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Please note that the web site has many good qualities but our object here is to highlight the things that
should be fixed in order to increase conversions. This is an unsolicited test.
This is a typical report that we send although we added captions to facilitate skimming. Since each web
site is different the items will vary in each report.

Home Menu ltem

The website has a prominent Home menu item (see screen shot below), however it does not bring you to
the hotel home page—instead it sends you to the hotel chain’s home page which can be disorientating.
Recommendations:

e The Home page menu item should be replaced with the name of the hotel: Sheraton New York
Hotel and Towers Home. It can be on 2 lines to save space and it can be placed next to the
Sheraton Logo on the top left.

e The Sheraton logo can be use to send people to the Sheraton main page with some text to explain

that this is for people who want to explore additional hotels in the chain

@ Sheraton’ Belong

HOTELS &L HESOHTS

Home Reservations Special Offers

Sheraton New Yorik Hotel &

Unfortunately the home link takes you to the hotel chain home page instead of the hotel home
page-guaranteed to disorient site visitors.

Internal Search Function

When searching for Manhattan (in the city field) the search function brought up the Niagra Falls hotel
first. This is because it mentions how far they are from Manhattan. No hotels located in Manhattan were
shown—even in the “We also suggest the following” hotel list.

When searching for indoor pool the Sheraton New York Hotel and Towers hotel came up even though
they don’t have an indoor pool. When we called the hotel, the receptionist knew that it didn’t have a
pool and was nice enough to offer us other hotels with a pool In this case woman beat machine.

However, many people wouldn’t bother to call to confirm that there is a pool and would be very
disappointed when arriving at the hotel.

When searching for a hotel you have to pick a country and a state. However the state field only has USA
and Canadian states. Add a “not applicable” option with a note that this field is only for the USA and
Canada.
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Recommendations:
Go through your internal search log files and check all the search results for the searches people made.
Correct any problems found either by:
¢ Fixing the search function
e And/or adding appropriate keywords to the different hotel entries so the search function will
work. For example, add Manhattan to the hotels which are located in Manhattan.

e
Sheraton.com? The only
i b

United States and our Be: uarantee.
Check in

Check out [ =

e db

1. Sheraton on the Falls Hotel  Hotel Preview
100 % hatch

2873 Fallz Avenue
Miagara Falls, Ontario L2G 3HT - Canada
FPhaone (903) 374-4445 - Fax (902) 371-0157

57.26 km/35.5% miles from center of manhatten.

— The contemparary four-diamond Sheraton
the fallz in the heart of Miagara's premier F
America's largest hotel and ertertainment

2. Sheraton Fallsview Hotel & Conference Center
100% hdatch

67535 Fallsview Boulevard
Mizgara Falls, Ortario L2G 30T - Canada
Phone (9051 374-1077 « Fac (305) 374-6224

58.6 km/36.42 miles from canter of manhatten.

’ Rising 32 stories, the four-dismond Shers
.d from the Fallsview Casino and 200 yards
o ideal location alloves you to easily vist

We also suggest the following Starwood hotels:

3. aloft Buifalo Airport - Opening January 15, 2010
100% hdatch

4217 Genesee Street
Buffalo, Mewy ¥ork 14225 - United States
Phone To be Announced - Fax To be Announced

42,3 km26.29 miles from canter of manhatten.

A search for Manhattan fails to bring up hotels located in Manhattan

Check in Function

The directions don’t mention that you must submit a check out date as well as a check in date on the
SAME calendar, when the window first opens. People don’t always notice that an instruction has
changed in the text field so after submitting a check in date they may expect another window to open to
check out.

