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Executive
ummary

® o 0
& SIX SENSES

Six Senses
Sustainable Luxury Hospitality chain

Www.sixsenses.com

“Booking on this website Is
like a quest.”

This report documents the findings of a usability test of the website www.six-
senses.com carried out at the end of 2016 by Tatiana Pavlova. The main purpose
of the test was to assess the usability of the current website.

TEST STATISTICS ABOUT WWW.SIXSENSES.COM:

The most notable result was all users
failing to complete the task of booking

_ _ 3 o a Six Senses accommodation on Book-
SUS score 6 /o ing.com. This was because the taxes

were not included in the final figure.

2 7 .9 2 None of the participants com- Another task with a low success rate

pleted all the tasks without as- was to book a massage on sixsenses.
sistance. The average unassisted com. 5/6 participants stated they
User satisfaction score (Grade F) task completion rate for all tasks didn’t want to call to book a treat-

ment. They have mistaken enquiry

and lies between “worst imagin- is 36%. Users were unable to find form with booking.

” “ ” the information or menus they
able” and “poor”.

were looking for. Overall navigation is so confusing,
complicated and offers too much
choice that all the participants were
stressed, frustrated and tired from
task 2 onwards.
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Aims

SIXSENSES.COM

THE AIM OF THE EVALUATION IS TO IMPROVE USER EXPERIENCE

OF SIXSENSES.COM.

Six Senses have built a very complex website
with lots of content. With the existing interface,
the website is difficult to update and maintain.
Six Senses are planning to launch 30 new resorts
in the next two years and go from 12 to 40 scale

Six Senses have 50% direct sales, the rest of the
bookings go from travel agents like booking.com.
Six Senses would like to improve this statistic
and have more users booking directly.

of growth.
The primary objective of the study A secondary goal is to assess the IA The last purpose of the study is to
is to benchmark user experience for and navigation findability quality answer these questions: whether
SixSenses.com. In order to achieve of use. This will be covered by the it's quick and easy to buy a holiday
that I have employed the CIF method, following types of tasks: find and book through sixsenses.com and booking.
questionnaires, debriefing and the an accommodation or treatment, find com. To investigate that, comparison
think aloud protocol. relevant information. and repeated measures were carried

A

Key problem areas will be evaluated and addressed by writing
redesign suggestions.

out.

A

2016
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Study
Method

Experimental Design

1 » STRUCTURE

It was decided to adopt the basic design structure
and the within-group approach considering only one
independent variable and a very small size of partic-
ipant pool. (Hypothesis: there are no differences in
booking a Six Senses accommodation via booking.com
or directly.)

2 » APPROACH

Adapted “mixed” approach to different objectives -
comparison and one shot.

To avoid possible confounds In this study, all partici-
pants performed comparison under the same condi-
tions. Users were required to repeat the same task on
different sites. To control the learning effect - order of
experimental conditions was “counterbalanced”

3 » FORMAT

| followed standard industry methods for
reporting usability test findings. Most appropri-
ate evaluation method for summative usability
testing is The Common Industry Format (CIF) - an
international usability reporting standard.

SIXSENSES.COM

4 » TIMETABLE, VENUE, PROCEDURES

The evaluation was conducted in four weeks
time, each participant was at home and per-
formed tasks on his own computer during the
most convenient time and in the most convenient
circumstances for them.
These procedures have been adapted for the
evaluation:

Field studies (observe users in natural

settings)

Observations

Interview

Tasks

Questionnaire

Think aloud method
The evaluation was planned and conducted
systematically to avoid possible confounds In
this study.

Participants

A majority (about 80%) of usability issues will
be observed with the first five participants (Lew-
is, 1994; Nielsen & Landauer, 1993; Virzi, 1992).
According to this study and applying the rule of
thumb 5-10 participants are enough to get reli-
able feedback.

There were 6 adult participants. | needed an
even number of participants for counterbal-
ancing reasons. Participant’s age was ranging
from 25-45. All participants had substantial
experience with the internet and online book-
ing systems. Five of the 6 were working in the

IT industry. All were Russian with professional
proficiency in English. Five participants indicated
that they haven’t had experience with Six Senses
brand or website before.

Participants table

DESIGNED BY TATIANA PAVLOVA

Participants were selected by several essential
characteristics:

+  Understanding of the English language

+  Frequentinternet usage

- Experience with online bookings

«  Minimum 25 years of age. The age group was
selected based on the fact that less than 1%
of SixSenses.com users are under 25.

To capture UX issues, which is the main aim
of the evaluation, the sample of participants
sought is appropriate.

The recruitment process was conducted through
social media or in person.

