


[image: ]
An Evaluation of Travel Company Websites:

A Proposal of Their Effects on Vacations and Travel Bookings



Prepared for:
International Travel Agency

Prepared by:
American Travel Consultants






April 30th, 2019
International Travel Agency
Human Resources Department
Schulstrasse 7
32547 Bad Oeynhausen
Germany   

April 4, 2019


Michelle Turner  
Travel Consultant 
American Travel Consultants 
1234 Main Street 
Farmville, PA 54896

Dear Mrs. Turner,

Subject: Evaluation of travel websites

Last year, 200 million people traveled throughout the United States. This is a 12 percent increase compared to ten years ago. In response to this sudden increase, American Travel Consultants wants to help people with their travel plans regarding flights, hotels, car rentals, restaurants, and recreational activities. 

As we discussed on June 7, 2018, we would like to commission your firm to evaluate the best travel websites on the internet. The websites will be used in travel brochures that will help people navigate their travel throughout the United States of America. 

We would like to have this travel brochure  be prepared and printed by July 14, 2019. For this deadline to be met, we would need to receive your report by June 17, 2019. 

We cannot wait to see what you find in your report. If you need any more information, feel free to contact us at 123-456-7890. 


Yours Sincerely, 

Matt Johnson

Matt Johnson
Human Resources
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American Travel Consultants
1234 Main Street 
Farmville, PA 54896
June 17, 2019

Matt Johnson
Human Resources Department
Schulstrasse 7
32547 Bad Oeynhausen
Germany

Dear Mr. Johnson:

Subject: Travel websites evaluation completed 

This is the report evaluation of travel websites for the brochure that you requested in the letter on April 4, 2019. 

We recommend these websites to provide the information needed for your brochure: 

· Southwest Airlines
· Kayak
· United Airlines

We are confident that these three websites will provide the information needed to create the most effective and useful travel brochure.

We have enjoyed the opportunity to work on this report. We would like to thank Sarah Smith for assisting us on our search for the best websites needed to help your customers. If you have any comments or questions about our findings, we will gladly meet with you. We can be reached by phone at 987-654-3210.


Yours Sincerely, 

Michelle Turner

Michelle Turner
Travel Consultant 


Enclosure: Report on travel websites
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Executive Summary

There has been a significant increase in traveling for business purposes and vacations throughout the United States in the past five years. Consumers are continuously searching for premier travel companies that supply a variety of resources that meet their needs for easier traveling.

The internet offers an abundance of travel resources but finding the most efficient and reliable travel websites can be difficult. International Travel Agencies hired American Travel Consultants to analyze three American travel websites that provide easy-to-understand, reliable, and supportive information about traveling to help them better set up their global travel website. These websites will be included as resources in a brochure on International Travel Agency for consumers to view. 

American Travel Consultants’ task was to find websites with reliable and thorough information that the traveling community could easily understand. As part of the analysis, visual appeal and user-friendliness of the websites were also evaluated. 

Each website was analyzed and rated using the following criteria:

· Visual Appeal: Useful images, color, format, and the absence of distractions;
· Content: Simple language, credibility, and easy access to contact information; and
· User Friendliness: Easy navigation, great search directory, and easy bookings

The results of our analysis, which were supported by a public survey, led us to recommend the following three websites for the International Travel Agency brochure: 

· Southwest Airlines 
· Kayak
· United Airlines 

The goal of this report is to provide consumers with helpful and reassuring information about the International Travel Agency. We are confident that our analysis and recommendations will support the needs of the consumers at the International Travel Agency who are searching for helpful resources. 
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Introduction 

[image: Points scored]Travel and vacation websites are crucial for consumers who need to get away or have work obligations. Since the internet is the go-to place for booking vacations and flights, travel websites need to be accessible and aesthetically pleasing, all while maintaining additional travel information for general consumers and businessmen. According to the Best Online Travel Agency, 2019, the best overall websites included information for flights, hotels, car rentals, restaurants, and recreational activities. 
Figure 1: Consumer’s Overall Opinions on all three Travel Websites.


American Travel Consultants, located in the small town of Farmville, Virginia, was created in 2001 by an elderly man, Richard Avery. He had done much traveling in his life and wanted to help others in the traveling community by starting a consultant traveling business. Since 2001, the community of Farmville has grown to become a popular travel destination for consumers. College students and traveling consumers are flying into the nearby Lynchburg Airport, which is about 50 minutes away from Farmville. Due to this increase in tourism and traveling in the millennial generation, the increase in traveling consultants has increased significantly. The American Travel Consultants have branched out to the surrounding states and all over the United States of America. 

