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What does Hotwire sell?

The fact that we sell opaque products should be transparent
to our customers.

It's not.

Everyday, our potential customers say things like:

“Where is the hotel name please?!?! Dumb site!”
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Transparency

Transparency is good. It's tied up with honesty and trust.

People who think that they’re buying organic apples should
be receiving organic apples.

A problem we face is that many people aren’t even sure
what’s on our shelves. They don’t know that we sell opaque
products. That's kind of strange.

And it's hard to get excited about
something when you don’t know
what it is.
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Unpleasant Surprises

Many people don’t understand why our products are
discounted.

If we fail to make it clear up front, then they will feel tricked
when they find out.

People should be told
immediately about the
tradeoff between price and
opacity.

People like knowing what
they're buying.
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Known Tradeoffs and Discounts

People expect to pay less for: GOING OUT OF A “‘,
ALY
» muffins baked yesterday BUSINESS

230
because they taste worse EVERYTHING MUST GO!

Cuisinart WAVSUTTA. KischenAta Calphalongs PAVMADEEN

 goods from a going out of business sale e
because the owner is desperate to sell them

« very ripe fruit
because it will spoil soon

« calendars in February
because part of the year is already over

Our main product is:

* hotel rooms that would otherwise go unsold, which are discounted
because the hotel prefers to make some money rather than no money

How well do we communicate that this is the nature of our discounted product?



How do others communicate that they’re
selling opaque products?




Product Name

Top Secret Hotels

Unpublished Rate Hotels

Name Your Own Price

Hot Rate

positive, exclusive, you're being let in on a
secret

positive, rare, you're discovering something
that others don’t know about

informative, positive, reinforces the fact that
you’re getting a discount, puts you in control
of the discount, it's a game

positive, not informative, matches our name



Placement

Priceline informs the user of its opaque
product by giving it prominent

placements throughout the site. BEEE
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74 NO PRICELINE
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Action and Distraction

Priceline communicates the opacity of priceline
their hotels’ acceptable price ranges by
showing the median price and letting the
user guess where the lower limit is.

This very interesting thing is that being
preoccupied with the opacity of the
acceptable price range distracts the user
from thinking about the opacity of the
hotel identity.

The user is asking herself: “What price
should | bid?”, not “Which hotels are
these?”.

An additional benefit of the bidding model
is that the savings that user is receiving
are very obvious.



IM Chat

Links to chat appear throughout the DHICEIiNG com ™ o e o v s s
booking path.

4 Star Deluxe Hotel, Waikiki Beach Area * * * *

Review Your Request

. . . EEE:E}:;:? %:%T::ﬁ:::' Have questions about
If you are inactive for long enough during | Name Your Oun Price?

Check-Out Time: Check-outtimes vary by hotel Chat live with a

the Review Details page, then a window ¥l

prompting you to chat pops up. i e ] -

Taves and Senvice Foes $53.0¢ ]
Total Charges™ $353.94 :

[] Purchase Trip Concellation iterruption Insurance

for only $5.00 per room per night @

This is a nice proactive way to answer e
any questions about the product that the ey veains i o sl 9

in date ondy. Ifyou 4o the frst day of your
reservation andy acvance, the of your and you will not be.

user may have s
: «If priceline accepts your price, p I o higher star requested

y ina prop ¥

Please note itis possible that the hotel you are booked in could be a Resort, which will meet or exceed the minimum gualificasons
ofthe star level you initially requested. may not be one

priceline. Aryy sorting o filtering 0ptions previously used will not apply 1o his Name Your Own Price request Priceline will
immediately charge your credd card te fotal cost of your stay. Rooms purchased through priceline cannot be cancelled, changed o
transferred and refunds are not allowed. If your offer is not d, your credit card i

+The reservaton holder must presenit a valid photo ID and credit card at check-in. The credit card Is required for anry addaonal hotel

’ specific service fees or incidental charges of fees that may be charged by the hotel to the customer at checkout These charges may
s also more personal. T T e L R S T o e
*Hotel rooms purchased through priceling are not eligible for frequent raveler points, upgrades, vouchers, or other discourts and
e
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TV

Priceline’s website leads with retail
but its TV ads are all about opaque
education.

priceline.com
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Placed Next to Retail Products

Expedia and Travelocity place their opaque result next to a retail result, which then

leads to a page full of opaque results. Here’s Expedia:

OExpeéo

WV Pahages o Cun P Comes A GO Remt

e

88 matching hotels found In Homolulu

HIN D Pabe P vt Ry e Sy

STAY RED. SAVE GREEN
THIS SUMMER!

Hotwire



Placed Next to Retail Products

Here’s Travelocity:

* travelocit ONLINE ., - - * travelocity
y y

TRADES

Find Cheap Hotels!

l-—m 7 At et - gyt

][‘?][ scoiee MO T J (ov‘hﬂu('
F‘-'- ] S = s | omarrz




Visual Communication

Aqua Waikiki Pearl voir/rir's 38outors  ZHHow S Hont miss
his great deal!
Expedia Special Rate !

Opaque products should look
similar to but different from
retail products. SEEDETALS

84 reviews ¢
Area: Waikiki| View on map 9 S054 f-»] 1 4
Hotel Info: 1-866-264-5744 avginight

: . Honolulu Hotels up to 40% off wto 40% o1’
¢ Replace the retall phOto Wlth Q 'I)oe:il:cl:llmfofqia::yr:MZS ° s!-;n(l.udI|olell.|les

a n O pa q u e p | a Ce h O I d e r. + Get the deal now - and the hotel name after you book

SEE DEALS
Expedia Unpublished Rate Hotels

» Use drastically different ST s s e $209
words. .- Ak SBOOE 295 reviews e g

South Shore: Waikiki Vicinity, Honolulu, HI lowest per nightavg

®GoodBuy Select Hotel

D Compareup to 4

ladily oo 1055% Off*

“=1e Secret
j it i | |I Hm'sw View Top Secret Hotels

Aqua Waikiki Pearl hotel (1.8 mifrom city center)

$84 Honolulu, Oahu
per room per night* @ @ @

Continue O [V P

B tripadvisor @@@@(O Read reviews

* % %k Waikiki Marina area hotel (1.2 - 2.0 mifrom city center)

$95 |E8@0edd

per room per night*

Continue ©

Lowest Price
V| Suaranteed

See details |Areamap v Hotwire Hot Rate

You getthe lowest prices.
We hide the hotel name.
Learn why

@ Recommended in 85 % of Hotwire customer reviews



Photo Placeholder

Expedia’s placeholder conveys opacity well
with the question mark symbol.

Travelocity’s placeholder conveys opacity
using the words “Top Secret Hotels” and also
through the gnome’s eyes, which are covered
by cucumbers so it is blind to the identity of
the hotel, in a very relaxed “I'm at a spa” sort

z d
< