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RyanAir Oslo, 1. December 2022

cssupport@ryanair.com

press@ryanair.com

millans@ryanair.com

cc: post@forbrukertilsynet.no

Regarding deceptive design on your website

To whom it may concern,

Forbrukerradet (The Norwegian Consumer Council) is an independent
consumer interest organization that helps consumers and works to influence
public authorities and private enterprises in a consumer-friendly direction.

Over many years, the Consumer Council has documented and analyzed the use
of deceptive design, which is used to trick consumers into spending more time
and money than planned, or to share more personal data than what is in the
consumers’ own interests. Deceptive design exploits emotional and cognitive
biases, for example by exploiting that people have a tendency to assign higher
value to products and services that appear to be valued by others, or that
appear scarce.

In the past months, the Consumer Council has looked at websites and apps
targeted at Norwegian consumers, and that employ deceptive design patterns.
The research has predominately been based on tips and suggestions from
Norwegian consumers.

The report containing the results of the research can be found here:

https://www.forbrukerradet.no/siste-nytt/bruker-design-til-a-lure-oss-for-tid-

penger-og-personopplysninger

RyanAir is one of the companies that the Consumer Council believes is using
deceptive design, including when booking plane tickets on the website.

When choosing the cheapest tickets, consumers have to actively choose to only
order one small hand luggage, which triggers a warning that if the luggage is too
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large, this may include an extra fee of up to £69.99. This sum may be as high as
the entire price of a one-way ticket.

Velg hvilken type bagasje du gnsker a ta med deg om bord* o Veritsert avyanai @

*Obligatorisk valg

Handbagasjer

Prioritert & to handbagasjer =

G4 forst om bord o %
Handbagase p
iten veske

Kun liten veske
A\, Dersom cu tar med deg ekstra bagasie, eler X 40x20x25 cmand 83 x 40x 20m @
om bagasjen din er for stor il & passe Under ije eller Prioritert & 2 Handbagasjer
s under set setet, belastes du en avgift pé opp til €69,99
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tandardke

@., Linn Hogdsen ® lf}lr‘[frly li}en handbagasje O Legg til fra Nkr152,00

Annerledes for returflyvnger?

Consumers also receive a warning about it being smart to book an additional
piece of 20 kg luggage in order to “avoid paying up to £50 at the airport”.

Trenger du pakke mer?

Innsjekkingsbagasjer

Lever dem ved innsjekkingsskranken
Handfri ombordstigning

Kjop né for best pris

@ Merinfo .
55x40x 20 cm 119x 11981 em
10 kg bagasje 20 kg bagasje
1 bagasjeenhet per passasjer Opptil tre bagasjeenheter per passasjer
© Billigste tid & kjope
Fra Fra
@ 1 rogasen Legg il Nkr168,30 0 @ Nkr289,00
Per fiywning Per fiyvning
M o i X
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_______ L

The choice to receive newsletters via e-mail, text message and push alert is
preselected. This exploits the fact that consumers are naturally predisposed to
assume that preselected alternatives are useful or necessary. It is also easy for
consumers to miss that these alternatives are preselected.
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Ryanair-abonnenter far forste tilgang til eksklusive rabatter pa flyvninger og produkter samt den nyeste
informasjonen om nye destinasjoner, kun tilgjengelig gjennom markedsferingsmeldinger. Hvis du ikke @nsker
a motta disse tilbudene via e-post, tekstmelding eller push-varsel, fierner du merket i boksen.

D Send flyinformasjon pa SMS for Nkr41,16

When presented with the choice of whether or not to purchase travel insurance
along with the ticket, at least when booking a ticket to Great Britain, consumers
are informed that the “EU recommends that all European citizens that travel to
Great Britain purchase travel insurance before they travel”. If they still do not
wish to purchase travel insurance, consumers actively must choose “l do not
want to be insured”. This design exploits that people are influenced by how
choices are presented and plays on consumers’ possible worry that something
may go wrong on their trip. Additionally, consumers who already have travel
insurance may be confused by the wording and believe that they need
additional insurance, although this would be superfluous.

Nyt London uten bekymringer

o Velg om du vil ha reiseforsikring eller ikke

o EU anbefaler at alle europeiske borgere som reiser til Storbritannia kj@per reiseforsikring fer de reiser.

O Insurance Plus Fra / per person

Medisinske utgifter opptil €150 000 Nkr196:00
Personlige eiendeler opptil €1 500

Kansellering for uventede omstendigheter opp til €500

Billettrefusjon

© Kun for personer bosatt | Norway | Se retningslinjer
Levert av: Ved & legae til forsikring bekrefter jeq at jeq har lest og godtar innholdet | IPID-
XcovER dokumentet

(O Jeg ensker ikke a vaere forsikret
Ryanair anbefaler at alle passasjerer skaffer seg reiseforsikring

As far as the Consumer Council could find, it is not possible to delete a RyanAir
user account without sending an e-mail to the company. It should be as easy to
delete a user account as it is to create the account in the first place.
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The Consumer Council also emphasizes that RyanAir has a particularly confusing
cookie banner, where it is quite difficult to understand how one may decline to

accept cookies. In particular, the Norwegian word “Visningskodeinnstillinger” is

very difficult to understand. It should also be as easy to decline as it is to accept
cookies.

Vi verdsetter personvernet ditt

Ved a klikke pa «Ja, jeg er enig» godtar du at Ryanair bruker informasjonskapsler til
a forbedre nettleseropplevelsen din, tilpasse innhold, levere funksjoner for sosiale
medier og analyse trafikken var. Vi kan ogsa dele informasjon med partnerne vare
for annonsering, analyse og sosiale medier for deres egne formal. Du kan
administrere innstillingene dine for informasjonskapsler ved a klikke pa knappen
«Vis innstillinger for informasjonskapslers, se vére retningslinjer for personvern
eller se gjennom vare retningslinjer for informasjonskapsler for mer informasjon.

Visningskodeinnstillinger Ja, jeg er enig

The Consumer Council requests that you go through the aforementioned
examples, in addition to other consumer-facing interfaces in your control, and
make sure that you no longer use deceptive design. Advice on how to do this
can be found in the industry-facing guidelines that are named in the report.

As a part of the Consumer Council mapping of deceptive design, YouGov has
conducted a survey of Norwegian Consumers about their attitudes and
experiences with deceptive design. The survey shows that consumers react
quite negatively to deceptive design, and that many lose trust in businesses that
use them. Additionally, many consumers report that they have considered
quitting, or actually stopped using websites and apps where they notice the use
of deceptive design.

With this letter, the Consumer Council aims to make RyanAir aware that many
of the types of deceptive designs described in the report are, in the Norwegian
Consumer Council’s view, in breach of several rules and regulations. The
relevant legal provisions are described in the report.
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The Norwegian Consumer Authority, which enforces the Marketing Control Act
and other consumer law in Norway, is in copy on this letter.

We look forward to hearing back from you.

Regards,

Forbrukerradet

Finn LUtzow-Holm Myrstad

Director of digital policy
Finn.myrstad@forbrukerradet.no
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