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FINDINGS

Using the data that was gathered, 
we drew out key insights that will 
play into our final design. Small ideas 
were built into three broad insights.

KEY INSIGHTS
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KEY INSIGHT 1

Planning

Confident researching and 
organizing make travel 

planning more delightful and 
less stressful.
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A travel planning site that helps travelers feel 
confident in their purchases is much more likely to 
have people enjoy using the site and return to it for 
their future trips.

Websites that are striving to do this include Kayak and 
Bing Travel, which tell travelers to buy or wait based 
on previous data along with the website’s confidence 
level for the prediction.

Travel planning is considered by most people to be 
a stressful experience. They feel uncertain about 
whether they are making the right decisions or getting 
the best prices. This lack of confidence causes them to 
procrastinate and delay booking until the last minute. 
People don’t want to feel like they paid more than 
someone else, so it’s worth the risk to wait and see 
if they can get a better price. However, when people 
feel in control of their travel planning, they actually 
enjoy the process. They see it as a sort of strategy 
game and feel a sense of success when they organize 
and plan a trip. They want to book earlier because 
they are sure that they have gotten the best price and 
an amazing trip.

Some people are stressed by travel 
planning because they worry that 
they are not getting good deals.

Some people find planning 
and organizing to be a game 

that they can win.
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Ginger is a woman in her early 30s. Most trips she 
takes are with her boyfriend. 

She is currently trying to plan a trip with her boyfriend 
to Las Vegas for New Year’s. Last year, they went on 
the same trip but booked late. The price was very high 
and they are trying to avoid that this year by booking 
earlier.

Despite the fact that prices are lower than last year, 
she is still frustrated by their fluctuations. After two 
weeks she still hasn’t found a price she is confident 
in, because she is getting so many inconsistent results 
from her research.

“A lot of times different [travel] websites 
are frustrating. It’s too hard to notice the 

difference because there are so many different 
things listed in different ways.”

Ginger

Tarrah is a woman in her mid‑30s who loves to travel 
to new places and explore the world. 

She loves travel planning, especially the challenge 
of making everything fit together. The first thing she 
always does is buy a travel book and read reviews on 
TripAdvisor. Because of her thorough research, she 
feels like she is getting the best deal and is confident 
that her trip will be enjoyable. 

For each trip, she makes a binder of all the research 
she has done and what she will do every day on the 
trip. She likes to have everything planned out when 
traveling so that she can make the most of her time.

“I love [travel planning]. Just seeing the 
different things, what you can do, trying to 
make the time, fitting out the schedules. I 

really enjoy that part.”

EVIDENCE

Tarrah

FINDINGS
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I have trouble 
booking because I 
can’t predict how 
prices will change.

I enjoy the challenge 
of travel planning.

I feel frustrated by 
how complicated 
travel planning is.

I plan things really 
far in advance.

= 1 participant
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Exploration is more enjoyable 
when the content is relevant, 
but there is still a desire for 

something novel.

Exploring

KEY INSIGHT 2
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A site that allows its users to find new content without 
overwhelming them will help people quickly and easily 
find something they will love. This will encourage 
them to purchase from the site.

Examples of websites doing this well include Etsy, 
Amazon, and Wanderfly, which feature categories 
and subcategories to help users limit the amount of 
information they see at once.

When people discover, they like to filter the options 
to ones that are relevant to them and personalize the 
site to their preferences. Often people return to the 
same sites or same travel locations time and again 
because they feel comfortable with familiar things. It 
can be frustrating to see options that are not feasible. 
Although this is what people do the majority of the 
time, they occasionally like to see something entirely 
new and refreshing. This allows them to expand their 
interests and become inspired outside of what they 
already know. While they want the majority of content 
to be personalized and related to interests, at times, 
they want something radically different.

People usually look at discovery 
sites with something in mind and 
are overwhelmed by extraneous 

or unfeasible ideas.

People look for novel things 
to get inspired, learn, and 

discover new interests.
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EVIDENCE

Kristina is in her early 20s and likes to use Punchfork 
to find new recipes for her and her mom to cook.

She thinks Punchfork does a great job of aggregating 
recipes, and she loves to find new foods. She gets to 
try new dishes, and she enjoys the variety of cuisines.

