
figure this out with API team.

https://confluence.jetstar.com/displa
y/SS/Phase+1+- 
+ROCI+Copy+and+Content+scenario
s

ONline check in is CLOSED

Given: Online Check in is CLOSED
Then: SHOW GO TO AIRPORT TO 
CHECK IN AND AIRPORT CHECK IN 
CLOSES X mins before departure.

NOTE: We want to use the same 
message ROCI uses. An example: 
"Airport check in opens 2 hours prior 
to departure. Check- in and bag drop 
closes 30 minutes prior to 
departure."

Some pax 
already checked 

in

Check in is eligible  and there are 
some pax already checked in

Given: Check in is NOT YET CLOSED
and: Some pax have checked in
Then: SHOW Check in and View 
Boarding pass buttons
AND: 2 OUT OF 3 PAX CHECKED 
IN..ETC

ALL pax already 
checked in

Check in is eligible  and there are 
all pax already checked in

Given: Check in is NOT YET CLOSED
and: All pax have checked in
Then: SHOW View Boarding pass 
buttons
NO NEED TO SHOW 5 OUT OF 5 PAX 
CHECKED IN

FYI if they want to extend the travel 
insurance then they need to call 
the number.

If user refreshes page, any cart items 
should remain in the cart

FYI user can change/cancel 
flights at a full trip level

Uses native header

Ordering of upsell panels may be 
determined by boxever

Alt states
If flights have brand extensions or trip 
items between OR they span across 2 days

The transit always remains attached to 
the first flight in a sum of sector

This scenario is more likely to happen in 
phase 2 when we give people the option 
to manually add trip list items

Happy path

Flights in a sum of sector DON’T have brand 
extensions or trip items between them

(We’re not doubling the CTAs and it’s viewed 
as a group)

Jetstar Help for each ancil product

Shows departure 
flight and return 

flight in same web 
view which isn't 
consistent with 

native experience. 
Do we care?

Shows departure 
flight and return 

flight in same web 
view which isn't 
consistent with 

native experience. 
Do we care?

 www.jetstar.com

Food and drinks |
Jetstar
What do you get to eat and drink on a
Jetstar flight? See the menu of drinks,
snacks and meals that are available on
Jetstar’s domestic and international
flights.…

 www.jetstar.com

Baggage | Jetstar
Do you have a question about baggage?
This page contains links to everything
you'll need to know about Jetstar's
baggage policies.…

 www.jetstar.com

Seats | Jetstar
Your guide to the different seat options
available on Jetstar, including choosing
your seat, extra legroom seats, up-front
seats and Business Class seats.…

https://www.jetstar.com/_/media
/files/entertainment/jsa0619_ent
er_web- res.pdf? la=en- 
au&rev=a3f2325a4fa34ae9bcda9
9e3e5e030ac

BAGS 40- 60KG? LIMIT PER 
PERSON

Limit per bag of 40kg- 60kg? 
Due to O&HS rules

If someone adds 10kg to 
their existing 20kg baggage 
then their luggage limit is 
30kg. This can be in 1 bag 
or 2

if meals included 
in bundle but not 
selected, is that 
the same as No 
meals added?

Is the Help 
only for 

Bags, seats 
and meals?

Business 
class -  

includes 2 
carry on

Should we 
include more 
info for infant 

carry- on?What is 
the deals 

tab?
Business 
class -  no 
meals to 

select
Thinking of framing 
the ancil upsells as 
"deals" since Jetstar 
customers are price 
conscious

Can explore in MMT 
3

Let me know 
what this might 
be

How is this data 
reflected 
currently?

How is this data 
reflected 
currently?

No, this is a new 
scenario so 
hasn't been 
designed for yet

Yep help content 
only available for 
bags, seats & 
meals

If customer taps "carry on bags" 
under Flight Products, then 
"Baggage" page defaults to the 
"Carry- on" tab

This is 
future 
state?

https://confluence.jetstar.com/display/SS/Phase+1+-+ROCI+Copy+and+Content+scenarios
https://confluence.jetstar.com/display/SS/Phase+1+-+ROCI+Copy+and+Content+scenarios
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https://confluence.jetstar.com/display/SS/Phase+1+-+ROCI+Copy+and+Content+scenarios
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Pax details (native)

-  Resend itinerary/ Send 
Ryoshu receipt (native)

