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1. INTRODUCTION

The purpose of this document is to present a UX analysis and a subsequent Ul
redesign proposal for the ticketing selection interface of the website of Eventim, a
german ticketing & events company.

This project will focus on the UK version of the website, which can be accessed via
the following link: https://eventim.co.uk/

It bears mentioning that a redesign of a complex mechanism like one of an online
ticketing service in a real-world situation, requires a great understanding of the
inner technical details of the service, an in-depth knowledge of various financial
KPls, access to official design and brand guidelines and, above all, extensive
usability testing for all proposed changes and ameliorations.

The methodology followed for this smaller-scale project comprises of 3 steps: An
initial examination & heuristic evaluation of the core functionalities of
eventim.co.uk, as well as a competitive research, helped establish the context and
the main goals of the project. Next, a small-scale usability testing session took
place to identify some of the major pain-points for real users. Based on the findings
of the aforementioned procedures, a redesign of a core section of the website
took place via the creation of an interactive digital prototype.
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2. EVALUATION & RESEARCH

2.1 Heuristic Evaluation

A heuristic evaluation of eventim.co.uk using the classical Nielsen-Molich heuristic
principles revealed some interesting results. The designers of the website is
followed a clean and minimal approach in the way they presents information (use
of system-default fonts, small color palette, limited decorative elements, etc), and
the website is characterized by sufficient consistency, and moderate flexibility and
freedom for users.

.
4+
eventlm All events v Location v Search for artists and events

TILITA ARES
IGHTON CENTRE

IRNEMOUTH INTERNATIONAL CENTRE )
RPOOL MaS BANK ARENA

LT

5 On Sale Soon

While the Ul doesn’t present a lot of distractions for the average user, a lot of the
inner pages (particularly event pages) are cluttered with lots of information, usually
in the form of large text sections, counterintuitive grouping and ordering, and large
sections of notifications (a direct result of the unstable environment due to the
ongoing global pandemic). In a typical event page, the user has to scroll huge
sections in order to find information relevant to the event, and large lists of tickets
with no discernible visual variation can potentially be overwhelming. In the next
page a screenshot of a single event page is presented (cut in two strips in order to
fit).
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Event Information

Brace yourselves Sisters! The Broadway and UK smash-hit musical Sister Act s coming to London!

Now set i the present day,this sparking trbute to the universal power offriendship, isterhood and music tels the hilarious story of the dsco.

iva whose ffe takes a surprsing turn when she witnesses a murder. Under p

i custody she s hidden i the one place she won't be

found - a convent! Disquised as a nun and under the suspicious watch of Mother Superior, Deloris helps her fellow sisters find their voices as

she unexpectedly rediscovers her o

Featuring original music by Tor
and disco, this joyor

Sign up now for a Ticketlarm and we'l et you knos
you'llike. You'l aso get exclusive ac

Ticketalarm sign up for Sister
usical

Act The M

and 8-time Os

winner Alan Menken (Disnay's Aladdin, Enchanted) and songs insgired by Motown, soul

and hilarious musical s one nostalgia-filed trip you will never forge.

ketAlarm — Don't miss out on tickets

5 soon as fickets 9o on sale for this arist and artists we think
ith much

s to presale fickets, specialoffers and our TicketAlarm newsleier

Vour email address

Sister Act The Musical Fan Report: Ratings and Reviews
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FanTicket

FarfTickets are avaiable for some or allof these events.

We want you o remerber your event just as much as you do, which i why our FanTickets are custom-designed, unique and commemorative —

the perfect souvenit

To receive your FanTickets, just make sure to choose Standarc Mail, Secure Mail or Secure International Delivery during che

We think you'll like...
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Ticket Your Event With n Travel

Download Eventim App Ticket Hotline

0844 2491000




Ticket Selection Petros Antoniou

Eventim'’s online ticket selection service offers users two complete different paths:
an automatic ticket selection (the default path) and a traditional select-your-own-
seat from a seating chart path. This design decision offers users control on their
decisions. It needs to be noted, however, that the end result of each path is quite
different and the amount of information the user gets at the end of each path
varies a lot.

In each case the ticket selection pages, share similar characteristics and content
with the initial event page and both of them lead to a separate checkout
environment.

