
Personalized seating, quick reservations,  

& in-app film insights.

UX Designer: Shane Dalton

Make every seat a 

sweet spot

Cinemax



Pre-pandemic attendance in UK cinemas at highest since 1970 - Art of the movies177M 

Growth in online ticketing services predicted from 2023 - 2030 - Grand view research8.5%

Mobile annual growth rate - Grand view research11.5%

Context

https://artofthemovies.co.uk/blogs/original-movie-posters/uk-cinema-attendance-1935-2018
https://www.grandviewresearch.com/industry-analysis/online-movie-ticketing-services-market#:~:text=The%20global%20online%20movie%20ticketing%20services%20market%20is%20expected%20to,USD%2039%2C379.7%20million%20by%202030.
https://www.grandviewresearch.com/industry-analysis/online-movie-ticketing-services-market#:~:text=The%20global%20online%20movie%20ticketing%20services%20market%20is%20expected%20to,USD%2039%2C379.7%20million%20by%202030.


Case summary

Deliverables

1 survey - 20 valid responses


1  interview - 5 participants


2 usability test - 6 participants (Each)


2 System usability scale questionnaires

Project timeline

December 2021 - July 2022

About Cinemax

Streamlines the cinema experience�

� Quick & easy bookin�

� Bypass queue�

� In-App movie review�

� Secure best seat�

� Seat vie�

� Favourite seats

My responsibilities

User research


Usability studies 

Visual design


Interaction design



User research

Empathy maps Personas User stories User journey maps 



Surveys & Interviews

Pain-points: 

90% Poor seating information

80% App functionality limitations

60% Booking process constraints

Survey: 20 Valid responses

Insights: 

Avoid queues 

To find good seats

Save Time

Interview: 5 participants

Insights: 

100% Quick & easy booking

87% Seat selection & information

73% Convenience & accessibility

60% Payment options & process



Personas

Goals Pain-points

42
James

�� Spend time with family on weekends.�

�� Make quick & easy bookings.�

�� Avoid long queues.�

�� Find good seats

�� “It’s frustrating if the queues are long, especially if you’re coming 

in late and you want to get through quickly”�

�� “With kids you only have a certain amount of time to make a 

booking.”�

�� “People coming in late, making noise & trying to get passed you 

in your seat drives me crazy”


�� “If they don’t show you the layout of the seats you can feel lost.�

�� “Sometimes when I click into these apps I find I don’t like the 

format”�

�� “If the website doesn’t give you a notification you feel lost, you 

wonder 'Did I get it' - You have to go back to your emails.”


�� Movie nights with friends.�

�� Find best seats�

�� View trailers & in-app reviews.�

�� Save time using a simple UI
28

Rebecca



User journey maps - Key opportunities

Quick book feature

Payment options

Visual seating plan 

Ticket confirmation

Favourite seat selector

Language translation

F



Ideation

Paper wireframesCompetitive research Task flowStoryboarding



Competitor analysis

Features

Quick book

Seat selection

Seat map

Seat view

In-app reviews

Favourite seats

Flexible payment

Film trailer

Film details

Create account



Storyboarding - Big picture

�� Frustrated - Find time to make bookin�

�� Eager - Remembers website for bookin�

�� Curious - Checks films�

�� Motivated - Uses Quick boo�

�� Relieved - Completes reservatio�

�� Content - Happy with family



Storyboarding - Close up

�� Impatient - Downloads ap�

�� Apprehensive - Clicks on ‘Quick book�

�� Focussed - Selects film date & tim�

�� Eager - Selects seat�

�� Determined - Details & Paymen�

�� Relieved - Completes reservation



User flow

�� Visual Step�

�� Identify pain-points�

�� Improved efficiency 

Creating a user flow allowed me to:



Design

Paper wireframes Digital wireframes Lo-Fi prototyping



Paper wireframes

Paper wireframes assisted: 