FIM flights

Same appearance as passive flight. Passenger has gone through recovery flow and found a 
flight with another carrier

Schedule change -  Messaging

Check in options

Passive flights

Update booking contact

Recovery portal

What flight was
What flight is

Can go straight 
to recovery 
portal web view

Cancellation -  Messaging
Delayed -  Messaging

"Delayed" is changed to 
"cancelled"

Same UI placements as "schedule 
change"

We want to push 
customers to 
change their 
flight so that 
they're lead to 
the next best 
action

Confirmation disappears after 20 
secs -  meets accessibility standard 
to give user appropriate time to 
take an action. Confirmation can be 
dismissed by user by swiping

Accessibility standard @brento what do u think?:

People with physical disabilities often need more time to react, to type and to complete 
activities. People with low vision need more time to locate things on screen and to read. 
People who are blind and using screen readers may need more time to understand screen 
layouts, to find information and to operate controls. People who have cognitive or language 
limitations need more time to read and to understand. People who are deaf and 
communicate in sign language may need more time to read information printed in text 
(which may be a second language for some).

@maya What 
is "travel alert" 
in the use case 

scenarios 
spreadsheet?

What 
happens 

once flow is 
completed?

Short copy Long copy Group booking -  Some passengers checked in

Mocked as components -  17 
scenarios in total

Scenarios + placeholder copy can 
be found here
https://confluence.jetstar.com/displ
ay/MOAR/Check+In

ECP

Multiple disruptions

Show top and bottom web view nav. 
Same as brand extensions web 
views

Show top and bottom web view nav. 
Same as brand extensions web 
views

@ Maya -  Can we see 
passenger names in 
native app like this?

Show top and bottom web view nav. 
Same as brand extensions web 
views

For sum of sector flights we present 
recovery options for all flights

For departure and return flight  we 
present recovery options for both 
flights IF both are impacted by a 
disruption

WIP screen from Linda

@Maya Can user still 
add brand 

extensions to the 
trip?

Is it up to them not 
to make the error?

Show top and bottom web view nav. 
Same as brand extensions web 
views

WIP screen from Linda

Show top and bottom web view nav. 
Same as brand extensions web 
views

WIP screen from Linda

@Maya Sum of sector -  shows 
recovery options for all flights?
DEPEND ON CIRCUMSTANCES

Depart and return flight  -  shows 
recovery options for both flights?

ONLY WHAT"S DISRUPTED

Why do peeps cancel
CANCEL = REFUND WITH 

STARTER MAX

Top 6 countries: Order based on 
most commonly used country codes 
for Jetstar booking contact 
numbers.

All country codes are shown

Remaining are alphabetical

@Maya Deep links 
in app to Qantas 
flight inclusions 

page. Does a URL 
exist for this?

@Maya 

Can they resend for trips 
with Passive flights?

Why can’t we nominate 
resend itinerary email if we 
can do it for boarding pass?

Note: most check in scenarios have 
"no online check- in available" as the 
primary copy. The copy in the info 
icon changes between scenarios

Passenger ordering priority

1. Primary booking contact
2. Adult
3. Child
 4. Infant

Adults displayed alphabetically

How do we 
get them 

back to the 
app?

Sam to 
view rest 
of flow

Show top and bottom web view nav. 
Same as brand extensions web 
views

WIP screen from Linda

AT WHOLE TRIP LEVEL ONLY

Disruptions are listed above each 
disrupted flight

Sam to 
view rest 
of flow

option 1 -  multiple 
scenarios within native 
MMT to message user 
confirmation of what 

happened in recovery and 
show updated booking 

(this may require booking 
history data which is very 

complex)

option 2 -  show only 
updated booking 

and assume 
customer read 
confirmation 

messaging within 
recovery webview

When user completes flow they 
return to trips list with "Resend 
itinerary" in the middle of the 
screen

Sam to design 
for what 

happens once 
changes are 
completed

Disable CTA: 
Should we keep 

consistent w 
web OR check 

scenarios?

Statuses for My Trips

<n> days to go

Check in opens in <n> days

Check in opens in <n>hrs <n>mins

Check in

Boarding pass available

Airport check in closes Xmins 
before departure time.

<n>/<n> passengerrs checked in

No online check- in available (or 
copy equivalent)

Pax and 
booking 
contact 

separate

we cannot 
do this Lets 
go button


