
1 



• Until a few weeks ago was UX lead at TUI UK & Ireland 
• Part of TUI – Europe’s largest tour operator 
• And one of the world's leading leisure travel companies operating in over 180 

countries with more than 30 million customers 
• Have a lot of different brands within the UK 
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• Part of the UX team in Luton 
• Primarily looking after Thomson & First Choice websites 
• Going to take you through the journey we took to make the websites tablet 

friendly 
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• Just to set expectations, I’d like to quickly run through what I’m not going to talk 
about… 

• Not going to talk about good tablet and mobile design guidelines and design 
patterns 

• Not going to talk about apps, only websites 
• Not going to talk about responsive design strategies 
• Not going to talk about good mobile coding practice 
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• Before I being our story I want to take you back 
• Back, not so long ago to some would say simpler times 
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• Easy to forget that tablets are a relatively new phenomenon 
• Launched in 2010 
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• Prior to 2010 this was how most people still went online 
• And this was reflected in the way that websites were designed and developed 
• Still designed for a mouse, keyboard and relatively large screen 
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• But, we know very much live in a multi-device, multi-screen world 
• Who owns a laptop, tablet and smartphone? 
• As we can see from this relatively recent Google report, average Brit now uses 3 

devices 
• And both tablet and smartphone use are on the increase 
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• And this is especially true for travel 
• Another Google report outlining that 43% consumers use multiple devices when 

planning a trip 
• The norm to use multiple devices when planning and even booking travel 
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• Which leads me back to the 2 websites I was helping to look after at TUI 
• Thomson and First Choice 
• Imperative that both offer a fantastic multi-channel experience, from desktop to 

tablet and mobile 
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• But fair to say that at the time the experience on a tablet wasn’t great 
• Small text, fiddly tap targets, non-responsive pages, features that simply didn’t 

work on a tablet 
• Will see some usability testing clips later on that demonstrate this 
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• So the challenge was to make the websites tablet friendly 
• But to keep changes to a minimum so that costs can be kept to a minimum 
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• So we, the UX team were tasked with making the websites tablet friendly, but 
what does that even mean? 

• What does tablet friendly mean? 
• Are we talking about mini-tablets, just iPads? 
• Just how usable does the website need to be on a tablet? 

 
 

14 



• Which brings me to the first words of wisdom from Yoda 
• Yoda will pop up from time to time with his wise words of advice when it comes to 

making websites tablet friendly 
• What Yoda is saying here is you should be aiming to support the majority of your 

users 
• You should be aiming for an acceptable online experience – which is something 

you should define 
• Not necessarily the best possible, but good enough 
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• So we reviewed the site analytics to see which tablets people were using to access 
the sites 

• Any analytics package will give a device breakdown of site visitors 
• We also looked at which pages and features people used on a tablet 
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• Your analytics should drive which tablets you focus on, not what you own or the 
tablet your director owns 

• In the absence of analytics can use more general web stats 
• Generally safest to focus on iPad and Android, such as Samsung Galaxy 
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• Having established the tablets to focus on we carried out a number of usability 
reviews of the sites on tablets 

• Wanted to experience the sites as a customer would on their tablet 
• Made a note of problems, issues and areas that could be improved 
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• As Yoda points out it’s a good idea to get multiple people to review the site 
• A good way is to ask different people to review the site, each with a different 

device 
• Can then pool the results because different people will pick up on different things 
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• In addition to the reviews we also carried out usability testing of the current sites 
• We tested with about 9 real customers, in the office 
• Covered most common tasks, such as searching for holidays and booking a holiday 
• Had a simple set-up with a digital camera recording sessions and a observer and 

facilitator 
• Did try using UX recorder, but found it slowed the iPad down too much and iPad 

only app 
• Can now see some clips showing the sorts of issues found 
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• An important tip is to ensure that participants are experienced using the tablet 
• When recruiting we stipulated that participants had to own a particular type of 

tablet (e.g. iPad) 
• Don’t want issues because someone has never used a tablet before, or is used to 

an iPad rather than an Android tablet 
• Also want to cover key tasks, which will vary from site to site and app to app 

