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Booking

The Workd's #1 Choice for Booking Accommodations
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Find deals for any season

From cozy bed & breakfasts to luxury hotels

Where are you going? Check-in — Check-out 2adults - O children - Troom ¢ m

Booking.com is a travel
booking website that provides

a one-stop shop for users to i M
find, compare and book “ “

lodging accommodations, DR : R G s
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Target Audience

Ages 18 -35
Budget travelers
Considered “travel savvy”, booking travel one or more times a year

New to Booking.com, ideally haven't used it more than two times in
the past year

e Comfortable using desktop browsers



Usability Challenge

e We studied the lodging search and reservation process in Booking.com.
We were interested in what may be deterring users from completing bookings.

e Goals:

o Observe participant behaviors when searching and comparing accommodations
o Identify frustrations and pain points in current booking tools
o Capture overall sentiment and impression of Booking.com

e Research Questions:

o How easily and successfully do participants search for accommodations?

o Can participants easily and successfully find the information they need to make a
decision?

o Do participants understand how to compare and filter lodging accommodation options?

o How easily and successfully do participants book and confirm accommodations?

o What obstacles do participants encounter while using the Booking.com website?



Participant Details

e 6 Total participants
o Includes Pilot

e 2 female, 4 male
e Ages 25-35
e Seattle Residents

e Have used Booking.com less than 3 times in the
last year

e Value budget when booking travel

e Friends and family of the researchers




Testing Details

e Testing occurred over 2 days: 1 hr scheduled
sessions w/ 1 hr of debrief in between
o Began w/ a pilot session

e In-person, moderated usability testing
o 1 moderator : 1 participant

e Controlled testing environment in Sieg hall at
the University of Washington campus

o Testing room with desktop computer

o  Screen recording using Zoom to capture
participant interactions and facial
expressions

o Video recording to capture body language

o 3 observers located in viewing room next
door recording notes




Data Collected

Pre-study questions
o To understand travel habits and activity
Observer perceived difficulty rating per activity
o Observers ranked severity of tasks
Likert after each task
o To measure ease or difficulty of completing the task
o Very difficult - Very easy (1-5)

Qualitative insights from probing
o Eg. What was most impactful in choosing that
accommodation?
o What did that make you think or feel?
System Usability Score post-test

o Understand overall perceived usability

Post-study questions
o Participant feedback / Propensity to use
booking.com



e Study Findings:
o Though usable, Booking.com's site is very busy, distracting and overwhelming
o Too many pop-ups = friction & participant frustration
o Participants experienced challenges comparing different accommodations
o  The hierarchy of information and tools do not match participant mental model

e Recommendations:

Overall simplification of Ul

Hide non-critical information / make critical information more prominent
Make accommodation side-by-side comparison easier

Leverage what is working well by featuring map and photos
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What Works Well




Search for accomodations

X Flights @) Flight + Hotel

Py 6/6 Participan‘ts found Find deals for any season

From cozy bed & breakfasts to luxury hotels

search to be easy and SR e
intuitive e
e All participants rated this Task 1: Search (P
task as Very Easy in the Azl @
post-task questionnaire o
PiJ
1 2 3 4 5
| | | | ¢
Very Difficult Neither Easy Very

Difficult Easy



Integrated accommodations map

6/6 study participants
preferred using the map
to directly compare
lodging search results

3/6 participants were
skeptical of using filters
to determine location

Recommendation:
Consider making maps
the default search
result experience

Filter by:

Your Budget

D $0 - $54 per night
[] $54 - $108 per night
[] 108 - $162 per night
D $162 - $217 per night
D $217 + per night

Popular Filters

E‘ Free cancellation
D Central London
E] Very Good: 8+
D Hotels

I:\ Breakfast Included
D Private bathroom
D Apartments

D Apartments + homes

Recommended for You

m‘ London House Hotel
haxk

[ S Heath

}_/ F 8.2 Very Good
B 2,534 revi
, Small Double Room e
i T

Q_ Search on map

Hampstead

Price for 5 nights

$707

Melia London Kensington
Generator London
T Very Good Good
. 8.1 ’ 00!
525 0y ; 75 6,715 reviews

Deluxe Room mem
Price for 5 nights

$1,210

Comfort Inn Edgware
Road W2

4 Good
- g 1,132 reviews

i !‘L'.l Double Room dae

Price for 5 nights

$654

£ Nulwicrh
Map data ©2020 1 km L———1 Terms of Use Reporta map error



Lodging photos as an evaluation tool

4/6 participants said
photos were important
in their decision making

3/6 valued room
specific photos and
thumbnail options to
quickly scroll through

Recommendation:
Make room specific
photos more
discoverable

Good
6,089 reviews il

sazgseeraztay maees
R

Earl's court station and lots of
4 shops and restaurants. Theroom )

