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Objectives and scope

The main goal of this competitive bench-
mark is to understand the competitive
landscape of hotel room booking web-
sites.

GOALS

For this purpose | aim to detect conven-
tions and common patterns, as well as
highlight best practice during the hotel
booking process on a website. | want to
identify errors in the heuristics and de-

scribe the general feeling of the booking

experience.

SCOPE

The analysis will cover four websites:
e The King's Garden (Sweden)
e Kempkinski St. Moritz (Switzerland)
e Park Inn by Radisson Stockholm

Hammarby Sjostad (Sweden)
e AirBnB

And it will be limited to the following
pages/aspects:
e Homepage/ Landing page
e Search and selection of date and
room
e Entering customer details
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Conclusion and common patterns

The most important function of the hotel
page is the presentation of the hotel and
the possibility to book a room.

The booking should request the most impor
tant details of the trip without unnecessary
information.

The booking process should be intuitive and
short for the user, but may be divided into sev-
eral steps. |f the booking is made in several
steps, a process bar should illustrate which
step the user is in.

The representation of the hotel, on the other
hand, Iis best done via atmospheric photos or
videos. However, the loading time must be tak-
en into account here.

Distinctions between the main page and the

booking page may exist, but should not con-
fuse the user.

There should be a clear summary of offers
and benefits, this can be done by icons and
precise short texts.

Add-ons should be clearly displayed and easy
to select and deselect.

Important information should be highlighted
In colour.
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Separating the different information areas
Increases visual clarity.

All four booking pages compared also
showed the following patterns:

Selected arrival and departure date is
highlighted

Social media buttons available

Fast booking access available

Plenty of white space and air to breathe
Logo serves as ‘back to homepage’



Summery of main positive and negative features

e Ambience and room views are shown.(10)

Hotel Kungstridgarden

=

It is possible to book several rooms
for different numbers of people.(is)
Instructions are displayed to the user
during the booking process.
Currency can be selected and
changed.(s)

Room overview contains icons with
text (showing bed type, such as Twin
Beds or Double Bed), brief descrip-
tion of room facilities. Directly visible
that breakfast and WIFI are included. @7)
All reservation information and cus-
tomer details are summarised on one

page. (1)

Instructions for the user are displayed
in different places and are not uni-
formly designed. @3)

Unlike the homepage, the Room
select / additions page seems very
crowded.

The page Is not adapted to large 22"

Screens.
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Hotel Kempkinski

=

Fast booking possible. (3)

Elegant photo views of the hotel.(7)
Selection of several persons and chil-
dren possible.(s)

Room features are displayed. (2)
During the booking process, the user
Is shown where to go and what to do
with a title and instructions. @)
Currency can be selected.

Newsletter pop up is shown immedi-
ately and hides information. (5)

In the cost summary, important de-
tails are kept small.

not all required fields are visible.
Additional offers and newsletter sub-
scription before finalising the booking.(s)
Tiny note about the ‘Booking Condi-
tions and Privacy Policy’.(a)
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Park Inn by Radisson

.

¢ Room booking bar sticks to the head-

er when scrolling and therefore book-
ing is possible at any time. (7)
Services offered displayed as icons.
Other offers of the hotel and nearby
attractions. (12)

Possibility to book several rooms with
several people. D

Brief overview of the hotel incl. map. (@)
Room rates with different ‘special
rates’ are clearly displayed. zs)

Clear summary at check-out. (32)
Process status is displayed, but only
at check-out.

