PRODUCT DESIGN CASE STUDY

How to Strengthen the Customer
engagement

Henry Chen

) AsiaYo




BACKGROUND

Henry Chen
Product Designer / Design Producer

« Has 12 years of design experience with broad aspects.
« Experienced in helping the organization with digital transformation.

« Good at transforming high-level business strategies into a practical
action plan.

« Excellent in organizing design workflow to coordinate the cross-
function operation.



MISSION & VISION

Explore with the
North Star

“To encourage and provide people the best experience during
their journey " is our vision to our customers. AsiaYo is keeping
discovering the most desirable living stay to the user for over the
past six years. But the booking process and related policy have
not been updated alongside the fast-growth of the company.



USER-CENTRIC DESIGN

Discover to Design Work

Empathize Define Ideate Prototype Test
Understand what Construct Point of View Come up with creative Build the solutions into Test the prototype
customers need based on the needs solutions visible/tangle

identified representations



RESEARCH

Empathize

Understand what customers
need

Goal

1. Learn user behavior and decision process.

2. Understand the difficulty user faced and the alternative they used.
3. Discover how competitors engage and what user like about them.
4. Find any potentially improved the opportunity for our product.
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Empathize Prototype
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CONSENSUS

ermpatiize |BSHRERINIGEGIERENCISISHEE RN

lllustrate the user journey and Identify opportunity

Online Booking

USER JOURNEY MAP
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ANALYSIS

Focus on the optimization of the digital journey
touchpoint, achieve key goals while meeting user

needs

LES ER S

N:ECED-S

5 Aspects to Review

e Visual style

* Brand Recognition

e User Interface (Ul)

e Information architecture and flow
e Content



ANALYSIS

The way of working

Strategy

e Needs discovery
e Analysis & Reframe
e UX & Service strategies

Informs

/

DYNAMICALLY
ALIGN

Verifies

Design

e Concept & Storytelling
¢ Design Creation
* Prototypes for Communications



ANALYSIS

Construct Point of View based on the
needs identified

Key Goals Opps Aspects

Emotional
Empower the + Use purposeful, on-brand, and authentic imagery
4 P . + Content optimization ”
sense of security
Increase customer - Indicative user interface
Engqgement « Make users feel the integration of the brands
« Introduce social media influencers ”
Encourage CUStomer to take - Editorial and rich-media content
further action + Relatable testimonials and travel stories
« Articulate customer benefits upfront.
. « Provide immediate return benefit.
Earn Trust by solving customers’ problems « Navigation optimization
« Usabllity on search function
« Considerate User path
Functional Guide Users to find their idea stay « Prominent CTA(Call to Action) to engage users

+ Make product promotion page user centric



ANALYSIS

Guide Users to find their

idea stay

Status Quo

User is not familiar with the content also can‘t tell the selling point of

this property. And they couldn't feel the benefit from the limited
information.

Emotional /

AHIE

=meETWwp 2770




ANALYSIS

Encourage customer to
take further action

& FALESf &+ EIAIGHIAT NGB IR MIGHIE]
AN3{Z(TWD300/A)

4-8 guests room, maximum can fit 8

Status Quo . ;

Q guests maximum can fit 8 guests
User feels confused with related info allocated at different places. .
. , From TWD 2,770 pernight

Further, the call to action message is not strong enough. 2 -

86 68% off [EavNinReRrasa
Emotional

15/1A /20
R HVE TWD5,315

Functional
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ANALYSIS

StatUS Quo BERE “BTAERAEN )
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ANALYSIS

Empower the sense of

security

Status Quo

User feels strange when entering a different color/layout payment

page, and they would easily skip important cancel policy.

Emotional

Functional
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ANALYSIS

Earn Trust by solving

customers’ problems

Status Quo

Most of the users would like to select 3~5 different stays that match
their needs. Then reserve 1~2 options after a round of comparison.
But AsiaYo would charge 3% of the room rate for canceling or
changing the order fee. This fee would execute no matter how early

the order executes.

Emotional

Functional

Over 75% of Hosts could apply free cancellation

before 14 days booking order.