Nilubon &= Thailand

= o
/p - Excellent location! m

Room specific photos
available by clicking
this icon

Room Type

Standard Double Room enius

1 full bed /===

Included: 20 %

,,,,,,,

» Wardrobe or closet



Entering details for Checkout

e 6/6 Participants found the
checkout process easy and
straightforward, and scored
it as Very Easy in post-task
guestionnaire

Task 5: Checkout
Average: 5.0

1

I
I I
Very Difficult Neither

Difficult Easy

3
I

RN
o
&=
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You selected:
Double Room

Change your selection

Your price summary

Double Room $492
20 % VAT $99
Price $591 *

(your currency)

Property's Currency £457.20
in GBP

(for 2 guests and 5 nights)

* This price is converted to show you the
approximate cost in $. You'll pay in £. The
exchange rate might change before you pay.

Keep in mind that your card issuer may charge
you a foreign transaction fee.
How much will it cost to cancel?

If you cancel, you'll pay $591

Your booking includes

Free WiFi

15% off all car rentals in Lond

n

@ Limited supply in London for your
dates:
13 three-star hotels like this are
already unavailable on our site

The fine print

Non-UK Visa/Mastercard holders only:
Where available, the GBP amount will be
converted to your card's ‘home’ currency and
processed through the property's credit card
machine.

The credit card used to make the booking must

Enter your details

= Sign in to book with your saved details or register to manage your bookings on the go!

Almost done! Just fill in the *
required info

Are you traveling for work?
Yes No

Title First Name Last Name *

Email Address *

Double-check for typos Confirmation email sent to this address

Confirm Email Address *

Who are you booking for?
I'm the main guest
I'm booking for someone else

Double Room
Non-refundable @

rivate Bathroom

Guests:| 24| &

Full Guest Name

First name, Last name

Breakfast $130
Enjoy a convenient Breakfast at the property for $13 per person, per 2 guests, 5 nights
night. Change

Want to book a taxi or shuttle ride in advance?
Avoid surprises — get from the airport to your accommodations without any hassle
We'll add taxi options to your booking confirmation

ETDATI] I'minterested in renting a car




Opportunities for
Improvement




Severity Rating

Dumas and Redish Scale

Level 1: Prevents task completion
Level 2: Creates significant delay and frustration
: Problems have a minor effect on usability

Level 4: Subtle and possible enhancements /
suggestions




Primary Usability Challenges



Enhance the discoverability of the comparison tool

Interface Challenge: Accommodation comparison tool is not discoverable and the copy is

unclear.
Is the heart button
. London: 4,277 properties found - including 505 great value stays!
S London: 4,277 properties found - including 505 great value stays! found the Comparlspl’? tOO|. ::Wmmm“ Srownomes et | Pice owest 1) | Feven Score & s | Sars | Str atngana s | e the useras a
st T Shorrones | e avest ) | revenseoearies | sune | swwmore|  Moderators were o“gma”y e TG B
e o unaware of this functionality. comparison?
Thursday, April 16,2020 v eview scq
Check-out date . = § 1445 o
Monday, April 20,2020 v ’il" ]
4-night stay 5L ' L
Nochildrer v [ Troom v & “"”3;2"0“;
I'm traveling for work @
m See availability

Clarifying the language here
to be more representative of
comparing options.

Recommendation: Consider enhancing the discoverability of the accommodations
comparison tool by making it a default and making it available across the experience.
Consider clarifying the title and purpose of the “save” button.



Enhance the usefulness of the comparison tool

Interface Challenge: Comparison tool lacks detailed information per accommodation.

Compare your recently viewed properties

our anguage! Only 1 of 6 participants

swinton ote nas been weicomna§ - fOUN the comparison tool.
Moderators were originally

unaware of this functionality.

“For the purpose of
comparing the two
[accommodations] this
doesn't tell me enough
information.” (P5)

the  Most popular facilities
jot

Deluxe Tower Bridge A... Baglioni Hotel London ... Royal Eagle Hotel

&) Non-smoking rooms i Family rooms = Free WiFT

% 24-hour front desk [1¥ Elevator ® Breakfast Q 2 miles from center Q 2.5 miles from center Q 2.2 miles from center

Good Awesome Good
4 7.3 51reviews 9.1 393 reviews 71 6,020 reviews
& ing at. Location 9.1 Location 9.3 Location 8.7
'\ = Facilities Facilities Facilities
® PEP®®® ®
" Booker tip: Stay flexible 3 out of 6 participants Mar 13 - Apr 9 Mar 13 - Apr 9 Mar 13 - Apr 9
Since your dates are a while from now, pick fi Price for 27 nights: Price for 27 nights: Price for 27 nights:
) .
have free cancellation! expressed Wantlng a $6,873 $10,211 $2,543
Availability direct comparison tool. ‘ View property ‘ ‘ View property ‘

Recommendation: Consider enhancing the discoverability of the accommodations
comparison tool and add more detailed information for each accommodation option
being compared.