Participant  Gender Age Education  Occupation Internet Product

Experience Experience

1 female  25-34 BSc Android Developer >5 no
2 male 25-34 BSc Web Designer >5 no
3 male 35-45 BSc Web Developer >5 no
4 female  25-34 BSc Psychologist >5 no
5 male 25-34 BSc Software Engineer >5 no
6 male 25-34 BSc Software Test Analyst >5 yes

There were 6 one-on-one remote sessions, which
lasted from about 90 to 120 minutes. None of the
participants had prior knowledge of what was to
be shown or tested.

The participants received an overview of the
usability test procedure, and software in the
beginning of the session.

The participants' responsibilities were to at-
tempt to complete a set of representative task

— 9 —

scenarios presented to them in an as efficient
and a timely manner as possible, and to provide
feedback regarding the usability and acceptabil-
ity of the user interface. The participants were
directed to provide honest opinions regarding
the usability of the application and to partici-
pate in post-session subjective questionnaires
and debriefing.
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Tasks

The goals of the users were to use the product
only once or just a few times, simply complete
the task and then stop using the product. The SS
site audience is experienced and demanding and
they have a choice to use it or not. Both design
aesthetics and efficiency are very important for
the users. They ask more for the money they
spend and for the shorter amount of time, as
they are very busy people. All these demand to
measure two main aspects of the user experi-
ence: performance and satisfaction. And it will
help to get an accurate overall picture of the
user experience.

SIXSENSES.COM

» TYPES OF TASKS FOR THE PROJECT

Completing a transaction

Comparing products

Evaluating Navigation and Information
Architecture

Problem discovery

Creating an overall positive UX

All the tasks were scripted to obtain efficiency
and effectiveness. Post-test questionnaire - to
measure user satisfaction.

Task name

Find and book a villa via
sixsenses.com for under
$20000 in Maldives
between March 3 - March
14,

Find and book a villa via
booking.com for under
$20000 in Maldives
between March 3 - March
14.

Make an appointment for
a massage for the next
day at 10 AM.

In your preferred
destination find 3
activities offered by Six
Senses you'd be
interested in doing on a
Sunday afternoon.

Find information about
“Sprunch”

Come up with a budget for
a weekend trip

Free use of the website
for 10 min

The participants were taken through 5-7 task scenarios

Reason for creating the task

Six senses website is mainly used for
booking holiday accommodation. This task
represents the main workflow for users of
this site.

Half of the Six Senses sales comes from
other travel agents, like booking.com.
During this task we evaluate the difference
in user experience of completing
transactions between sixsenses.com and
booking.com

Spas within SixSenses properties are one
of anchor attractions which help to
increase the length of stay and also
leverage the resort ADR’s (Average daily
rate). This task focuses on evaluating the
user experience of booking a standalone
SPA procedure as opposed to booking an
accommodation.

Heuristic evaluation raised concerns
regarding information findability and
navigation in provided services and offers.

Heuristic evaluation raised concerns
regarding information findability and
navigation in provided services and offers.

Heuristic evaluation raised concerns
regarding information findability and
navigation in provided services and offers.

This task was created to facilitate a more
informed feedback in the SUS survey

DESIGNED BY TATIANA PAVLOVA

Walkthrough

Home > Find a hotel Resort > Laamu
Maldives > Make a reservation >
Enter data > View available rates >
Select > Enter payment information

Open Booking.com > Select dates >
Search for Six Senses Laamu > See all
available rooms > Choose room >
Enter user details > Continue > Enter
payment details

Home > Find a Hotel, Resort or SPA >
Select SPA > Get contact information
(phone and email) > Book via phone
or request booking by email

Home > Find a Hotel, Resort or SPA >
Select Resort > Experiences

Home > Find a Hotel, Resort or SPA >
Select France - Paris in SPAs > Scroll
down to SPA Offers > Click Sprunch
Click to download ‘English SPA Menu’

Home > Click on the continent
buttons > Navigate the map and
open the resort page > Check Rates
and Availability > Check prices
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Metrics Materials

e . . Google document, for
Usability was measured using three indi- PARTICIPANT INFORMATION SHEET / INFORMED CONSENT

. . easy remote sharing
cators: effectiveness, efficiency, and
satisfaction.
MODERATOR SCRIPT
According to Tullis and Albert (2013) most
appropriate metrics for each indicator/
category are:

Google forms, for

SCREENING QUESTIONNAIRE casy remote sharing

Google document, for

TASK INSTRUCTION SHEET

easy remote sharing

OBSERVATION LOG — SHEET

Google forms, for
POST-TEST QUESTIONNAIRE / SUS

easy remote sharing

Effectiveness s sicesr:

USER PERFORMANCE DATA SHEET

Efﬁ . n Time to complete task, number of Errors, ) ,
cie Cy number of Assists PARTICIPANT'S COMPUTING ENVIRONMENT MODERATOR’S COMPUTING ENVIRONMENT

«  Five the participant’s computers were MacBook © IMac27

Pro 13-15" with MacOS Sierra Version 10.11.6 * MacOs Sierra Version 10.11.6

) )
; ; +  Second 19" monitor
SatISfaCtl 0 n SUS questionnaire «  One participant had Lenovo laptop (Windows 10

0S) with an external 19” monitor and a keyboard. © Firefox brO\{VSQI; 501.0 ) )
«  Skype Application (for interview, screen share and

«  All testers used Google Chrome browser recording)
v54.0.2840.98 «  TeamViewer Application (screen and face recording)
+  Skype Application + Quick Time (for screen recording)
«  Timer

«  TeamViewer Application

SECK N

. Calculator

SICL A Joke

—12 — —13 —
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Procedure

Study participants were tested remotely in sepa-
rate one-on-one moderated sessions.