Due to the increase of traveling by the millennial generation, travel agencies around the world have begun to expand and increase in the past ten years. These travel agencies have increased the online website presence as being the most efficient and quickest way to book travel. Due to international traveling increase all over the world, the International Travel Agency has requested to hire the American Travel Consultants for their portion of their new travel website. 

American traveling consumers were surveyed by the American Travel Consultants on areas they thought needed improvement from American traveling websites throughout the United States. The three areas of the websites were: visual appeal, content, and user-friendliness (see figure 1).

1
This report will discuss and list the issues currently with American travel websites and recommend strategies to improve the international website. Changes will also be recommended for the International Travel Agency website to continuously generate traveling consumers to book travel with their website. 

For our analysis, we chose three popular American traveling websites. These include Southwest Airlines, Kayak, and United Airlines. Each website was analyzed and rated in the following three areas:

· Overall Visual Appeal: Useful images, color, format, and the absence of distractions;
· Overall Content: Simple language, credibility, and easy access to contact information; and
· Overall User Friendliness: Easy navigation, great search directory, and easy bookings

Another survey was sent out after the original survey asking traveling consumers to rank what they liked about Southwest Airlines, Kayak, and United Airlines. The results of the second survey showed that Southwest was the top overall website, while Kayak was close behind in second. United was voted to be the least overall consumer-friendly website. 
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Analysis of Southwest Airlines Website 
www.southwest.com 

Southwest Airlines is one of the top 10 rated airlines in the United States today. It is one of the largest domestic carriers and has a wide variety of flight bookings, car rentals, hotel rentals, and vacation options available throughout their website. To find a travel time, just simply enter your dates and hit “search”.[image: ] This website was ranked first for user-friendliness and second for both content and visual appeal.Figure 2: Southwest Airlines plane with company logo. 


Visual appeal
The layout of the website is easy to navigate. For the company logo, Southwest Airlines uses a comforting symbol and colors. The symbol of a heart is used for the logo and is filled in with three colors. The yellow in the heart gives a happy feeling, the red in the heart gives a loving feeling, and the blue gives a calming and relaxing feeling. All of the color feelings are related to traveling or vacationing. The light-yellow background gives a relaxed feeling of vacation. The website headers are all in blue and the writing is white.

Pictures are presented for popular travel destinations, along with the special travel offers that coincide with the destination. The home page is aesthetically pleasing to the eye and easily accessible. Towards the bottom of the page the coloring of the words change to blue and the background changes to gray. The words that are in blue are important and friendly to traveling consumers, such as: “No change your mind fees” or “A rewards program that’s actually rewarding.” These headlines stand out in the blue color to the consumer and catch their attention, drawing them in. 
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Content
The home page gives flight, hotel, car, and vacation options on the top bar along with rewards and special offers. A Spanish option is also available, which is great for international users alike. The availability, times, and costs of times are given depending on takeoff and departure dates. A point reward system is also displayed for frequent flyers to track. 

There is no fee for changing your mind, unlike other travel agencies. There is an option for frequent travelers for the availability to sign up for a subscription. The travel website is also linked to social media outlets in order to market their vacation options. 
User-Friendliness 
The Southwest Airlines website headers guide the user, and the booking block allows for easy booking. The booking option is easy to access on the homepage of the website, and consumers can enter a location, time, date, and the number of passengers flying. The flights are listed for the chosen criteria and the alphabetical list is given for the consumer to easily navigate. There is also an option for the consumer to book a one-way or round-trip flight. The duration of the flight is shown for the consumer to plan events accordingly. A low fare calendar is posted by pricing and points for departures and returns. This is extremely helpful to the consumer and allows them to plan trips and book flights easily, without the hassle. 

[image: Points scored]











Figure 3: Overall User-Friendliness of Travel Websites






						4
The search engine at the top of the page is easy to find and access. There are many helpful links listed at the bottom of the page with headings titled “About Southwest,” “Flying Southwest,” “Southwest Products,” and “Customer Service.”       