Comparison Tool Clip (P5)

@ Chrome File Edit

View History Bookmarks People Tab Window Help Bl & I 2 100%BD [ Sun315PM Q @

® [ Booking.com: HotelsinLonde: X [ Swinton Hotel, London, UK - & X [ Royal Eagle Hotel, London, Uk X | +

< C @ booking.com/hotel swintonhotel.html?aid=304142;label=gen173nr-1DCAEoggl46AdIM1gEaLQCIAEBMAEXUAEHYAEM2AEDBAEB-AECIAIBGAID w Q ‘

Booking =1
The World's #1 Choice for Booking Accommodations

ﬂ Stays X Fiights @D Flight + Hotel (=) CarRentals 8 Attractions @) Airport Taxis

ondon > London > Camden > Swinton Hotel (Hotel), London (UK) Deals

Info & prices Facilities House rules The fine print Guest reviews (3,319)

& .
swinton Hotel (1) Great for Two Travelers < m

9 18-24 Swinton Street, Camden, London, WC1X 9NX, United Kingdom - Good location - show map & We price Match

Search

Destination/property name:

London
Check-in date

D Sunday, September 20, 2. v
Check-out date

[25) Friday, September 25, 20... v

5-night stay
2 adults v
No children v 1 room v

I'm traveling for work @



https://docs.google.com/file/d/1HIVfNgIwyL6nRcENUAhwJGBT2_TCoxmn/preview

Enhance the understandability of room option information

Interface Challenge: Room option table is dense with copy and the dropdown for
selecting the number of rooms is confusing.

Accommodation Type

Executive Studio - 5 . .
I'll reserve

Apartment

Last booked for your dates 4 " .
days ago on our site . Conflrmat«on is
Break Away Deal immediate

(®Only 3 left on our site! « I No registration required
1 full bed === Included: 20 % VAT ° El:rg?::;\g onetedic
- $473 !ﬁ::a;f":z: ncludedin @ | (0 B
mmym » Non-refundable
~ Bathtub or shower ., Towels Included: 20 % VAT
Increase negative space to
allow for easier skimming. -
3 out of 6 participants had a
moderate to difficult time
: selecting the room number
= i P ey from the dropdowns.
Break Away Deal

Recommendation: Consider simplifying room option detail in the table and making the
room selection process more intuitive.



Enhance the visibility of the “change your selection” feature

Interface Challenge: “Change your selection” feature on the checkout screen is not very
visible.

- % . . li H i & i
Vour booking details = - - Baglioni Hotel London - The Leading Deline Double Rooi
o 392 reviews ‘ <! Hotels of the World
Thursday, April 16, 2020 from 2:00 PM [EIEEETE) @)rercng (1) 1 Restaurant on ste FREE cancellation before 11:59 PM on April 14, 2020 @
Check-out: | 1 (@) pet riendly You can easily cancel or change your booking for free! Just follow the link from your confirmation email.
Monday, April 20, 2020 until 12:00 PM | -

Total length of stay: 7 60 Hyde Park gate, Kensington and Chelsea, London, SW7 588, United
otal length.of.stay: Kingdom - In city center Inner courtyard view ¢ Air conditioning 7 Private Bathroom [] Flat-screen TV 1j Soundproof Coffee machine

4 nights
Traveling on different dates? ts have rated it 9.3! -
Traveling o ¥4 Minibar
o sstes 3 out of 6 participants took 6 or ' -
more clicks to find the “change Simeptionaly clean 2 out of 6 participants tried to
S ® ~q your selection” option. add a person to the “number of
Deluse Double Room 1218 , Guests: | 2 ¢ Mg:| .. ¢ guests” dropdown instead.
20% VAT $264 Enter your details
Price $1582 * = Sign in to book with your saved details or register to manage your bookings on the go! Full Guest Name
(your currency) ' First name, Last name
Tg{,’:"y‘s Currency £1,224 Arevzzu trav;l:ng for work? ::Iffzosl done! Just fill in the * required ! -

(for 2 guests and 4 nights)

Recommendation: Consider making the “change your selection” option more visible and
giving it a more prominent position on the page.



Secondary Usability Challenges



Reduce or eliminate the number of pop-ups and their frequency

Interface Challenge: There are a large number of pop-ups that frequently appear during

the experience.