Seating chart

Select the price and we'll select the Choose your seat
best available tickets

®

% %

1. Select the number of tickets: 2
eventim Your seats

2. Choose your seat or price categary: aRcte

STALLS STANDING 2
MIXER AREA Full rice Ticket - £ 249.50

Upper Premium i prics Tk cuss0 (@

Promium i H

Full Price Ticket - £ 249.50

9 2 Tickts for £ 49900

= 2 Tickets, £ 499.00
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2.2 Competitive Analysis

There is a lot of variation in the ways designers of online ticket sellers and ticket
aggregation companies have followed in order to overcome the complexity and
the many difficulties that may arise for their users. A lot of competitors have used
design patterns that could potentially be of great value if they become
incorporated to the eventim.co.uk platform.

These design patterns contain, among others:

e Color-coded info

e Separate environments from the rest of the website (wizards, modals, etc.)

e Ticket selection and the checkout process as part of the same environment

® Progress bars and current status indication

* |Interactive horizontal & vertical distribution of content (sliders, carousels,
paginated sections etc)

e Secondary info, disclaimers, etc. are kept to a minimum.

Humanism - Physical Exhibition in Athens

HUMANISM
£

ission 14th September - 11:00 -18:00

ission 15th September - 11:00-18:00

ission 16th September - 11:00 -18:00

¥
823

s

e

= Z%

443 .\é}
¥

ission 17th September - 11:00 -18:00

R
iy
3

SEC ROW SEAT

)
P ORCH S 12 )
)
b
:
Disney Pays Your Fees $115.00 »
[ d
[ d
13
Description :
Center of Theatre ) :
®e
777777 ATy
Pr More
: price Range 8 S
sepia sep s sepis sep17 sep sepo sep20
7:00pm 7:00pm 7:00pm 8:00pm 2:00pm 3:00pm e Purtarmences & —-=ue Filter Seats by Price
w000 Minimum Maximum e (O Adit @ Student () Senor
View Calondr $30 $ 445 e EDEDCY
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3. USABILITY TESTING

3.1 Testing Setup

To better evaluate the usability of eventim.co.uk and identify potential
shortcomings, on Friday 10, 2021 three usability testing sessions took place. The
users where required to answer a small set of questions and to complete a specific

task on eventim.co.uk.

A 5-minute discussion on the task and the online ticket buying experience

concluded each session.

Date & Time 0/09/2021

Duration ~15 minutes

Setting Remote segsions,
screen-sharing (Zoom)

Medium (F’V?/riiodr;avlvcs:oorr;?uters & laptops

Users 3

Self declared tech-savviness ~3/5

Use of online ticket services in the past | VYes

Familiar with Eventim No

Task: “Find a comedy or stand-up show on Eventim and get 3 tickets for good
seats. You have infinite budget, the event location doesn’t matter.”

The task is considered complete once the user reaches the ticket checkout page.
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3.2 Testing Observations & Results

e All of the users successfully found an event using the Search bar.
e All of the users completed the task (one user required some additional help)

* One user scrolled up and down the event page to examine the individual dates
and opened the several new tabs for various dates while saying “Let’s just see if
there are any differences ”

* Two users took the Get the Best seats path (without noticing the seating chart
option at first). One of them was frustrated that although they got the “best
seats” they could see them in a seating chart before payment. They decided to
start the task from the start. This time after selecting their tickets they clicked on
the Seating Chart Booking path thinking that they could see the automatically
selected seats, only to find a blank seating chart. They ended by manually
selecting their seats

® One user after completing the task said “That wasn't difficult at all!”

e Atthe discussion following the task same user recommended “It would be
better to see the availability of tickets before going to the seat selection. Let's
say this [event date] has 30 tickets out of 100 left.”

e The user that did the task twice from the start at the interview said “They just
trying to sell unclaimed seats. I'm sure they are not in any way the best. What if
they have only two [seats] left. Are they going to be the best? Lol”
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4. REDESIGN

4.1 Goals

Taking into account the results of the three usability testing sessions as well as the
initial evaluation and research on eventim.co.uk website the focus on a redesign
was placed on the ticket selection mechanism. The following are the defined goals:

e Reuse but adapt the existing color palette and general branding of the website
® Use color coding, semantic coloring

e Minimize the distractions during the ticket selection process

* Improve the existing two-path ticketing process

e Visualize ticket availability

10



Ticket Selection Petros Antoniou

4.2 Wireframes

Using the wireframe building app Balsamiq, a series of low-fi wireframes was
produced. Some of the produced witeframes are presented in the following pages

e 'he individual event page is redesigned to

—— contain only information related to the event.

9 E——

— All ticket-related info is placed in contained in
=] the next step of the user journey, accessible via

an always-present fixed button on the top right.
The button has a simple call to action:

“Find tickets”

The section with the fixed button on the right
ends when all this page’s event info ends.

T The next sections found on eventim.co.uk event
pages remain at the end of the page (similar
AR A events, recommendations etc).

1M
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The ticket selection process is unified with the event date selection leading users to
the checkout phase. This process takes place in a clearly separated environment
(i.e. a modal). Users are aware of all the steps that follow, as well as the current task
at hand, thanks to a progress bar on the top.

The three steps of the process are the following:
e Event Date Selection

e Seating Selection

e Checkout
| |
Q r— §——
& : =

——— [ i
—— rarans - 5
] [ arom o E =
| [ e EJ —
| — = _ ‘\_ — ] — -

The first step: Event date selection, either in a list or a column. Users make choice
through button toggling

@@

|

The second step, part 1: Seat selection, either automatically or manually. Users
make choice through button toggling. The manual selection is used as the default.

12
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/) /)
Q T— Q T—
— 7 — 7
— ] — ] — ] —  — ] — ] — ] — [ ] [ o [ [ [ [ [
@@ @@

The second step, part 2: When the users select a seat on the diagram, the related
info is presented in a container fixed to the bottom of the modal. A clear call to
action button “Go to the checkout” leads to the final step.

13
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4.2 Digital Prototype

An interactive digital prototype was created on Adobe XD. Some aspects of the
new design will described in the following pages. However, since the prototype
has lots of interactive elements, it is recommended to view it online:

https://xd.adobe.com/view/75f0c165-aee1-437d-8d21-b575e2c05a4e-20a3/

Flow1 @&

The 20 main screens of the prototype

14
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4.3 Guidelines

An interactive digital prototype was created on Adobe XD. Some aspects of the
new design will described in the following pages. While respecting the initial
design of the eventim.co.uk there are some alterations to individual elements (e.g.
Buttons have shadows, ticket coloring scheme is changed to improve accessibility
etc.). However, the redesign can be implemented as a stand alone change only
pages related to ticket selection.

Guidelines etc. Basic Ul elements

Primary Colors Buttons

BN ) O

w212860 peyems prewy e
Secondory
P prees p—
Teriry
Event State Colors
Disobled
[ )
oSt
4261010 o PP —
L ]
SerotbarStatus Bor

Ticket Price Colors

. . o
<>

#ed1e79 #8eeadl #ea993a #a177d0 #f2e113 Small slider buttons
P —- 263215
Xv—F T AN AEBLAQAEHKQEYN
Typography
Heading 1 Containers
Heading 2
Heading 3
Heading 4, Buttons
Lorem ipsum dolor sit amet, consectetur adipiscing elit, sed do eiusmod tempor incididunt ut Primary

labore et dolore magna aliqua. Ut enim ad minim veniam, quis nostrud exercitation ullamco

laboris nisi ut aliquip ex ea commodo consequat. Duis aute irure dolor in reprehenderit in
voluptate velit esse cillum dolore eu fugiat nulla pariatur. Excepteur sint occaecat cupidatat non
proident, sunt in culpa qui officia deserunt mollt anim id est laborum.

Heading 1 Unavatasie
Robolo Semibold 365t

Heading 2

Robolo Medium 329t —
Heading 3

Roboto Medium 24pt

) Forms & Data
Heading 4, Buttons

Roboto Medium 22pt
Body Text Input
Roboto 18pt

Important Text Input
Link
Roboto 18pt

Branding guideliness & basic Ul elements

15
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4.4 Event page changes

The redesign of the event page focuses on the clear organization of content
(general event related info vs ticket info). A major feature is the presence of a fixed
button leading to the ticketing modal. The details of particular event dates are
presented in a condensed format (a paginated slider), providing color coded info
without cluttering the rest of the content. The changes are implemented only to the
top of the page. Thus, it is easy to implement the template change and minimizing
the development time since the rest of the content and structure remains the same.

