Competitive benchmark

Hotel case study project 1:Jeff Miller

Objectives:

» Learn how best in class desktop websites solve
the problems we are trying to solve.

« Understand the conventions we should follow.

+ Highlight best practice that we should emulate.

9 Expedia Hotels.com

Website search categories:

Homepage

Search and select
Booking process results
Payment and confirmation

Tasks:

« ldentify four websites to benchmark against.

+ Define which aspects of their software you want to look at.

* Review each by taking screenshots with plenty of commentary
to explain what is happening and why it is note worthy.

price"ne.com‘”



@ Expedia’

Expedia Group, Inc. is an American online travel shopping company for consumer and small business travel.

Expedia.com homepage

|
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’ Search stays 1

Q Goingto B pecs B pecto 2 1room, 2 travelers
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35 out & whole new way to play in Vancouver.

1 The Expedia.com homepage gives the user an opportunity to search
for a hotel according to location, check-in and check-out dates and
allows the user to select the number of rooms and travelers.

Expedia.com search results
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2 It also includes a drop-down list with specific criteria as seen in the
above screenshot.

3  Theresults page included a list of amenities on the left side of the page
as seen above. When the user clicks an amenity, the page automatically
scrolls back to the top of the page. The user then must scroll back to where
they were and continue scrolling to choose another amenity. This happens
each time an amenity is selected and becomes time consuming and frustrating
for the user.



Aloft Atlanta Downtown Hotel homepage
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1 The Reserve a room button is obvious and easily directs the user to the reservation — . : — -
page. Once clicked, it takes the user to the Rooms page to make a reservation. vroes it 350 s e h .
. . . . " . - et o S e e e DS N $820.79
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However, once on the Rooms page the user must again select a refundable room, el dupimirl
at which time they are charged an additional fee of $27.00.
$18.67

3 The payment process is user friendly and easily processed. There are other options
for the user to select such as Protect your hotel for $18.67, which ensures that if you cancel
beyond the cancellation date or check-out early, you are not charged the regular fee.

Summary: The overall experience was understandable, providing the user reads through
the options and information provided throughout the search. Some information provided
was not necessary for the task of booking a hotel room.



Hotels.com

Hotels.com offers hundreds of thousands of bookable properties in more than 200 countries, ranging from international chains and all-inclusive resorts
to local favorites and bed and breakfast, together with all the information needed to book the perfect stay.

Hotels.com homepage Hotels.com search results
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The user is then able to select specific criteria as seen above. However, each
time you click an option the page automatically scrolls to the top. Although this
seems cumbersome and inconvenient, it allows the page to update with the hotels
that fit the criteria selected.

1 The Search button leads the user to a page that allows them to personalize their search. 2



Atlanta Marriott Buckhead Hotel and Conference Center

Search results for the Atlanta Marriott Buckhead
Hotel and Conference Center
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Star rating
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1 Asthe user selects options as seen in the screenshot on the previous slide, the user
continues to scroll to select additional options. As seen above, there is quite a bit of
negative space on the page from the images to the footer of the page. It seems like
a lot of unused space that could have been used to provide additional information
on the hotel and the surrounding area.

Additional search results
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2  After selecting the criteria and clicking to proceed, the user is brought to the above

page where they allowed to click the Choose Room button. The image on this
page is not visually appealing and could have been a more engaging image.
Otherwise, the functionality thus far is a good user experience.



Atlanta Marriott Buckhead Hotel and Conference Center

Room options and pricing
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After selecting, Choose Room, the user is lead to a page that provides even more options
such as free breakfast, which the user had already chosen while selecting the criteria

on the previous pages. It gives various prices for non-refundable, refundable, and

free breakfast. These filters had already been chosen, so it seems redundant that they
continue to provide these options.

Payment options
2

Pay online Pay at hotel

2 After selecting, Choose Room, the pop-up message for payment type is clear

and well designed for the user experience.

3 After completing the text fields with personal information and payment information,

the user can scroll down to see the above view which includes an option to join
hotels.com rewards, the cancellation policy, and the final button to book the room,
which has a good user flow and creates a good experience at the end of the booking.