A bilingual Russian and English speaking us-
ability professional acted as a test facilitator.
All tests were conducted in Russian via remote
screen-sharing technology. Each test took ap-
proximately 1.5 -2 hours.

The participants were seated at their worksta-
tions in their work environment. Verbal commu-
nication was via Skype or Teamviewer applica-
tion.

1 » CONNECTION

Start Skype or TeamViewer screen sharing session,
start Quick time to record. All the participants were
recorded from the beginning of each session and were
notified and had given their consent in advance.

3 » QUESTIONNAIRE

Participants have completed a pretest demographic
and background information questionnaire.

SIXSENSES.COM

The usability test consisted of five phases:

+  Establish video/audio connection and start
recording (in recruiting process participants
consent to the recording procedure).

«  Session Introduction and obtaining verbal
consent

«  Screening questionnaire
+  Solving test tasks
+  Post-questionnaire and debriefing

The phases contained the following steps:

2 » INTRODUCTION

The facilitator briefed each participant and instruct-
ed that he or she was evaluating the six senses.com
website, rather than the facilitator evaluating the
participant. Test participants were given a link with
online google document Participant Information Sheet
|/ Informed Consent to read and to state verbal agree-
ments to the fact that they were guaranteed anonymi-
ty and that Moderator was free to use their comments
and suggestions in the test report.

2016

EX

4 » TEST

Sessions began when all participant questions about
the session were answered by the facilitator. The fa-
cilitator informed the participants that time-on-task
would be measured and that exploratory behaviour
outside the task flow should not occur until after
task completion. Test participants were given a link
to an online document Task Instruction sheet and
were asked to perform tasks in given order using the
website. The facilitator instructed the participants
to read the task description aloud from the shared
google document and begin the task. The facilitator
encouraged the participants to ‘think aloud’. Time-
on-task measure began at that moment. Facilitator
observed the behaviour and controlled the session.
Moderator also measured time on task, amount of
errors, assists and took notes (satisfaction assess-
ment, and suggestions for improvement) and quotes.

pected results

Significant differences in user experiences were
expected between booking.com and sixsenses.
com as the first website is widely advertised and
frequently used among travellers and internet
users.

A lot of user confusion and frustration was ex-
pected when performing “find information” tasks
on sixsenses.com. | predicted that majority of
users wouldn’t be able to clearly understand the
main menu organisation and structure.

DESIGNED BY TATIANA PAVLOVA

5 » POST-TEST QUESTIONNAIRE

After all tasks have been attempted, the participant
completed a post-test satisfaction questionnaire.
Test participant was given a link with online google
document Post-test questionnaire / SUS and was
asked to fill in the questionnaire while thinking
aloud. In addition, test participants were debriefed
about their general impression of the website.

| also expected users not to be able to find other
key elements of the website, such as map-based
booking, menus for SPA treatments and activi-
ties.

Another predicted problem was not being able
to clearly see the full price of the accommoda-
tion cost with transfer and taxes and any other
extras (both for booking.con and sixsenses.com).
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Evaluation
results

SUMMARY OF OVERALL FINDINGS

None of the participants got a pleasant and
satisfying experience from Six Senses website.
Average SUS score is 27. Most participants were
tired, stressed and frustrated from the second
task scenario onwards.

66% of users would never use this website again.

83% would not recommend this website to a
friend.

SIXSENSES.COM

66% found this website to be unnecessary com-
plex.

Participant #5 stated what an amazing budget
he had for this trip. At the end of the task, he
said: “I'm feeling humiliated after running out of
budget with all of these extras”

I'd closed the website long
time ago If It wasn't a test.”

2016
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| feel like a blind kitten.”

All the contributors were dissapointed and angry
with booking.com and the hidden taxes situa-
tion. Five participants needed to be advised at
the end of Session to pay attention to the final
price.

5 out of 6 users completed the booking via the
shortcut user journey (see project definition)
rather than the optimal route. They were also
puzzled with the absence of room description
which occurred later in the journey.

Participants did not understand the concept of
the Highlights label, thinking this section con-

tained all the company services.

Based on participant comments many of them
struggled with the website navigation and in-
formation structure. Users have said the fol-
lowing 18 times at different points of the test:
"It's unclear what to do next” and/or “l don't
know where to search for information” or similar
comments.