T ~ -
eventim All events v Location v Search for artists and events o] -~

I/ 4

Russell Howard
25/09/2021 - 06/02/2022

1.8 . 6.6 & i)

Q UK Tour | 9 events

Event Information

Tickets from £ 33.00

Find Tickets

Following the record-breaking success of his 2017 tour Round The World, Russell Howard returns with his biggest globe-

spanning stand-up tour to date.

Hot on the heels of his critically-acclaimed hit Sky One show The Russell Howard Hour, and his global smash Netflix
special Recalibrate, Russell is back on stage where he belongs, making sense of a world that's spinning out of control.

It's time for Respite.
“it's thrilling to see Howard with fire in his belly” %% %% Metro

Read More Vv

Some events in this tour have been changed by the event organiser / promoter. Please check our cancellation and

rescheduling page for further information

9 events
Feb 2022 Feb 2022 2 Sep 202
Sun 15:00 Sun 20:00 Sun 20:00 Sat 20:00
ABERYSTWYTH ABERYSTWYTH
LEICESTER LEICESTER
Aberystwyth Arts Aberystwyth Arts De Montfort Hall De Montfort Hall
Centre Centre
LIMITED AVAILABLE SOLD ouUT UNAVAILABLE

Fan to fan tickets

VERIFIED - FAIR + SAFE - QUICK @ @ @

The redesigned top part of the event page

16

Fri 18:00

CHELTENHAM
Everyman
Theatre

UNAVAILABLE
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The main attention for this page is placed on
the fixed button that leads to the ticketing
module. The white space on the right half of
the page creates a destruction-free zone, that
separates the button with the rest of the
content.

The button has the distinctive primary accent

color found throughout the rest of the website.

It introduces to the user the idea that
everything that is related to tickets, the end-
product is a trail of blue Ul elements. The user
has just to follow the blue indications. All other
interactions and content manipulation rely on
the use of white, grey, or yellow Ul Elements.

9 events
Feb 2022 Feb 2022 Sep 2021
Sun 15:00 Sun 20:00 Sun 20:00
ABERYSTWYTH ABERYSTWYTH
Aberystwyth Arts Aberystwyth Arts D eL&gEfsoTrtE ﬁ all
Centre Centre
LIMITED AVAILABLE SOLD OouUT

th his biggest globe-

al smash Netflix
ing out of control.

Tickets from £ 33.00

Find Tickets

ancellation and

01
Ict 2021
Fri 18:00
{ELTENHAM
Everyman
Theatre
AVAILABLE
Sep 2021 Oct 2021
Sat 20:00 Fri 18:00
LEICESTER CHELTENHAM
De Montfort Hall e
Theatre
UNAVAILABLE UNAVAILABLE

The paginated event day slider. It contains color-coded ticket availability info, and
acts as an other way to enter the ticketing modal container. The use of the blue
color on the date number continues the desired pattern: the user has to follow the

blue color to get tickets.

17
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4.5 The ticketing modal, step 1

e i Ticket Selection Checkout
/

Russell Howard

Q UK Tour | 9 events

9 events

26 ABERYSTWYTH Tickets from £ 33.00

Feb 2022 ,
1500 Aberystwyth Arts Centre

26 ABERYSTWYTH Tickets from £ 33.00

Feb 2022 ,
e Aberystwyth Arts Centre

Sep2 2?)21 LEICESTER SOLD OUT
Sioman De Montfort Hall

A scrollable display of all available events, retaining color coded information.
Unavailable or sold out events are greyed out and placed on the bottom of the list.

Ticket Selection Checkout

£ 4

Russell Howard

Q UK Tour | 9 events

9 events september 2021 >

Monday Tuesday Wednesday Thursday Friday Saturday Sunday
30 1 2 3

25
20:00 LEICESTER, De 20:00 LEICESTER, De
—Montfort Hall \— Vontfort Hall

2
18:00 CHELTENHAM 20:00 CHELTENHAM
e Everyman T Everyman

271:00 CHELTENHAM
L}

B Avaiavle uimited ] soigout [ unavailable

An alternative calendar view of available event dates.

