
TCC - UX/UI/Brand Tasks
Over 100 years The Caravan Club have developed a strong cross brand offering, providing expert 
guidance,  breakdown support, and a host of travel and insurance to over 375,000 member house-
holds across the UK, and Europe.

Task 1 - Ecommerce Refresh
- Map out the ecommerce offering, built over the past eight years by successive development 

teams. I subsequently split the overarching structure into product centric user flows and screen 
capture packs to ensure that each developer could see the extent of each journey easily. 

- Identify issues within the offering and technologies used presently,  document workable solu-
tions in a format which worked for both project managers and development teams. 

- Investigate third party sites to be refreshed, investigate existing code base, and compile new 
stylesheets to implement refresh on third party sites.

Task 2 - Extension of Brand Guidelines
- Review the groups brand guidelines were fit for purpose within the ecommerce portfolio. 

Identify shortcomings and provide alternate concepts / components to be integrated into the 
refresh of the ecommerce area

- Design and deliver a new family of icons for use on and offline. Replacing the rasterised 
images in place with svg sprite / new icon centric typeface

- Redesign and define live chat component
- Redesign technical documents to replace old microsoft documents with refreshed look and 

feel delivered as Indesign Templates

Task 3 - Extend Primary Product Pages
- Review key product pages with stake holders - with a view to refining overall layout and plae-

ment, rationalisation and injection of real world data (pricing, availability etc).

Task 4 - Rework Problem Product Journeys
- Investigate UX issues within prime travel journeys
- Compile body of research of direct / indirect competitors over the last 5 years, document 

findings
- Deliver series of refinements to improve the journeys as part of an iterative process of im-

provements post website launch. 

OBJECTIVE



TCC - Ecommerce Refresh
We didnt have a true record of the extent of the ecommerce offering, one of the first tasks was to review 
each and every route, creating sets of screengrabs to aid the coding phase of refresh.

Downloadable at: work.everythinghereismine.co.uk/OVERVIEW-OF-APPS-PAGES-JULY-2015-2016.xlsx



MEMBERSHIP UK HOLIDAYS OVERSEAS HOLIDAYS SPECIAL OFFERS INSURANCE ADVICE AND TRAINING EVENTS CLUB SHOP CLUB TOGETHER
LOGIN / LOGGED 
IN  AREAS

FORUM BASED
SUBSYSTEMS

LOGIN PAGE

ENTER DETAILS
UK SITES 

SEARCH AND BOOK 
CAMPING BOOKING PAGE LANDING PAGE LANDING PAGE

TRAINING - SEARCH 
RESULTS PAGE

OUTFIT MATCHING
PARTY AND 

OUTFIT DETAILS
MEMBER LOGIN WEBSITE REGISTRATION PASSWORD RESET

SUMMARY 
OF DETAILS

CALENDAR AVAILABILITY AVAILABILITY COVER DETAILS POLICY START DATE
MEMBER LOGIN/
BOOKING DETAILS

CAR SEARCH
BOOKING 

SUMMARY
CHECK OUT

CONFIRMATION 
OF REGISTRATION

PASSWORD CHANGE
(link from email)

PAY MONTHLY 
(BY DIRECT DEBIT)

PAY  ANNUALLY
(VIA WORLDPAY)

SUMMARY YOUR RESERVATION YOUR QUOTE POLICY SUMMARY
MEMBER LOGIN/
BOOKING DETAILS

SELECT YOUR CAR
PAYMENT SUCCESSFUL / 

FAILURE
ORDER SUMMARY

CONFIRMATION WORLD PAY
BOOKING 

CONFIRMED
BOOKING SUMMARY

ADDITIONAL
DETAILS

DIRECT DEBIT
(MONTHLY)

WORLDPAY
(ANNUAL)

BOOKING DETAILS
SELECT 

YOUR CARAVAN
PAYMENT SUCCESS / 

FAILURE

PAYMENT SUCCESSFUL / 
FAILURE

BOOKING CONFIRMED SUMMARY
DIRECT DEBIT

CONFIRMATON
PAYMENT SUCCESS / FAILURE

BOOKING 
SUMMARY

MATCH LIST

PAYMENT 
SUCCESS/FAILURE

POLICY CONFIRMATION PAYMENT FAILURE
BOOKING SUCCESSFUL / 

BOOKING FAILED
MATCH DETAILS

OVERSEAS BOOKING HOME 
PAGE

MEMBER
HOME PAGE

OVERSEAS
SITES

OVERSEAS
FERRIES

CAMPING CHEQUES
CHECKOUT / ORDER

SUMMARY
(DEPOSIT / FULL PAYMENT)

