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Project 2
Online survey

Scope
Surveys are a free and powerful tool to obtain useful data regarding an online
experience.
For this project I created an online survey related to my key study, Hotel
booking App. The data collected will be used to:
- Learn more about users goals when using an hotel booking website/app
- Understand their diﬃculties and problems and listen to their solutions
- Deliver my course project

Tool
The tool used for this project was the free version of SurveyMonkey.
I had a look at the other survey websites but SurveyMonkey was the most user friendly. The only bad thing was that the
comment box is a paid feature, so I had to use a small comment box instead, with the risk that people could leave just short
comments.
It is worth to note that only 60% of the users invited to the survey completed it (18 people). I will take this estimate into
account for my next professional surveys (unless they are paid surveys).
The following message was at the top of my survey to reassure people and ask to answer sincerely and on the best of their
memory.

Survey answers

Question 1

This question was made to understand
what are the leading websites/apps in this
category.
People typed the name of the
website/app in the comment box, then I
collected the data and put them in a pie
chart.

Data show that Booking.com is the major
competitor for all the other Hotel booking
websites/apps.
This means also that users are very
familiar with Booking.com interface and
layout.
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Question 2

This is a golden question and was made to
understand what are the user goals when
using a hotel booking websites.
Answers are collected in a spreadsheet
and are a good base to improve any
website/app in this category.

Most of the people simply wanted to book
an hotel, many of them for leisure.
This answers confirm that Homepage
should have the 80% dedicate to the
search engine and 20% to special deals
and inspirations on holidays.

Question 3

This is a golden question and was made to
understand what are the common problems
users have when trying to complete their
task.
Answers are collected in a spreadsheet and
are a good base for designing solutions.
I think that if people were able to complete
their tasks was also because they had a
good UX.
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The reasons for “No” were
- I was not sure to book
- I was not sure about the destination
- I didn’t find a suitable hotel
- I needed more info to make a choice

Question 4
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This is a golden question and was made to
collect user suggestions and/or their
problem solving ideas.
Ideas highlighted as green/yellow/red are
useful comment that I will take in
consideration when designing a new App.

Appearance

Question 5

Colorful

Full
Busy

Tidy
Attractive

Organised
Elegant

Chaotic
Ugly

Modern
This is an unstructured question and the
purpose is to identify how effective,
friendly, organized, easy to use/understand
are the homepages the user visited.
As this survey is in a small scale, I can link
the adjectives of these bubbles to the
leader website, Booking.com

Safe
Practical
Friendly

Qualities
Accurate

Clear

Quality of results
Intuitive

Nice

Poor

Smart

Affordable
Easy to use

Reliable
Simple

Quick
Fast

Question 6

This is a structured question, very useful
to understand what are the real necessary
filters to take in consideration when
designing a website/app.
It is clear that map and price filters are
the most used.

Survey answers

Other ﬁlter: Booking reviews, parking, wiﬁ, breakfast

Question 7
Survey answers

This is a structured question, and was
made to understand if “contact us”
button needs to be always on the screen.
The answer is definitely No.

Question 8
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This is a structured question,and was
made to understand if “login” button
need to be always on the screen.
The answer is yes, since 56% of the
users have an account.

Question 9

This is the last and a structured question
with the purpose to understand if the
payment process, in general, can be
improved.
Users are quite happy with it, but there
is a margin of further development.

Survey answers

Key ﬁndings
Learnings
-

Booking.com is leader in his ﬁelds - I was not
aware before.
Users are happy with its interface and usability.
Customer service button could leave its space to
other functions.
Price and map ﬁlter are the most preferred.
Login button should have a space on every page.

Possible improvements
-

An area of improvement could be the payment
process.
Another area could be to persuade the other 44%
of users to create an account.
New possible features/services: Inspirations for
weekend destinations? Money back guarantee?
Gain credibility about actual rooms availability
in a certain hotel.
Map ﬁlter can be improved.