All of the participants expected the total price
on each page throughout the booking process
and a currency selector instead of the annoying
“share your location” pop-up.
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Unassisted Task  Assisted Task Task Suc- Task Time
User # Effectiveness [(%) Effectiveness coss Assists Errors (mm:ss)
Complete] [(%) Complete] )
1 100 0 1 0 0 10:59

SIXSENSES.COM 2016 DESIGNED BY TATIANA PAVLOVA

I like that the price for accommodation  Start feeling humiliated after running
stays the same and doesn't change out of budget with all of those extras
depending on the month otherwise it

would be impossible to calculate. I want the total cost to be always be-

fore my eyes
| have to guess if | can fit this into my
budget or not

2 100 0 1 0 0 15:25
3 100 0 1 0 1 13:14

FIND AND BOOK A VILLA VIA SIXSENSES.COM FOR UNDER

$ZOOOO IN MALDIVES BETWEEN MARCH 3 - MARCH 14. 4 0 100 1 1 0 13:29

............................................................................................................... . 100 . 1 . ; 05

This table shows the first task data screen a calendar selector? This

per participant. All participants have doesn't make any sense. | expected 6 100 0 1 0 3 17:09

finished the task successfully. Only a list of rooms. The calendar screen

1 person has required assistance. 2 doesn't make any sense. Mean 83.33 16.67 1.00 0.17 117 14:04

participants have used a calculator, ) )

and the rest made the totals calcu- The filtering doesn't give any feed- Star?de!rd 40.82 40.82 0.00 0.41 1.47 02:05

lations in their minds. 1 participant back, I had to scroll. Deviation

used Srysca””te,r tot"ek”fytthe ”a”ls‘cter The gallery engine is 10 years old, Min 0.00 0.00 1.00 0.00 0.00 10:59

*I:r::;szer:fﬁz,lgz],e aken to comptete nobody is doing it like this now. Jquery

' U4, . .
Ulis the gallery library. Max 100.00 100.00 1.00 1.00 3.00 17:09

All the users.took no'Flce of the main “More about room” pop up is annoying

carousel saying that it was too fast and not closing

and annoying, also lacking in informa-

tion and call to action. Regarding the The form that asks for arrival and

images, comments varied from “Wow, departure times is annoying and un-

this is amazing!” to “Those are glam- necessary. I've already given my flight

our magazine images that don't reflect  number - just go to flight radar, look

the reality. | don't trust them”. it up and meet me, I'm already paying

. . $500 for the transfer

Half of the users noticed the weird-

ness on loading of the home page: it This is bad, | don't like that | need to

loads the middle first and then jumps enter my home address, nobody else

to the top. Users were concerned if is asking for this now. Normally it's

they've done something wrong. enough to give my passport details to

fly.

There were also lots of minor com- Y

ments which were mentioned by no Checkout takes too long, I'm tired of

more than 2 users: reading and calculating

With such a large budget | won't wait | could not find search from the first

for so long for the website to load attempt

After entering details in the make a Don't like sharing location with sites |

reservation widget why is the next don't know

—18 — —19 —
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User #

Mean

Standard
Deviation

Min

Max

SIXSENSES.COM

FIND AND BOOK A VILLA VIA BOOKING.COM FOR UNDER $20000
IN MALDIVES BETWEEN MARCH 3 - MARCH 14

All the participants completed the
task with assistance. All participants
have used booking.com before and
were familiar with the interface, but
no-one found that the 23% tax wasn’t
included into the total figure for that
Six Senses accommodation. They were
disappointed and angry with booking.

Unassisted Task  Assisted Task

Effectiveness [(%) Effectiveness Teel e

Complete] [(%) Complete] cess

0 100 1

0 100 1

0 100 1

0 100 1

0 100 1

0 100 1
0.00 100.00 1.00
0.00 0.00 0.00
0.00 100.00 1.00
0.00 100.00 1.00

com and the hidden taxes situation.
Average time taken to complete the
task was 10:44 which is 3:20 min faster
than on sixsenses.com. The de-brief-
ing interview didn’t discover a prefer-
ence towards any of the websites.

Assists e Task Time
(mm:ss)
! 1 04:03
! 1 08:59
! 5 08:57
! 2 14:05
! 2 09:58
! 1 18:24
1.00 2.00 10:44
0.00 1.55 04:56
1.00 1.00 04:03
1.00 5.00 18:24

2016

User #

Mean

Standard
Deviation

Min

Max

DESIGNED BY TATIANA PAVLOVA

MAKE AN APPOINTMENT FOR A MASSAGE FOR THE NEXT DAY AT

10 AM.

Low task success rate in this sce-
nario is caused by inability to make
an online SPA booking. Participants
discovered that the only way to book
was by calling they hated it and tried
to avoid it by using the enquiry form.
One of the participants gave up doing
the task on sixsenses.com completely
and said that he would choose anoth-
er provider. This task has the highest
error rate among all tasks.

