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Search hotels - calendar widget

Calendar widget takes a long
time to click through as the
user has to navigate through
using forward & backward

Search hotels - map and list view

Map search
feature on booking
apps useful

Key note: Some rows within groups

contain more than one colour. In this instance,
they are grouped into the same row because
they focus on the same hotel app.

Results page - hotel and room listings

Clear and intuitive

CTAs on room booking

screen. "Very
straightforward”

On room bocoking page: "The
first thing | am drawn to is
the TripAdvisor...its the first

thing that caught my eye”

Booking pages - personal details and payment

Unnecessary & confusing features

User priorities

Ratings and reviews
are key factors for
hotel selection

Location and
qualitative reviews

top criteria

Search feature brings up
auto-suggested list of hotels
as soon as the user types in
the first three letters of the

search term listing: price,
rating/reviews,

attractiveness in photos

Top 3 priorities in hotel

User finds the map
o tﬂ_ be a useful Price, hotel aesthetics
& efficient feature and ratings/reviews

. are all important
factors

User doesn't like that the —_.

search screen shows other
destinations in other

ZeliifEg s Likes to compare price
already chosen Barcelona 2
: and ratings at same
time on booking apps

— 0

User checks ratings of
hotels on TripAdvisor
and uses Trivago to
book

User puts emphasis on
having refundable
booking option with
free cancellation

—

User wants to ensure
they can trust the
brand before booking

~—

User prioritises
value for money

—0

Distance from airport
and the city centre is
an important booking

factor
@

"l always try to get a

good location, that's

probably the thing |
look for the most"

~—

User tends to look for
hotels with good
transport links to the
centre of the city

Importance of clarity
of information and
clear structure

—

Respondents don't like
receiving unsolicited
emails after using app

—

Ease of use and
functionality
essential

Users mentioned
importance of having
information e.g.
booking fees up front

Other priorities
include; availability of
facilities, pool info

User prioritises brand
trust and customer
experience as key factors
when choosing hotels

—_—

Sometimes apps used
because it's a hotel
they can trust and deal
they like

Majority of people
used websites on
desktop/laptop over
mobile apps

Hotel apps used for
booking, checking
prices and browsing
options

Apps used for
comparing facilities,
packages, and future

availability

Brand trust: User didn't
browse other hotels because
they trusted the Hyatt hotel
group enough to book
straight away

Hasn't found the hotel
booking experience worrying
with Hyatt and liked that they

gave them free parking

Black Friday lightbox detracts
from the simplicity of the
user journey and slows down
the process of booking

Membership / reward schemes

Majority of
respondents have not
signed up to hotel
membership scheme

Those that had a
membership haven't
used the schemein a

few years

Some respondents
expressed an interest
in signing up for a
hotel membership

User behaviour

Most users generally Only used one booking
able to complete app, did not compare
their desired task between others

—

Participants used websites

User tends to use apps

on desktop/laptop on like Travelodge when
phone/tablet travelling for business
interchangeably in the UK

Larger booking platforms
used most regularly,
sometimes book directly
with hotel websites

Imagery & iconography

Iconography for
adults/children is not
clear enough on room

booking dropdown

Enjoys the images of
beautiful locations on
the search screen

User says that the hotel
imagery on the room booking
page has a positive impact on

his decision

Process & flow
- Some users feel rushed by
the process of booking hotels

online and will often revisit
hotel apps to make decisions

———-.

Cancellation

GPS and app permissions

Offers & extras

User enjoyed having
option to purchase
luxury add-ons

User's concluding remarks & opinions

Airbnb difficult
to use on a small
screen