“I'm going to click this
[pop-up] off... I never pay
attention to those. They
frustrate me. | hate

pop-ups” (P5).
% Finish your >

booking!
1room for $657

Royal Hotel, Sept 20 -
Sept 25, 2 guests

(2]

J ‘ T TOOITT TOT

4 out of 6 participants expressed
finding the pop-ups annoying.

[It's almost yours! We just need a few more details.

We can't save your reservation if you leave the page — when it's gone, it's gone...

+° We Price Match

| Got it, don't show me this again

3 out of 6 participants cleared out a pop-up at least
once without acknowledging the content.

Recommendation: Consider reducing or eliminating the number of pop-ups and their

frequency.



Pop-ups Clip (P5)

P

@ Chrome File Edit View History Bookmarks People Tab Window Help = 100% [E3 sun3:14PM Q @

[ Booking.com: Hotels in Londe: X [ Swinton Ho < [B Royal Eagle Hotel, London, U

C @ booking.com/hotel/gb/swintonhot

Close x

9 / 32 — Superior Double Room



https://docs.google.com/file/d/1a6sMps0Zk2YYbVZs1F3DYUx2i2AzfaWG/preview

Improve the user interface by reducing information overload

Interface Challenge: User interface is dense with information. Information can be
repetitive and unnecessary.

3% 248 feet?
™ Attach athr s
7, Attached bathroom Filter by: Star Rating Availability
at-s e v 1 star 7 v
[] Flat-screen TV Yoo Butigut O [J only show available
188 properties

(®Only 3 eft on our site}

B _ Dbimio % | | 2o

~ Free toiletries .~ Toilet [ 55 - 111 per night [0 astars 136 Deals

~ Bathtub or shower ., Towels [ s111- s167 pernight 1233 [ astars 1254 [ At peals 06

~ Linens ~ TV . Refrigerator Clser<azspuniot. 172 [ s stars a2

[[] s223 + per night 2413 D Unrated e 24-Hour Front Desk

~ lIroning facilities .~ Iron Front Desk Open 24/7 1037
I f t

/ Microwave - Heating 3 out of 6 participants said that the Bitincs from ciabei of Lo I

H H H s [ Less than 172 mite

lairdry tchenware 017

< Hairdryer - Kitchenware / website had too much information. ] tess than 1 mie

» Kitchenette .~ Fan 133 [ Less than 2 miles

~ Towels/Sheets (extra fee) 2860

s Online Payment
» Electric kettle 770 [ paypal 2884
~ Cable channels
Fun Things To Do

W. e or closet

» Wardrobe or closet [[] Fitness center

~ Toaster [[] Bicycle rental (additional 2 Stay Type
J rs accessible by S, ha

~ Upper floors accessible by i cheros) [] Hotels & private rooms 15

stairs only ’“ [ Fitness 69 0 wo

v Toilet paper [ Massage 124 0 v

[ cyciing 121 0 vnia

‘ Biggest Apartment Available |

Recommendation: Consider reducing the amount of information shown on any given
page, specifically consider reducing the number of amenities and filters in order to
highlight the most important ones.



Improve the understandability of price

Interface Challenge: Accommodation costs are listed inconsistently. The price filters are
fixed and not flexible to exact price.

C;Ck-i" - “Doesn’t seem like it's
Thu;?:t: i Assaha Hyde Park Apartments Re}";‘:‘g’fkf“e’;‘: m applyin g the [price]
4 out of 6 participants expressed |4, iz, 2020  « e e filters over here
wanting to filter by an exact price f& e [accommodation
rather than the current fixed price v Executive Studio Apartment — 2 4 nights, 2 adults listing]” (P1).
ranges. en v || 1room v ;::e::li:ie"]mis left on our site 3400

~ I'm traveling for work @ See availability

Filter by:

ioni = i Awesome
Baglioni Hotel London - The Leading Hotels of e m

: .} the World Location 9.3
o gt = 3, “: i Kensington and Chelsea, London - Show on map - 2.5 miles from center Here price iS I|Sted as a total for
[ 50- 555 per night 93 I ) - all nights booked.
[ s55- 111 per night 672 B Here price is listed as price per night.
O cHERTpmp Bl 3 out of 6 participants prefered to see the price listed
kg s 23 consistently as “price per night.”

Recommendation: Consider allowing users to set their own price ranges. Consider listing
accommodation prices consistently as “price per night.”