Unassisted Task  Assisted Task

Effectiveness [(%) Effectiveness LB

Complete] [(%) Complete] cess

0 0 0

0 0 0

0 0 0

0 100 1

100 0 ]

0 0 0
16.67 16.67 0.33
40.82 40.82 0.52
0.00 0.00 0.00
100.00 100.00 1.00

Comments which were mentioned:
"I hate calling - 4 times"
"I'm annoyed

"I'd closed the website long time ago if
it wasn't a test"

"Booking on this website is like a
quest"”

"I'm frustrated"

Assists Fars Task Time
(mm:ss)
! 3 05:11
! 4 07:04
0 1 04:55
! 4 08:17
0 2 08:37
! 3 05:54
0.67 2.83 06:40
0.52 117 01:35
0.00 1.00 04:55
1.00 4.00 08:37
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IN YOUR PREFERRED DESTINATION FIND 3 ACTIVITIES OFFERED FIND INFORMATION ABOUT “SPRUNCH”
BY SIX SENSES YOU'D BE INTERESTED IN DOING ON A SUNDAY
AFTERNOON.
............................................................................................................... 4 users used Google for help with the User used browser search to find Paris
task. Error rate is 2nd highest among . o
Most of the users completed the task  the site has already annoyed me*“ all tasks. .A;[ this point | kr;]gw thzt all r.elﬁyda;t
successfully without any assists. . o ldnt finish th Kb n ohrma;cjlfon on t" s web site Is hidden
Users completed the task thinking ' canr)otﬁnd massage, the site is One use;]r coutdn th nlst (tj e task be- In the pdi-menu
; : annoying“ cause she was exhausted.
that they had the full choice of activ- ying Users are confused offers global and
It!e: .H(;WEVGF, upon Seehmg that the “I've selected activities, but | wouldn't Observations and user comments: local menu
Hig ,l'g ts sectton oqu as a small se- have booked them, as they are just . . . o
lection of what's available, users were reselling services” User clicked on Language several time I'm tired
disappointed with their choices. trying to find the search menu
“Lots of info, unclear site structure”
User comments:
. “No price shown“
“I don't understand the difference P
between activities and experiences” “Too much text“
Unassisted Task  Assisted Task Task Suc- Task Time
“This is the same as in the last task, “Cannot find March activities” User # Effectiveness [(%) Effectiveness Assists Errors
cess (mm:ss)
Complete] [(%) Complete]
1 100 0 1 0 2 03:17
Unassisted Task  Assisted Task .
. . Task = . Task T 2 0 100 1 1 3 06:36
User # Effectiveness [(%) Effectiveness e SRl Assists Errors asiiime
cess (mm:ss)
Complete] [(%) Complete]
3 0 100 1 1 5 07:23
1 100 0 1 0 3 07:26
4 0 0 0 2 1 07:05
2 0 100 1 2 3 09:36
3 100 0 1 0 0 11:08 > 100 0 ! 0 0 07:53
6 0 100 1 1 5 08:00
4 100 0 1 0 3 06:37
Mean 33.33 50.00 0.83 0.83 2.67 06:42
5 100 0 1 0 3 13:04 Standard
anda 51.64 54.77 0.41 0.75 2.07 01:45
Deviation
6 100 0 1 0 3 03:37
Min 0.00 0.00 0.00 0.00 0.00 03:17
Mean 83.33 16.67 1.00 0.33 2.50 08:35
Max 100.00 100.00 1.00 2.00 5.00 08:00
Standard
.. 40.82 40.82 0.00 0.82 1.22 03:23
Deviation
Min 0.00 0.00 1.00 0.00 0.00 03:37
Max 100.00 100.00 1.00 2.00 3.00 13:04
— 22— — 23—
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COME UP WITH A BUDGET FOR A WEEKEND TRIP

SATISFACTION SCALE SUS

The table doesn’t show any data for

“I've only now realised the difference

2 participants because they their in the menus and how the website Sk Score
session duration was longer than 1.5 works”
hours and they were tired. ) ) 1 22,5
“Map is my favourite way to book ho-
Only 1 user has finished the task tels and | haven't found it” ) 15
without using the map. When he was . ., ) )
shown the map he was disappointed Hurray, a map!” Threw his arms into 3 75
because he would’ve found a better the air '
location using the map. “Was it hard to mark Global and Local 4 25
Another used couldn’t finish the task offers so it's easier to distinguish
because the booking engine broke between them? 5 .
(showed an error). “| feel like a blind kitten” '
Comments: “I'm tired of scrolling up and down” 6 45
“If I saw the map earlier, | would've Mean 27.92
chosen a different resort, as | didn't '
like Oman” Standard
.. 17.42
Deviation

Unassisted Task  Assisted Task

. . Task Suc- . Task Ti
User # Effectiveness [(%) Effectiveness ascesssuc Assists Errors ?;m.lsr:)e
Complete] [(%) Complete] ’

1 0 O 0 1 2 08:59 Qgtrj]egztsabmty NOT ACCEPTABLE MARGINAL ACCEPTABLE
2 0 100 1 1 2 04:04

Grade Scale
3 0 0 0 1 4 11:09

Adjective

Ratings
4

SUS Score
5

Participants #1
6 0 0 0 1 3 09:56 .