MY PROFILE 
INFORMATION

CHANGE 
MY DETAILS

MY LOGIN & CONTACT 
DETAILS

MY COMM.
PREFERENCES

MY UK SITE
BOOKINGS

MY INSURANCE POLICIES MY OUTFITS
MEMBERSHIP

RENEWAL
SWITCH TO DIRECT DEBIT JOIN OR RENEW CENTRE

CHOOSE  
YOUR SITE

CHOOSE  
CROSSING

WORLDPAY CHANGE ADDRESS AMEND BOOKING
VIEW FULL 

DETAILS
AMEND OUTFITS

DIRECT DEBIT PAYMENT 
SCHEME

CONFIRMATION OF 
CHANGE

PARTY AND OUTFIT DETAILS ADD ONS
CHECKOUT
SUCCESS

IM MOVING HOUSE
AMEND

SUMMARY
RENEW ONLINE ADD OUTFIT RENEWAL CONFIRMED

SITE 
SUMMARY

PARTY AND 
OUTFIT DETAILS

LANDING PAGE
OVERSEAS

INSURANCE

MOTORHOME INSURANCE 
(details collected by Devitt 

Insurance)

CAR  INSURANCE 
(details collected by Devitt 

Insurance)

HOME INSURANCE
(details collected by Devitt 

Insurance)

PET INSURANCE
(details collected by Devitt 

Insurance)

CHANGE MY CONTACT 
NUMBERS

CONFIRM AMENDED 
BOOKING

POLICY RENEWED SUCCESS REMOVE OUTFITS

SUMMARY POLICY START DATE COVER DETAILS
CHANGE 
EMAIL

CANCEL BOOKING

POLICY SUMMARY YOUR QUOTE
CHANGE 

PASSWORD
BOOKING CANCELLED

KEY

DIRECT DEBIT
(MONTHLY)

ADDITIONAL DETAILS

DIRECT DEBIT
CONFIRMATON

PAYMENT
AND CONFIRMATION

THIRD PARTIES 
(with separate template / 

css)
POLICY CONFIRMATION PAYMENT SUCCESS / FAILURE

THIRD PARTIES 
(not being refreshed)

ECOMMERCE FORMS BEING 
REFRESHED

MAIN MENU OPTIONS
(TOP LEVEL)

CARAVAN CLUB// ECOMMERCE OFFERING

"Select event 
and  pitch"

EPISERVER CMS 

EPISERVER CMS 
CONTENT
"Check out"

"View / Select 
training course 
detail"

EPISERVER CMS 
CONTENT

"Outfit 
matching"

EPISERVER CMS 

"Caravan insurance 
overview"
EPISERVER CMS 
CONTENT

"Key insurance 
overview"

EPISERVER CMS 

EPISERVER CMS 
CONTENT
"UK sites",
"Book by map"

EPISERVER CMS 
CONTENT
"Member 
benefits" etc

"Great days out" 
"Member
offers" etc

EPISERVER CMS 
CONTENT

"Overseas"
+ Site details 
page for each 
site /service 
offered

EPISERVER CMS 

EPISERVER CMS 
CONTENT
"Gadget 
insurance 
overview"

EPISERVER CMS 
CONTENT
"Overseas 
insurance" (Red
Pennent)

EPISERVER CMS 
CONTENT
"Motorhome, 
house" and pet 
insurance"

EPISERVER CMS 
CONTENT / FORMS
(external agency)



TCC - Extension of Brand Guidelines
Whilst reviewing the brand guidelines compiled by the external agency employed by the club it 
became apparent the comprehensive set of components and branding definitions werent themselves 
sufficient to present the ecommerce offering effectively. 



















TCC - Extend Primary Product Pages
I worked with senior stakeholders to transform the wireframes delivered into a more saleable com-
modity based page. Previous focus on purely data had left the page feeling quite detached from the 
transactional aspects of selling travel products. 

My approach having compiled research on direct and indirect competitors alike was to refresh the 
wireframes to bring real world data to the fore, and focus on the immediate questions which can turn 
interest into a sale.









TCC - Rework Problem Journeys
I worked with the newly appointed Digital Manager to focus on identifying aspects within key product 
journeys showing significant basket abandonment. The Caravan Club were looking to reduce the costs 
of processing orders and needed to smooth out journeys within several key areas.



CARAVAN CLUB // OVERSEAS TRAVEL // JOURNEY / AS IS - Today

"MAIN HOME PAGE"
"Overseas menu item"

(TRAVEL LIVE 0)

"CONTENT 
CATEGORY PAGE"
(TRAVEL LIVE 0d)

"MAIN HOME PAGE"
"Search box"

(TRAVEL LIVE 0a)

"SEARCH PAGE "
Results

(TRAVEL LIVE 0c)

"SITE DETAILS PAGE"
(TRAVEL LIVE 0e)

"MY PROFILE PAGE"

(TRAVEL LIVE 4)

START REGISTRATION (FORM)
(registration serves no purpose being 

delivered to a member as registered users 
cannot book online atm)

(TRAVEL LIVE 5)

JOIN ONLINE (FORM)

(TRAVEL LIVE 6)

CAMPING CHEQUES 
CARAVAN CLUB

(separate TCC website)

(TRAVEL LIVE 7)

ROUTE PLANNER
(CMS)

ONLINE TICKET STORE
(CMS)

ALAN ROGERS GUIDES
(CMS)

ITENARY PAGE FOR EACH TOUR 
DESTINATION

(CMS)

SIGN IN OR REGISTER

(TRAVEL LIVE 8)

GENERIC ERROR
 

(TRAVEL LIVE 9)

METAFAQ

(TRAVEL LIVE 10)

CC SHOP
(Guide specific pages)

(TRAVEL LIVE 11)

FERRY OFFERS
(CMS)

(TRAVEL LIVE 12)

JOIN TCC (HOME PAGE)
(CMS)

(TRAVEL LIVE 13)

OVERSEAS SITE OFFERS
(CMS)

(TRAVEL LIVE 14)

CAMPING CHEQUE
(CMS)

(TRAVEL LIVE 15)

OVERSEAS HOLIDAY INSURANCE
(CMS)

(TRAVEL LIVE 16)

OVERSEAS TOURING GUIDES
(CMS)

(TRAVEL LIVE 17)

SUMMER HOLIDAYS BENEFITS

OVERSEAS HOLIDAY 
HOME PAGE

(TRAVEL LIVE 1)
(no direct links to 

booking within page content, few 
to pages which link to booking 

pages)

"CHOOSE SITE" 
(TAB "CHOOSE SITE")

(CALENDAR AVAILABILITY)
(TRAVEL LIVE 20)

SIGN IN OR REGISTER

(TRAVEL LIVE 8)
BECOME PART 
OF THE CLUB

(CMS)

BOOK OVERSEAS 
SITE, FERRY, CHEQUE

(TRAVEL LIVE 2 and 2a)

OVERSEAS 
CARAVAN SITE

SEARCH AND BOOK
(TRAVEL LIVE 18)

"CHOOSE YOUR SITE" 
(tab "CHOOSE SITE")

LIST OF PARTIAL MATCHES

(TRAVEL LIVE 19)

"CHOOSE SITE" 
(TAB "CHOOSE SITE")

(CALENDAR AVAILABILITY)
(TRAVEL 20)

"PARTY AND OUTFIT"

(TRAVEL 21)

"SITE SUMMARY"

(TRAVEL 22)

RETURNS TO: 
BOOK OVERSEAS 

SITE, FERRY, CHEQUE
(TRAVEL LIVE 2a)

SITE DISCOUNT SCHEMES
Camping Cheque

ACSI
CKE Card

CAMPING CHEQUES

(TRAVEL LIVE 23)

OVERSEAS 
BOOKING

TERMS AND CONDITIONS

FERRY AND EUROTUNNEL 
SEARCH AND BOOK

(TRAVEL LIVE 24)

CHOOSE CROSSING

(TRAVEL LIVE 25)

ADD-ONS

(TRAVEL LIVE 26)

SIGN IN OR 
REGISTER

(TRAVEL LIVE 8)

RETURNS TO: 
BOOK OVERSEAS 

SITE, FERRY, CHEQUE
(all preferences lost)

(TRAVEL LIVE 2)

FERRIES
(CMS)

FREQUENTLY ASKED 
QUESTIONS

CHECK OUT

(TRAVEL LIVE 27)
WORLD PAY

PAYMENT SUCCESS

(TRAVEL LIVE 28)

SIGN IN OR 
REGISTER

(error you cannot book)

(TRAVEL LIVE 8a)

(OVERSEAS HOLIDAY) "SITES" - 
(SEARCH BY MAP VIEW) 

(TRAVEL LIVE 3)
PAYMENT FAILURE EUROTUNNEL

(CMS) GOOD TO KNOW

"TCC HOME PAGE"
Quick links device (RHS)

(TRAVEL LIVE 0b)

PRODUCT OFFERS
(CMS) COMPULSORY * REQUIREMENTS

SPECIAL OFFERS
(CMS)