18
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4.6 The ticketing modal, step 2

Event Selection icke c Checkout

0 e )

Russell Howard
Q ABERYSTWYTH, Aberystwyth Arts Centre

06
Feb 2022
Sun 20:00

ABERYSTWYTH
Aberystwyth Arts Centre

E LYY YT YT Y Y Y Y 3
Feessescescese eoecce F

Upper Premium £ 120.00
Premium £90.00
Seats £70.00
Seats £42.00

Seats
SN i 3 Te0eeee0000000000000000 T :

Standing i 5 02 v > > o Voo

w f

Ticket prices incl
but exclude deliv
range from £2.50

Choose your seats from the seating plan

or

click here to get the best seats

The manual ticket selection path becomes the default selection. The interactive
chart is placed on the right, with the available ticket categories on the left (this
section can be scrollable and contain even more ticket categories)

Russell Howard
9 AB

0 6 06
Feb 2022
Sun 15:00
Feb 2022 ABERYSTWYTH
Sun 15:00 o
ABERYSTWYTH )
Aberystwyth Arts Centre & Spperremum £z

Premium £90.00
£70.00
s £42.00

£40.00

i £33.00

Choose your seats from the seating plan

click here to get the best seats

On the top left of the column there is the functionality to see the seating chart of
other event dates. In addition a button leads to the alternative automatic ticketing
mode. All ticket selections reset when the users changes the date. Extensive testing
of this feature should implemented before a major release, to prevent the creation
of additional problems to the users instead of offering another choice.

19
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Event Selection Checkout

[ —— )

Russell Howard

Q ABERYSTWYTH, Aberystwyth Arts Centre

06
Feb 2022
Sun 20:00

ABERYSTWYTH
Aberystwyth Arts Centre

Upper Premium £ 120.00 0000000 00000
Premium £90.00 FOO® o 000000 000 [ ]
seats ey cee Y eocce0000

H® 0000 00004« [ X J

J 000000OOOOOO

K000000000000

LO00000OOOOOO0000OOOOOOS

Ticket prices include VAT and booking fee,

nge tom £2580 w1500 Mo e e0000000

Seats £42.00
Seats £40.00

1) Standing £33.00

Choose your seats from the seating plan
or
click here to get the best seats

All the user has to do to select a seat is to zoom and click on an individual seat on
the chart.

Event Selection cl Checkout

o O-—————————{

Russell Howard

Q ABERYSTWYTH, Aberystwyth Arts Centre

06 “7 A A

Feb 2022 00, ® s B
Sun 20:00 W\
M c MM wm ¢ ¥
ABERYSTWYTH
Aberystwyth Arts Centre
@ UpperPremium £ 120.00 E ¢ 0000000 00000 -
Premium £90.00 FOO® [ J (XXX X)) (X X ] ®F
® seats £70.00 [eX X J [ X X ) [ 00000 G
— £42.00 H® (XX X J (X X X J o0 H
] 000000000000 J
Seats £40.00
K000000000000 K
Standing £33.00
L0000000000000000000000 |
Ticket prices include VAT and booking fee,
but lude delivery & service fees, which
range fom £2.50 10 £1500. vee 00000000 v

1 Ticket, £ 120.00
Llicket o=

More information v
Automatically the price is instantly calculated. The cost and all ticket details are
included in the bottom expandable fixed box. A blue call to action button leads to
the checkout step.

20
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Event Selection Checkout

Russell Howard

Q ABERYSTWYTH, Aberystwyth Arts Centre

06

Feb 2022 1. Select the number of tickets
Sun 20:00
&2
ABERYSTWYTH

Aberystwyth Arts Centre

2. Choose your seat or price category

Upper Premium Full Price Ticket £120.00
Premium Full Price Ticket £90.00
Seats Full Price Ticket £70.00
Seats Full Price Ticket £42.00
Seats Full Price Ticket £40.00
Standing Full Price Ticket £33.00

Ticket prices include VAT and booking fee, but exclude delivery & service fees, which range from £2.50 to £15.00.

2 Tickets, £ 240.00

=]
The automatic “best seats” path. By default it offers the user 2 tickets. All cost and
ticket information is again placed inside the bottom container. There is an option to
view the selected seats in a seating chart.

Russell Howard Russell Howard
06
1. Select the number of tickets. 1. Select the number of tickets.