Hotel views and surroundings photos
are not very inviting. ®

Room categories compared with pho-
tos side by side, differences not very

highlighted. (®)

Other room categories only visible

after scrolling. @)

e Currency cannot be selected, only

payable in SEK. (3)

AirBnb

=

Extravagant and very aesthetic pho-
tos and illustrations are used for ad-
vertising. (3)

Website offers inspiration for future
getaways.(1)

Clearly arranged location, date and
guest selection (15)

The search fields remain after the
travel data have been entered and allow
the search criteria to be changed.
Overview of the accommodation’s
amenities, visualised by icons and

labelling. (7)
The cost overview is displayed when

scrolling. (zo)
Reservation only possible with login.
Login and registration in the same

area. (33)

Language selection is only displayed

by icon. Current language and lan-
guage region are not displayed.@
Agreement to terms and conditions

too small and the individual condi-

tions cannot be selected additionally. @5)



Hotel Kungstridgarden

homepage

COVID-19 Information and
behaviour is not
iImmediately obvious

‘Menu' collapses after the first scroll.
‘Menu' is kept short and small when
closed.

‘book now' Is less
Important than
‘special offer’

Fast booking possible.

Additional information is available
first, but the user can choose when
to open it.

N

e Navigation hierarchy:
The distinction between the
first and the second stage is
well distinguished.

. positiv could be improved ‘ negativ

Chatbot does not work.
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https://www.hotelkungstradgarden.se/en/

Text showing the advantages
of the hotel is kept short,
but the layout makes it

seem very compact

Plenty of white space, which
supports the quiet atmosphere
of the hotel

O

Room photos,
which transmit ambience
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o

Reviews from other guests are very discreet
displayed.

13,

12,

User has to scroll far to find out
the hotel address
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Social media links and
buttons minimally displayed
In one colour

Awards minimally displayed
In one colour



Hotel Kungstridgarden

search and select

After clicking ‘book now’ on the home-
page, a new tab will open asking for guest
and room information.

It Is possible to book several rooms with
different numbers of adults

Instructions are displayed to the user
during the booking process

Prices per night are visible / lowest price
category Is displayed

O

Selected date is highlighted
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https://www.hotelkungstradgarden.se/en/

O

After clicking the second date, the selected
period is highlighted.

20,

Immediate information if the period is not
available. Information is displayed at the
bottom of the screen.

21,

After date correction, there is an additional
message that these dates are available. The
customer can confirm the date directly.

Data is transmitted, no information is given to

the customer about what exactly is happening.

Case study Karolina Sicinska

Competitive benchmark




The data has been transferred. The arrival and
personal data are displayed on the top screen
panel. However, they are covered by the pop-up
bar ‘Great Choice! Please select your room!

In contrast to the ‘'no rooms are available’ bar,
this information bar has a different colour and

Is displayed at the top and not at the bottom of
the screen.

current currency is displayed,
but can also be changed via
dropdown menu

before checkout.

The same warning colour is used for ‘special
rate’ as for ‘there are no rooms available’

After the room has been selected, the
screen scrolls further down. The customer
can now select add-ons.

Room overview contains
icons with text (showing bed
type, such as Twin Beds or
Double Bed), brief descrip-
tion of room facilities. Direct-
ly visible that breakfast and
WIFI are included.

As with the bar ,Great Choice! Please select
your room’, this bar is not very noticeable and
could be overlooked by the user.
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Button to continue booking
without additions does not
differ from the buttons of the
additions
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Confusing name. The user has
already selected a room, why
does he have to ‘add room’
again - what is probably meant
here Is ‘add enhasncement’.

10

12,



Hotel Kungstridgarden

details, register and payment

Information box in the corporate colour with
Instructions is not iImmediately obvious.

a

All reservation information is combined with
guest information and payment options on
one page.

There Is the possibility

to change the

reservation or start again,
but i1t Is very hidden.
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https://www.hotelkungstradgarden.se/en/

Hotel Kungstridgarden

screen comparison on laptop 15°
and screen 22

The white space is evenly distributed.

Booking window is visible immediately.

3

A lot of white space.

Booking window/ calender for booking
IS cut.
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https://www.hotelkungstradgarden.se/en/

Hotel Kempkinski

homepage

Logo serves as a return to the
main page

For foreigners it is not
obvious that ,deutsch’
means a language.

An international icon could
help the user to switch to
the required language.

©

No navigation hierarchy.
All menu items have the same size.

Newsletter subscription is
requested iImmediately, but
cannot be selected due to
the cookie banner.

e Booking possible on the first screen.