Also the 2 calendars confuse things.
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Recommendations:

e When check in window pops up, explain that you must choose check in AND check out dates in
the highlighted yellow field—not everyone will notice the no. 2 instruction as it is not
highlighted.

e Test to see if one calendar will work better or if there are 2 calendars they may work better if
they are both set to the same month on default and one calendar is for check in and one is for
check out.

s per page Sort By Submit ==

CLOSE

September 2008 October 2008 J

17 18 14
21 22 23 24 I3 6
2 29 30

1. Select check in date above

2. Select check out date abowve
3. Submit dates I

Calendar: Two calendars set to two different months are confusing since you may only need one to
check in and check out

Response time

It is normal for sites to take some time to return an inquiry about available rooms, however not everyone
knows this and they may think there is a bug and leave the site.

Recommendation:

For search functions which take time add a note. For example: “We are now searching for your room.
This may take a minute”

Cut off Pop up windows
When opening the Hotel Preview link (shown below) a window pops up that you cannot move or close
if your browser is not set to be much wider than the hotel web site.
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Hotels 1 - 10 of 40 sorted by YEMNCE,
1. Sheraton Manhattan at Times Square  Hotel Preview
100% M atch

7a0 Ttk Avenue 51st Strest
Meray Sark, Meswy York 10013 - United States
Phone (212 551-3300 - Fax (212) 541-9219

.42 k.26 milles from center of new york.

Sheraton Manhattan st Times Sqguare iz & source of fami
weelcome when you visit Sheraton. After a full day sperr
in one of 665 guest rooms. From the carpets ta the weall

When clicking on the Hotel Preview link you get a window that cannot be closed—see screen shot
below

Recommendation
Have pop up window open up to the left so its close window icon is always visible.

{S‘E Sheratonr Belong e ; SO e i i

4 = o
.l*.l. HOTELS & RESORTS

Home Reservations Special Offers Vacation ldeas 8

Located |

g Times Sg

1 ) Manhatta

Find Rooms & Rates ertertein

o perfectly

L AT ) I of 40k fourd that m| -~ Il evertta|
- uptown e

heat .. b

Fram L)

-

« ck In
¢ Lt =3 E Findane
Our Guest Gallery What's in the leigh

750 Tth Avenue 51:t Strest
Meswy York, Mesy York 10018 - United
Phone (212) 551-3300 - Fax (212154

0.42 km/0.26 miles fram center of 1

Vhile in Bew York, make your A TIMe Warmer, KPS,
weay to the Little faly section of = Complzx, Morgan Sta
tovwn &ndd chowe dawen on MusLm o7 St Mo,
Lombardis' pizza pies. Reputed to — Didl you know ?

be the oldest pizzeria in the

states, the smoky, fire-oven [oix]

Learn maore about this

Sheraton Manhs
wielnome when Sign Our Guesthook
inone of 665 gu

2. Sheraton Hew York Hotel & Towers Hn

Pop up window can’t be moved or closed since its close window icon is cut off by the scroll bar
Booking

The booking form doesn’t show above the fold. There is too much information which is very confusing
to the visitor.
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Recommendation

You can hide most of this information and have a link which can show the information on the same page
when it is clicked. That way the form will be visible without scrolling and information which many
people don’t need will be hidden.

Stope: £} Cuewt bnfmmetan €3 Frvwer Vi Frgoretin € Yo Sonfrrsden

Step 1, Guest information

[ T ———

valaty restricnons. Erter your e-nad ndcrez and
10008 1 300 Below 107 B ree Siarwood Presemed
st mentershe.

Enat

AL E et} B ugnin b

@ Wenthe ||
Fovm bk and clich Prview Four Brssrvaion”

St st o Yok Heatod & Tawmis Chck in ek tnat
Y1 TIh Averusn 8303 Soremd OO0 . 00 P (VRO . 1200 P
Bl i, N ek 10E118

Ut Sasies 1 oo, 1 Az par mom, 1 kg, Hen-amoking room,
YA

i, Elirrcin, Hgh Floos, | Bed Disclng S2abon

st Doncripiion: it Oriy feabas . Fuy Prapadd, Canc Fuis Apply, 4o Changas Alkwed
SET on Conpese dn Accoumt Inbier:

LS
Myl P LS 5 = 150
15w gt
=

BromTne 1191%

On the booking page the form is not visible unless you scroll. Why confuse them with all this
information when they want to book a room?