FIRST TIME ABROAD

ADVICE AND INFORMATION
(CMS)

TOURIST BOARD
FOR COUNTRY

ROUTE PLANNER
SPEED LIMITS

(CMS)
CHECKLIST

(CMS)

BOOKING YOUR 
FIRST JOURNEY

(CMS)

KEY
Booking journey

No availability found

Diverging from the
direct Booking journey)

(a) unclear why this happens / confusing to visitor

Sufficient data to initiate booking (on leaving page)

STARTING POINT

OVERSEAS BOOKING 
PROCESSES

NOTES
Multiple links to the same resource  (all named differently, some entirely misleading)
When moving between first and second screen all values set are lost
When selecting to search on a specific site the ability to enter "facilities" of interest disappears without warning (leaving in would enable suggestion of alternate site if availability cannot be found) - improves quality of data capture
There are 2 separate terms and conditions tick boxes before the item is added to the basket
If a non member adds camping cheques to basket there is no way to complete
Throughout the ecommerce processes (logging in via TOP RHS) never returns you to the ecommerce page
Significant issues with book overseas erroring for no discernible reason (sometimes)
Why is the basket not more prominent / with checkout available when items are in the basket from any screen in overseas / even the site?

"Camping cheque",
"Add camping
cheques" and 

"Amend camping
cheques"

"Add ferry or
Eurotunnel"

"Overseas site offers"

"Overseas holiday insurance" 
and "holiday insurance"

"Add camping
cheques"

"Search for crossings" "Book now"

"Search again"

"Continue"

"Previous"

"Cancel this
ferry booking"

OVERSEAS 
BROCHURES AND 
GUIDES (CMS)

"Caravan sites in Europe"

"Common  
question 
links (RHS)"

"Cancel"

"Search""Add an overseas site"

SITE DETAIL PAGE FOR 
EACH OVERSEAS SITE 
(CMS)

"View / Book"

"Previous", "Search again" and "Cancel  this site booking"

"View / Amend
(If some 
availability)"

Failure to supply 
"Facilities" 
sometimes leads to 
error page which has 
no information at all"

"Find out more"

"...Joined the
Caravan Club"

"Join
online"

"Start registration"

"Choose X pitch"

"Cancel  this site booking"

"Previous"

"read more" and "view details and price guide 

"Check availability and book" (details carried into form successfully)

"Add
this site
to my
basket"

"Previous"

"Cancel  this site booking""Cancel  this site booking""Cancel  this site booking"

"Choose X pitch
(if not logged in
member)"

"Ferry offers"

"Search and book (find out m
and "Book overseas sites 
and ferries and eurotunnel"

KEY DESTINATION  
COUNTRIES (CMS)

"Search and book (choose a site)"

CARAVAN SITE DETAIL 
PAGES FOR KEY SITES IN 
COUNTRY 
Link into booking process 
(CMS)

(TRAVEL 27)

"Buy all 3 and save
£5 (read more)"

"Campsite offers 
(read more)"
"Tour based links"

"Sign on (member)"
"Sign on (registered user)"

BE INSPIRE (CMS)

FAMILY FOCUSSED
OVERSEAS SITES (CMS)

WORLDWIDE TOURS 

EUROPEAN TOURS 
(CMS)

FROM 2a "Proceed to checkout" "Next" "Make payment"

"Common  
question 
links (RHS)"

"Overseas" (chosen in drop down)

Page selected from results list
(Mixture of site details pages 
and CMS)

Campsite name (listed on page)

"Check availability and book"
(no details collected are passed)

Successful
member
login

"Registered user login"

"Overseas Holidays"
(main menu item)

<Enter search terms>
and press ENTER or 
"magnifying icon"

http://www.campingchequecaravanclub.co.uk/
http://www.campingchequecaravanclub.co.uk/
http://www.campingchequecaravanclub.co.uk/
http://www.campingchequecaravanclub.co.uk/
http://www.campingchequecaravanclub.co.uk/


A ‐ Accurate site and package pricing from the fore, 
reflecting user choices
Prevalent across ecommerce sites, key to travel sites
• Travellers on a fixed budget  [older travellers on limited budget, 

young families, travellers keen to gain the best travel deals]

B ‐ Increase window of travel (above 1 year/season)
Typically direct competitors and travel sites are offering visitors the opportunity to book 
and check availability over multiple summers
[American Express = 12 months] 
[Thomson Holidays = 12 months +] 
[Fodor Travel = 12 months] – 2015 – Travel Webby Honoree
[Gogobot.com= 18 months] 
[Skyscanner.net = 12 months]
[New York Times Travel = 18 month] – 2015 – Travel Webby Winner 
(Trip Advisor runner up that year)

• Travellers within peak periods [young families]
• Off peak travellers [older members]
• Travellers moving further afield [long haul travellers]

C ‐ Flexible UX / alternate methods of data entry
To cater to visitors who have a preference, rather than dictating how the interrogate TCC 
systems. 