There is also an important fare and schedule information posted at the bottom of the webpage for consumers to review. At the bottom, the contact information is also easily accessible for any questions the consumer may have. According to our survey participants, Southwest Airlines was the top-rated user-friendly site of the three analyzed. The results showed that fewer consumers voted that Southwest needed improvement of user-friendliness out of the travel websites. 
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Analysis of Kayak Travel Website
www.kayak.com 

Kayak is one of the most popular travel websites in the United States for numerous reasons. Kayak is a travel search engine and is designed to help you quickly research the best travel options. To book a reservation, clicking the orange "View Deal" button in Kayak's search results will take you directly to the airline, hotel, or third-party booking site to complete the travel dates and payment information. 
[image: ]



Figure 4: Kayak Company Logo



Visual Appeal
The Kayak website is easy to use for a multitude of reasons. It uses different headings, such as flights, hotels, cars, packages, cruises, and deals, to show the consumer the various options they have. It also displays pictures of beautiful destinations that are available for users to travel to. 

The website combines images and text of exotic vacation destinations with prices of the flights to make it more aesthetically pleasing for the reader to look at. The website has advertisements for popular places that the customer would possibly like to travel to.

The websites use very plain colors. It uses a white background with pictures, black text, and blue links. The heading at the top of the page is orange, similar to their logo.  Kayak has a cleaner and friendlier website that makes it easier to research compared to some of the other booking sites within the Priceline family. The simple white, black, and blue colors make it easy to follow and don’t overwhelm the user. 
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Content
The first thing you see when you open the Kayak website is a box that allows you to search for flights from one location to another. The website also provides consumers with pictures of popular travel destinations from that specific area. Below are a price and a link that will help them find flights. 
 
Also, at the top of the page is a bar that allows the consumer to search for flights, hotels, cars, packages, cruises, and deals. The website also has a section that has popular beaches and a link that will help you find flights to those beaches. 
[image: Points scored]













Figure 5: Overall Content of Travel Websites






Finally, at the bottom of the page, Kayak provides a section with popular travel destinations in the United States. In this section, it has links that help consumers find flights, hotels, and car rentals in the area. Based on the survey results, Kayak was first in content of website compared to Southwest and United Airlines. 
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User-Friendliness
The Kayak website is clear and easy to understand. The website is organized in different sections that are visually appealing and easy to use. The different sections balance each other. The popular destinations and popular beach locations are located in order, making it very user-friendly. 

The popular United States destinations at the bottom of the page are very user-friendly because the most popular destinations are in an easily accessible place for the consumer to find. 

The search engine for flights at the top of the page makes it easy to find and compare prices for different flights from the same destination. Overall, the webpage is organized and easy to navigate, and the information is clear and straightforward. However, for our survey participants, Kayak was one of the second-most user-friendly sites of the three analyzed.
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Analysis of United Travel Website
www.united.com

[image: Points scored]
United is one of the many leading airlines in the United States. One of the main reasons United Airlines has become one of the top American airlines is for its mileage plus program titled MileagePlus. This program is advertised to frequent flyers who can earn flight miles the more they fly with United. These miles can then be used on trips, experiences, dining, and much more. 

Figure 6: Overall Visual Appeal of Travel Websites

Visual Appeal 
The first thing you see when you open the United webpage is a picture of a beautiful beach, a flower field, and many other tourist attractions. United uses these pictures to make the traveling consumer feel relaxed and the pictures influence them to book a vacation with United airlines. The webpage is simple, and it is not hard to navigate. There are very few bars and links compared to other travel webpages, and it gives the user a feeling that the United Airlines website is easy to navigate. The tabs on the top include Reservations, Travel Information, Deals and Offers, and Mileage Plus, which keeps everything organized and easily accessible. 

The website uses a navy background with white text to make the consumer’s experience more soothing. When booking a flight, the background of the page is white and navy, and the blue text makes the booking process easier to navigate. These colors are simple yet tasteful, and don’t overwhelm the consumer.

The United airlines Logo also gives off a relaxed, vacation vibe. United is titled in white with a blue and navy background. The logo displays a part of the globe, which gives the consumer a feeling that they can travel wherever they would like to go, whether it be on a vacation or a business trip. 


 						    9
Content
The United website has less information than other websites reviewed. At the top of the page it has a feature where you can find flights, rental cars, and hotels. This bar also has links that will take you to cruises and vacations. 
[image: ]
The website has a description of the company and some of the things that they do in the community, such as a partnership with the Special Olympics. United also has an advertisement for their Mileage Plus program which is their way of giving back to their customers the more they travel. In the content survey, United Airlines came in third, and could use some improvement in that area, such as offering better deals or lowering their fight prices.Figure 7: United Airlines Company Logo

User-Friendliness 
The United Airlines website is easy to navigate and use. The different content on the website is organized into their different sections. The consumer can begin by finding their travel plan, then move to information about the company, and finish with their rewards program.
The search engine they have at the top to find flights, hotels, and car rentals is very user friendly. The consumer simply puts in the information about their traveling party and the website gives them the information that they need. United Airlines strives to help every customer to the best of their ability and provide them with any flights, hotels, and car rentals that they need.
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Conclusions 

Travel has increased by 15% over the last ten years. The amount of online traffic that travel websites see every day has increased 76% over the last ten years as well. People are traveling more than ever, and they are using the internet to book their flights and plan out their vacations. Not only is the millennial generation increasingly using technology, but they are also traveling more out of the country on business trips and vacations. 