Error message

When you forget to fill in a field in the booking form and submit the information the website sends you
back up to the top of the booking page and you can’t see the error message. Even if you are smart
enough to scroll down the error message can be missed

Recommendation
Web site should return visitor directly to error message after submitting information.
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The screen on the left is what you see if you fill in the form with a mistake—no error message can be
seen. The screen shot on the right shows the web page after you scroll to the bottom. Can you find the
error message?
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Contact Information
It is hard to find contact information on the site except for a phone number at the top right.

Recommendations

Add contact information at the bottom of each page. For long pages the telephone number at the top is
not visible when the visitor is at the bottom. Give options for email/online chat also—Iet the client
decide how they want to contact you.

transportation to thet hotel.

Review Your Reservation P

About Sheraton | Careers | Mestings & Ewvents | Qwmership |Trave| Professionsl= | Sherston Store | Share Your Story;| Mews Hotels

ament | Affiliates

starwoon ® ] & W | rrerernen

HOTELS & RESORTS | 4 MERIDIEN FOURH;POJ_I:J'IS WESTIN  THE LUXURY COLLECTION .lE!ﬁ Sheraton nl:mnt ST REGIS HOTELS GUEST

No contact info or link to contact info is at the bottom of the page where many people expect it

Finding the Correct Sheraton Hotel in New York in Google

Note: Most usability tests don’t include how people find the site in the search engines. However |
wanted to show in this example that usability issues extend beyond the site to the search engines as they
borrow some of your site and place it on theirs. Unfortunately they aren’t perfect and don’t always
borrow the part that is with your best interest in mind as you can see below.

When searching for New York Hotel on Google, the Sheraton came up on the 1% page.
New York Hotels: Sheraton New York Hotel and Towers NYC hotels at ...

Sheraton New York Hotel and Towers offers a convenient midtown location and deluxe hotel
amenities for the business and leisure traveler.

waney, starwoodhotels comisheraton/propertydoveriewdindex. html?propertyID=421 - Bdk -
Cached - Similar pages

This is great for Sheraton as it insures that there will be traffic to the site. Unfortunately the Search
Engine Result gives the impression that there is only one Sheraton hotel in New York when there are
actually many in New York city and even more in New York state.

After clicking on the search result we see the landing page below. This reinforces our feeling that
Sheraton only has one hotel in New York City as there is no mention of other hotels in New York
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Recommendations
e Optimize the site so that the search engines will point to a navigation page that has a short
description of each New York Hotel in the Sheraton Chain
e On the existing landing page mention that there are other Sheraton New York Hotel options and
include a link to a navigation page with all New York hotels and short descriptions

A5

f ‘,"" qher aton. Belon 4 welcome to Our Global Meighbiorhood! Need Help?

“.uMa." HDTI.I.S!L RESORTS 1-800-325-3535
Help Opti
Home Reservations Special Offers Vacation|deas Starwood Preferred Guest

Overview Photos Guest Rooms Local Area Features & Activities Dining Meetings & Events Hotel Offers

Book Now |
Take a Bite of the Big Apple Join the Club Contemporary Design
Located between Central Park and Times Impressive Club Rooms create & Sheraton has a polished, contemporary
Sguare in the center of Manhattan's productive and professional setting for any flair that is enhanced throughout the hotel,
Midtown business and entertainment group. Gain access to our exclusive Club all quest rooms feature the new ultra-
district. Mave from your perfectly Lounge, open Monday through Thursday, to comfortable pillow top Sheraton Sweet
choreographed business event to preferred receive all of the perks available when you Sleeper(SM) Bed, Plus, our hotel is now
seating at a famous uptown eatery without stay in our Club Level. 100% smoke-free for your added comfort,

missing & beat,

Google brings searches to the page above. A searcher has no idea that Sheraton has many hotels in New
York—not just the one

You may want to listen to the usability test video that goes with this report.

Order your website usability test today.
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