#3
Mean 0.00 25.00 0.25 1.00 2.75 08:32
#4

standard 0.00 50.00 0.50 0.00 0.96 03:06 ®
Deviation .
Min 0.00 0.00 0.00 1.00 2.00 04:04
Max 0.00 100.00 1.00 1.00 4.00 11:09

Grade scale of SUS scores, as established by Bangor, Kortum &

Miller (2009) by Redixly with study participants' score below

— 24 — —25—
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SUMMARY PERFOMANCE RESULTS ACROSS ALL TASKS BY

PARTIC AN T
Assisted total task completion rate is any user had. However, this user has
36.11%. Total errors made across all skipped 2 tasks due to tiredness. The
tasks are 78, and minimum number lowest unassisted task success rate

of errors on one task is 10, maximum was 16.7% (2 users). on o
is 18. User 5 has asked for assistance U I It I
S u m m a ry only once with 66.7% total unassisted s a S s l I e s

task success rate - this is the highest

Unassisted Task  Assisted Task

User # Effectiveness [(%) Effectiveness Task suc Assists Errors TaskTime # Statement of Issue Redesign Recommendations Priority
cess (mm:ss)
Complete] [(%) Complete]
1 50.00 16.67 4 3 il 39:55 Booking process
) 16.67 66.67 5 6 3 51:44 TOtil accomfmodtatltor(;costfls ntzjt sh(cj)wn. ,illdparltlgl-f
1 pan swgre rustrated, contused and was e. atoto Show Total accommodation cost high
time, trying to calculate Total accommodation cost. 5
3 33.33 33.33 4 3 16 56:46 e .
did it in mind, rest of users used calculator or Google.
There is no currency selector. %2 of users were frus-
4 16.67 20.00 4 > 10 49:33 2 trated because of this. They went to Google in order to Add currency selector high
make the rate conversion.
5 66.67 16.67 5 1 10 53:37 The location sharing popup was annoying for 2 of
users. They didn’t want to share their location with
6 33.33 33.33 4 4 18 63:00 3 a new website. Also after the location was shared, Get rid of the location popup medium
currency was not affected (it was expected to change
Mean 36.11 36.11 4.33 3.67 13.00 52:26 from S to £).
Standard 19.48 19.48 0.52 175 3.35 07:43 It's impossible to make a SPA booking online. Users
Deviation confused the enquiry form for an actual booking
. ) 4 interface. They were really disappointed they had to Add SPA booking functionality medium
LAl 157 12487 iy THerY UEHEY s call to book. % said they didn’t like calling to make a
booking.
Max 66.67 66.67 5.00 6.00 18.00 63:00
Users have assumed ‘Make a reservation’ widget can Rename the reservation widget to more
5 also be used to book SPAs and activities. s were frus- accurately reflect its function - booking medium
trated when the found out that wasn’t the case. accommodations only

3 have complained that the ‘Make a reservation’ wid-

get doesn’t allow keyboard entry Fix the widget to allow keyboard entry ~ medium

— 26 — — 27 —
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# Statement of Issue
Navigation
5 Site search function is not available. % used browser
search on each page.
It's unclear how to navigate the website. Users have
8 said 18 times in total that they were lost and didn’t
know what to do next.
The map on the home page doesn’t show current loca-
9 tion. The map pin aggregation function shows colours
inconsistent with the legend.
% users were not able to find the map without help.
10 %5 said that if they knew about the map earlier, they
would've changed their destination.
3 of users have discovered the SPA menu only with
1 assistance. They were surprised that the site didn’t
provide full information on services, and the pdf did.
# Statement of Issue

General issues

12

13

14

15

Website takes too long to load or update. V2 of users
mentioned how slow the website is. Home page is
loading its middle part first, and then jumps up in a
few seconds.

> of participants were interested in reviews of re-

sorts, accommodations and SPA, which the website
doesn’t have. 1 participant when to read reviews on
TripAdvisor, another one on booking.com.

Main carousel refreshes too quickly and is generally
annoying. %5 of participants have mentioned that. One
participant wanted to see a call to action there.

/3 users said the font is too small. They couldn’t find
the comparison button and general information be-
cause of the small fonts.

Redesign Recommendations

Add site search function

Revise the website informational ar-
chitecture and navigation. Use the cart
sorting technique.

Fix the map to show current location
and to aggregate locations properly.