24 



• We got together (as there were multiple testers and observers) to collate the 
findings 

• Also wanted to cross check with known usability issues on the site (i.e. not just 
tablet) 

• Used a simple affinity mapping to group together issues  
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• Having identified issues wanted to prioritise 
• Want to find out which the most pressing are, but also if there is any low hanging 

fruit (i.e. quick fixes) 
• We did this by mapping issues against impact on UX and cost to fix 
• Can be difficult to estimate cost to fix, but can generally have a good stab 
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• Having identified tablet usability issues best to focus on show stoppers and quick 
wins 

• Focus on the most serious issues and those easier to fix 
• This will give the biggest bang for your buck 
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• To help think about fixes to issues, and general improvements to the sites on a 
tablet complied tablet UX guidelines 

• This was collated from a number of different sources (e.g. reports, books, design 
guidelines) 

• Wanted a reference that the team could go to for good tablet design 
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• We got together as a team to go through the issues and come up with possible 
design changes 

• Will often run design jams like this within the team 
• These are time boxed design challenges 
• Split into small teams and come up with ideas 

29 



• We created an Axure tablet prototype for the more significant changes 
• Allowed us to try out some of the changes on a tablet and to iterate 
• Axure is pretty good for prototyping on tablet, can upload to Axshare and then 

access on tablet 
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• To get some quick feedback we tested more significant changes in the office 
• Picture of the rather nice TUI cafeteria 
• Although not as good as testing with real customers, meant we could quickly get 

some feedback and iterate the designs 
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• Because as Yoda says, important to get feedback as soon as possible 
• Ideally want to test some stuff before it goes live (unless trivial changes) 
• Important if possible to test on tablet, rather than desktop as quite a different style 

of interaction 
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• Having tested the changes these are now being made to the live site 
• Can take a while to update the 2 sites as release schedule pretty clogged up 
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• Hopefully see that like a lot of UX design and optimisiation best taken in small 
steps 

• Rather than make a huge raft of changes best to make smaller changes, see how 
they perform and then iterate if necessary 

• Avoids headache of bigger changes and makes the transition easier for users 
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• So those were the steps the team took 
• But what steps are the team taking to bake good tablet design into the team and 

wider organisation? 
• As the old Chinese proverb says – your team must be at one with the tablet 
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• Important that everyone knows about good tablet design, not just mobile 
specialists 

• Designers, developers, product owners, testers etc.. Should know a bit about what 
good tablet design looks like 

• We arranged some internal training with Spotless Interactive to cover mobile (and 
tablet) usability 

• Provided a good overview within the team 
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• It’s important that lots of people in the team have access to a tablet 
• Difficult to test, evaluate and generally learn about tablet design, without having 

access to a tablet 
• At TUI have a set of tablets that anyone in the team can use 
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• Want to establish and agree good tablet design in the team 
• Want to establish tablet design patterns and best practice 
• At TUI have set-up a style guide outlining UI components and best practice, 

including for tablet 
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• If you’re using Agile & SCRUM good idea to include tablet usability in acceptance 
criteria 

• Acceptance criteria outlines what needs to be true for a piece of development 
work to be accepted 

• For a story will want product owner or testers to ensure that story is usable on a 
tablet 

• Ensures that tablet is considered within Agile developments 
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• Taking a website and making it tablet friendly is all well and good, but need a long 
term strategy 

• What is long term approach to tablet UX design? 
• How will you handle training, best practice, user testing etc..? 
• What will be your technical approach e.g. responsive or tablet optimised? 
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• You don’t want to be a tablet tramp do you? 
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• Want to quickly review the tablet friendly website tips 
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• Want to leave the last word to wise Yoda 
• Tablet web design is not a one off 
• The case study has touched on a particular project to optimise websites for tablet, 

but very much an ongoing initiative at TUI 
• It’s an ongoing process and building a tablet design mind-set 
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• Will make slides on my blog 
• Will be able to download the slides, along with notes 
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