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We’'re often asked..

How to
prioritize

VWhat are the
trade-offs?



..
Identify: what feelings do you want your customers
to have when they interact with your brand?
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If you’re a luxury hotelier or cruise line, perhaps
ou want them to feel pampered or relaxed...
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If you’re an economy sector hotel or car rental
brand, perhaps you want them to feel efficient...
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. _..orif you'’re a family destination, perhaps you want
v/ them to feel excited and prepared throughout.
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Step 1:
Get agreement on how
you want your
customers to feel
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Step 2:
Pretend that
you re the customer
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To keep up, you must be your own Avinash

Meet Avinash

Digital Marketing Evangelist
and user experience advocate

http://www.kaushik.net/avinash/ +avinash

B | .
thinktravel | @avinash
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Step 3.
Experience “finding” and
‘doing” as a customer
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How easy Is
across devic

Videos Popular NYC Hotels  Best Rated NYC Hotels
News Cheap NYC Hotels Budget NYC Hotels
)
) i o q A
| Shopping 500 Hotels in New York - Half-Price Hotels | booking.com

More www.booking.com/New-York-Hotels - J %%k 1,038 seller reviews
Book your Hotel in New York online
691,960 people +1'd or follow Booking.com

San Francisco, CA Most Popular Hotels - Budget Hotels - Best Reviewed Hotels - Luxury Hotels

Change location

Night Hotel New York City - Enjoy Style & Class in Midtown.
www.nighthotelny.com/NewYorkHotel
Show search tools Modishness not Modesty, $379/Night

Book Now: Night Hotel NY - Specials & Packages - Amenities & Services

1) 132 West 45th St, New York, NY
(212) 835-9600 - Directions

New York Hotels - Compare Hotels in New York and Book with ...
www.expedia.com/New-York-Hotels.d178293.Travel-Guide-Hotels

Need a hotel in New York? Choose from over 503 New York hotels with huge savings.
Whatever your budget, compare prices and read reviews for all our New ...
Manhattan Hotels - Times Square - The Milford NYC - 4 Star Hotels in Manhattan

New York City hotels - TripAdvisor
www.tripadvisor.com/Hotels-g60763-New_York_City_New_York-H...

September 10, 2012: New York City Hotels on TripAdvisor: Find 278109 traveler
reviews, 124960 candid photos, and prices for 431 hotels in New York City, ...
Reviews and Deals - Casablanca Hotel Times Square - Distrikt Hotel - Hotel Elysee
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Ads - Why these ads?

Google Offers: Hotel Indigo East End
$159 for a one night stay in a
deluxe standard room with a 60
minute ...

Hotels in New York
www.holidayinn.com/

Reserve Hotels in New York, NY.
Free Internet & Kids Eat Free!

NY Hotel
www.intercontinental.com/New-York
Discover the best of both worlds!
Luxury Hotels in Midtown & Times Sq

New York Luxury Hotels
www.newyorkcityluxuryhotels.com/
Wholesale Rates at all of the Top
Luxury Hotels in New York City.

NYC Hotel Indigo

www.google.com/search?mmn C'

Google Images Places News more

» ny hotel

Hotels in NYC from $99
expedia.com/NYC-Hotels
Summer Hotel Sale: Up to 30% Off. Book Now
on Your Mobile & Save Big!

Last Minute Deals

Hotels Close to Me

400 Hotels in New York
booking.com/New-York-Hotels
Find & Book Hotels on your Cell. Save up to 67%

Most Popular Hotels - Budget Hotels

New York Hotels - Compare Hotels in
New York and Book ...
www.expedia.com/New-York-Hotels. ...