Reposition the map feature to the main
menu and present it more clearly and
graphically by giving user a choice of
the list and map layouts.

Extract information from the pdf and
present it on the resort page. Remove
the downloadable SPA menu pdf docu-
ment.

Redesign Recommendations

Improve site performance

Add reviews or links to most reliable
travel agents. Or add some visual
indicators, like stars, to support user
choice.

Redesign carousel captions, add call to
action button(s), and change transition-
al animation

Identify a more suitable font face for
the website with support of 6 languages

SIXSENSES.COM

Priority

medium

high

medium

high

medium

Priority

high

medium

high

medium

I’'m planning to fix or improve the following in my
prototype:

Deviation from optimal route as shown in the
table above (1,2, 5,7, 10, 11, 13, 14, 15)

Users missing important site elements (the map,
comparison button, full services list)

Misleading menu names (users tried to booking

DESIGNED BY TATIANA PAVLOVA

Redesign Recommendations

SPA via the accommodation booking widget)

Users performing the wrong action and being
disoriented (system informational feedback)

Misinterpreting a piece of content (enquiry form)
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ISSUES #1 AND 2

Six Senses Resorts Official Onli

x \ &

SIXSENSES.COM

By Google Transiste @ Urzpinit Ed Facebook . Feed R B5CWeather 3 88CRacio [l Porfoio M Gmail @ Pansolounger.. [l Kingstonuni () Grammary [l Sieck ] Caencar . Welcometo Kanb.

= 7&depart=03%2f14%2f20178a @ Q search

f Y D @ & T MYRESERVATIONS

(Q_FIND AHOTEL, RESORT ORSPA | OFFERS | INTERESTS | WELLNESS | SOCIAL | CONTACTUS

SIX SENSES LAAMU
> RODMSARATES > ENRICHYOURSTAY 5 CHECKOUT > REVIEW > CONFRMATION

To book multiple rooms, select the number of raoms below. You will also have the ability to add or change the number of rooms, dates and other information in
the next steps.

D owesorsiay [

Arrival Date
]
Departure Date

=
B roowsecuests
R

Availability L)

Su Mo Tu We Th Fr Sa Su Mo Tu We Th Fr Sa

15|

163

2 17| 22|
001 1163
| 23| 25 28 28| 29
01 sm3 s7s | s70s s | s

DO selected Dates M Rooms are available.

Calendar eflects 11 ight stay

Modify or Cangel a Reservation or ltinerary
Room Reservations tollfree telephone numbers by country

Adults  Children

163 [ s1es

B secucos
B rowmceosenc

I No Availability

b dl=] + A&
@ cren

I Studyspace

@ =|-

ISSUE #6

© O ® By iy Resors, Five Star H.. x

>

wiw.sixsenses.com

€ | Q search

By Google Transiste @ Unizoinst 3 Facebook [, Feed B B3C Westrer M oBCRacio [ Porfoio 1M Grmal @ Paaio Lounge P [ KingstonUni (3 Grammary [l Sizck [T Calendar % Welcome toKanb...

fW O PO T WRSRATONS  Engish -

Q, FIND AHOTEL RESORTORSPA | OFFERS | INTERESTS | WELLNESS | SOCIAL | CONTACTUS

MAKE A RESERVATION

Six Senses Laamu - Maldives

Arrival date Departure date

Docomber2016  ©

Su Mo Tu We Th Fr Sa

S ol = = = =l |
| DEEEEEE

sarions B

YAO NOI

HORIZONS WITHOUT LIMIT SURROUND YOUR ISLAND

ASIA & THE PACIFIC 'MIDDLE EAST & AFRICA

THE UNIQUENESS OF SIX SENSES

Six Senses Hotels Resorts Spas creates places in which to reconnect,
in settings of incredible natural beauty together with exceptional guest
experiences.

Unique and personal encounters are crafted by a wealth of experts from diverse backgrounds, from visiing
spa praciiioners and celebrity chefs, to star gazers, marine biologists and even our own intemational panel

D Studyspace.

* B9 % A4

@ ceit

@ =~

2016

ISSUE #9

© /B LusuryResorts, Fve Star ... %

Wi sixsenses.com

By Google Transiate @ Urizpint 3 Facebook.

bUNDLAND.
ABRADOR

bria

+

DESIGNED BY TATIANA PAVLOVA

@ Q. window screenshot shortcut on mac

S XKBY IV A A4 |-

0 Feed m BSCWesther ma BBCRago [l Portoio M Grail @ PamoLounge P [l KingstorUni @ Grammarty [l Seck ] Calendar %0 Welcome toKarb.. [ Studyspace @ Cititt »

fW O P O B MRSRATONS  Engish -

QU FINDAHOTEL,RESORTORSPA | OFFERS | INTERESTS | WELLNESS | SOCIAL | CONTACTUS

Y Ve

Baticses  Estonid
“~_

ohsa =T e
it Denmark Lithuaniar s
Kingdom ) f 4 -
0 i AN
Ireland ! Poland | Belarus N
L@ e o ) . \
b . . b
Ukraine 2
ey Kazakhstan