‘ positiv could be improved . negativ
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Cookie banner according
to EU standard

Competitive benchmark

4 automatically
changing shots of
the hotel

Pop-up overlaps
information

13



Detailed ,menu’ becomes an icon,
Booking remains attached at the top
when scrolling.

@

Information about the hotel.
Very small font

Current weather conditions
with map, give a
feeling of holiday.

Information about the opening hours
during the year.

Reviews discreetly shown.

Title of the new paragraph is still
visible before scrolling.

O

Spacious white room,
feels luxurious
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O

Room examples and associated explanations are
highlighted on a white background.

17

Sections or texts are minimally highlighted
with a grey background

Sitemap is kept short. @

21,

‘Modify’ and ‘Cancel’ not

@ quickly visible and less
Contact and address are difficult conspicuous than
to read. newsletter button.

Social media links and :
buttons minimally displayed
In two colours
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Hotel Kempkinski

search and select

Calendar opens after clicking in the
Check-in box.
Two more boxes for adults and children

will be added. 26
After entering the dates into the

calender, two more
boxes for adults and children
will be added.

23

Excavation of old dates, light grey high-
lighting of current date, possible dates for
overnight stay black.

@

After clicking the check-out date,
the fields reduce again.
No instruction what to do.

Selection of the check-in date highlighted
In light brown.

Total stay in number of nights added
together.
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Hotel Kempkinski

details, register and payment

28,

Overview of the current request is kept in
plain grey. All information can be entered and
changed by the user.

Currency selection is barely visible and could
be made more understandable for international
users by using icons.

Process bar has a simple design,
the current status is highlighted
with black letters, further steps

are kept in a grey colour.

Current information on Covid-19 is displayed
before the room selection so that it is not
overlooked by the user.

Overview of room features and amenities
with a representativ room photo.

Information on where the client
Is and what they need to do

Rates per night and additional booking
options are only shown with titles.

They can be expanded by clicking

the arrow. This lets the user see the room
listed below it.
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General amenities, important
iInformation about the hotel,
as well as annual opening
times and address

are discreetly displayed.

17

35



After clicking on ‘book now’ again, the
new page refreshes.

Covid-19 info still fully visible

57,

Summary of the selection so far is
kept compact.

Important payment information is not
sufficiently highlighted.

The list of costs is not comprehensible,
the order seems wrong

Options that the customer is supposed to
select are not fully visible on the display,
customer has to scroll first.

One does not find out how many packag-
es are available.
Text very small.

Clearly recognisable button for the next
step.
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Process bar no longer visible.
It must be scrolled upwards

@

Information about where the
customer is in the booking pro-
cess with a description of what

they can do on this page.

18

o



After clicking on ‘next step’, the page re-
freshes.

@ Here, too, not all available and simultane-
ously required fields are visible. Here, too,
you have to scroll first.

@ Additional offers and newsletter
will be displayed before you finalise
your booking.

@ In contrast to the offers, there is only a
tiny note on the booking conditions and

data protection policy
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Information about where the
customer iIs In the booking
process with a description of
what they can do on this page.

19

47



Park Inn by Radisson

homepage

Name of the hotel incl.
address, contact with
telephone number, emall
address and rating from
Tripadvisor

Screen-width photo, no ac-
0 tual room or hotel photo

Booking possible directly on the first
page. e
Section headings serve as
a horizontal menu and
guide the user to the
@) desired section.
Information about the hotel with the
possibility to read more text.

Room booking bar sticks to
the header when scrolling and
therefore booking is possible
at any time

Hotel views and surroundings photos
are not very inviting.

Services offered
displayed as icons

‘ positiv could be improved . negativ
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Room categories with photos com-
pared side by side, differences not
very highlighted.

O

Title of the new paragraph is still visi-
ble before scrolling.

A lot of white space and reduced
presentation.
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Offers and packages are
clearly presented. They
iInclude a photo, title,

price and a booking button.

