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The Brief
The aim of this project is to enhance the 
usability of the Carbon offset calculator 
and/or create a new ‘blue sky’ feature. The 
calculator is currently found on the 
homepage of the Qantas Planet Program and 
the user experience of the entire landing 
page should be considered.The offset 
calculator is a tool air travellers can use to 
calculate and pay to offset their emissions 
against one of the programs listed.
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Customer is already aware 
of Carbon Offsetting

Customer has readily 
accessible information on 

Carbon Offsetting

Customer ticks the Carbon 
Offsetting box and flies 

Carbon Neutrally

Creating Carbon Offsetting as a standard procedure to a customers flying journey

Customer decides to 
fly with Qantas
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Pathway to Flying Carbon Neutrally
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Flight is being booked 
through Qantas booking 

system



User testing results

Interview Insights
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Why should I pay extra money for it?

- Is this just another fee?

- Does this money actually go to the projects?

- How can I see what is currently being done?

- Why is there not enough information on it?

- I don’t want to spend money just for the sake of it

- Why is it not included in my flight total already?

I’ve heard of Carbon Offsetting - is it just planting trees?

- Why can’t I just plant my own trees to offset my carbon?

- Sounds like some sort of trending phase

- I am already environmentally concious so why do I need 

   to contribute to this?

- Why is Qantas not paying to offset my carbon for me?

- Is this just a donation?
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Defining the dilemma and course of action

Persona Overview

Hayley

Age: 29

Gender: Female

Occupation: Deloitte Consultant

Family: Pug

Residency: Sydney

Pain Point Focus

- Short attention span/digital native

- Not knowledgeable/educated about Carbon Offsetting

- Expectation that Qantas should know me

- Doesn't know where her money is going

- Not aware of the projects

Pain Point Focus

- Time poor/very busy

- Conscious that he needs to offset for the whole family

- Doesn't know about the projects

- Can't see how his contribution will help

George

Age: 48

Gender: Male

Occupation: Architect

Family: Married with two kids

Residency: Melbourne



Creating a means for learning - how can we teach people about Carbon Offsetting?
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User Experience Opportunity

05

Education
-  What is Carbon Offsetting?
-  How do we effectively communicate this  to all our customers?
-  What information is currently available? 

Accesibility
-  Prioritising the placement of this information to make sure it isn’t ‘out of sight, out of mind’

Ease of use
-  User friendly solutions that make it easy for everyone who uses the Qantas website 

Open Communication
-  Allowing customers to reach out with their concerns and queries



Qantas Future Planet - UX Report

06

User Journey
Defining the dilemma and course of action

Customer would like to 
purchase flight ticket(s) so 

they visit the Qantas website

Customer sees the box to 
Carbon Offsetting but scrolls 

past to finalise their ticket 
purchase without Offsetting

Customer already knows 
about Carbon Offsetting and 

decides to Offset

They tick the box to Carbon 
Offset and recieve a confirmation 

email for their contribution

They have desided on a 
destination and dates they 

would like to travel

Customer starts filling in their 
information in the online form 
through the booking system
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Our improved Carbon Offsetting section in the booking 
flow and Carbon Offsetting Chatbot help time poor yet 
environmentally concious customers who need to be 
more aware of Qantas’ contribution/stance on Carbon 
Offsetting by allowing customers to access factual 
information in real-time 

Customer Value Proposition
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Product Idea
What is the solution?

Creating an accessible database of knowledge on Carbon Offsetting that is available 
to all customers. By having an archive of information, the customers have the ability 
to learn and immerse themselves in factual and engaging information to persuade 
and entice them to adopt Carbon Offsetting into their mindset.

Having a chatbot allows the customers to readily access this information and if their 
query has not been solved by the auto-populated suggested fields, they have the 
ability to chat to someone who can help them.

This allows open communication between the customers and Qantas to debunk all 
the missconcieved notions associated with Carbon Offsetting and clarify any gaps in 
knowledge.

The aim of having an engaging landing page for Carbon Offsetting, is to allow 
customers to immerse themselves with the product and be inspired to engage with 
the content and to contribute to the programs no matter the size of the contribution 
they’d like to make.



Qantas Future Planet - UX Report

09

Flight is being booked 
through Qantas booking 

system

Customer is already aware 
of Carbon Offsetting

Customer has a quick read of 
the information provided on 

Carbon Offsetting

Customer ticks the Carbon 
Offsetting box and flies 

Carbon Neutrally

Creating Carbon Offsetting as a standard procedure to a customers flying journey

Customer decides to 
fly with Qantas

Pathway to Flying Carbon Neutral



Coffy - You don’t know you need it till you till you do.
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Carbon Offsetting Chatbot
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Coffy

Carbon Offsetting
Chatbot
(Chatty)



Coffy - You don’t know you need it till you till you do.
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Carbon Offsetting Chatbot

Coffy - The Carbon Offsetting Koala of Knowledge
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Customer is already aware 
of Carbon Offsetting

Customer has a quick read of 
the information provided on 

Carbon Offsetting

Customer ticks the Carbon 
Offsetting box and flies 

Carbon Neutrally

Creating Carbon Offsetting as a standard procedure to a customers flying journey

Customer decides to 
fly with Qantas
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Pathway to Flying Carbon Neutral
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Flight is being booked 
through Qantas booking 

system



Coffy - You don’t know you need it till you till you do.
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Carbon Offsetting Chatbot
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Hey there!      Did you know that for every dollar you spend 
Carbon Offsetting, you get 10 Frequent Flyer Points!

Want to know more about Carbon Offsetting? 
1





Coffy - Koala Chatbot of Knowledge

Hey there!      Did you know that for every dollar 
you spend Carbon Offsetting, you get 10 Frequent 
Flyer Points! Want me to show you more?

Did you have any other questions?
I’m here to help.

Choose an option above or type here...

No, not interested

What is Carbon Offsetting?

What do you like to eat?

What projects do Qantas support?

Ok, no problem



Coffy - Koala Chatbot of Knowledge

Hey there!      Did you know that for every dollar 
you spend Carbon Offsetting, you get 10 Frequent 
Flyer Points! Want me to show you more?

Did you have any other questions?
I’m here to help.

Follow me

Choose an option above or type here...

No, not interested

What is Carbon Offsetting?

Ok, no problem





Customer is already aware 
of Carbon Offsetting

Customer has a quick read of 
the information provided on 

Carbon Offsetting

Customer ticks the Carbon 
Offsetting box and flies 

Carbon Neutrally

Creating Carbon Offsetting as a standard procedure to a customers flying journey

Customer decides to 
fly with Qantas
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Pathway to Flying Carbon Neutral
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Flight is being booked 
through Qantas booking 

system
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UX Recommendations

Summary
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- Create a chanel for customers to engage 
   with Qantas to give a personable feel to the 
   initiative and projects and allow for queries 
   to be resolved.

- Give the chatbot some personality to 
   enhance the likeability of the feature.

- Create incentives to Carbon Offset such as 
   using Frequent Flyer points or special deals.

- Use interactivity to captivate users and
   enhance their experience.



Thank you!
Melinda Sobol