Need a hotel in New York? Choose from Qe
over 501 New York hotels with huge

t for customers to FIND your brand,

10:14 AM
g!' ny hotel - Google Search

@ 98% m=

(— 7\ c | ® www.google.com/search?q=ny-+hotel&aqg=f&sourceid=chrome-mobile&ie=UTF-8

+Keri Search Image:

Google  ny hotel

Q, web 9 Images i Videos EE News More >

Hotels in NYC - More Choices, Best Prices, Trusted | Expedia.com

www.expedia.com/NYC_Hotels

545 Hotels in New York City.

308,968 people +1'd or follow Expedia
Popular NYC Hotels

Cheap NYC Hotels

Best Rated NYC Hotels
Budget NYC Hotels

500 Hotels in New York - Lowest price guarantee | booking.com
www.booking.com/New-York-Hotels

booking.com is rated # 4 1,038 reviews

Book your Hotel in New York online

693,357 people +1'd or follow Booking.com

Most Popular Hotels - Budget Hotels - Best Reviewed Hotels - Luxury Hotels

Hotels in New York | Holidaylnn.com
www.holidayinn.com/
Reserve Hotels in New York, NY. Free Internet & Kids Eat Free!

Reservations - Explore NYC Holiday Inn Hotels - Hotel Amenities

New York Hotels - Compare Hotels in New York and Book with ...

Keri Overman

Searches related to ny hotel
ny hotel discount

ny hotel deals

ny hotel the knife

ny hotel trades council

ny hotel reviews

sheraton ny hotel and towers

ny ny hotel

renaissance ny hotel 57
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When it comes to DOING, users expect sites to be
relevant, fast, and easy.




Negative user experiences tarnish your brand
and can impact your bottom line.

57%

Won't recommend a business with a
poorly-designed mobile site

40% |

Have turned to a competitor’s site after a
bad mobile experience \/ |

Source: Google www.themobileplaybook.com 2012




Bring them to the most relevant page for the door

they opened.

v Page
| 3star @ about .
Cancun 3star =
hotels Cancun
8 hotels
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Home
page




Connecting to the right first page is just one

expectation. Speed is another.

1 second delay

In page response
can resultin a

7% decrease In
conversion

28% of people expect a

tablet to load quicker
than its laptop/PC cousin
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™ How many hurdles must one jump over to !

if accomplish the desired task? Try booking the most
expensive thing on your site as a test.




Step 4.
Do an honest
assessment
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What does your customer scorecard look like?

find

do

feel
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Broadly speaking — many hotels emphasize the on-
property experience, and miss opportunities to
meaningfully engage guests before they arrive.




M 1

Airline websites and mobile apps are generally
well-designed for customers, but fliers (ev elites)
like cattle




From: He - xp : ! B Y s
Hey budcy, Ml e you ? DiS"you see o
brothers Bae party? It would be ¢ [ yo




# B\
} 7 ; &4 . l" o
- P - D b ] ) 2 : y J i 4 { v 3

Born on the web, OTAs have put forth solid digitatlh
experiences, but sometimes overwhelm users wi
~ too many choices-and POmOt'O'“‘S,
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Sample score card: now what?
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Step 5
Establish your priorities
and allocate resources
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Identify your most valuable customer segments.
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Where does your product fall on this chart for your most important customer

segments? Prioritize device strategy accordingly.
High

Time to Purchase Consideration

Low e

Speed/efficiency, High-res photos,

easy-to-use User Expectations videos, info.




Prioritize fixing the most important areas for your product

and key customer segments.

find do feel

. ® O
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find do feel

IS anyone
batting 1.0007
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° US$ U.S.Dollar ¥ == English (US) ¥ &8 My Booking.com ¥
Booking

11,455,077 happy account holders. Join them now. = Website Feedback

Search Hotels

Destination/Hotel Name:
e.g. city, region, district or specific hotel

Booking.com is part of

priceline.com

Check-in Date Check-out Date Q +1/ 12«
1 Day +![ Month + 17 Day +![ Month >
C11 don't have specific dates yet Booking.com on your smartphone

Free download

Rooms 1 4! Adults (2 4! Children [0 3

——

Half-off Hotels
Search .
Subscribe to Secret Deals
@ Great North American sale — today only!

We have found you great deals in over 80 top cities from coast
to coast. Choose New York, San Francisco, Toronto, Las Vegas
and many more. Enter your dates above to find an exceptional deal.