Price Confusion Clip (P1)

Chrome File Edit View History Bookmarks People Tab Window Help Bl & ] 3 & 00%BI (¥ Sat2:22PM Q @

® © ® [ Booking.com: HotelsinLondo: X 4

o (¢ @ booking.com/searchresults.html|?aid=3550288&sid=12e69aca030da2a82a9db9{7137aebb2&tmpl=searchresults&checkin_month=9&checkin_mont... ¥ Q ‘ :

UM U VST SIS IO ST Y 1 W S Ve Sty o

Friday, September 25, 20... +
e OurTop Picks | Show homes first m Review Score & Price | Stars v I St rating and price | ase |

2 adults v Prices shown are for your 5-night stay X

No children v 1room v

Smart Stay Swiss Cottage Excellent

615 reviews

I'm traveling for work @

Camden, London - Show on map - 3.1 miles from center - Subway Access

Double or Twin Room with Shared Bathroom - && § nights, 2 adults

2 beds (2 twins) . 555 $543
Only 4 rooms like this left on our site

includes taxes and charges

Filter by:
LY Select your room

Your Budget
[[] s0- 54 per night 155
[] 54 - $108 per night 609

Global Lodge Very Good
$108 - $162 per night 794 reviews

Hackney, London - Show on map - 3.1 miles from center
[[] s162 - $217 per night 1291

Deluxe Double Room - && 5 nights, 2 adults
D $217 + per night 3459 1bed (1 king)

$543

d charges

Only 4 rooms like this left on our site

ncludes taxes a
Popular Filters

D Breakfast Included 265

D Central London 321

D Apartments 44 Very Good
@ [ZEEN Apartments Craven Terrace A

D Very Good: 8+ 300

Borough, London - Show on map - Subway Access Location 9.3



https://docs.google.com/file/d/1vxfilekAfgOyxWxzb_94RpZ5C-m55wBF/preview

Interesting Findings

e Average SUS of 6 participants: 72.9 - Above average
e Interestingly, 4/6 participants who found the site easy to use, would not opt

to use it again.
o 3 out of 6 participants prefer a competitor website

e Participants gave relatively high ease of use ratings but moderators
observed more friction

e Though Booking.com is used primarily to compare accommodations, the
“Compare” feature was only discovered by 1/6 participants



Reflection




What went well:

e Controlled testing environment
o Second observation room
e Organized and effective note-taking
system
Dependable participants
Scoped time for tasks
Immediate one hour debriefs
o Affinity diagramming
e Zoom screen share

What we'd do differently

e Expand upon our scenario writing
o Give more details to participants to
better focus tasks
e Testin a natural context
o Where would participants actually
book accommodations (e.g. from
their couch at home?)
e Test with other user groups
o Varying age groups
o Less tech-savvy individuals



What we would test next

e Accessibility - specifically with the low vision population
e Usability across multiple devices (iPhone, iPad, etc)
e Comparison tool

o Our last participant found the comparison tool

e Conduct a competitor analysis to benchmark booking.com
website



Questions?



Appendix




How would you rate the ease or difficulty of the task you just completed?

Task 1: Search @
Average: 5.0 @
1 2 3 4 5
| | | | ¢
Very Difficult Neither Easy Very
Difficult Easy
Task 4: Compare Rooms
Average: 4.3 @
1 2 3 4 5
I | | L~ |
[ | | | |
Very Difficult Neither Easy Very
Difficult Easy

Task 2: Filter
Average: 3.7

1 2 3 4
| | —— |
Very Difficult Neither Easy Very
Difficult Easy
Task 5: Checkout @
Average: 5.0 @
1 2 3 4 5
| | | | d
[ [ [ | T
Very Difficult Neither Easy Very
Difficult Easy

Task 3: Compare Accommodations
Average: 4.0

®

@ @
7
l

1 2 4

| | N

[ | T |
Very Difficult Neither Easy Very
Difficult Easy

Task 6: Add an additional room
Average: 3.8

2
I

@
!
I

—T—w
I

|
| o
Very Difficult Neither Easy

Difficult

100

Very
Easy



Participant Details

Fri’c:)l:)ekl::‘:; of Comfort with Use of Importance of| Importance | Importance
Participant Age Gender vl e bro_wsers Booking.com in Iocfation of I:Tudget of An_1enities
— (Likert) past year (Likert) (Likert) (Likert)
Pilot 25-35 Female 5+ 5 3+* 5 3/4 2
P1 25-35 Male 5+ 5 Never 4 5 4
P2 25-35 Female 3-4 4 Never 4 4 3
P3 25-35 Male 1-2 5 Never 5 5 2
P4 25-355 Male 1-2 5 Never 4 5 5
P5 25-40 Male 1-2 5 Never 4 4 2

*Although our Pilot participant did not meet our selection criteria of using Booking.com two or fewer times in the last
year, we felt that the results from this session were compelling enough to include in our findings.




