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STEP 1

✓ To start with this project, I gathered data collected from research 
phase (projects 1 to 4).

✓ I wrote down the notes taken on post-its and decided to sort 
them by color. One color = One source of research.

✓ Then I sticked all the post-it on the wall.

Project Name Key : Hotel booking websites Color code

01 Competitive Benchmark AirBnB | Agoda | Secret de Paris | 
Mandarina Bay Sands

02 Online Survey -

03 Note-taking barcelo.com
doylecollection.com

04 Usability Tests (x3) louvrehotels.com
marinabaysands.com 

* Notes that represent user pain points are identified with a red cross x
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STEP 2

After that, I started to group the notes in themes that made sense to me and focus on a similar subject.  
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I managed to identify 12 groups. I named them as listed below and placed a light green post-it above each section :

1. Homepage
2. Room Search
3. Room Selection
4. Payment Process
5. Aesthetics *
6. Flexibility and Efficiency of use *
7. User control and Freedom *
8. Help and Error prevention *
9. Hotel Information
10. Transport Guidance
11. Enhance the Stay
12. Pain Points

* Based on Jakob Nielsen’s 10 usability heuristics

STEP 3
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User control and Freedom 7

Help and Error prevention

8

Hotel Information 9

Transport Guidance

10

Enhance the stay 11

Pain Points 12
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At this stage of the project, I ended up with many doublons in my post-it notes. 

✓ I put them aside which allowed me to lightens my wall of research. 

✓ Once I had the 12 groups, I thought I could subdivise the following groups 
further :

❑ Homepage
❑ Room Search
❑ Room Selection
❑ Payment Process
❑ Flexibility and Efficiency of use

✓ I named those subgroups and placed a dark green post-it above each 
undersection to separate them from each other.

STEP 4
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HOME PAGE

I divided the group « Home page » into 4 subgroups :

• Search Bar
• Calendar
• CTA « Call To Action »
• Visual Design

HOME PAGE
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ROOM SEARCH

I divided the group « Room Search » into 4 subgroups :

• Features
• Filters
• Map
• CTA

ROOM SEARCH
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ROOM SELECTION

I divided the group « Room Selection » into 3 subgroups :

• Room configuration
• Help the user decide
• CTA

ROOM SELECTION
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PAYMENT PROCESS

I divided the group « Payment Process » into 4 subgroups :

• Flexibility
• Reassurance and Security
• Booking Finalization
• Extras

PAYMENT PROCESS
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FLEXIBILITY AND EFFICIENCY OF USE

I divided the group « Flexibility and Efficiency of 
use » into 2 subgroups :

• Ease of navigation
• Journey recall

FLEXIBILITY AND EFFICIENCY OF USE
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HOME PAGE
ROOM SEARCH

ROOM SELECTION

PAYMENT PROCESS

FLEXIBILITY AND EFFICIENCY OF USE

HELP AND ERROR PREVENTION

HOTEL INFORMATION

TRANSPORT GUIDANCE

ENHANCE THE STAY

AESTHETICS

USER CONTROL AND FREEDOM

Search bar

Calendar

CTA

Features

Filters

Map

CTA

Visual Design

Room configuration

CTA Help user decide

Ease of navigation

Journey recall

Flexibility

Reassurance and Security

Booking Finalization

Extras
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I organized the 12 themes into 4 main groups : Booking process, System Design, Helping the user, Pain Points.

STEP 5

Booking Process

Helping the user

Pain Points

System Design
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STEP 6

Final step of this project is to sequence the subdivisions into a chronological and intuitive user
flow. I chose to use the elements of the “booking process” group.

I did not integrate the groups “system design” and “helping the user” into the
sequencing because they are apart from the user journey. They represent insights to keep in mind
when the time will be to conceive an intuitive and adapted product.

As for the “Pain points” group, it gathers all bad feelings encountered by the users and
other issues that I found on the websites during the research phase. They won’t be designed but
they will need to be solutioned afterwards during the design phase.

Booking Process

Home page Room Search Room Selection Payment process

• Search Bar
• Calendar
• CTA
• Visual Design

• Features
• Filters
• Map
• CTA

• Room 
configuration

• Help the user 
decide

• CTA

• Flexibility
• Reassurance and 

Security
• Extras

1 2 3 4

x

x
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HOME PAGE
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ROOM SELECTION

PAYMENT PROCESS
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Hotel Booking Process

1

2

3

4

User Flow