She is also on a strict diet and doesn’t like to see 
foods that she can’t eat. It frustrates her to see 
desserts and other things she shouldn’t eat, and 
looking at them wastes her time. She wants to have 
more specific filters so that she can see the recipes 
she is interested in more easily.

“I don’t want to see ice cream or some[thing] 
that I don’t want to eat. So this is all delicious 

stuff but all delicious stuff that I can eat 
without feeling guilty about it.”

Jordan is a graduate student in his early 20s who 
regularly uses Pandora to listen to music.

He enjoys using Pandora because it plays music that 
is more tailored to his tastes. He doesn’t care for 
modern popular music, so Pandora gives him better 
variety than local radio.

However, he also likes to discover new music and 
sometimes he feels like Pandora is too limited. He 
enjoys hearing music similar to what he already likes, 
but he would also like to have an option to hear 
something radically different. 

“Sometimes I think the gauge is too narrow, 
so it’ll play a band and [then] it’ll play a band 

that’s exactly like it. And I’ll be like ‘This is 
kinda cool but it’s kinda the same thing.’” 

EVIDENCE

KristinaJordan

FINDINGS
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I just want to find 
something new 
and different.

I return to the same 
locations because it is 
easy and comfortable.

I want to be able 
to discover within a 
specific category.

I feel held back by a 
lack of variety.

= 1 participant
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KEY INSIGHT 3

Experiences are better when 
they are shared with others, 
but coordination between 
people can be difficult.

Sharing
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People enjoy sharing with others 
because it can make others happy 

and enhance the sharer’s reputation.

People spend a lot of time waiting 
for others while travel planning.

People like to share experiences and advice with 
their friends and family because it is enriching in 
several ways. They are able to make others happy 
by sharing experiences and providing suggestions 
their friends will like. The sharers also benefit from 
an enhanced reputation if they become known as 
people who share good recommendations. However, 
attempting to coordinate trips between many people 
can be extremely complicated and time‑consuming. 
People spend a great deal of time waiting for others’ 
schedules and budgets when planning travel. They 
also must communicate in order to make decisions 
and book travel.

People plan most trips by working with others, so a 
travel planning site that facilitates that process would 
satisfy an unmet need.

Examples of websites attempting to do this include 
Gogobot and Triporama, but none of them offer the 
complete set of features necessary for collaborative 
travel planning. Although Gogobot allows users 
to select places to visit and Triporama facilitates 
conversation, neither provides a complete collaborative 
service.
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EVIDENCE

“We’re just trying to coordinate all that. Like 
when can we go, who has these dates, so 

there’s been some back and forth. Like we’ll 
start, everyone will get all hot on it, and then 

nothing happens.”

Megan is a mom in her early 40s with two children. 
She enjoys traveling with her extended family, 
especially in the summer.

She has several trips in the works for the upcoming 
summer vacation. She is trying to plan a family trip to 
Florida, but is having a lot of trouble coordinating with 
her family. She has to get her children’s schedules, 
wait for her husband to request time off, and get 
ahold of her mom to talk about places to stay.

She has so much trouble that eventually the trip is 
scrapped and turned into a girls’ trip with one of her 
friends, with whom she now must coordinate instead.

Megan

Jonathan is a single attorney in his late 30s who 
prefers not to travel by himself.

Currently, he is planning a trip to Columbus and to 
Cleveland, both of which were suggested by other 
people. He is also thinking about going to California 
because his friends are going to a conference there, 
and he wants to see the state while spending time 
with his friends.

He rarely goes on a trip if no one will go with him, and 
his trip ideas are usually sparked by others. For him, 
travel is all about being with others.

“I tend to think about travel more often when I 
end up being with people that I want to maybe 

take trips with. If it’s just by myself, I don’t 
really think about it as much.”

Jonathan

FINDINGS
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I am prompted to go 
somewhere if others 

will go with me.

I need to confirm my 
travel plans with 

others before I book.

I need to coordinate 
other people’s 

schedules when 
planning travel.

If I like a place, I bring 
my friends back there.