Note-taking tool

KEY

Difficult or task could not be completed

Task
Search for d

Moderate, some issues

Easy, no issues

Notes

Searches for London

Enters check in date

Enters check out date

Selects 2 adult

Completes search (clicks search)

Filter options based on location,
price and on amenities

Selects location filter

Selects price filter

Selects breakfast included filter

Compare 2 or more
accommodations & select 1

Selects and reviews an option

Navigates back to view other options

Selects and reviews a second option

Identifies best option

Compare 2 or more rooms & select 1

Reviews room details

Selects room quantity

Clicks I'll reserve

Enter booking and personal
information

Enters name

Enters email address

Navigates to final details page

Add an additional room to your
reservation

Clicks on "change your selection"

Modifies selection to include 2 rooms

Clicks #

S SIS
= PSS
S SIS
S
e e e e
e e e =

=~

| |
alal=]=
|
ala =)=
alal==
alaln]a




Affinity map analysis document

A 8 c D E 1

Category Usability Issue/Finding = PI = P2 = = Total

Map Prefers Map View to compare search results l:’ X X

Add Room Confused between room options X _
Wants to filter by an exact price (rather than

Filter/Price ranges in filters) X X

Photos Pictures are a top factor in decision making X X X _

Pop-up Finds Pop up annoying X _

Ammenities Too many amenities listed X X _

Comparing Hard to track room price on tabs X _

Comparing Rooms Hard to compare X X _

Comparison tool Needs a more direct hotel comparison tool X X —
Prefer competitor or "better websites out

Competitor there" X

Filter Skeptical of Central London filter X X _

Photos/Rooms Values room-specific pictures X X _

Pop-up Clears pop out without reading X X X —

Price Prefers price per night X —

Reviews Values reviews and ratings X X X _

ul Too much information X X _
Tried to add a person on the # of guests drop

Add Room down first X 2

Modified search using box on the left of the




1. I think that | would like to use
booking.com frequently.

2. | found booking.com
unnecessarily complex.

3. | thought booking.com was
easy to use.

4. | think | would need the help
of a technical person to use
booking.com.

5. | found the various functions
in booking.com were well
integrated.

6. | thought there was too much
inconsistency in booking.com.

7. | would imagine that most
people would learn to use
booking.com very quickly.

8. | found booking.com very
cumbersome to use.

9. | felt very confident using
booking.com.

10. I needed to learn a lot of
things before | could get going
with booking.com.

Sum

X25

SUS calculation

calc.

calc.

AVG SUS

AVG SUS

72.91666667




Images to be used in report




Level 1: Prevents task completion

Level 2: Creates significant delay and frustration
: Problems have a minor effect on usability

Level 4: Subtle and possible enhancements /
suggestions




Only 1 of 6 participants
found the comparison tool.
Moderators were originally
unaware of this functionality.

London: 4,277 properties found - including 505

Search
Destination/property name:

Search
Destination/property name:

Is the heart button
recognizable to
the useras a
means of
comparison?

London

Checkein date

fonday, April 20, 2020
4-night stay

2adults

No childrer v |1 1room

 tmtraveling for work @

Lendon Prices shown are for your 4-night stay

Check-in date
Thursday, April 16,2020

Check-out date
nts

Monday, April 20,2020 v

my

inste}

nter
Breun A

4-night stay
2adults v
Executive Studio Apart
hildrer v | 1 v
No childrer room ST

I'm traveling for work @

[EELCL Assaha Hyde Park

JBorough, London - Show on map - 2.1 miles
Subway Access

Only 3 like this left on our site

Review score m Filter by:
1,446 reviews
Your Budget
[ s0 - $55 per night

[ 55 811 pr ight

673223 per night
] $223 + per night

4 nights, 2 adults

$408

) Thursday, Apil 16,2020 +

Clarifying the language here
to be more representative of

comparing options.

[

210

2003
1017

London: 4,277 properties found - including 505 great value stays!

ourorpss [ SR gy gy e ]
x

Prices shown aifffor your 4-night stay

[EERE Assaha Hyde Park

Pinster Borough, London - Show on map - 21 miles
‘from center - Subway Access

Executive Studio Apartment - &3
1bed (1 ull)
Only 3 like this left on our site

ptels of the World

Saved to: My nexttrip | i
e

My next trip

Deluxe Double Room - 22
1bed (1 ull)

his left on our site

laglioni Hotel London - The Leading

1fftner person looked for your dates in the last 10 minutes

Review score
1,446 reviews

4 nights, 2 adults

$406

Awesome
393 reviews

Location 9.3

ington and Chelsea, London - Show on ma - 2.5 miles from

4 ights, 2 adults
$1,582

FREE cancellation
No prepayment needed

Select your room



the
jot

Camden is a great choice for travelers
entertainment

We speak your language!

Swinton Hotel has been welcoming §
2005

Most popular facilities

Only 1 of 6 participants
found the comparison tool.
Moderators were originally

unaware of this functionality.