1 S - JE)

2. Choose your seat or price category

1 Ticket, £ 120.00 3 Tickets, £ 360.00
Lhekt ox==m STk ox==m

While the user changes the number or the category of the tickets they select, the
info inside the bottom container instantly updates.

21
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4.7 The ticketing modal: bottom container & step 3

As mentioned all info relevant to the selected tickets is presented in an expandable
bottom-fixed container. A large number of secondary information (legal info, ticket
printing info etc) can either be placed there or on the final steps of the checkout.

The main goal is to navigate clearly the user to the checkout as quickly as possible.

2 Tickets, £ 180.00
(= oo

More information v

Event Selection Ticket Selection

[ e ) —————— )}

\\I,
,I\\

Loading Checkout

The actual checkout should ideally be implemented inside the modal. However,
there is always the possibility to redirect the user to the specific checkout page.
(which is what happens at eventim.co.uk right now)

22
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4.8 Accessibility

B An important part of the ticketing selection
process is the identification of the cost of each
seat category on the seating chart based on

] color.

This step can pose significant difficulties for
users with anomalous trichromacy and various
vision problems.

B 0 For this reason a new palette was designed that
0 u takes into account a lot of these difficulties.
ORIGINAL IMPROVED
PALETTE PALETTE

By implementing small changes to the original color values the individual color
differences can be greatly improved for a large number of users with color vision
conditions. These columns present different simulations of color vision conditions.
In each case the original palette is on the left and the improved one is on the right.
There is a significant improvement in particularly for the warmer colors.

23
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4.9 Responsive design

The new design respects the pre-existing decisions of the structure of
eventim.co.uk. The content is responsive and easily adjustable to all devices sizes
without major structure changes.

Events Tickets Checkout

O————O===l)

Events Tickets Checkout

O———— (O

and events

Russell Howard

Q ABERYSTWYTH, Aberystwyth Arts Centre

Russell Howard

@ ABERYSTWYTH, Aberystwyth Arts Centre

Russell Howard

25/09/2021 - 06/02/2022 YYel Y X X ) 'Y )
* % %k K (17 e00e00000 (1
@ UK Tour | 9 events 000 () o0 ®  Upper Premium £120.00
2 eooo 90 S Premium £90.00
Event Information e00e000000
‘ ] ‘ 000000000 ) Seats £70.00
Following the record-breaking success of his
2017 tour Round The World, Russell Howard 0000000000000000 Seats £42.00
returns with his biggest globe-spanning stand-up ) i
tour to date.
Seats £40.00
Hot on the heels of his critically-acclaimed hit C
Sky One show The Russell Howard Hour, and his o0 10000 ) € 0O Standing £33.00
global smash Netflix special Recalibrate, Russell N )
is back on stage where he belongs, making et N S Ticket prices include VAT and booking fee, but exclude
9 delivery & service fees, which range from £2.50 to £15.00.
Read More \v

Some events in this tour have been changed by

Pl o it 1 Ticket, E- 1 Ticket E-
; Checkout ' Checkout
nge[t)g from EindTickats £ 120.00 £ 120.00

More information v More information v

The design patterns and all individual Ul elements used can easily adapt on all
screen sizes
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5. CONCLUSION

A partial redesign of an existing and established complex system as a ticketing
platform is a significant task to undertake. The designer needs to take into account
a large amount of knowledge concerning the inner mechanics of the system (both
technical and financial).

At the same time, the only way to ensure a robust User Experience is by enforcing
extensive testing, analysis and metrics before, during and after the implementation
of the changes.

Nonetheless, the designing process in itself presents a huge creative opportunity
to build upon and improve the existing mechanisms of the system.

o000 < > https://viva.gr il a F

.+
eventim Allevents v Location v Search for artists and events

Russell Howard
25/09/2021 - 06/02/2022
* ok % Kk K (12)

9 UK Tour | 9 events
Tickets from £ 33.00

Event Selection ™ o Find Tickets

ssell Howard returns with his biggest globe-

vard Hour, and his global smash Netflix
 of a world that's spinning out of control.

mmmmmm £120.00 00000 O 00000
£9000 Fee ee0coe F
® ses 7000 cee ooe ecceeeee G

H®

seats £4200

seats £40.00
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