D – Flexible data requirements
To cater for people browsing or those looking to more onto booking

UX Journey / Overseas Journey / Availability widget / Columnar layout



UX Journey / Overseas Journey / Campsite listing page / 3 COLUMN “GRID” (Desktop / Tablet)

ALTERNATE 
METHODS TO 
INTERROGATE 
PRODUCT RANGE

DISPLAY AS: (GRID / LISTING/MAP)SORT BY: (NAME/PRICE/REVIEWS / 
DISTANCE FROM UK / AVAILABILITY)

SAVE SEARCH / 
VIEW LATE AVAILABILITY 
of sites within result list

WANDERLISTS
Tighter integration 
between 
marketing / user 
saved lists of 
favorites etc and 
the apps apps
world

EXPANDS 
DOWNWARDS
To reveal display 
further detail specific 
to region / country / 
experiential area

FAVORITE / MARK SITE
When map  view 
selected all marked sites 
are displayed



UX Journey / Overseas Journey / Campsite listing page / 4 COLUMN “GRID” (Desktop / Tablet)

ROLLOVER/CLICK
Base state 
(qualitative 
imagery) reveals 
further detail 
panel and “view 
site details” 
button

CLICK
To take user to 
“site detail” page

REGION WITHIN 
COUNTRY
Qualifies location 
of set of results 
within overall 
country borders

CONTROL 
NUMBER OF 
MATCHES 
LOADED AT ONCE

12 | 24 | 48 | ALL

TOURS
Display tours which 
match search data 
suppled

LATE AVAILABILITY
Within sites which 
match search data 
supplied

OVERVIEW OF REGION 
/ COUNTRY/
EXPERIENTIAL 

Countering issues 
present with overseas 
product pages across 
the present site



UX Journey / Overseas Journey / Campsite listing page / with marketing blocks (Desktop / Tablet)

GUIDE TO SITE 
LOCATION
Colour of marker 
reflects availability

SELECT SITE LISTING
Adjust “GUIDE TO 
LOCATION MAP” 
‐ zoom / position
‐marker added to map
‐marker colour reflects 
broad availability

USER 
PERSONALISATION
Allow users to save 
preferences / share etc.
Injects a subtle sense of 
urgency

MARKETING MESSAGES
Typically mix amongst results 
list 

Bricks and mortar layout for a 
more energised experience

AVAILABILITY COLOUR PALETTE
Could be used throughout to 
add depth to travel listing areas



UX Journey / Overseas Journey / Campsite listing page / “MAP” View (Desktop / Tablet)

DISPLAY AS: 
GRID / LISTING/ MAP

MAP FOCUSSES ON
region which encompasses 
all sites within list to the  
LHS

ON CLICK
Matching entry on map 
highlights

SCROLLS
Independently of map
on RHS of screen



UX Journey / Overseas Journey / Campsite listing page / “LIST” VIEW (Desktop / Tablet)

RESEARCH AND MARKET 
RESULTS SUGGESTS
Preferential to paginated 
results or lazy loading methods 
of presenting large subsets of 
products (in terms of distance 
travelled through products, 
purchase of products)

Etsy once experimented with 
infinite loading and saw a 
significant downturn in profits

CLICK
reveals further detail 
panel and “view site 
details” button. 

Mirroring GRID VIEW 
behaviour



UX Journey / Overseas Journey / Campsite listing page / (Mobile)

BREADTH OF SEARCH OPTIONS
User search follows similar breadth to the main search and 
book process to keep both areas in line with one another / 
reduce user confusion
FAVORITE SEARCH / CROSS SELLING
The process of returning to search simpler / enables club to 
measure interest in sites (above and beyond methods 
available so far). Potential to cross sell / collect permission 
to promote product lines in the event of special offers

INDIVIDUAL CAMPSITE LISTINGS
Reflect availability of pitches via colouring of “favourite” 
star / text within the listing (extends the depth of 
information accessible within this view further)

INDIVIDUAL CAMPSITE LISTINGS (EXPANDED)
To show detail about the site and display additional option 
to travel to the sites “Site details” view

INDIVIDUAL CAMPSITE MARKERS
Could reflect availability of pitches via colouring of site 
marker (extends the depth of information accessible within 
this view further)