&) Non-smoking rooms i Family rooms

5 24-hour front desk [I1: Elevator ® Breakfast

Compare

T Free Wikl

erty compares to the others you're looking at.

" Booker tip: Stay flexible

Since your dates are a while from now, pick fi

have free cancellation!

Availability

3 out of 6 participants
expressed wanting a
direct comparison tool.

Compare your recently viewed properties

“For the purpose of
comparing the two
[accommodations] this
doesn't tell me enough
information.” (P5)

Deluxe Tower Bridge A... Baglioni Hotel London ... Royal Eagle Hotel

Q 2 miles from center Q 2.5 miles from center Q 2.2 miles from center

Good Awesome Good
7.3 [ R 505 reviews Bl ¢ 020 cvieus
Location 9.1 Location 9.3 Location 8.7

Facilities

®®@

Oe®®®

Mar 13 - Apr 9 Mar 13 - Apr 9 Mar 13 - Apr 9
Price for 27 nights: Price for 27 nights: Price for 27 nights:

$6,873 $10,211 $2,543

Reserve ‘

Facilities

®

View property ‘ ‘ View property




Enhance the understandability of room option information

Usability Challenge: Participants experienced challenges comparing different room

options.

Accommodation Type

Executive Studio
Apartment

Last booked for your dates 4
days ago on our site
(™ Only 3 left on our site!
1 full bed ===y

2% 248 feet?

[) Flat-screen TV

» Free toiletries .~ Toilet

~ Bathtub or shower ., Towels

. Datrinaratnr

Increase negative space to
allow for easier skimming.

Included: 20 % VAT

= 5328 1 Pronktont 0B
Break Ay Deal B
Included: 20T

Recommendation: Consider simplifying room option detail in
room selection process more intuitive.

I'll reserve

« | Confirmation is
immediate

«[No registration required

« No booking or credit

Included: 20 % VAT card fees!

® Breakfast included in
the price

$473
Break Away Deal

» Non-refundable

Included: 20 % VAT

3 out of 6 participants had a
moderate to difficult time
selecting the room number
from the dropdowns.

the table and making the



Enhance the visibility of the “change your selection” feature

Usability Challenge: Participants experienced confusion on how to modify a reservation
from the checkout screen.

- % . . li H i & i
Vour booking details = - - Baglioni Hotel London - The Leading Deline Double Rooi
o 392 reviews ‘ <! Hotels of the World
Thursday, April 16, 2020 from 2:00 PM [EIEEETE) @)rercng (1) 1 Restaurant on ste FREE cancellation before 11:59 PM on April 14, 2020 @
Check-out: | 1 (@) pet riendly You can easily cancel or change your booking for free! Just follow the link from your confirmation email.
Monday, April 20, 2020 until 12:00 PM | -

Total length of stay: 7 60 Hyde Park gate, Kensington and Chelsea, London, SW7 588, United
otal length.of.stay: Kingdom - In city center Inner courtyard view ¢ Air conditioning 7 Private Bathroom [] Flat-screen TV 1j Soundproof Coffee machine

4 nights
Traveling on different dates? ts have rated it 9.3! -
Traveling o ¥4 Minibar
o sstes 3 out of 6 participants took 6 or ' -
more clicks to find the “change Simeptionaly clean 2 out of 6 participants tried to
S ® ~q your selection” option. add a person to the “number of
Deluse Double Room 1218 , Guests: | 2 ¢ Mg:| .. ¢ guests” dropdown instead.
20% VAT $264 Enter your details
Price $1582 * = Sign in to book with your saved details or register to manage your bookings on the go! Full Guest Name
(your currency) ' First name, Last name
Tg{,’:"y‘s Currency £1,224 Arevzzu trav;l:ng for work? ::Iffzosl done! Just fill in the * required ! -

(for 2 guests and 4 nights)

Recommendation: Consider making the “change your selection” option more visible and
giving it a more prominent position on the page.



Reduce or eliminate the number of pop-ups and their frequency

Usability Challenge: Participants expressed annoyance with the number and frequency of

pop-ups.

“I'm going to click this
[pop-up] off... I never pay
attention to those. They
frustrate me. | hate

pop-ups” (P5).
% Finish your >

booking!
1room for $657

Royal Hotel, Sept 20 -
Sept 25, 2 guests

(2]

J ‘ T TOOITT TOT

4 out of 6 participants expressed
finding the pop-ups annoying.

[It's almost yours! We just need a few more details.

We can't save your reservation if you leave the page — when it's gone, it's gone...

+° We Price Match

| Got it, don't show me this again

3 out of 6 participants cleared out a pop-up at least
once without acknowledging the content.

Recommendation: Consider reducing or eliminating the number of pop-ups and their

frequency.



