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Purpose | Method | Key findings | Solutions

PURPOSE: 

The purpose of this research was to 
identify the existing issues, positive 
and negative elements, challenges 
and areas of improvement in the 
Airbnb’s website. Our goal was to find 
specific pain points in the user’s 
journey in terms of its functionality 
and experience without being biased 
towards our research team’s findings 
& evaluations.  

METHOD: 

Our research team conducted both 
primary and secondary research like 
competitive analysis and user research 
interviews to collect data and insights. 
This data collected helped us with 
current market trends, and pain points 
of the users while browsing a property 
on Airbnb. We further gathered insights 
to enhance the overall browsing 
experience. 
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Purpose | Method | Key findings | Solutions

KEY FINDINGS: How can we get better?

Our research found multiple opportunities 
for innovation in Airbnb's website, 
especially in improving customer 
engagement and confidence to make the 
right choice of property for reservation.

From our user interviews we observed 
users rely on multiple methods to finalise a 
property from the available options like 
screenshots, sharing links or print physical 
copies. 

We also identified the  frustration to 
remember multiple property details before 
making the final decision. 
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Purpose | Method | Key findings | Solutions

EXISTING DESIGN– MULTIPLE TABS TO COMPARE & SELECT

PROPOSED DESIGN– COMPARISON TOOL FOR PROPERTIES

PROPOSED SOLUTION:

On basis of the research findings and insights, 
our research team concluded introducing a 
“comparison tool” to decrease the browsing 
time and increase the efficiency of the users 
on Airbnb’s website. 

The key features we focused on :

• Revised filter options based on price,
amenities, location etc.

• Flexibility to compare selected features of
the property.

• Viewing multiple properties on single
screen.

• Decreased memory load for the users
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Airbnb undermines traditional hospitality and 
connects travelers to unique accommodation 

options offered by the  locals. 

WHY THIS RESEARCH?

We conducted research to gain insight and
identify areas of improvements in our website. Our
goal was to find exact pain points in a user’s
journey from start till end and how we can propose
solutions to make their browsing experience better. 

Also, proposing these solutions will help users feel 
more comfortable and confident with their choice 
amongst the diverse options available on the 
Airbnb website. Thus, also increasing user 
engagement.

“To create a world where anyone can belong 
anywhere.”
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COMPETITIVE ANALYSIS RESEARCH INTERVIEW USER PERSONA & JOURNEY MAP

01 02 03
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Competitive Analysis | Research Interview | Persona & Journey Map

BOOKING.COM
WHAT? 

Competitive Analysis between 
Booking.com, VRBO, and Airbnb based on 

SWOT, heuristics, user goals, and JTD.

WHY?
• Get an insight on the competitor’s

scope, and design solutions. 
• Not repeat the same mistakes

• Explore the unexplored areas to target
the needs of the users

(Secondary Research)

VRBO
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Competitive Analysis | Research Interview | Persona & Journey Map

WHAT? 
Interviews are a direct form of research 

method to understand the issues faced by the 
user while completing different tasks.  Usually a 

two-person meeting conducted with the 
suitable participant.

WHY?
• Direct feedback from users to validate

assumptions
• Understand pain points, negative and

positive elements of the project
• Find unexplored insights

(Primary Research)
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Competitive Analysis | Research Interview | Persona & Journey Map

WHAT?
Personas are essences of real users. 

Journey maps are the path followed by the users to 
complete certain tasks on the website/app

WHY?
• To build empathy and understand the needs,
challenges and behavioral elements of the target

users. 
• Journey maps are crafted to identify the exact

location of the pain points and challenges faced
by the user during the task flow.
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BRAND VALUE & IDENTITY BRAND VALUE & IDENTITY BRAND VALUE & IDENTITY
“We want to be distinct, 

memorable, and timeless”.
“Focus on community, 

authenticity, and inclusivity”.
“Respect, Community, 

and Integrity”

What do we value?

Booking.com offers five 
primary value propositions: 
convenience, accessibility, 

cost reduction, risk 
reduction, and brand/status.

What do we value?

Airbnb wants to provide 
travelers with affordable and 

unique accommodations 
that offer a more local and 

authentic experience.

What do we value?

VRBO wants families to travel 
better together. We believe in 
family connection. We need 

each other now more than ever, 
and we all want more quality 
time with the people we love.

01. 03.02.
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Criteria followed :

Business Goals

Strategies

User Goals

Usability Heuristics

SWOT Analysis

01.

02.

03.

04.

05.
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1
A guest lacks the ability to view and compare 
multiple locations before making decision, and 
there is presently no quicker means to help this 
process, limiting the user's decision-making 
ease.

2

3

4

Need to manually adjust filters or individually
click on each listing to access additional
details.

Excessive memory load on the user to 
remember and compare details.

No more than one category can be combined 
to look for options efficiently.
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Screener | Recruiting | Participants Table | Session Agenda | Interview Synopsis

Our team decided to do a screening process 
to recruit suitable participants for the Airbnb 
research interview. We made screener which 

helped us to identify each participant who 
will be ideal for the same.
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Screener | Recruiting | Participants Table | Session Agenda | Interview Synopsis

After a successful screening process 
our team recruited suitable 
participants for the Airbnb research 
interview. The selected participants 
were interviewed at the scheduled 
time according to their availability 
and consent forms were drafted for 
the participants.
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Screener | Recruiting | Participants Table | Session Agenda | Interview 
Synopsis

Participant 
Code

P1 P2 P3 P4 P5 P6 P7 P8

Moderator M1 M1 M2 M2 M3 M3 M4 M4

Time 40min 45min 35min 40min 40min 35min 40min 30min

Gender Male Female Male Male Female Male Male Female

Age Range 25-30 25-30 20-25 20-25 20-25 20-25 20-25 25-30

Individual + Idea = Innovation
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Screener | Recruiting | Participants Table | Session Agenda | Interview Synopsis

