MOBILE WEB AND APPS - DELIVERING THE RIGHT EXPERIENCE
TO THE RIGHT CUSTOMER

DAVE SLOCOMBE - HEAD OF MOBILE
Y @DAVESLOCOMBE




TRAVEL GROWTH

Query Growth Driven by Mobile and Tablet

Indexed Travel Query Volume on Google by Week

Tablet (forecast) 1 Tablet ™ Mobile (forecast) M Mobile = Desktop (forecast) ™ Desktop
250 -

15-25% Overall Growth
2012 2013




LAST-MINUTE SEARCHES

Google
Last-minute has gone mobile

% of total search volume (desktop & mobile) which

comes from a mobile device
Queries related to last-minute travel in the UK

20% 1%
33%
Q111 Q212 (1312[Jul',t9th]
M Holiday Packages Air Accommodation

*Mobile ~ toblets ond srariphones

Insight: Last minute search volume has increased significantly on mobile devices in Q212 and

especially in the first week of July




lastminute.com

GROWTH SNAPSHOT

100 - 200+ % yoy
Western Europe

GROWTH IN MOBILE UNIQUE VISITORS 10.11 - 8.12 [10 MONTH PERIOD]




MOBILE STRATEGY

When booking travel on a mobile device,

travelers tend to book via mobile browser
How travelers use mobile to book travel

google
Using apps Using mobile browser
Leisure Business Leisure Business
(377) (354) (377) (354)

Overnight accommodations 12% 17%
Air travel 10% 17%
Car rental 7% 14%
Travel packages 6% 10%
Destinations 5% 7%
Vacation activities 5% 10%

Cruises 3% 7%

Focus on acquisition through mobile website and optimising the experience
to improve conversion for our current customers



KNOW YOUR CUSTOMER LIFECYCLE



CUSTOMER LIFECYCLE WHEEL

inspiration

sharing

booking validate




CUSTOMER LIFECYCLE

- - L3
inspiration
rsonal Your child will be
away?

sharing

DIRECT

booking validate Viral

Affiliate

Understand your mobile traffic

Use web analytics: which devices, traffic, referrers | BB 00311110 Re-es] 11




LIFECYCLE MOBILE WEB TO APP

inspiration

sharing

booking validate

Look to identify your high value cohort and

understand their motivations. lastminute.com




WEB DISCOVERABILITY

inspiration
discoverable

sharing

booking validate

Optimise your website for mobile traffic

Advertise in search, social, affiliate channels, lastminute.com




REDUCING FRICTION

inspiration
discoverable

sharing

booking validate

reduce friction desire - friction = conversion!

KISS — Keep it simple stupid!
Do one thing well and focus on optimising it




CONVERTING FROM WEB TO APP

enhance

encourage

re-use inspiration

sharing

booking validate

further
reduce friction

convert sub set of
mobile web customers
to apps

Understand the value of an app vs mobile web to
your customers, create a deeper relationship




KNOW YOUR CUSTOMER’S CONTEXT



DIFFERENT DEVICE CONTEXTS

Always with you
Personal

In store
Location aware
Last-minute
purchases

mﬂb“‘e

Travel companion
Couch surfing
Shop browsing
Larger purchases

Travel companion
Couch surfing
Shop browsing
Larger purchases

~T
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SEASONAL SEARCH DISTANCES

Distance to restaurants

Distance © restaurant
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DO ONE THING WELL



LASTMINUTE.COM HOTELS USA

«ill ATET = 6:46 AM

lastminute.com

HOTELS

ATravelocity Global Company
Finding great prices at hotels
near you for tonight
Selact a Check-In Date:

Tonight
Thursday, Auguss 15

Tomorrow
Friday, August 17

Saturday

Saturcay, August 13

View My Trips

Reduce friction
KISS!

oeactals n Date:

Tonight
I husday, Auguss 15
Tomorrow
Frday, August 17

Saturday
Saturcay, Auguss 18

lastminute.com



il ATET 4G 10:42 AM

"3 Secret Deals '§

INtNs area

2N

Hotel Deals Settings
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DELIVER WOW



il ATET 3G 3:56 PM 59% = )

Reduce friction
Faster checkout

Deliver Wow
new technology =
a better user
experience

Hold your card up to camera, to scan

m - & B

L ©
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PUT THE CUSTOMER FIRST
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CUSTOMER INSIGHT




RAPID PRODUCT ITERATION

7

Challenge: Get from 80 (worthless) concepts

to 3 - 5 high value solutions, tested with customers

as fast as possible i.e. 1 week

P UP STUDIO!

Solution-

®




S
eR

POPUPD

Social spaces

ESIGN STUDIO

lteration wall

100+ lastminute.com
customers per day
300+ general hotel
customers
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CROSS FUNCTIONAL TEAM . ?

User research

1
|

I setthe KPIs and |

prioritise storiesat |

| beat the rhythm of each iteration j
| own the project, lead the drum, keep
the lean process, knowledge flowing

iterations and goals

We own the user
experience and value
feedback

I’ll be asked to build this
app, so id like to
understand the customer



\’\I J,f/i/‘/'/‘flv’J;f/.’; ) ' ‘ v
\ ﬂ | set the KPIs and |

Eji . .. = .
— prioritise stories at |

| beat the rhythm of each iteration
| own the project, lead the drum, keep
the lean process, knowledge flowing

iterations and goals
We own the user

experience and value
feedback

I’ll be asked to build this
app, so id like to
understand the customer



Idea Score 0 -10

Qual. feedback
balog N

Project KPI's
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HUDDLE & SHOWCASE
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PARK, PIVOT or PERSEVERE
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PARK, PIVOT or PERSEVERE
or
KILL!
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INCR LITY AND REPEAT
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INCREASE FIDELITY AND REPEAT!

lastminute.com mobile
hotel prototypes

Release 3

Sonrt: £ Crmcing

¥ ROOn & Soach Mtrachoes

h) | Viraal Srotobvpe

Release 2

Fladwin rwa e o famptY

0 Viewal Protciyga

Checkout
1 Vean Srooheo
Woutiame M Aspe

19 Weame Piolnpe

Let UX lead - Dont waste precious Dev time on prototypes that may get dropped!



VIDEO

Shhh....its a secret!



5 TAKEAWAYS

1.Know YOUR customer lifecycle
2. Know your customer’s context
3.Do one thing well

4.Deliver WOW

5.Get out of the building
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