France o

SN Haly _
Barcgona orome (v 'Bulgaria Georgia . caspin ses
oo et  Azerbaijan ”
2 Turkey N3y Tukmenistan Sraisian
Morocco -~  ordan Iran
S/ \ 7 p
Algeria ’ #
Libya Egypt 9 LY
o ' e +
- . \iecea Saudi Arabia _, L
aSe A

le L redsee 1 s daa 201 Googe INESL ORONME | Termsof use

THE UNIQUENESS OF SIX SENSES

Six Senses Hotels Resorts Spas creates places in which to reconnect,
in settings of incredible natural beauty together with exceptional guest

ISSUE #10

© 0 /By LuuryResors, Fvesiarr.. x

>

By Google Transiate @ rizpint  [3 Facebook.

Wi sixsenses.com

€ | Q search

* B9+ A AO - =

0 Feed @D B5CWesther B BAC Racio B Porfoio M Gmail @ PaanoLounge PV [ KingstorUni (@ Grammary [l Sack [] Calencar % Weicome toKanb.. [ Studyspace @ Cheit »

fYW O PO B MWRSRATONS  Engish -

O FINDAHOTEL,RESORTORSPA | OFFERS | INTERESTS | WELLNESS | SOCIAL | CONTACTUS

VEWINFULL

SIX SENSES RESORTS AND SPAS SIX SENSES SPAS
China Seychelles Europe

Six Senses Qing Ceng ~ Six Senses Zil Pasyon
Mountain

France - Paris
Thailand Ez-ErD
Maldives Six Senses Samul Greece - Mykonos
Six Senses Laamu Spain - Marbella
Switzerland - Gstaad

UK - Heathrow Etihad
Six Senses Con Dao Lounge.

Portugal Six Senses Ninh Van Bay
Six Senses Douro Valley

‘Six Senses Yao Noi
Oman
Six Senses Zighy Bay

Vietnam

Americas
Dorminican Republic -

EVASON RESORTS AND SPAS FEBEmn

Thailand
Evason Hua Hin

Vietnam
Evason Ana Mandara

YAO NOI

HORIZONS WITHOUT LIMIT SURROUND YOUR ISLAND

ASIA & THE PACIFIC 'MIDDLE EAST & AFRICA

THE UNIQUENESS OF SIX SENSES

Six Senses Hotels Resorts Spas creates places in which to reconnect,
in settings of incredible natural beauty together with exceptional guest
experiences.

Unique and personal encounters are crafted by a wealth of experts from diverse backgrounds, from visiting
spa praciitioners and celebrity chefs, to star gazers, marine biologists and even our own interational panel

E®

Asia
India - New Delhi
Kazakhstan - Amaty
Maidives - Fushi

Sii Lanka - Dambulla
Thailand - Koh Kood
Middle East and Africa
Egypt - Port Ghallb
Kuwait - Kuwait

Oman - Muscat

Qatar - Doha

Qatar - Doha, Centre

UAE - Abu Dhabi Etihad
Lounge.




USABILITY TEST REPORT

SIXSENSES.COM

Evaluation
Discussion

1 » PARTICIPANT AGE

The study participants’ average age was 25-45. The
average Six Senses customer age is 35-64. We have a
slight mismatch in the sample. Considering the fact
that online booking is a relatively new technology, the
overall experience of the process of both user groups
is very similar.

2 » PARTICIPANT AVERAGE INCOME

The average income of participants is less than
$100,000/year. The average six senses customer earns
more than $100,000/year. This difference might be
mitigated by the fact that most of the users are pro-
fessionals in the software field. The participants have
high expectations of software and are relatively impa-
tient with it. Such level of impatience and high demand
can match that of busy and wealthy users.

3 » TECHNOLOGY

Due to unstable internet bandwidth at partici-
pants’ remote locations, sessions were recorded
via Skype (requires higher internet speed) and
TeamViewer (is less bandwidth-hungry).

4 » BIAS

All participants were acquaintances of the mod-
erator. They felt relaxed in the beginning of the
session and this helped with the trust gaining
process. Being acquainted with the participants
personally also helped in assessing their stress
levels.

Most of the participants are software develop-
ment professionals, hence have high expecta-
tions of software they work with and of their
ability to solve the proposed tasks without
assistance. This might have led to less assistance
requests.

2016

Appendices

PARTICIPANT INFORMATION SHEET / INFORMED CONSENT

MODERATOR SCRIPT

SCREENING QUESTIONNAIRE

TASK INSTRUCTION SHEET

OBSERVATION LOG — SHEET

POST-TEST QUESTIONNAIRE / SUS

USER PERFORMANCE DATA SHEET

SCREENSHOTS
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