= 1 participant



Expedia  |  Carnegie Mellon University  |  Human‑Computer Interaction Institute

82

FINDINGS

In addition to the key insights, we 
thoroughly investigated our journal 
responses to look at the ways in which 
people plan travel. From that data, we 
distilled travel planning profiles, which are 
based on common trip planning strategies 
that people employ. We put special focus 
on the various ways people divide planning 
into phases and the ways in which people 
plan multiple trips simultaneously.

TRAVEL PLANNING
PROFILES
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8
PARALLEL 
PLANNERS

3
PRICE

CHECKERS

5
SPECULATIVE

REFINERS 2
SPECULATORS

2
DAWDLERS

4
SEQUENTIAL
PLANNERS

5
NESTERS

2
DERAILED
PLANNERS

We divided our 32 participants into 
eight travel profiles, with one outlier. 
Six of these profiles are detailed 
starting on the next page. Nesters 
and derailed planners can be found 
in the Appendix on page a5.
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In this phase of travel planning, the 
trip is just an idea. Travel ideas are 
very loosely formed and it is not 
certain whether actions will be taken 
to actually plan the trip.

This is the phase where the person 
begins to work out the logistics 
of their trip. For most people, this 
involves talking to others who 
will be traveling with them and 
setting specific dates for the trip. 
Typically, this phase includes a lot of 
coordinating with other people.

These are the five stages found 
in the travel planning process. 

People in all profiles go through 
these stages, but the order and 
time spent on each is variable.

PLANNING STAGES

FINDINGS

SPECULATING REFINING
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INVESTIGATING BOOKING NESTING

Once this phase is reached, the 
trip is being actively planned. The 
person is looking up flights, hotels, 
or other information and comparing 
prices, amenities, and rewards. 
Currently, this is the phase where 
people would begin consulting 
travel sites such as Expedia.

This is the point in the process where 
the person commits to the trip in 
some way, typically by purchasing a 
flight or reserving a hotel.

During this phase, the person 
gathers information and resources 
they will need for their trip. This 
could involve looking up activities 
to do while traveling, asking others 
for recommendations, or organizing 
information such as confirmation 
numbers and itineraries. 
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Business Value

Summary
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PRICE CHECKERS

Out of the 32 participants, 3 are price checkers. They 
range in age and income, and most of the travel they 
plan is with family or friends. 

Making travelers more confident that they are finding 
the best prices will allow them to be book earlier and 
move on in their travel planning process sooner. 

She is planning a summer trip to Florida with her 
family. Over a period of several weeks she rechecks 
the prices many times. She expresses frustration 
at how often the prices change, and feels like she 
doesn’t know if she is getting a good deal. She finally 
books tickets over two weeks later because she 
notices that the prices are the same on several sites. 
This consistency gave her confidence that she was 
getting a good price on the tickets.

Price checkers compare costs of flights, cars, and hotels before researching 
other aspects of their trips. They spend significantly more time in the 

investigating stage than any other stage.

Jennifer is frustrated that she can’t find a good 
price on airfare to Florida.

Meet Jennifer
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SPECULATING

REFINING

INVESTIGATING

BOOKING NESTING

PRICE CHECKERS
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PARALLEL PLANNERS

FINDINGS

Business Value

Summary
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Allowing travelers to keep their trips organized and 
making research simpler could facilitate working on 
multiple trips in one day. This in turn would make the 
planning process faster and allow for earlier booking.

He is planning a family trip to Florida and is trying to 
calculate costs of driving as well as plan activities to 
do while there. He is interrupted regularly by planning 
for other trips that are happening sooner. He has to 
coordinate with others and check prices so he can 
book tickets to go to an NBA game and a NASCAR 
race, and check prices for another trip to Florida for 
his wife. After six weeks, he is still working on the 
Florida trip because he has been interrupted so many 
times by other planning tasks.

Out of the 32 participants, 8 are parallel planners. 
They range in age and income, and their travel varies 
from business trips to summer family vacations to trips 
with friends.

PARALLEL PLANNERS

David is taking a long time to book because he 
is juggling many different trips.

Meet David

Parallel planners are in different stages of planning multiple trips 
simultaneously. They usually only plan one trip per day, which leads to 

inefficiencies and delays in working on any given trip.
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Business Value

Summary
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Out of the 32 participants, 5 are speculative refiners. 
They are all leisure travelers and are usually trying to 
coordinate with extended family or friends.