Summary: The overall experience was understandable and provided a good
user experience compared to Expedia.com. Although, there is room for some
improvement, the overall experience was understandable and easy to navigate.



priceline.com

priceline.com homepage Search results for the Holiday Inn Express and Suites
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] After selecting the same options as the previous searches such as, Refundable, One Bed, 2  The above page provides options for rooms, amenities, a map, and services.
Downtown Atlanta, and Free Breakfast, the user was only left with three choices of hotels. Below that are options for the number of beds and room arrangement as seen

(The above image shows two of the three hotels.) on the following slide.



Holiday Inn Express and Suites, Downtown Atlanta
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Best Price. GUARANTEED. .. Executive King Room -
Exclusively for Priceline membes " Non-Smoking Non Refundable $260 “
w &
. 4260 “
Standard Room © ®BESTDEAL
Sleeps up to 2 56
‘ Similar Hotels in Downtown Atlanta
Compare to other properties in this area before you book:
1 Kl -] Double Room with Two Lol R i
“ ~! Double Beds - Non- 52'2‘; 2 o o
" 3 . = - Atlant: te
Sericking o e L
2Double Beds - Sleepsupto 4 PR T s
- T i Neighborhood ‘D’:.r".-.n Atlanta Jowntown Atlanta
| T Price per night | $223 14
. 4
L

i di 1! Special discounts when you cal
,/, .~ Queen Room with Two . Special discounts when you call .
** Queen Beds - Non- 237 e 3570073 1(833) 357-0073
; paiapirihgt Flexible Cancellation

1 Above are options for the number of beds and room arrangement. 2  Before selecting the Executive King Room + Non-Smoking, There were options
for Nonrefundable and Flexible Cancellation, which are priced the same. Below
that there are options for Similar Hotels in Downtown Atlanta, however, the label
reads, Express Deal with a 2 star rating and price listed at $145.00 as opposed
the room that was selected at $223.00 per night. It almost seems unfair to the
priceline.com higher-end clients to give the user an option to choose a low-end
hotel for a much cheaper rate. On the bottom right corner is an option to call for
special discounts. These options appear to be prompting the user to select
a discounted room with less quality than what they had already selected.



Holiday Inn Express and Suites, Downtown Atlanta
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1 Above is the Complete Booking page which is clear and concise. The long, green 2  The Complete Booking page also incudes payment options which are easy
Button is good design as it is very descriptive in its appearance. to navigate and select.

Summary: The overall experience was understandable and provided a good
user experience. The booking and payment options were clear and concise
making it a good overall experience for the user.



KA Y ALK

Kayak.com homepage Kayak.com search results
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1 The kayak.com homepage provides options for the user to select a destination, 2  The kayak.com search results leads the user to a page with a list of hotels
the check-in and check-out dates, and the number of travelers. to choose from or select specific criteria before choosing a hotel.

3 When selecting options, the page did not automatically scroll to the top like the
other websites. This made for a much better user experience. It also gives the user
a list of all hotels without selecting a specific price range like the other websites.

4  Thereis a drop down menu that lets the user select their pricing options. Under
each price the user may question what Snaptravel is. After clicking View Deal,
the user is taken to the snaptravel page on the following slide.



KA Y ALK

Snaptravel pop-up page

71 snaptravel 413 -

Holiday Inn Express And Suites Atlanta Downtown An IHG Hotel

34378

B E $ 1 77v‘ni5ht
Hurry! Offer ends in 1day

NG
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1 The snaptravel pop-up page gives the user an option to have an offer sent to them 2  After selecting SMS, the user received the above text message on their mobile
via Messenger or SMS, which many users will not understand, and may be reluctant device which includes a code that is entered into a text field on the website.

to select these options.
3 This is where it became very confusing for the user. After entering the code
and clicking Submit, the user is lead to the page on the following slide.



KA Y ALK

Snaptravel results after SMS code applied
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1 After selecting SMS, receiving the code, and applying it, the user is brought to the
above page which appears to have saved them one dollar on the room.

