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Objectives

● Locate best-in class hotel booking apps and 
understand how they solve user problems.

● Discover what works well that can in turn be 
emulated, as well as what can be improved upon.

● Understand the conventions that have been 
established that we should follow.

Tasks

● Identify four apps to benchmark against, at least 
three of which should be related to the hotel 
industry.

● Investigate the following aspects of each app:
- Homepage
- Hotel search
- Search results
- Hotel selection.

● Evaluate each app in turn, evidenced with 
annotated screenshots that explain what is 
happening and why it is important.



Hotel Apps Tested

This Competitive Benchmarking tested the following
hotel booking apps: Hilton, Radisson Hotels, Booking.com 
and Expedia.

Key

Good practice
Opportunity for improvement
Bad practice





Homepage

Attractive first impression with enticing imagery.

Clear ‘Join’ and ‘Sign In’ CTA.

No branding or logos found on this screen.

‘Search for a destination…’ CTA is clear and 
easily located.

Straightforward navigation bar at the bottom of 
the app. All necessary options and services can 
be found easily.

Unobtrusive ‘Offers’ CTA.

App tracks recent searches, allowing the user 
to continue their previous search. 
Heuristic: Software should be forthcoming and 
save me steps wherever possible.

Homepage

Suggested search function



Hotel search

Search destination field offers a series of 
suggested locations in relation to user’s search 
term.
Heuristic: Software should be forthcoming.

‘Continue…’ and ‘See Results’ in stand out 
colour makes for a clear CTA.

Scrollable calendar interface is intuitive and 
easy to use. 

Limited colour palette and high contrast in 
colour makes for clear date selection.

Interface is clean and straightforward overall.

Automatic search feed Date selection Search criteria



Search results

Intuitive summary of user’s search is displayed 
in the top navigation.
Heuristic: Software should be interested in me.

Hotel cards are clear and well displayed, 
showing only necessary information at this 
stage
 
Could benefit from reviews or similar to 
enhance user trust.

Ability to search by location or filter results 
based on user requirements or preferences.

‘Map’ and ‘Filter’ CTA disappears when 
scrolling so does not distract from important 
information during user browsing.
Heuristic: Software should have common 
sense.

Function to filter out hotels that are not available 
for this specific search.
Heuristic: Software should be forthcoming.

Search by location Filter functionHotel selection screen



Hotel selection

Could benefit from a horizontal image scroll 
function for a more intuitive interface.

Highlighted text to display information that 
might be important for the user prior to 
booking.
Heuristic: Software should be forthcoming.

Good usage of ‘show more’ drop down menus 
so as not to overload the interface with text.

‘Rates from…’ CTA is prominent and takes user 
to a list of available rates. Unclear that the user 
must click the image to view the hotel room 
itself.
Heuristic: Software should have common sense 
and software should be forthcoming.

Well laid out information and familiar icons so 
hotel room details are easy to understand and 
digest.

Selected hotel details Select a room Room details





Homepage

Clear branding and logo found on this screen.

Unobtrusive rewards CTA encouraging user to 
join but not a dominating advert.

Catchy slogan, but white subtext is slightly hard 
to read against the light background.

Imagery is vivid and suggests ‘outdoors’ and 
‘family’, but not necessarily hotels.

‘Where to next?’ CTA is clear and easily 
located.

Straightforward navigation bar at the bottom of 
the app. All necessary options and services can 
be found easily.

App tracks recent searches, allowing the user 
to continue their previous search. 
Heuristic: Software should be forthcoming and 
save me steps wherever possible.

Homepage

Suggested search function



Hotel search

Clear titles for each step so user knows exactly 
what they’re doing at each stage of the 
booking process.

‘Select a destination’ field offers a series of 
suggested locations in relation to user’s search 
term.
Heuristic: Software should be forthcoming.

‘Use my location’ wording is confusing and 
‘Search for nearby hotels’ might translate 
better.

‘Apply’ and ‘Search’ in stand out colour make 
for a clear CTA.

Scrollable calendar interface is intuitive and 
easy to use. 

Limited colour palette and high contrast in 
colour makes for clear date selection.

Interface is clean and straightforward overall.
Automatic search feed Date selection Search criteria



Search results

Intuitive summary of user’s search is displayed 
in the top navigation.
Heuristic: Software should be interested in me.

Hotel card is attractive and well displayed, 
showing only necessary information at this 
stage.

Attractive imagery that highlights proximity to 
local attractions to entice the user.

Horizontal image scroll makes the browsing 
session more straightforward.
 
Prominent use of reviews to enhance user trust.

Ability to search by location or filter results 
based on user requirements or preferences.

Search by locationHotel selection screen



Hotel selection

Benefits from a horizontal image scroll function 
for an intuitive interface.

Intuitive scroll function for viewing room types 
makes for a straightforward browsing session.

Familiar icons so hotel room amenities are  easy 
to understand and digest.

Prices are not final, and change throughout the 
booking process which might be misleading for 
the user. The total price is not shown until much 
later in the browsing session.
Heuristic: Software should have common sense 
and software should be forthcoming.

‘Book now’ in stand out colour for a prominent 
CTA.

Selected hotel details Select a room Add extra options





Homepage

Clear branding and logo found on this screen.

‘Sign in and save money’ pop-up advert is 
invasive and dominating. Potentially detrimental 
to user’s trust.

‘Enter destination’ CTA is clear and easily 
located.

Straightforward navigation bar at the bottom of 
the app. All necessary options and services can 
be found easily.

