
BETHANY
The Budget Conscious

MOTIVATION:

• To get where he’s going without 
   spending a fortune

GOALS:

• To find the cheapest flight for her 
   needs

NEEDS:

• To be able to sort flights by price 

• To know the cost of everything up front

PAINS:

• Has a limited budget 

• Paying extra for luggage, food, leg 
   room, etc.

• Cheap flights are usually longer with 
   multiple stops

FIONA 
The Frequent Flier

MOTIVATION:

• To make traveling for work as   
   convenient as possible

• To have the best experience 
  possible while traveling for work

GOALS:

• Get frequent flyer miles

• Use FF to upgrade to business class

• Find a flight that fits her schedule  

NEEDS:

• To be on schedule

• To make it to her meetings

• To stay connected during the flight  
  (wifi)

PAINS:

• No wifi

• Limited direct flight options

• Lengthy flights with layovers

NORM
The Novice

MOTIVATION:

• Finding an easier way to book flights, 
   rather than calling a travel agent 

GOALS:

• To book a flight online 

NEEDS:

• To be able to find a flight easily 

PAINS:

• Feeling overwhelmed, confused, or 
   dumb 

• Doesn’t know how to filter by cost, 
   duration, etc. 

• Not Tech-savvy 
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