Improve the user interface by reducing information overload

Executive Studio =]

Apartment
Last booked for your dates 4
g r site

(®Only 3 eft on our site}

1 full bed

3 out of 6 participants said that the
website had too much information.

~ Towels

» Linens ~ TV .~ Refrigerator

~ lIroning facilities .~ Iron
» Microy » Heating
~ Hairdryer . Kitchenware

Kitchenette ., Fan

S

» Towels/Sheets (extra fee)

» Electric kettle
~ Cable channels

Wardrobe or closet

{

v Toa
~ Upper floors accessible by
stairs only

v Toilet paper

B Apartment Available

Filter by:

Your Budget

[ s0 - 55 per night
[J 55 - 111 per night
[ 111 - 8167 per ight
[ 167 - 5223 per night

[ s228 « per night

Popular Filters

[ central London
[ Hotels

[ very Good: 8+
[J private bathroom
[ Free cancatiation
[ Avartments

[ sreakfast inciuded

[J bouble beg

Star Rating
[ 1 star

[ 2stars

[ ssters
O astars
[ ssters
[ unvates

Star Rating

[ 1star 7
[ 2stars 138
[ astars 1136
[ astars
[ sstars 324

[ urrated 1218

Distance from center of London
[ Less than 172 mile 125
[ Less than 1 mile

[ Less than 2 miles
Online Payment
[ paypat 2884

Fun Things To Do
[] Fitness center

[ sicycle rental (additional 201

charge)
[ Fitness 169
[[] Massage 124

[ cyciing 121

Availability
[ only show available

properties

Deals

[ A Deals

24-Hour Front Desk
[[] Front Desk Open 24/7

Reservation Policy
[] Free canceliation
[[] Book without credit card

[ No prepayment

Meals
[[] Breakfast Included
[[] Breakfast & dinner included

[ kitchen amenities

Stay Type

[[] Hotels & private rooms
[] Homes & apartments
[[] Hostets & private rooms

[ uniaue & alternative stays

1037




Improve the understandability of price

4 out of 6 participants expressed
wanting to filter by an exact price
rather than the current fixed price
ranges.

\

adults <
No children v 1 foom v
~ I'm traveling for work @

Filter by:

Your Budget

D $0 - $55 per night 93
[] $55 - $111 per night 677
[] $111- $167 per night 1233
[] $167 - $223 per night 1572

\ [] $223 + per night 2413 ‘

Assaha Hyde Park Apartments

Borough, London - Show on map - 2.1 miles from
center - Subway Access

Bresk Away Deal [accommodation
Executive Studio Apartment - & 4 nights, 2 adults Iis'[ing]” (P1)
1 bed (1 full) $406
Only 3 like this left on our site
See availability
Here price is listed as a total for
Baglioni Hotel London - The Leading Hotels of ?Z”ﬁiﬁ!‘li all nights booked.
the World Locatio

I8 Kensington and Chelsea, London - Show on map - 2.5 miles from center

Revi

lew score

1,446 reviews

“Doesn’t seem like it's
applying the [price]
filters over here

Here price is listed as price per night.

3 out of 6 participants prefered to see the price listed

consistently as “price per night.”




Entering details for Checkout

You selected:

Double Room Enter your details

Change your selection

= Sign in to book with your saved details or register to manage your bookings on the go!

Your price summary

Double Room $492 Are you traveling for work? Almost done! Just fill in the *
Yes No required info
20 % VAT $99
Price $591 * Title First Name Last Name *
(your currency) a
v
Property's Currency £457.20 )
in GBP Email Address *
(for 2 guests and 5 nights) Double-check for typos Confirmation email sent to this address
* This price is converted to show you the Confirm Email Address *

approximate cost in $. You'll pay in £. The

exchange rate might change before you pay.

Keep in mind that your card issuer may charge

you a foreign transaction fee. Who are you booking for?
I'm the main guest

How much will it cost to cancel? I'm booking for someone else

If you cancel, you'll pay $59

Double Room

Your booking includes

Free WiFi 7 Private Bathroom
15% off all car rentals in London

Guests:| 2%| &

ot .
@ Limited supply in London for your Full GuestName

dates:
13 three-star hotels like this are First name, Last name
ﬁ a already unavailable on our site
Breakfast $ 13
The fine print Enjoy a convenient Breakfast at the property for $13 per person, per 2 guests, 5 night
night Chang

Non-UK Visa/Mastercard holders only:

Where available, the GBP amount will be Want to book a taxi or shuttle ride in advance?

converted to your card's ‘home’ currency and Avoid surprises — get from the airport to your accommodations without any hassle.
processed through the property's credit card We'll add taxi options to your booking confirmation.
machine.

—
The credit card used to make the booking must ) ETUANI] I'minterested in renting a car