€ Atlanta Hotels

| 1bed @ Roci: bisschd Acspre $17 7 nigne

lem 1 queen bed o RS $184 /o

Pay using Snappay to get 10% off all bookings, 5% off giftcards }
and 2% off all other purchases

Unlimited upfront discounts on all purchases online or in-store: No credit check required.

1=m 1double bed Standard Boaen, } Doubie 318611

The above view is below the previous image when the user scrolls down.
Now they are provided with even more options for the number of beds which
had already been determined in the original search.

Additionally, the user is given an option to pay with snappay which requires
signing up for snappay and opening a new account. Below the snappay option
are more room options with room sizes, number and size of beds, and free
breakfast which had all been specified in the original search. Since the user
selected one king size bed to start, none of these options are even desirable.



KA Y ALK

Snaptravel results after SMS code applied (continued)

€ Atlanta Hotels

Rooms
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VIEW MORE ROOMS ‘

Find a room:
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1 After receiving options that are not in line with the search, the user scrolls below
the options that are not desirable to be given a Find a Room option which appears
to begin a new search and an option to Chat Now. This has taken the use further
away from their original search. It is very confusing that the search began with
kayak.com and when selecting the room of choice, the user is taken to snaptravel
where options are not in line with their original search. What began as a very user
friendly search, became a confusing experience with snaptravel. Oddly enough,
it appears that kayak.com allows this confusion as each original room had snaptravel
under it so it appears that the user has no choice but to go from a kayak.com search
to a snaptravel search which becomes a very poor user experience.

Room Unavailable Due to Sold  close
Out Price

sorry, but your rate for this hotel room has expired.

There are available with similar price
VIEW OTHER ROOMS !

Regardless of all the additional offers, the user scrolled back to the top of the page
and selected the original room with the queen size bed and free breakfast.
Unfortunately, clicking to book the room led to the above pop-up which informs the
user that the room is no longer available due to sold out price and prompts them
to view other rooms. This search has led to confusion and frustration. The time
spent on this search makes for a very poor user experience.



KA Y ALK

Snaptravel results after SMS code applied (continued)
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1 After clicking the View Other Rooms option from the previous screen, the pop-up was
removed and the original button on the Holiday Express and Suites pictured above
became a page loading icon that spun indefinitely. After waiting 15 minutes for the
page to reload or provide other options the user selected the Atlanta Hotels button
on the top, left portion of the page.

I1 snaptravel EXPLORE TRIPS ~ creorrs (KN PROFILE ~
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sortBy: Price

GO TO MAP VIEW

v
$64
Refer a friend and give 10% get °
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Hotel Name

After clicking the Atlanta Hotels button, the user was brought to the above page
that began a new search beginning with rooms priced at $64.00. Please note how
the bottom image overlaps the modal below it and makes it impossible to read.
This demonstrates poor design, development, and deployment. This page scrolled
through a list of 50 hotels. Each has a price discount at the top of the image.

The prices were listed from $64.00 per night through $159.00 per night. None of
these options were in line with the original search.



KA Y ALK

Snaptravel results after SMS code applied (continued)

...... - Q
Hilton Garden Inn Atlanta Airport North v
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Hilton Garden Inn Atlanta-Buckhead
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1 Onthe list of 50 hotels, The Holiday Inn Express and Suites Downtown Atlanta was
not listed. Instead, number 36 on the list is the Holiday Inn Hotel & Suites Stockbridge
which appears to be at least 30 miles outside of Atlanta.

This is where the kayak.com/snamptravel search ended.

Summary: The search began with kayak.com and was a good user flow to start.
However, when selecting a hotel, the user had no choice to remain on the Kayak.com
website and was then taken to the snaptravel website, which appears to be completely
different from kayak.com. The search became confusing and time consuming as to
many options were provided and too many actions had to be taken. Since booking

a room was not a simple task, as it should be, the search ended with confusion and
frustration. The user then went directly to the hotel website and learned that the room
they had chosen was not available during the specified dates in the original search.

It may be that because the room was not available during the specified date that the
search became so complicated. It would have provided a much better experience if
that had been announced when the hotel was selected for those dates. Overall, the
experience was time consuming and confusing. It ended without booking a room
through kayak.com / snaptravel.



