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Scope and tasks
- Learn from the apps of the major competitors of my case study
- Understand how these apps solve problems and what conventions they use
- Look for their strengths and weaknesses as opportunities to do better
-

The research will be based on Homepage, Search flow and Payment process.

I am going to use the following colors to mark the findings

Also, I am going to use this symbol            as a cursor (eg. if I click here then I will land on the following screen)

In these boxes                 I will translate some key words from Italian, where the software is nationalized. 

Positive                               Needs improvement                   Negative





Homepage
1. Where is the Hilton logo?
2. The picture gives a feeling of “I am enjoy myself”, 

more focused on a trip rather than on a stay in an hotel
3. “Find a hotel” easy and straightforward 
4. “Offers” looks a bit out of place

Bottom page buttons:

5. Easy access to past bookings and login. Useful 
“Contact” button

2

3

2
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Search flow
1. While typing in the search box, 

a list of destinations around the 
world helps to complete the 
process quickly.

1



Search flow
1. After selecting the destination, 

the following screen is for the 
date selection. User selects ck-in 
and ck-out dates and at the 
bottom there is a feedback box 
(eg. 4 nights)

2. Next screen is dedicated to the 
number of guests. A feedback 
box at the bottom is always 
reassuring.

2

1



Search flow
1. A temporary summary helps to 

understand where I am in the 
process

2. Search with points is unclear
3. I would like to access to Special 

Rates, but there are a number of 
words/codes/rates that are not 
easy to understand if you aren’t 
already a client.

1

2
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Search flow
1. After “See Result” button an 

Error appears (what? why now?)



Search flow
1. 2 hotels are available and I 

can check their position on 
the map in the easiest way.

1



Search flow
1. Choose a room and select 

the rate is quick and easy



1. I have the opportunity to continue 
without registering as many people 
like.

Payment process



1. Why Sw doesn’t know I am 
in UK?

Payment process



1. To change the country 
there is a drop down menu 
instead of typing (as for 
the list of  the hotels). This 
slow down the process.

Payment process



1. Clever idea to give benefits 
in return for being added 
to the mailing list.

Payment process





Homepage
1. Accor logo and claim as first screen 

(last around 5 seconds)



Homepage
1. Pictures are related to the business
2. SW knows my language (the one set 

on my mobile phone)
3. Sw is set as I need a room for tonight 

and for myself only
4. Good use of the bottom page: 

inspirations on new destinations, 
info, services.

Bottom page buttons:

5. Easy access to past bookings and login 
as a member

Where are you going?

Search

1

3 1 person/1 room

4

5

Destination



Search flow
1. Typing a name of a city leads to some 

suggestions regarding major 
attractions of the city, train stations, 
and so on.

2. Quick and easy selection of dates

1 2



Search flow
1. Quick and easy selection of guests

2. Summary of the choices taken. A 
summary is reassuring

1
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Search flow

1. “Filtra”, leads to a choice of filters, 
based on prices, distance to the city 
centre, Tripadvisor’s rating (this save 
time to the user that would have 
done this research independently).

* this and next 2 pages to show filters on hotels

Filter



1. “Filter and currency” filter: select 
sub-businesses, star rating and a 
big number of perks. There is also 
the opportunity to change currency 
on this screen

* this, the previous and the following page to show 
filters on hotels

Search flow
Filter and currency



1. “Map” filter shows the position of the 
hotels on a map

Search flow
* this and previous 2 pages to show filters on hotels

Map



Search flow
1. Easy selection of 

type of room and 
rates

Select this rate



Search flow
1. SW ask me to become a member, and 

shows all the benefits related. But if I 
do not wish to become a member, I 
have the choice to continue as a 
guest (paying slightly more).

2. There are a few words that don’t 
make sense, most probably 
mistranslations.

continue as 
member

continue as 
guest

Become a member

1



Payment process
1. SW asks the reason of my trip (work 

or leisure?) but selection is not 
mandatory.

2. SW knows I am a woman and shows 
only titles for women.

3. Typing the name of my country leads 
to suggestion to save time.

3

2

1

country



1. SW ask my nationality and it is 
mandatory. What is the purpose of 
this data?

Payment process

confirm 
your data



1. The summary before payment is 
reassuring

Payment process

Book

Complete your 
booking





1. Screen with BW logo for 2 sec, then 
first picture is related to an holiday

2. SW knows my language (the one set 
on my mobile phone)

3. Login button is fake as I can 
continue without registering

Homepage

Book to the lowest 
prices guaranteed

3 Login or register

Insert destination



1. SW asks to know my position, this 
could be a good feature if I needed 
to look for an hotel nearby

2. Typing a name of a city leads to 
some suggestions regarding major 
attractions of the city, train 
stations, and so on.