The markers might for instance reflect 3 base states 
(full availability, some availability, no availability)

WHEN ARE YOU LOOKING TO TRAVEL…
Offers option to enter  precise dates, or specify a broader 
window of interest

Search view List view / (default view) Map view



UX Journey / Overseas Journey / Check out / (all accordions closed on page entry)

HOLIDAY PRICE
Based on data supplied so 
far by booking widget

PAGE ENTRY
With all accordions 
closed, and introduction 
to the page qualifying 
which information must 
be supplied 

INTEMEDIARY STATE
Separate term to qualify 
that none of the items 
added so far have been 
put on hold / booked

QUERY: CONTACT 
NUMBER
Presently requested to 
corroborate the travellers 
wish to initiate booking. 
This seems a pretty 
irregular method?

Would it not more 
relevant to ask the lead 
member to confirm having 
read the TCC terms and 
conditions?



UX Journey / Overseas Journey / Check out / Party details accordion open on page entry

PAGE ENTRY
With first accordion open 

As this accordion includes 
data which is required 
would it be quicker to 
arrive to the page with 
this device open?



UX Journey / Overseas Journey / Check out / Party details / Edit party member details

EDIT TRAVELLERS DETAILS

LEAD PASSENGERS
At least one must be 
selected, the lead driver 
must appear on each 
booked component
(site / ferry / tunnel)

REMOVE PASSENGERS
Lead member can remove 
details  of previous  
passengers from 
appearing in the future



UX Journey / Overseas Journey / Check out / Party details / Add new party member

QUERY: FURTHER DETAIL 
CAPTURE?
Is it feasible  to capture 
useful information which 
could be used to remarket 
services / membership 
offers etc?

PASSPORT NUMBER –
Mentioned by Peter Lewis 
as an extension TCC might 
be looking to build into 
future updates within 
overseas travel

QUERY: ITENARY UPDATE
Is there any benefit 
reflecting further detail 
within the overseas 
“basket” as it is entered 
here?

ADD NEW TRAVELLERS 
DETAILS



UX Journey / Overseas Journey / Check out / Travel plans

LEAD PASSENGERS
Displayed in an in‐editable 
manner to qualify the 
requirement that the lead 
member has to be present 
on each booked element

PASSENGERS / ELEMENT 
checklist to enable lead 
passenger to link 
passengers to elements of 
the booking

QUERY: Would it be useful 
to assign special 
requirements to parts of 
the trip / specific 
travellers on the trip?

Would it be useful to add 
method of adding 
passenger here also?

PAX  NUMBERS 
SUBMITTED SO FAR

SECTION COMPLETE
Reinforces sense that the 
user has taken a positive 
step towards booking 
completion



UX Journey / Overseas Journey / Check out / Travel plans ‐ clash

CLASH IN DETAILS 
COLLECTED SO FAR
QUERY:Would this be the 
point you would ask the 
visitor if they would like to 
add an additional  
traveller?

PASSENGERS / ELEMENT 
checklist to enable lead 
passenger to link 
passengers to elements of 
the booking

QUERY: Would it be useful 
to assign special 
requirements to parts of 
the trip / specific 
travellers on the trip?

Would it be useful to add 
method of adding 
passenger here also?

TRIGGER AVAILABILITY 
CHECK?
Add the ability to assign 
travellers to elements of 
the trip , plus reflect the 
potential that availability 
would need to be 
rechecked



UX Journey / Overseas Journey / Check out / Outfit details

DEFAULT OUTFITS
Trying to reinforce the 
sense that so far of 
availability / quotes so far 
are based on default 
values unless the user 
have refined the details so 
far

SPECIAL REQUIREMENTS 
Listed under overview of 
itinerary, as assumed to 
be of key importance to 
booking

QUERY: Would displaying 
terms and conditions / 
maps for each site be 
useful to note here?

DEFAULT OUTFITS NOTE
Qualify the only required 
piece of data here is the 
license plate number?

BOOK NOW
Available as soon as valid 
number plate entered?

QUERY:  Or open the 
accordion which relates to 
the number plate  and 
require user to confirm 
values? Could this be 
implied within the terms 
and conditions box



UX Journey / Overseas Journey / Check out / Outfit details (Campervan / Trailer Tent / Caravan)

MAKE “TYPEAHEAD” 
FIELD
One fewer question to ask 
(what type of 
outfit/vehicle are you 
travelling in)

OUTFIT LENGTH, WIDTH, 
AXLES
QUERY: does it make 
sense to offer the ability 
to adjust dimensions (do 
many caravanner’s outfits 
differ from the standard?)