• Introduction – Step 01
Time : 1-2 minutes

• Background Questions – Step 02
Time : 3-4 minutes

• Warm Up Questions – Step 03
Time : 10 minutes

• Core Interview Questions – Step 04
Time : 20 minutes

• Task – Step 05
Time : 2-5 minutes

• Wrap Up Question – Step 06
Time : 5 minutes

• Summary – Step 07
Time : 2 minutes
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Screener | Recruiting | Participant Table | Session Agenda | Interview Synopsis

Our research team interviewed 8 
people of varying demographics to 
get insights on their real experiences 
through the questions asked during 
the interview session. Consent forms 
were duly signed by each participant, 
and confidentiality was maintained.
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Scenario | Goals

“Aria is starting a new course and 
shifting to Canada soon. She wants to 
book a pet friendly accommodation for 
herself and her pet cat Floppy. Since 
she’s traveling alone and is on a strict 
budget. It's important she reserves the 
right accommodation and choose a 
location that is close to both her 
college and Downtown Toronto as its 
going to be a longer stay”.
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Scenario | Goals

• To find a budget friendly and pet friendly
accommodation.

• Reserving a reliable property that matches with
the property description provided on Airbnb.

• Finding a property for a longer duration with a
welcoming host.

• Avoid wasting time during traveling between
downtown and college.

• Property with safe surrounding to host guests.

• Finding the appropriate accommodation from a
pool of options and categories.

Welcome

1

2

3
5

6

7

4
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02
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. 

PAIN POINTS

OPPORTUNITIES

TASKS

TASK SEQUENCE

Going to book an Airbnb property 
for a month as I’m starting a new 

course

Search Airbnb and browse through 
categories

Enter details – Destination, dates 
etc. 

Filter option is difficult to find 

Provide personalized 
recommendations based on the  

user’s history

Filter option can be placed 
closer to the date/location 

search bar

START
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Open Google maps and check 
distance of properties from 

Downtown and college.

Add pet friendly filter and open 
separate tabs

Choose 2-3 properties that fall in 
required location criteria

Excessive memory load on the 
user to remember and compare 

details.

Didn’t find low to high price and 
vice versa in filter option for the 

selected budget criteria.

Time consuming to check distance
on google maps for every property

Introduce a tool for users to track 
and compare liked properties, 

reducing memory load.

Improve distance navigation 
system

04 05 06

PAIN POINTS

OPPORTUNITIES

TASKS

TASK SEQUENCE 33



Print the options to compare and 
finalize properties she liked the 

most

Starts comparing properties on 
basis of reviews, photos, amenities, 

host reviews, and location

Share with friends as well to get 
their opinions before finalizing

Hard to keep a track of all the 
information

Time consuming for the users to 
print or take screenshots to 

compare

Allow users to compare property 
details based on set priorities like 
price, amenities, and location for 

faster decision-making.

Highlight the collaborative tool 
to enhance the browsing 

experience

Place options side by side for 
quick property comparison, 

enhancing browsing experience.

07 08 09

PAIN POINTS

OPPORTUNITIES

TASKS

TASK SEQUENCE 34



Ask host for real time images to 
cross check the property details 

seen on the website

Reserve the property and make 
the payment

Misleading information on the 
website

Message host and ask questions 
regarding pet policy, location, 
public transport and safety.

10 11 12

PAIN POINTS

OPPORTUNITIES

TASKS

TASK SEQUENCE 35



Message host with questions 
confirming pet policy and location

Go early for check in Reach the booked 
accommodation

Information regarding extra 
charges can instill lack of trust in 

the users

Lack of trust with location of 
properties due to less or no 

specific location information

Information for additional charges 
should be transparent with the 

users and shared before booking

Can provide a link for exact 
location linked with a separate 

map application once the 
payment has been done

13 14 15

PAIN POINTS

OPPORTUNITIES

TASKS

TASK SEQUENCE 36

END



TASK FLOW
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• Increased Flexibility to use comparison 
tool at different points of the task flow.

• Save browsing time and faster 
decision-making process.

• Increase user control and freedom to 
compare various options on one click.

 

38
TASK FLOW



EXISTING  
LAYOUT

39



This is the current homepage layout of their website, lacking any 
feature or tool for property comparison. To compare properties side 

by side, users may rely on taking screenshots, share property 
options or print the listings.

40HOMEPAGE

“I always print options or 
take screenshots before 
finalizing”

“I compare properties to 
see which one’s closer 

and budget friendly”

“I share options with my 
friends or family and leave 
it to them to choose from 

the options”

“I like to explore different 

categories”



PROPOSED 
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Button for comparing
properties

Tick box to select multiple 
properties for compare

The proposed layout has a new comparison tool beside the map button at the 
bottom for users to select up to three properties of their choice making it easier for 

them to compare on the same page.
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Comparison screen pop-up after selecting 
the property, which displays all the 

necessary information.
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COMPARISON TOOL POP UP



Compare button on 
property detail page

Compare button on
Wishlist page
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PROPERTY DETAIL PAGE WISH LIST



CONCLUSION
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After a thorough research and various 
interview sessions, our team identified 
challenges faced by the users while using our 
Airbnb website.  We concluded that the site 
lacks a comparison tool which can help 
users in making a faster and efficient choice 
of property. 

After closely researching the user’s journey 
and their challenges within the app, we 
developed redesign options tailored to their 
specific requirements, and  integrating 
suitable features and elements to enhance 
their experience and helping them make the 
right choice every time. 
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