0.4%

The revenue share from the cancellation fee was
only 0.4% below.

Over 80% of Customers would book order before
14 days.

90%+

Over 90% of Customers complain about the strict

policy.




IMPLEMENT

Guide Users to find their

idea stay

Opportunity

1.

vk N

Implement accommodation tags to promote the property and
accelerate the result filtering.

Adding promotion banner for user onboarding.

Feature label for promoting accommodation.

Display free cancellation info to add the benefits of the property.
Enhance the visual of promotion rate.

Emotional /

Y N

Taipei City, Taiwan
2019/10/15 - 2019/10/17 2 guests

=% Filter by Popularity

Family And Group Friendly Hot Spring Pets Fri

ONLY 3 Seconds
Find your dream accommodations
Click “Filter & Feature room”

== Filter by TW Citizen Subsidy

Same-day booking is now available in Taiwan. Get
the booking confirmation before 23:00 (UTC+8) and
you can check in today!

HOTEL FORESEEN

@ Taipei City Wanhua District
k Approx. 0.1 km from Ximending

m:

© 3 are viewing now!

Free cancellation
R e

Nightly rate Twp 1,012

® B8 3 AR

sxemwn 2770




IMPLEMENT 0

Encou rage customer to Double room with view | no pick
room

take further action & Sieeps 2
[& Private room & Non-smoking room

IE) 17m2 & Private bathroom
. 2 Double bed
O Ppo rtun Ity & A &+ ATHISN AT ANSALAT ANSALAT AL AT
1. Add more photos and enable swipe for a better browsing : AN3HTWDS00/A)
. 6 See room details \
experience.

4-8 guests room, maximum can fit 8

2. Optimize the room detail CTA with clear white space and brand : .
R guests maximum can fit 8 guests
color. ooms 1 ‘ 4

From TWD 2,770 pernight

3. Rearrange the IA for better readability between the nightly rate —

and total rata. e Nightly Rate @ 15% off RIS
Enhance user confidence to take action to secure the inventory. TWD 1,012

5. Display instant booking mark to show this property can confirm

| 4 AR
. = am & #RE
order right away. TWD 2,024/ 2 nights # Book
1 room /2 guests - I@ AOEH AR [ﬂﬂ =N

Emotional
You will not be charged until your booking is .
° confirmed TR T REL ‘ = ’ il G

Free cancellation until 2019-10-01,

(your time zone: UTC+8) 4E = E 15E/1N/28%
RS HRE TWD5,315

Functional




IMPLEMENT ; ; ;
1 Conservative Cancellation Policy

Guests who cancel the booking 14 days prior to

check-in day are eligible for 100% refund of amount

Increase customer Gaid fom the hiost FEE | SERETER AR £ A2 R

S1EH » EIEFREEEE < AsiaYo.com(2EBE
E N ga ge men t Guests who cancel the booking days prior to RS TR @ TEHZERMERIER
5 §. e (I g E:u—r,{
Skl Gy s SR SO T et i*"‘m“iﬁf}w N
paid from the host. PAREBE48 (B)ABUERTRE » SRR
FABBI00% B[RS » BEKRNFES -
Guests who cancel the booking 1 - 6 days prior, or (#iEASE “RREMEN" ) °
Opportunity do not show up on check-in day are not eligible for JL"‘?\”EHW'13BHE”’??% » BERRIREEA
BE TJF»}‘IHH‘F"“’" o (3%
a refund from the host. o iy i
1. Provide different levels of the cancellation policy for a more ﬁﬁr?‘*# "B @Eﬁﬁﬁp
flexible itinerary. 3 PAEEHE-6HEY JLlD—]E_/E%B' FHE 0 FRTE
% {JiE
2. Only display crucial information here and high light with EAFHERI00NEfIRBEE ©
noful col 14 days before check-in
meaningtul colors. Full refund ﬁ%’ﬂ*ﬁﬁﬁﬁ%ﬂ
3. Utilize timeline to imply the direction of time and each of the 11 97350 (volir ti N Q)
4 10/1, 23:59 (_/Oul time zone: UTC’B, _r'{ /\}HX IIJTHFT 'ﬂxEﬁ(Tﬁ[‘T‘JXJ TJJELJF'F 7=
status. e
FRIRE  REFAIRFGRE JAsraYoH 18
4. Synchronize the accommodation time zone to the user's time e e
Y forb . fth Lol days before check-in IR SR R AN S TS T ;
zone for better recognition of the travel plan. -« SR EEATMESIE) o T%W_Eﬁiéi,,;fi,L\ﬁ1_
10/8, 23:59 (your time zone: UTC+8) ARABEREETE » H95~TEIZ{EX » ATM
BRAERHELHAR
Emotional . 2, EHX«Fi/,'7§‘éL7tEEE’?‘;RH# BEME
Check-in

