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Product

Booking.com is a travel 
booking website that provides 
a one-stop shop for users to 
find, compare and book 
lodging accommodations, 
flights, and more.



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
● Comfortable using desktop browsers



Usability Challenge

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

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

● Research Questions:
○ How easily and successfully do participants search for accommodations?
○ Can participants easily and successfully find the information they need to make a 

decision?
○ Do participants understand how to compare and filter lodging accommodation options?
○ How easily and successfully do participants book and confirm accommodations?
○ What obstacles do participants encounter while using the Booking.com website?



P1

Participant Details
● 6 Total participants

○ Includes Pilot

● 2 female, 4 male

● Ages 25-35

● Seattle Residents

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

● Value budget when booking travel

● Friends and family of the researchers

Pilot

P2 P3

P5P4



Testing Details

● Testing occurred over 2 days: 1 hr scheduled 
sessions w/ 1 hr of debrief in between

○ Began w/ a pilot session 

● In-person, moderated usability testing
○ 1 moderator : 1 participant

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

○ Testing room with desktop computer
○ Screen recording using Zoom to capture 

participant interactions and facial 
expressions

○ Video recording to capture body language
○ 3 observers located in viewing room next 

door recording notes



Data Collected

● Pre-study questions 
○ To understand travel habits and activity

● Observer perceived difficulty rating per activity
○ Observers ranked severity of tasks

● Likert after each task 
○ To measure ease or difficulty of completing the task
○ Very difficult - Very easy (1-5)

● Qualitative insights from probing
○ Eg. What was most impactful in choosing that 

accommodation?
○ What did that make you think or feel?

● System Usability Score post-test
○ Understand overall perceived usability

● Post-study questions
○ Participant feedback / Propensity to use 

booking.com



TL;DR

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

● Recommendations: 
○ Overall simplification of UI 
○ 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



What Works Well



Search for accomodations

● 6/6 Participants found 
search to be easy and 
intuitive

● All participants rated this 
task as Very Easy in the 
post-task questionnaire

 



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



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

Room specific photos 
available by clicking 
this icon



Entering details for Checkout

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

 



Opportunities for 
Improvement



Severity Rating
Dumas and Redish Scale

Level 1: Prevents task completion 

Level 2: Creates significant delay and frustration

Level 3: 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.

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. 

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

Is the heart button 
recognizable to 
the user as a 
means of 
comparison?

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



Enhance the usefulness of the comparison tool 

Interface Challenge: Comparison tool lacks detailed information per accommodation.

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

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

Only 1 of 6 participants 
found 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)



Comparison Tool Clip (P5)

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. 

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

Increase negative space to 
allow for easier skimming.

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



Enhance the visibility of the “change your selection” feature

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

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

3 out of 6 participants took 6 or 
more clicks to find the “change 
your selection” option.

2 out of 6 participants tried to 
add a person to the “number of 
guests” dropdown instead.



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.

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

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

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

“I’m going to click this 
[pop-up] off… I never pay 
attention to those. They 
frustrate me. I hate 
pop-ups” (P5).



Pop-ups Clip (P5)

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.

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.

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



Improve the understandability of price

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

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

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

Here price is listed as a total for 
all nights booked.

Here price is listed as price per night. 
3 out of 6 participants prefered to see the price listed 
consistently as “price per night.”

“Doesn’t seem like it’s 
applying the [price] 
filters over here 
[accommodation 
listing]” (P1).



Price Confusion Clip (P1)

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


Interesting Findings

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

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

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

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



Reflection



What went well: 

● Controlled testing environment
○ Second observation room

● Organized and effective note-taking 
system

● Dependable participants
● Scoped time for tasks
● Immediate one hour debriefs

○ Affinity diagramming
● Zoom screen share

● Expand upon our scenario writing
○ Give more details to participants to 

better focus tasks
● Test in a natural context

○ Where would participants actually 
book accommodations (e.g. from 
their couch at home?)

● Test with other user groups
○ Varying age groups
○ Less tech-savvy individuals

What we’d do differently: 



What we would test next

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

○ Our last participant found the comparison tool
● 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?



Participant Details

Participant Age Gender

Frequency of 
booking 

travel per 
year

Comfort with 
browsers 
(Likert)

Use of 
Booking.com in 

past year

Importance of 
location 
(Likert)

Importance 
of budget 

(Likert)

Importance 
of Amenities 

(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



Affinity map analysis document



SUS



Images to be used in report



Level 1: Prevents task completion 

Level 2: Creates significant delay and frustration

Level 3: Problems have a minor effect on usability

Level 4: Subtle and possible enhancements / 
suggestions



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

Is the heart button 
recognizable to 
the user as a 
means of 
comparison?

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



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

Only 1 of 6 participants 
found 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)



Enhance the understandability of room option information

Usability Challenge: Participants experienced challenges comparing different room 
options.

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

Increase negative space to 
allow for easier skimming.

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



Enhance the visibility of the “change your selection” feature

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

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

3 out of 6 participants took 6 or 
more clicks to find the “change 
your selection” option.

2 out of 6 participants tried to 
add a person to the “number of 
guests” dropdown instead.



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

Usability Challenge: Participants expressed annoyance with the number and frequency of 
pop-ups.

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

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

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

“I’m going to click this 
[pop-up] off… I never pay 
attention to those. They 
frustrate me. I hate 
pop-ups” (P5).



Improve the user interface by reducing information overload

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



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.

Here price is listed as a total for 
all nights booked.

Here price is listed as price per night. 
3 out of 6 participants prefered to see the price listed 
consistently as “price per night.”

“Doesn’t seem like it’s 
applying the [price] 
filters over here 
[accommodation 
listing]” (P1).



Entering details for Checkout