App tracks recent searches, allowing the user 
to continue their previous search. 
Heuristic: Software should be forthcoming and 
save me steps wherever possible.

‘Sign in and save money’ pop-up Homepage



Hotel search

‘Enter destination’ field offers a series of 
suggested locations in relation to user’s search 
term.
Heuristic: Software should be forthcoming.

Unclear how to exit the date selection modal.
Heuristic: Software should have common 
sense.

Scrollable calendar interface is intuitive and 
easy to use. 

Limited colour palette and high contrast in 
colour makes for clear date selection.

Date selection modal offers users the 
opportunity for flexible date input for a more 
informal browsing session.

‘Select dates’ in stand out colour makes for a 
clear CTA.

Interface is clean and straightforward overall.
Automatic search feed Date selection Flexible date selection



Search results

Intuitive summary of user’s search is displayed 
in the top navigation.
Heuristic: Software should be interested in me.

Hotel card is cluttered, not all information is 
necessary at this stage and could wait until later 
in the browsing session. 
 
Inconsistent icon usage in guest review Likert 
scale could be confusing for users.

Interface is cluttered with adverts and upgrade 
suggestions that could be detrimental to user’s 
trust.

Ability to search by location or filter results 
based on user requirements or preferences.

Unclear how to leave the map view, ‘X’ CTA 
suggests deleting the current search criteria.
Heuristic: Software should have common 
sense. Series of adverts Search by locationHotel selection screen



Hotel selection

Could benefit from a horizontal image scroll 
function for a more intuitive interface.

Familiar icons so hotel room amenities are  easy 
to understand and digest.

Multiple coloured text is distracting rather than 
helpful with what is already a cluttered and 
confusing information page.
Heuristic: Software should have common sense 
and software should be forthcoming.

‘Select rooms’ in stand out colour for a 
prominent CTA.

App is guessing the intention of the user when 
taking a screenshot of the page.
Heuristic: Don’t try to force me your way.

Select a room Pop-up share functionSelected hotel details





Homepage

Clear branding and logo found on this screen.

Familiar icons in colours consistent with the 
brand to suit user goals during browsing 
session.

App tracks recent searches, allowing the user 
to continue their previous search. 
Heuristic: Software should be forthcoming and 
save me steps wherever possible.

Straightforward navigation bar at the bottom of 
the app. All necessary options and services can 
be found easily.

Interface is clean and straightforward overall.

Homepage



Hotel search

Clear control buttons allow user to feel 
confident leaving the search.
Heuristic: Software should have common 
sense.

‘Going to’ field offers a series of suggested 
locations in relation to user’s search term.
Heuristic: Software should be forthcoming.

Familiar icons so user can differentiate between 
hotels, flights, locations and transportation in 
their browsing session.
Heuristic: Software should have common 
sense.

‘Done’ and ‘Search’ in stand out colour makes 
for a clear CTA.

Scrollable calendar interface is intuitive and 
easy to use. 

Limited colour palette and high contrast in 
colour makes for clear date selection.

Automatic search feed Date selection Search criteria



Search results

Intuitive summary of user’s search is displayed 
in the top navigation.
Heuristic: Software should be interested in me.

User is able to edit their search criteria with 
ease, not having to leave the current search 
page.
Heuristic: Software should have common sense 
and save me steps wherever possible.

Hotel cards are clear and well displayed, 
showing only necessary information at this 
stage. 

Unobtrusive rewards advert does not distract 
from browsing session.

Ability to search by location or filter results 
based on user requirements or preferences.

Map view allows user to simultaneously search 
by price.
Heuristic: Software should be forthcoming and 
save me steps wherever possible.

Hotel selection screen Search by locationEdit search criteria



Hotel selection

Attractive first impression of the hotel with 
enticing imagery.

Benefits from a horizontal image scroll function 
for an intuitive interface.

Total amount for hotel room is consistent, 
with a clear breakdown of cost per night.
Heuristic: Software should be forthcoming.

Prominent use of reviews to enhance user trust.

App allows user to share results of the 
browsing session in an intuitive and considerate 
manner.
Heuristic: Software should have common 
sense.

Prominent CTAs in high contrast colour.
Hotel selection screen Search by locationEdit search criteria



Summary

● Uncluttered interface with clear CTAs in high contrast colour at each step of the browsing and booking process.
● Attractive imagery that entices users and gives them an accurate representation of the hotel and rooms.
● Intuitive search functions with the ability to filter and search by location on map view.
● Straightforward navigation bar, including all necessary options and services.
● Ability to track both recent searches and offer suggested searches based on user’s search term.
● Scrollable calendar interface with high contrast colour for clear date selection.
● Simple hotel cards that use familiar icons, showing only relevant information that is appropriate to the stage in which the user is at in 

the browsing and booking process.

● Inclusion of reviews or similar would enhance user trust in the app.
● A horizontal image scroll function would make for a more intuitive interface.
● Pricing is inconsistent throughout the browsing and booking process which could be misleading or confusing to the user.
● Hotel cards are cluttered, information should be appropriate to the stage of the journey that the user is at. 
● Text is inconsistently aligned and uses colour unnecessarily, important information could be missed or confused.

● Invasive pop-up adverts that distract and dominate run the risk of user losing faith and trust in the app. 
● User must feel empowered to leave the browsing session at any stage, control buttons and CTAs must be clear.
● Interface is cluttered with upgrade suggestions that could be encouraged later in the booking process. 
● App guesses intention of the user when screenshotting the browsing session, this could be made less intrusive with a simple CTA. 