3% fRABCH &

No refund

10/15 (property local time: UTC+8)

Functional




IMPLEMENT

Empower the sense of

security

Opportunity

1. Embed logo at the top and keep a design consistency of brand
identity.

2. Given the primary order info at a glance like property name, room
type, the number of guests, check-in/out date and total rate.

3. Show progress at the header to hint at the user's remaining steps
to reduce uncertainty

4. Provide free cancellation policy and date in details again for users
to double-check the final deadline to cancel if needed.

Emotional

Functional

Hotel Le Home

1 room, Standard Double Room - No Window
1 guest, Basic Plan

1 night, 2022/04/29 (Fr) - 2022/04/30 (Sa)

Pay in TWD 2,028 | More details |

IRE

Estimated check-in time Booking details
We remind you to check-in (local time prevailing
earliest convenience. If you check-in after servid ... 1 adult, 0 children
the host may not be able to immediately assisty

any problems you may encounter. .
Basic Plan

Recipe

TWD 7,800
Number of guests : 1 guest / 1 room

Rooms @ 1 guest

| Payin TWD 2,028
Adults

age 20+

Cancellation Palicy

Children

days before check-in
04/25, 23:59 (your time zone: UTC+8)
Check-in

a refund
04/29 (property local time: UT
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IMPLEMENT

Earn Trust by solving

customers’ problems

Opportunity

1.

Most of the host would like to have more time to manage
incoming order and guests.

60%-80% of the user would like to plan, and book stays at least
14-30 days early.

The cancellation fee had a low revenue share, but it cost us the
most valuable staff time and effort to manage it.

Most of the customer couldn’t understand and leave a bad review
to complain about the cancel policy.

Emotional

Functional

Conservative Cancellation Policy

Guests who cancel the booking 14 days prior to
check-in day are eligible for 100% refund of amount
paid from the host.

Guests who cancel the booking days prior to
check-in day are eligible for refund of amount

paid from the host.

Guests who cancel the booking 1 - 6 days prior, or
do not show up on check-in day are not eligible for

a refund from the host.

14 days before check-in
Full refund

10/1, 23:59 (your time zone: UTC+8)

days before check-in

10/8, 23:59 (your time zone: UTC+8)

Check-in
No refund

10/15 (property local time: UTC+8)




IMPLEMENT

Empathize Prototype

5%

Three fourths of customers give positive feedback for the new features.

Collected from Zendesk Support center & Customer Service.

The Impact

The total CVR increased by 17%.(List page -> View page -> Check page)

Negative reviews related to canceling policy decreased by 80%.

Total of orders increased by 3%.

CS/FA issue rate decreased by 33%.

21



SUMMARY OF PRODUCT ASSESSMENT

Product Quo & Next

Status Quo

Customers still have a low branding awareness of AsiaYo. It
also has few co-ops with famous brands or chain hotels that
cause most of the property they had never seen before.

Opportunity

Build up partnerships with chain-hotel such as Marriott, OYO, IHG, etc,

Provide a map mode to view accommodation's precise location on the map.

NN

Show more attraction info near the accommodation on map.

Co-op with trustworthy travel review brand to extend the accommodation review.

A8
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Thank you for the
listening

) AsiaYo



