Precision Aviation &
The Digital Flight Path
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Unified digital transformation requires aligning

user experience, technical infrastructure, /
and cross-functional leadership to drive -

compound revenue lift.
/ ®

Focuses on diagnosing Details the structural Proposes a unified Center Outlines the targeted

current friction and upgrades required: of Excellence governance business impact—specifically
engineering a frictionless, predictive SEO, an model to bridge emphasizing increased
best-in-class digital enterprise-grade Design engineering, marketing, Customer Lifetime Value
booking and day-of-travel System, and rigorous GA4 and customer service. (CLV), conversion rates, and
experience. telemetry. operational efficiency.
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To lead the aviation sector, Delta’s digital experience must match the
frictionless standards set by broader consumer technology leaders.

The Experience Diagnostic Matrix

Design Consistency

Booking Speed

Accessibility

Personalization

Fragmented Ul across

web/app.

Multi-step friction,
repetitive inputs.

Reactive compliance.

Siloed operational alerts.

Universal modular
components.

Predictive, 3-click
maximum to purchase.

Proactive, WCAG 2.1 AA
baked into code.

Predictive day-of-travel
dynamic UL.

Apple (Seamless cross-
device ecosystem)

Uber (One-tap
frictionless transaction)

Target (Inclusive-by-
design architecture)

Amazon (Hyper-relevant
dynamic curation)
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Digital drop-offs correlate directly with moments of high
passenger anxiety during complex travel disruptions.

Customer Journey Emotion-Friction Graph

Positive proactive push seamless re-
Emotion notifications booking flows
1 t : » Time
Discovery Booking Pre-Flight Day of Travel Post-Flight
\--.
Frustrated /
Anxious ' Ll
Emotion ok rfa (Confusing Ul leads to
(High drop-off risk) call-center overload) (Information latency)
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Streamlining the booking path from a fragmented process
into a predictive, conversion-optimized flow.

“Friction-to-Flow" Side-by-Side Wireframe Panel
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Transtorming the mobile application from a static utility into a \ —
dynamic, context-aware travel companion / \/

Current App

CCCCCC

.
........

, T-Minus
Check Flight Status 24 Hours

In-Flight

T-Minus 2 Hours
(At Airport)
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Capturing high-intent
travelers by prioritizing
content gaps in the
competitive search
alrspace.

Altitude: Search Volume (Low to High)

'y

Brand Cruising

Travel requirements

Best timesto |
fly to Tokyo

\

Brand Cruising |

[Long-form content hub developmen

\ The Fast Lane .

\._ Direct flight

routes

N\

. Last-minute
business class
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./Delta SkyMiles
® partner upgrades

—_——

Corporate group
booking
Precision Targeting
|Highly specific landing page architecture]

X-Axis

>

Velocity: Conversion Intent (Research to Transactional)
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A unified Design System reduces engineering debt, ensures brand
consistency, and accelerates time-to-market for new features.

Final Booking
Interface

Ul Components
(Buttons, Inputs, Nav)

React/Figma Tokens

Reduces QA testing

oy R
#aypaln time by 40%

~ Eliminates duplicate

Waypoint 2
2k design efforts

Ensures cross-platform

RAROINLS () === parity (i0S, Android, Web)
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Accessibility is engineered at the foundational level,
expanding total addressable market and
improving usability for all passengers.

Technical Compliance Inclusive UX The Business Case
Automated CI/CD pipeline Design patterns optimized ' 1in 4 adults live with a
checks for WCAG 2.1 AA for situational disabilities disability; frictionless
standards, ensuring (e.g., high-contrast mode access directly impacts
contrast ratios and screen- for bright airport sunlight, brand loyalty and
reader semantic HTML are large tap targets for captures untapped CLV.
never compromised. turbulent flights).
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Real-time telemetry transforms reactive
troubleshooting into predictive, data-driven

; \
.l Cockpit Telemetry Analytics Dashboard e @D 4 @&
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5 Conversion Health () Alduenes ~ Customer Acquisition Session-to-Booking Ratio Digital Revenue per
Cost (CAC) Available Seat Mile (RASM)
@. — Desktop Mobile Tablet
y 0
a $12.50 4.8% $0.14
E . . Y o,
Flight Search - Seat Selection Checkout
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The highest digital ROI is achieved \

SEO & Content :
only when systems, search, Brins targe?e'li ﬁgﬁic} \

experience, and data operate as a
continuous, unified ecosystem.

,ﬁ*’f E-K‘f\\x
,_f’ff x‘f H\x
/ﬁ” / o
GA4 Analytics Dashboard /
(Measures behavior and UX & Design System
feeds insights back to SEO) (Converts traffic efficiently)
o
y
S

= ~__— Accessibility & Infrastructure
\ Eaaar————— _ (Ensures universal, scalable access)
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Execution requires a Center of
Excellence that bridges the gap
between engineering reality
and marketing ambition.

Leadership Governance Model
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A phased, 90-day deployment strategy to stabilize the
foundation, accelerate growth, and scale the ecosystem
without disruting daily operations.

Flight Schedule Gantt

Phase 1: Takeoff (Days 1-30)

Phase 2: Climb (Days 31-60)

Phase 3: Cruise (Days 61-90)

® Comprehensive UX heuristic
audit

@ Establish GA4 baseline tracking

@ Identify immediate "quick win”
friction points in the booking
flow

® Define initial Design System
tokens

@® Deploy technical SEO
architecture fixes

® Begin wireframing Day-of-Travel
dynamic app concepts

® Integrate accessibility
compliance checks into CI/CD

@ Launch phased A/B testing on
checkout flow

® Stand up the cross-functional
Center of Excellence
governance model
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Compounding micro-improvements across the digital
ecosystem generate exponential lifts in annual revenue.

ROI Waterfall Chart
Operational Savings
+8% via Design System
Organic Traffic Engineering o
via SEO Radar Efficiencies .~
Targeting +0.5% [
Conversion Lift
via WCAG
Accessibilit
Jooucments, loigatea
i BRI N Future Digital
Eer! -12% Revenue
Cart Abandonment State
via Frictionless
UX Redesign
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Driving enterprise-scale digital transformation
requires a leader fluent in design, engineering,
and business strategy.

About Morrison
Washington

Aligning C-suite goals
with user needs. |

Bridging design systems with
engineering stacks.

Building and scaling
cross-functional digital teams.
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