QUERY:Is it possible for 
caravanner’s to change 
the number of axles on 
their outfits?



UX Journey / Overseas Journey / Check out / Outfit details / Car

ONLY REQUIRED FIELD IN 
“YOUR OUTFIT AND 
VEHICLE DETAILS”
The only information 
required in the section is 
the license plate of the 
vehicle unit you are 
travelling in

AGREE TO TERMS AND 
CONDITIONS
Once the final required 
field is ticked “BOOK 
NOW” becomes active



UX Journey / Overseas Journey / Check out / Mobile

Initial state (optional) Party overview (optional) Vehicle type (optional) Required fields complete





UK SEARCH AND BOOK // JOURNEY / AS IS - Today

CL SITE SEARCH
(LIVE 4)

LIST OF PARTIAL MATCHES
(Listing view) LIVE 5

USER LOGIN
(LIVE 6)

CL SITE DETAILS PAGE
(LIVE 7)

SEARCH AND BOOK
INDEX (LIVE 2)

(Search and Book gadget 2)

MY BOOKINGS

TCC HOME PAGE (LIVE1)
(Search and Book gadget 1)

LIST OF PARTIAL MATCHES
(Listing view)

Multiple matches
(LIVE 8)

CALENDAR AVAILABILITY
(Single site record , 

or list of site records)
(LIVE 9a and 9b)

USER LOGIN
(LIVE 6)

PARTY DETAILS
(LIVE 10)

SUMMARY PAGE
(LIVE 11)

CONFIRMED BOOKING
PAGE

(LIVE 12)

GREAT SAVINGS
GUIDE

SEARCH BY MAP VIEW (LIVE 3)
(Click on site)

CLUB SITE
SITE DETAILS PAGE

(LIVE 13)
TCC HOME PAGE

EASY BOOK 
(not included as 

not moving forward)

(IF CL SITE AND 
NOT LOGGED IN)

USER LOGIN
(LIVE 6)

DIRECTIONS 
(TO SITE)
(LIVE 14)

BOOK A TENT PITCH
(LIVE 15)

CALENDAR AVAILABILITY
(Displays all sites which match 

initial search requisites)
Sites without availability *still* 

form part of the results list
(LIVE 16)

YOUR DETAILS
(LIVE 17)

BOOKING
SUMMARY
(LIVE 18)

BOOKING
CONFIRMED

(LIVE 19)

JOIN THE 
CARAVAN CLUB

(Displayed even if 
logged in as member)

TCC HOME PAGE

KEY
Booking journey

No availability found

Diverging from the
direct Booking journey)

(a) unclear why this happens / confusing to visitor

Sufficient data to initiate booking (on leaving page)

STARTING POINT

TENT CAMPING CENTRIC

"Search"
(Single  or multiple
matches found)

"View details""Search"
(Single  or multiple
matches found)

"Search"
(Single match)

"Search"
(Single match)

"Search" Set arrival and departure
Press "Continue"

"Search by map" "View details
and price guide"

Press "Site name"

"Check availability
and book"

Member booking Next

No availability found
within set of results

Successful

If member already logged in

Browse  the 
main website

Great days
out search
tool

Goto my  
bookingsMake 

another 
booking

Book now

Modify your 
reservation

"Search"
(Single match)

"Search"
(Multiple matches)

"Next"

"Continue"
(whether logged in or not)

"Next"

Make 
another 
booking

Browse  the 
main website

No availability found on
site / within set of results

"Book now"

Back Back Back

"Successful login"

Press  (To / From) 
in site overview 
panel



MY PROFILE AREA / JOIN / LOGIN // JOURNEY / AS IS ‐ Live

METAFAQ

SUCCESSFUL
PAYMENT 

...JOINING THE CLUB
SUMMARY OF 

MEMBERSHIP DETAILS
PAY BY DIRECT DEBIT

SUCCESSFUL
PAYMENT

WEBSITE REGISTRATION WORLDPAY

PAYMENT 
FAILURE

TCC WEBSITE TEMPLATE
(Sign in or register)

SIGN IN OR REGISTER
MY PROFILE
(Home)

MY PROFILE 
INFORMATION

CLUB TOGETHER
(PROFILE VIEW)

 CHANGE EMAIL

HAVING TROUBLE 
SIGNING IN?