Noreen has to wait to hear back from family 
before she can make any plans.

There is an opportunity to speed up and facilitate the 
process of refining, especially coordinating with others. 
This will allow people to determine the basics of their 
trips earlier and then move on to actual research and 
booking.

She is trying to plan trips to Hershey Park, Florida 
and a campground for her family this summer. Her 
planning is initially held up by waiting for her siblings 
and parents to get back to her with dates and details. 
A great deal of time is spent waiting for information 
from other people. Once she gets the information, her 
planning and booking are further delayed by the fact 
that she doesn’t have her children’s sports schedules. 
She spends the majority of her time in the refining 
stage of planning.

Meet Noreen

Speculative refiners generally have several potential trips in mind at once. 
But their planning is delayed by looking at dates, coordinating with others, 

and waiting for people to get back to them.

SPECULATIVE REFINERS
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SPECULATING REFINING INVESTIGATING

SPECULATIVE REFINERS
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Business Value

Summary
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Business Value

Out of the 32 participants, 2 are dawdlers. They both 
are trying to decide where to travel with other family 
members, so coordination contributes to their delay.

Facilitating the coordination and decision process will 
allow people to save time and move into concrete 
planning and booking much sooner than they currently 
do. 

He has several potential locations for summer trips, 
but is having trouble deciding between them. He 
will be traveling with his parents, so he needs to 
coordinate his planning with them. Once in a while 
he checks prices, and he frequently thinks about 
schedules and locations. He often expresses that he 
feels he has made progress but even after six weeks 
he still has not decided on a place to go.

Jason is trying to coordinate with family to 
choose a location for their summer trip.

Meet Jason

Dawdlers spend many weeks speculating, refining, and investigating, but 
make little actual progress on planning their trips. Much of their time is 

spent trying to coordinate with others and figuring out which trip would be 
feasible for them.

DAWDLERS
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DAWDLERS

SPECULATING



94

FINDINGS

Business Value

Summary
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Out of the 32 participants, 2 are speculators. Both of 
them were speculating about potential personal leisure 
trips, either alone or with friends.

The speculators have discovered an aspect of the 
planning process that makes it fun. Applying this 
aspect to other travel planners will make the process 
more enjoyable.

He is nesting for upcoming trips to D.C., Las Vegas, 
and Bear Creek. However, he spends a great deal of 
time thinking about and speculatively researching trips 
that are sparked by conversations, shows, or blog 
posts. He loves the entire process of travel planning, 
and his frequent speculation allows him to move 
quickly once he begins researching and booking.

Bryce is an avid traveler who is constantly 
dreaming up new vacations.

Meet Bryce

Speculators are actively planning one or two confirmed upcoming trips, 
while also simultaneously speculating about many other potential trips. 
Their speculation appears to make other stages of planning quicker and 

more enjoyable.

SPECULATORS
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SPECULATORS
SPECULATING

SPECULATING

SPECULATING
SPECULATING

SPECULATING

SPECULATING

REFINING

INVESTIGATING

BOOKING NESTING
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Business Value

Summary
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Out of the 32 participants, 4 are sequential planners. 
Most of them are planning business trips, often by 
themselves, so they do not need to figure out dates or 
locations for their trips.

Making the refining stage as easy for other travelers 
as it is for sequential planners will allow them to move 
on to other stages sooner and plan more quickly and 
easily.

Hayden quickly and easily books a business 
trip to Texas.

He found out one day that he had to go on a business 
trip to Texas. That night he talked to his wife about 
it, and the very next day he looked for and booked 
a flight. A couple days later he researched prices of 
hotels at his destination. Shortly after that, he booked 
his hotel and moved into nesting by starting a packing 
list for his trip.

Meet Hayden

Sequential planners move through the stages of planning very quickly. 
Stages are usually completed consecutively and the planners spend little 
time in the refining stage figuring out where and when they are going.

SEQUENTIAL PLANNERS
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SPECULATING REFINING INVESTIGATING BOOKING NESTING

SEQUENTIAL PLANNERS