 1. Rapid exploratio�

�� Validation�

�� UX patterns



Prototyping


View the prototypes: 1. Before usability testing -  2. After usability testing

Top improvements�

� Quick book�
� Favourite seat selectio�
� Visual seating pla�
� In-App Film Reviews�
� Multiple payment options

https://www.figma.com/proto/Xkct5LCNbeBT12yL9Jilhe/Cinemax---Prototype-1?page-id=101%3A6142&node-id=376%3A1016&viewport=696%2C635%2C0.09&scaling=scale-down&starting-point-node-id=376%3A1016
https://www.figma.com/proto/A6u7Iuwz5T2LKXgzi9Ezmt/Cinemax---25-07-2022---6pm?node-id=603%3A9311&viewport=1296%2C691%2C0.05&scaling=scale-down&starting-point-node-id=603%3A9311


Usability Findings 

& insights 

Usability tests



Usability Findings 

Quick book 

confusion

Seat selection

confusion


Visual

Overwhelm

Navigation

difficulty

Full usability  presentation

https://docs.google.com/presentation/d/1vkxUirBjLF6lwfjHYZdfwGyqwpZ_LAw9Cp_ao9tVZ5U/edit?usp=sharing


Insights | Solutions

Specific

Task instruction

Better signs 

& indicators

Refined

Content

Streamlined

navigation



Quick book confusion
�� Location dropdown caused confusion�

�� Default location reduces steps�

�� Labelling improves clarity, guidance & contex�

� Pilot testing improves usability testing

1

2
3



Seat selection | Navigation

Users could not�

�� Navigation - breadcrumb�

�� Back butto�

�� Movie details (Visual overwhelm�

�� Movie details (Updated�

�� View seat informatio�

�� Select two seat�

�� Relocation of seat information

5
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3
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Seat selection

1

3

5

2

6

4

�� Seat type confusion�

�� Identify seat type with labels & icon�

�� Complex seat key�

�� Refined seat key�

�� Scrolling - continue button - Navigatio�

�� Sticky ‘Continue’ button



Visual overwhelm

6

Overwhelming content�

�� Hamburger men�

�� Menu remove�

�� Film carouse�

�� Carousel remove�

�� Date-time button (Complex�

�� Date-time button (Simplified)

3

1

2

4
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Usability Findings 

& insights 2



Usability Findings 2

Quick book

confusion

Seat key

confusion

Seat map

difficulty

Seat view

Access



Insights | Solutions 2

Less confusing

language

Visible 

instructions & cues

Better visual 

detail & info 

Better signs &

indicators



Quick book confusion

3

1

4

2

�� Hero slider confusio�

�� Slider arrows | Animation | Additional film�

�� Quick book text & button confusio�

�� Text & button language improved



Seat map & view confusion

1

4 5

2
6

7

3

�� Seat map still confusing to user�

�� Colour & icons added for distinctio�

�� Zoom gesture added to seat selectio�

�� Finding Seat & screen was confusin�

�� Text updated to ‘Seat view & movie details’



Seat key confusion

�� Seat key confusion due to seat ma�

�� Better defined colours & contrast

21



Accessibility considerations

Contrast &

colour

Accessibility

settings

Labelled

icons

Audio

descriptions



Accessibility settings



Projected Outcomes, 

Future Work & Learning



Projected Outcomes

Quick book - 10% boost in booking leads to 29% revenue growth

Favourite seats - Online buyers almost 2 times more likely to upgrade to premium seating - Webedia

Flexible payment - 30% increase in conversion rates - Split it

https://boxofficeprofile.webediamoviespro.com/whitepaper
https://www.splitit.com/blog/payment-methods-and-the-impact-on-your-websites-conversion-rates/


Future Work & Learning

Validate current design - Usability testing

A/B testing -  Task success | Time-on-task | System usability scale

Equity-focussed design - Under represented groups 



Appendix

Persona 1: James 

Empathy Maps

User journey 1: James 

Persona 2: Rebecca

User journey 2: Rebecca

Competitive analysis

Competitive report

Storyboarding - James

Storyboarding - Rebecca

User flow - Reservation

Activity diagram - Hi-Fi

Research plan - Hi-Fi

Activity diagram - Lo-Fi

Research plan - Lo-Fi

Paper wireframes

Digital wireframes - Lo-Fi

Digital wireframes - Mid-Fi

Usability 2 - Presentation

Lo-Fi prototype 1

Lo-Fi prototype 2

Hi-Fi prototype (Image)

Hi-Fi prototype - 1st iteration

Hi-Fi prototype - 2nd iteration

Usability 1 & 2 - Note taking

Usability 1 - Presentation

https://shanedalton.ie/wp-content/uploads/2024/03/Persona-1_-James.pdf
https://shanedalton.ie/wp-content/uploads/2024/03/Empathy-Maps.pdf
https://shanedalton.ie/wp-content/uploads/2024/03/User-Journey-1_-James.pdf
https://shanedalton.ie/wp-content/uploads/2024/03/Persona-2_-Rebecca.pdf
https://shanedalton.ie/wp-content/uploads/2024/03/User-Journey-2_-Rebecca.pdf
https://shanedalton.ie/wp-content/uploads/2024/03/Cinemax-Competitive-Audit.pdf
https://shanedalton.ie/wp-content/uploads/2024/03/Cinemax-Competitive-Audit-Report.pdf
https://shanedalton.ie/wp-content/uploads/2024/03/Storyboard-James-Big-Picture.pdf
https://shanedalton.ie/wp-content/uploads/2024/03/Storyboard-Rebecca-Big-Picturepdf.pdf
https://shanedalton.ie/wp-content/uploads/2024/03/User-flow-Quick-book-and-Seat-selection.pdf
https://shanedalton.ie/wp-content/uploads/2024/03/Affinity-Diagram-Hi-Fi.pdf
https://shanedalton.ie/wp-content/uploads/2024/03/Research-Study-Plan-2.pdf
https://shanedalton.ie/wp-content/uploads/2024/03/Affinity-Diagram-Lo-Fi.pdf
https://shanedalton.ie/wp-content/uploads/2024/03/Research-Study-Plan-1.pdf
https://shanedalton.ie/wp-content/uploads/2024/03/Paper-Wireframes-All.pdf
https://shanedalton.ie/wp-content/uploads/2024/03/Digital-Wireframes-Lo-Fi.pdf
https://shanedalton.ie/wp-content/uploads/2024/03/Digital-Wireframes-Mid-Fi.pdf
https://shanedalton.ie/wp-content/uploads/2024/03/Usability-2-Presentation.pdf
https://www.figma.com/proto/Xkct5LCNbeBT12yL9Jilhe/Cinemax---Prototype-1?page-id=101%3A6142&node-id=376-1016&viewport=696%2C635%2C0.09&scaling=scale-down&starting-point-node-id=376%3A1016&hide-ui=1&t=mqBMUncQA1E6J1W2-8
https://www.figma.com/proto/A6u7Iuwz5T2LKXgzi9Ezmt/Cinemax---11-08-2022---1pm?node-id=603-9311&viewport=1296%2C691%2C0.05&scaling=scale-down&starting-point-node-id=603%3A9311&hide-ui=1&t=sUd00t1weCKp7t0z-8
https://shanedalton.ie/wp-content/uploads/2024/03/Hi-Fi-Prototype-After-2nd-usability.pdf
https://www.figma.com/proto/u4ZaEtHpowXeqD5TwBFfxi/Cinemax---Before-final-usability?page-id=101%3A6142&node-id=1105-27837&starting-point-node-id=1105%3A27837&scaling=scale-down&hide-ui=1&t=MkZhSTFuS2z4jvG4-8
https://www.figma.com/proto/A6u7Iuwz5T2LKXgzi9Ezmt/Cinemax---11-08-2022---1pm?page-id=913%3A10536&node-id=4439-31765&viewport=140602%2C5308%2C3.81&scaling=scale-down&starting-point-node-id=4439%3A31765&hide-ui=1&t=UGcvTwt5mPPscPhK-8
https://shanedalton.ie/wp-content/uploads/2024/03/Cinemax-Usability-Note-taking-All-Participants.pdf
https://shanedalton.ie/wp-content/uploads/2024/03/Usability-1-Presentation.pdf

