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Objectives

● To better understand the goals of users that 
browse hotel websites and apps.

● To discover what users are trying to accomplish 
during their browsing sessions.

● To distinguish how users are browsing hotel 
websites and apps. 

● To identify any potential pain points that users 
might encounter.

● To learn of any suggested new features that 
users might propose.

Tasks

● Create an online survey that addresses the 
aforementioned objectives.

● Share the survey to a minimum of ten participants 
using email and social media as a tool for 
distribution.

● Effectively communicate the results of the survey 
and evaluate the data that is gathered.



Survey Questions

1. What is your age group?
2. On average, how often do you visit hotel booking websites or apps?
3. When was the last time you visited a hotel website or app? 
4. Why did you visit the hotel website or app that day? What was the main goal 

of that browsing session?
5. Were you able to complete your task that day? If not, why not?
6. What is your preferred device to use when browsing for or booking a hotel 

room?
7. Do you prefer to book your hotel room through the hotel’s website or app, or 

through an aggregator website or app such as booking.com? Please explain 
your reasons.

8. What is the most important factor when booking a hotel room?
9. In general, how easy do you find the hotel booking process?

10. What improvements would you like to see to the hotel browsing and/or 
booking process?

Information

● Online survey tool - Google forms
● Number of respondents - 36 people
● Method of distribution - email and social media
● Time frame - 7 days



1.What is your age group?

Objective: 
It is important to learn the age demographic of 
our users. This demographic will be of particular 
significance in guiding the research stage, when 
undertaking analysis. 

Results:
Findings from this question highlight that the 
majority of the survey participants were 
represented by the ‘25-34’ age group at 52.8%, 
followed by the ‘18-24’ age group at 36.1%. 
There were two age groups that were not 
represented by the users in this survey (35-44 
and 45-54). 



2. On average, how often do you visit hotel 
booking websites or apps?

Objective: 
I want to discern what the users’ routine hotel 
booking habits are. Furthermore, I am also able 
to gain insight into how proficient users might be 
with using hotel websites and apps. 

Results:
55.6% of users have visited hotel booking 
websites or apps multiple times a year. 97.2% 
of participants in this survey have used hotel 
booking websites or apps at least once per 
year, so we might assume that they are 
moderately versed with the hotel search and 
booking process.



3. When was the last time you visited a hotel 
website or app? 

Objective: 
A follow up question from question 2, in order to 
further understand the users’ hotel browsing 
and booking habits. Again, it gives an indication 
as to our users’ proficiency with browsing for or 
booking hotel rooms. 

Results:
88.9% of users have visited a hotel website or 
app in the last six months and 97.1% of 
participants have done so within the last year. 
Only one participant said that it had been over a 
year since they last visited a hotel booking site 
or app. This further enforces notions of users 
being well versed with the hotel search and 
booking process.



4. Why did you visit the hotel website or app 
that day? What was the main goal of that 
browsing session?

Objective: 
A question that aims to discover what the users 
are trying to achieve during their browsing 
sessions on hotel booking websites or apps.

Results:
38.9% of users visited to check
hotel prices. The second highest scoring goal 
was to book a hotel room at 30.6%. 11.1% of 
user’s wanted to check hotel deals and 11.1% 
wanted to check hotel room availability. 8.3% of 
users either wanted to browse for fun or check 
amenities ahead of booking.



5. Were you able to complete your task that 
day? If not, why not?

Objective: 
In relation to question 4, this will help to 
distinguish any possible pain points that users 
are encountering during their browsing and/or 
booking sessions.  

Results:
69.4% of users were able to
complete their goals when they were last using 
a hotel website or app. Half of the users that 
selected ‘No’ stated that the reasons as to why 
they were unable to achieve their goals were 
due to ‘spam and nonsense’, ‘waffle’, ‘pop-up 
adverts’ and ‘not enough clarity’. The other 
answers were price driven.



6. What is your preferred device to use when 
browsing for or booking a hotel room?

Objective: To gain an understanding of how 
users typically search for and book hotel rooms. 
This might determine a device preference for 
this task.

Results:
The majority of users (47.2%) said that they 
browse for or book hotel rooms through a 
website using a laptop or desktop computer. 
However, 52.8% of users prefer to use a mobile 
device. 83.3% of users prefer to use a website 
as opposed to an app, with only 16.7% of users 
use apps in order to browse for or book hotel 
rooms.



7. Do you prefer to book your hotel room 
through the hotel’s website or app, or through 
an aggregator website or app such as 
booking.com? Please explain your reasons.

Objective: 
It is important to discover users’ preferred 
platform for browsing and booking hotel rooms. 
It enables insight in to which platform is deemed 
the most reliable or trustworthy, and for what 
reasons.

Results:
The results were very divided, with 55.6% 
preferring aggregator sites, and 44.4% 
preferring to book directly through the hotel’s 
website or app. Most users that use aggregator 
websites stated that they use it as a search 
engine of sorts, allowing for comparability and 
checking for deals. Those that chose direct 
through the website felt it the more secure of the 
two options, feeling it more credible and reliable.
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8. What is the most important factor when 
booking a hotel room?

Objective: 
To get a critical understanding of what users 
deem to be the most valuable aspect when 
browsing for and booking hotel rooms. What is 
the most desirable and significant detail to 
them?

Results:
63.9% of users would place the price of hotel 
rooms as the most important factor in the 
browsing and booking process. ‘Location’ was 
the second highest scoring answer at 19.4%. 
‘Amenities’, ‘Cancellation policy’ and ‘Hospitality 
included’ were not important to users as each 
category scored 0%. The one user that selected 
‘Other’ said that they rate both ‘price’ and 
‘location’ with equal importance. 



9. In general, how easy do you find the hotel 
booking process?

Objective: 
To discern whether or not users’ find the hotel 
room booking process itself to be arduous on a 
sliding scale of ‘very easy’ to ‘very difficult’.

Results:
The majority of users understand the booking 
process to be of ‘easy’ or ‘average’ difficulty, 
scoring 44.4% and 41.7% respectively. 8.3% of 
users find the process ‘very easy’ and 5.6% 
found it to be ‘difficult’.



10. What improvements would you like to see to 
the hotel browsing and/or booking process?

Objective: 
To secure users’ thoughts and opinions on 
suggestions for refinements or new 
functionalities for hotel websites or apps.   

Results:
Overall users’ answers highlighted that the 
following concerns need addressing:
● Clearer, clutter-free interface
● Simpler search and filter function
● Concise information regarding price, 

dates, location and images
● More intuitive navigation



10. What improvements would you like to see to 
the hotel browsing and/or booking process?



Summary

● The majority of respondents were young adults, aged 18-34 years old.
● Nearly all respondents visit hotel booking websites or apps at least once per year, over half of which do so 

multiple times per year.
● During their browsing sessions respondents are mostly checking for prices and deals, followed by booking a hotel 

room.
● The respondents that struggled to complete the desired objective in their last browsing session stated that the 

interface was cluttered with waffle, spam and pop ups.
● Over half of respondents preferred to use their mobile device, but nearly all respondents would choose a browser 

as opposed to an app.
● Just over half of respondents use aggregator sites as a search engine to compare deals and prices, with just 

under half preferring to book directly through the hotel’s website or app for security and reliability purposes.
● Most of the respondents value the price as the most important factor in the hotel booking process, followed by 

location and then comparability. 
● Improvements that respondents would like to see to the hotel browsing and booking process include a 

minimalistic interface that is free from clutter, a simpler search function, concise hotel information and more 
intuitive site or app navigation.