CONTACT AND 
LOGIN DETAILS 

CHANGE MY 
CURRENT
ADDRESS

I'M MOVING 
HOUSE

MY COMMUNICATION
PREFERENCES

MAGAZINE *
(TCC Digital Magazine)

CHANGE MY 
CONTACT NUMBERS

UK HOLIDAYS

TCC WEBSITE TEMPLATE
(My profile)

PASSWORD RESET
CHANGE 

PASSWORD
TCC HOME PAGE

MY MEMBERSHIP
(CMS) ‐ explore links

MEMBER OFFERS
(CMS)

SITE BOOKING
T&C (CMS)

TCC WEBSITE TEMPLATE
(Join today) 

SITE DETAIL
PAGE (relevent to request)

CLUB ACCESS 
STATEMENT FOR SITE

(PDF)

ANY CC APP / ECOMMERCE 
WHICH IS MEMBER ONLY

SIGN IN OR REGISTER
(when redirect set in call)

ROUTE PLANNER

VIEW BOOKING
BOOKING 

CONFIRMATION

SEARCH AND BOOK
INDEX PAGE

MY UK SITE BOOKINGS
AMEND BOOKING
"Booking summary"

CANCEL BOOKING
BOOKING 
CANCELLED

<PRODUCT NAME>
BENEFITS

RENEW YOUR
<PRODUCT NAME>

INSURANCE

POLICY DETAILS
(E.g. Caravan Insurance 

Documents)

< Product name  > 
documents

< PRODUCT NAME >
POLICY DOCUMENT

(PDF)

MY INSURANCE POLICIES POLICY DETAILS
< PRODUCT NAME >
CLAIM DOCUMENT

(PDF)

RENEW ONLINE
POLICY RENEWED 

SUCCESS

< PRODUCT NAME >
STATUS DISCLOSURE 

DOCUMENT
(PDF)

YOUR POLICY
DOCUMENTS

(PDF)

CHANGE MY OUTFITS

MY OUTFITS AMEND OUTFITS

CHANGE MY OUTFITS
(only on some 

My Profile menus)
ADD OUTFIT

* Inconsistent menu placement
REMOVE OUTFIT

STARTING POINTS TO
ACCESS TO MY PROFILE AREA

MEMBER 
RESEARCH PANEL (CMS)

CLUB TOGETHER
(INDEX)

MY PROFILE AREA

MEMBERSHIP
RENEWAL / RENEW 

MEMBERSHIP
(only on some My Profile 

menus)

MEMBERSHIP 
RENEWAL

DIRECT DEBIT PAYMENT 
SCHEME

RENEWAL 
CONFIRMED

CMS (CONTENT PAGE)

CENTRE
RENEWAL

(only on some
My Profile menus)

CLUB TOGETHER

SWITCH TO 
DIRECT DEBIT
(only on some

My Profile menus)

DIRECT DEBIT
DETAILS

PDF DOCUMENT

OTHER APP PAGES

Sign in

Having 
problems
signing in?

Reset password

Submit

Register 

Start registration

Join 
online

Join us
for only £48

Next

Prev / Amend

Next
(Monthly payments) Next

Go back

Next

Make payment

Make payment (failure)

My Profile

Login

(Successful)
View profile *"My Profile  Information"

"My login and 
contact details"

"My communication
preferences"

"My membership"

"My UK site bookings"

"My insurance policies"

"My outfits"

"Member
research panel"

"Club together"*

"My bookings"

"View all offers"

"Update details"

"My 
membership"

"Change
or update"

"Renew membership"

"renew your 
membership"

[edit] 

[edit] 

"Amend"

"Amend booking"

"Back to my bookings"

"Im moving  house " *
[edit] x 3 (home, mobile, work)
[edit] 

"Cancel booking"

"Read Club Access 
Statement"

"Cancel"

"Communication
Preferences"

"Cancel

"Confirm booking
Cancellation"

"Next"

"Confirm amendment"

"UK Sites 
booking T&C"

"Book another site"

"Plan a route"

"My profile"
(returns user to 

"<Name of  TCC site >"

"Club Website"

< name  of policy >

< Policy
document link >

"Change
my outfits"
and
"View 
my outfits"

"Change
my outfits"

"Add outfit"
"Amend outfit"

"Remove outfit"

"Join or
renew  centre* "

"Join or renew"

What are club stars?

< Product  name > 

"< Product name > 
benefits "

"Renew your 
< Product name > "

< Product name > 
Policy document

< Product name > 
Claim document

Status disclosure 
document

"Switch to
direct debit* "

"Switch to
direct debit "

"Next"

"UK Holidays"

"UK site 
search and book"

Google 
Play  Store

Apple store

User returned with various levels
of success  to the journey they 
actually initiated depending on 

User automatically
redirected with 
LITTLE notice /warning
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