Popular Destinations

Los Angeles

BE United States of America

171 hotels
Latest Booking: 6 seconds ago @

== Da Vinci Villa
' | Score from 253 reviews: Good, 7.4 G- from

Latest Booking: 5 hours'ago = ' US$ 1 51 05

Pari

I BFranc

1460 hote
Latest Bog

Booking.com probably comes closest.




‘ v List your ce‘
] How It Works SignUp Login @@ wish Lists 24/7 Support ®English v @ USD ~ \ your spa

Find a place to sta

Rent from people in 29,395 cities and 192 countries."~ §
| ‘,

P —————
Where do you want to go?

Ilnodc’y

13 N : o = S 7 7 /
ki ¢ Discover, save, and share your favorite 7
o places on Airbnb.

Good “do’” example — Airbnb’s home page is
the opposite of overwhelming and cluttered.




Search...

ol Popular J3 Browse All

It's Thursday Late Morning -~ Play music for:

Mercedes-Benz Work or Study (With Still Waking Up Brand New Music Exploring Obscure
Fashion Week Lyrics) Sounds

G
“ Non-travel good “do” example — Songza is

clean, simple, and easy to navigate.




DR @ 11:03pPm

www.hertz.com (& @

Hertz.com

Car Rental & Car Sales

Book a Car View/Modify/Cancel a
Reservation

Pickup Location (City, State, Airport Code or US Zip

code
o

Help me find a location
_I Return car to a different Hertz
location
Pickup Date & Time:
10:00 AM
Return Date & Time:
10:00 AM

Please Select an Age
Please Select an Age

Good examples of “do”

www.orbitz.com/

GRBITZ

Hotels
Flights

Cars

~

Vacation Packages

Il My Trips ) Flight Status

Support | Full Site | Feedback
Download our free Android App

aill ATE&T 2
Reviews o

G

et the TripAdvisor app — FREE!

Hotels

m Restaurants

m Things to do
Flights

E Forums

<

for mobile web.




‘ DFW Airport South / Irving
4105 West Airport Fwy Irving, TX VMy
(972) 252-6546 | 14 m —

lllll

@@@®() 46 TripAdvisor Reviews >

La Quinta’s “Instant hold” app _function is a brilliant
“do” — reserve a room with your mobile number.




THE:WORLD OF WONDER, YOUR FOUR SEASONS LIFE LIST

CLICK TO START YOUR JOURNEY - MAKE A RESERVATION

Select a Destination A

—— WHAT IS WONDER?

. 09/06/2012 azs)

o be speechless or breathless. To be in awe. To be thrilled. To be wowed. That’s what wonder : 09/07/2012 B

Four Seasons does an excellent job of evoking the
feeling of luxury throughout their very functional site.




YOU TUhe Q Browse Movies  Upload l Sign In

vy Visit Brasil

Featured Feed Videos VisitBrasil Search Channel

> How it works > Available Tours > Log in / Sign up

Which is the best destination for you in Brazil? To
help you decide, we've gathered some videos

“ produced from other tourists that traveled to Brazil
BRASIL and had special experiences here. Picture in
~ ) advance how your vacation will be like.

Improve your experience:

sensacionall - Greate your tour through Brazil. Powered by Braziltour f Connect with Facebook

What do you expect from your trip? Shopping, sport, beach, nature, culture? Tell us and watch our suggestions.

With whom?

When will you be here? How long will you stay? What are you interested in?

v

v

(BRASIL) Uploaded by visitbrasil

Cle (A';p,-llu
SARIL S ZAS
Map Data - Terms of Use

Trip information

Visit Brasil’s YouTube channel is easy to use,

iInnovative, fun, and-reinforces their exciting brand.




Thomson cleverly uses Google+ Hangouts as a way
to personally greet and inform guests before they
arrive — great hospitality!




Action ltems

1)  Know how you want your customers to feel
2) Pretend that you're the customer

3) Experience “finding” and “doing’

4) Do an honest assessment

5) Establish priorities and allocate resources

a) ldentify your key customer segments
b) Prioritize your device strategy
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Who will deliver across the board for next year?

feel

find do
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Thank you!
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