There are hundreds of travel websites that people can use based out of the United States. The navigation of multiple travel websites has become very difficult to use. Sometimes the traveling consumer may have to use multiple links to get to where they need to go. Providing traveling consumers with the easiest navigational travel sites is of the utmost importance in today’s digital world. Due to the increase in technology across the globe, international travel agencies have become more widespread. Using American travel websites is a good start for international travel agencies such as International Travel Consultants.

International Travel Consultants need to add more appealing visuals of various destinations to their website. They also need to add more content of the different exotic destinations that will entice the consumers to want to visit the places that the website offers. Finally, they need to make their website easier to use so that consumers will be able to easily navigate their site. 

Our study concluded that the most accommodating websites to help with travel planning based on visual appeal, content, and user-friendliness are the following: 

Southwest Travel, Kayak, and United Airlines. 

We analyzed the websites based on visual appeal, content, and the user-friendliness. We also sent out 200 surveys to our consumers and received 100 responses. With the responses from the consumer surveys, we were able to better identify areas of importance for American traveling consumers for the International Travel Agency to rely on. 
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Recommendations 
We recommend that International Travel Agency use the following websites:

· Southwest Airlines
· Kayak
· United Airlines

From these websites, International Travel Agency should use the following:

· The browser should become more user-friendly for the consumer, similar to the Southwest website.
· They should make their website content more in-depth, with car rentals, hotels, and flights, similar to the Kayak website. 
· They should make the travel website very visually appealing with the use of pictures and colors that balance each other and make the information stand out, similar to the United website. They should also organize the information on the homepage so it is easy to understand and navigate. 
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Appendix A: Consumer Survey on Website Improvement Options

This survey was authorized by American Travel Consultants amongst consumers. It was used to determine which elements of traveling consumers found the most critical and appealing when looking at a travel agency website for potential booking. Consumers were allowed to answer in the affirmative for more than one criterion. 

1. I believe Visual Appeal is one of the most important elements of website design. 
		Disagree 			Neutral 			Agree

2. I believe website Content is one of the most important elements of website design. 
Disagree 			Neutral 			Agree 

3. I believe User-Friendliness is one of the most important elements of website design.       
Disagree 			Neutral 			Agree

4. I believe Showcasing Top Rated Flights is one of the most important elements of website design.
 		Disagree 			Neutral 			Agree

5. I believe Showcasing Top Rated Vacation Packages in one of the most important elements of website design. 
Disagree 			Neutral 			Agree
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Appendix B: Consumer Survey on Website Improvement Options Results

Out of the 200 surveys sent out, 100 were returned. The following tables showcase the results:


	
	Disagree 
	Neutral 
	Agree

	Visual Appeal
	11
	10
	79

	Content
	60
	14
	26

	User-Friendliness
	42
	8
	50

	Top Rated Flights
	50
	30
	20

	Top Rated Vacation Packages
	10
	27
	63



Table 1: Consumer Survey on Website Improvement Options Results
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Appendix C: User Satisfaction When Visiting a Site Survey 

[bookmark: _GoBack]This survey was authorized by American Travel Consultants amongst traveling consumers. They were encouraged to complete the survey and return it within 10 days. They were instructed to rank each website from a scale of 1-10 on overall visual appeal. 

1.) Southwest.com
	1	2	3	4	5	6	7	8	9	10

2.) Kayak.com
1	2	3	4	5	6	7	8	9	10

3.) United.com
1	2	3	4	5	6	7	8	9	10
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Appendix D: User Satisfaction When Visiting Site Results

Out of the 200 surveys sent out to traveling consumers only 90 were returned within the time frames stated. The following table shows the results as a percentage out of 100. 


	Institute
	Travelers who approved of the website layout and design

	Southwest.com
	92%

	Kayak.com
	68%

	United.com
	45%


 
Table 2: User Satisfaction When Visiting Site Results
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Appendix E: Minutes From Meetings

April 3, 2019
April 8, 2019
April 9, 2019
April 11, 2019
April 15, 2019
April 17, 2019
April 18, 2019
April 22, 2019
April 24, 2019
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