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Henry Chen

BACKGROUND

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.
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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.

MISSION & VISION
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Understand what
customers need

Empathize

USER-CENTRIC DESIGN

Discover to Design Work

Construct Point of View
based on the needs
identified

Define

Come up with creative
solutions

Ideate

Build the solutions into
visible/tangle
representations

Prototype

Test the prototype

Test
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RESEARCH

Empathize IdeateDefine Prototype Test

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.

Goal
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Understand what customers 
need



CONSENSUS

Empathize IdeateDefine Prototype Test

Building Foundation of 
Customer cognition

• Scenario
• Occupation
• User’s quote
• Motivations
• Wants
• Evaluations
• Favorite brands

Attribute
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CONSENSUS

Empathize IdeateDefine Prototype Test

Illustrate the user journey and Identify opportunity
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Focus on the optimization of the digital journey
touchpoint, achieve key goals while meeting user 
needs

K E Y
G O A L S

U S E R ’ S
N E E D S

•Visual style 
•Brand Recognition
•User Interface (UI)
•Information architecture and flow
•Content

Aspects to Review5

ANALYSIS

Empathize IdeateDefine Prototype Test
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The way of working

D Y N A M I C A L L Y
A L I G N

S t r a t e g y

ANALYSIS

Empathize IdeateDefine Prototype Test
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• Needs discovery
• Analysis & Reframe
• UX & Service strategies

D e s i g n
• Concept & Storytelling
• Design Creation
• Prototypes for Communications

Informs

Verifies



Functional

Emotional

Earn Trust by solving customers’ problems

Encourage customer to take 
further action

Increase customer
Engagement

Empower the 
sense of security

Guide Users to find their idea stay

Construct Point of View based on the 
needs identified

• Prominent CTA(Call to Action) to engage users
• Make product promotion page user centric

• Use purposeful, on-brand, and  authentic imagery
• Content optimization

• Indicative user interface
• Make users feel the integration of the brands

• Introduce social media influencers
• Editorial and rich-media content
• Relatable testimonials and travel stories

• Articulate customer benefits upfront. 
• Provide immediate return benefit.
• Navigation optimization 
• Usability on search function
• Considerate User path 

Visual style

Brand Recognition

Content

User Interface IA & Flow

Brand Recognition Content

User Interface

IA & Flow

Content

User Interface

IA & Flow

Content

Key Goals Opps Aspects

Brand Recognition Content

ANALYSIS

Empathize IdeateDefine Prototype Test

IA & Flow

10



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.

Status Quo

ANALYSIS

Empathize IdeateDefine Prototype Test

Guide Users to find their 
idea stay

IA & FlowContentUser Interface
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Emotional



User feels confused with related info allocated at different places. 
Further, the call to action message is not strong enough.

Status Quo

ANALYSIS

Empathize IdeateDefine Prototype Test

Encourage customer to 
take further action
Brand Recognition IA & FlowContent
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Emotional



Most users often skip this part easily because the description was too 
long for reading; there is also a hidden cost when changing the order.

Status Quo

ANALYSIS

Empathize IdeateDefine Prototype Test

Increase customer 
Engagement
Brand Recognition IA & FlowContentUser Interface
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Emotional



User feels strange when entering a different color/layout payment 
page, and they would easily skip important cancel policy.

Status Quo

ANALYSIS

Empathize IdeateDefine Prototype Test

Empower the sense of 
security
Brand Recognition ContentVisual Style
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Emotional



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.

Status Quo

ANALYSIS

Empathize IdeateDefine Prototype Test

Earn Trust by solving 
customers’ problems

IA & FlowContentUser Interface
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Over 75% of Hosts could apply free cancellation 
before 14 days booking order.

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

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

Over 90% of Customers complain about the strict 
policy.

Functional

Emotional



IMPLEMENT

Empathize IdeateDefine Prototype Test

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

2. Adding promotion banner for user onboarding.
3. Feature label for promoting accommodation.
4. Display free cancellation info to add the benefits of the property.
5. Enhance the visual of promotion rate.

Opportunity

Guide Users to find their 
idea stay

IA & FlowContentUser Interface 1

2

3

5

4
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After

Before

Functional

Emotional



1. Add more photos and enable swipe for a better browsing 
experience.

2. Optimize the room detail CTA with clear white space and brand
color.

3. Rearrange the IA for better readability between the nightly rate 
and total rata.

4. Enhance user confidence to take action to secure the inventory.
5. Display instant booking mark to show this property can confirm

order right away.

Opportunity

Encourage customer to 
take further action
Brand Recognition IA & FlowContent
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1

2

4

3

After

Before

5Functional

Emotional

IMPLEMENT

Empathize IdeateDefine Prototype Test



1. Provide different levels of the cancellation policy for a more 
flexible itinerary.

2. Only display crucial information here and high light with
meaningful colors.

3. Utilize timeline to imply the direction of time and each of the 
status.

4. Synchronize the accommodation time zone to the user's time 
zone for better recognition of the travel plan.

Opportunity

Increase customer 
Engagement
Brand Recognition IA & FlowContentUser Interface
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3

4

After

Before

Functional

Emotional

IMPLEMENT

Empathize IdeateDefine Prototype Test



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.

Opportunity

Empower the sense of 
security
Brand Recognition ContentVisual Style
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4

2

3

After

Before

Functional

Emotional

IMPLEMENT

Empathize IdeateDefine Prototype Test



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

2. 60%-80% of the user would like to plan, and book stays at least 
14-30 days early.

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

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

Opportunity

Earn Trust by solving 
customers’ problems

IA & FlowContentUser Interface
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Emotional

IMPLEMENT

Empathize IdeateDefine Prototype Test



• 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%.

The Impact
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IMPLEMENT

Empathize IdeateDefine Prototype Test

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

Collected from Zendesk Support center & Customer Service.



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.

SUMMARY OF PRODUCT ASSESSMENT

Product Quo & Next

1. Co-op with trustworthy travel review brand to extend the accommodation review.
2. Build up partnerships with chain-hotel such as Marriott, OYO, IHG, etc.,

3. Provide a map mode to view accommodation's precise location on the map.
4. Show more attraction info near the accommodation on map.

Opportunity

Needs

Business Supply

(Customer, Inner staff)

(Executives) (Stakeholders, BD)
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Thank you for the
listening
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