Competitive benchmark

Other offers of the hotel
and nearby attractions

2

12



13

Travel information is provided with icons.

@ Aufklappbarens FAQ

Special offer is highlighted by a screen-wide
photo and underlines the distinction from the
general information.

Three-column footer with contact and
social media buttons

Opportunities to travel to other cities.
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Park Inn

search and select

Automatic suggestions. Not only city
names, but also regions and districts. i

21

Possibility to book several rooms

Highlighting the days and summarising with several people
the dates and nights

Specific phrases can be selected, but
these are without explanation and not un-
derstandable to the ordinary user.
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22,

Display of the search with the possibility to
change the search

23

There is a ready-made
filter option

Brief overview of the hotel incl. map

Short summary about the hotel
room

Room amenities are clarified
with icons and captions.

D

Reviews are taken from Tripadvisor, which is a
well-known review platform for users.
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There are an incredible number
of special rates

28,

Other room categories only visi-
ble after scrolling.

29,

24



Park Inn

details, register and payment

30,

The website puts pressure on the user in two
places by building up time pressure that the
booking is only guaranteed for a short time.

Process bar is only displayed at :

check-out.

Login option for Radisson
members Is highlighted

36

@

Overview of the booking is clear and brief.

Cost overview is clearly broken down.

The user is informed that he/she is paying in a
foreign currency, but this is not the case.

is shown very small and separate from the price
summary.

Self-promotion is so discreet that it is perhaps
even unnecessary at this point.

Case study Karolina Sicinska

Competitive benchmark

Personal information is
simply designed

The bed reference can be select-
ed by simply clicking on it.

Adding an additional guest -
very small display

Different payment methods

Possibility of change,
No indication of further action
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AirBnb

homepage

Logo is link back to homepage.

Booking fields are clearly visible and
clarified with questions.

Language selection
only shown by icon.
Current language and
language region are
not displayed.

Ambiencefoto

©

. positiv could be improved ‘ negativ Narrow cookie banner is Only
displayed after a few seconds.
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Colour change of background and
logo, as well as collaps of rooms / flat
search

2

Advertising for own
products highlighted
on other background

Title of the new paragraph is still vis-
ible before scrolling. A lot of white
space and reduced presentation.

E ©

Places of travel shown as
Illustrations, not as a photo.
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O

Additional offers. Title only, no further
description, photographs with people.

Offers inspiration for future getaways.

Four-column footer with support informa-

tion @

Soclal media buttons are kept

@ very discreet and minimalistic,
Buttons for language and currency change: but are easily recognisable on
language selection shown with the slightly grey background.

current language.
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AirBnB

search and select

Automatic suggestions. Not only city
names, but also regions and districts.

Vv

Instructions in the search fields are shown
In a light grey.

Automatic change from
check-in to check-out date.

O

Guest selection opens after click and al-
lows adding children and pets.

Case study Karolina Sicinska

Competitive benchmark

Highlighting the check-in and
check-out dates.

29
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The search fields remain after the travel data
have been entered and allow the search criteria
to be changed.

Listing of the results incl. price and short de-
scription

Hovering over an accomodation result will
highlight it on the map.

Short title, reviews and location

It is iImmediately visible that there are
more photos of the accommodation.

Information about the location and room /
flat

D

Overview of costs per night,
date, persons and other applica-
ble fees.
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27,

Overview of the accommodation’s amenities,
visualised by icons and labelling.

The cost overview is displayed
when scrolling.

28/

Overnight stay overview summarises the
overnight stays and additionally displays
them in the calendar

D

Reviews In stars and comments
from customers.
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Highlighted button
with information.
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AirBnB

details, register and payment

52,

Overview of the booking incl. possibility
to pay in two parts.

Process status

Reservation only possible with login. Login and
registration in the same section.

For already registered users the favoured pay-
ment method is displayed.

Consent to Terms & Conditions too small and
the individual terms cannot be selected addition-

ally.
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The cost overview is displayed
when scrolling.

Coupon is lost in the
different fonts

Information about
Covid-19 very small
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