Search flow

2

1



Search flow
1. The following screens are the 

selection of dates and guests. 
This is quick and easy although 
some words are mistranslated

2. Summary page is reassuring

Select a rate

1

2



Search flow
1. “Select a rate” lead to this page.   

I would like to have a good price 
but I don’t know these acronyms. 
Also “Migliore Tariffa” means Best 
Rate!

2. Unfortunately “Migliore tariffa” 
needs a code that I don’t have.

Select a rate

2

1



Search flow
1. SW offers a discount in return of 

signing with my email
2. Map is a good feature, it shows the 

location of the selected hotel

3. SW also shows the Tripadvisor rates 
on each hotel. This feature save 
time to the user that would have 
done this research independently.

1

2

3

3

10% discount



Search flow
1. Filter is a good feature with many 

options: filter by distance, max 
price, perks.

2. “Select a rate” is the copy of the 
previous filter (with acronyms, 
points and discount codes - not 
easy to understand)

Select a rate



Search flow
1. Easy selection of the room, 

although the description is poor



Payment process
1. Last page is a very long one, with 

loads of information before 
processing the payment.

2. It starts with a summary, that is 
reassuring

2



Payment process
1. Then the SW requires login and 

password or I  can register now
2. The SW, that should know my 

geolocation now (I gave my consent 
before), is set as my address was in 
the US

2

1



Payment process
1. To change my address it uses a 

drop down menu that takes a few 
seconds of my time

2. For some reasons the “country” 
menu doesn’t work

United Kingdom Country/County 2

1



Payment process
1. The payment 

“box” is just 
in the middle 
of this long 
page, and the 
last attempt 
to convince 
me for their 
mailing list.

There are 
definitely too 
many 
information 
for one page.

Book

Cancellation 
rules

Taxes

Send me your 
special offersPayment





1. Trivago logo as first screen for 2 
sec, then the first box is for 
searching engine. No pictures are 
shown.

2. SW knows my language (the one set 
on my mobile phone)

Homepage

2

1



Homepage
1. Scrolling down the homepage, the 

SW offers two more options: look 
nearby and login.

2. If I need an hotel nearby, Sw asks 
consent to know my location.

Relax, we’ll take care of 
anything

Create account or 
login

Look for an hotel nearby

1

2

Consent to access 
to my position



Homepage
Bottom page buttons:

1. Easy access to: 
- previous bookings
- suggestion on weekend 

destinations
- favourite hotels
- app settings

  

What are you going to do 
this weekend?

create account

1

Currency



Search flow
1. Typing a name of a city leads 

to some suggestions regarding 
major attractions of the city, 
hotel names, and so on.



Search flow
1. Quick and easy selection of dates, 

with a summary at the bottom
2. Easy selection of number of guests

2

1



Search flow
1. I then can access to a list of hotels 

and I have the option of checking 
their position of the map.



Search flow
1. Or I can use 

filters to narrow 
my research

Price per night

Rating

Distance

Perks



Search flow
1. Or I can order by rates, price, 

distance as combined data
2. However this drop down menu 

seems redundant as “Filters” 
button already includes similar 
options

1

Rating+recommended

Distance+recommended

Price+recommended



Search flow
1. After selecting the hotel I am 

interested in, I am redirected to 
Edreams website.

2. Before going, I can’t double 
check all the specifications of my 
hotel on Trivago and I can’t pay 
for it.

*Note that Trivago is a metasearch engine or search 
aggregator

1

1



Key findings, the good ones

Homepage

- Uncluttered first screen with a 
good picture or claim

- Space for offers and discounts is 
an option to put under the 
search engine box

- Bottom buttons for login, past 
bookings, favorites, settings or 
contact

Search flow

- While typing into the search 
box SW should display 
suggestions for my trip (eg. 
cities, attractions, museums, 
train stations)

- A summary helps to tell where 
the user is in the process

- The list of hotels should be 
linked to their position on the 
map

- Filters are very useful, although 
not all the options are necessary

Payment process

- Before proceeding to the 
payment a summary is useful 
and reassuring

- Ask only the necessary 
information



Key findings, the bad ones

General

- Don’t fill pages with loads of information
- Don’t use acronym or words that just clients (may) know
- Lots of filter options can slow the process
- Speed the process for the user where possible (e.g. don’t use drop down menu when other options are quicker)
- Use the information you already know on the user to make it quick and easy (eg use geolocation to set the 

country in the address box)
- Don’t ask for unnecessary information


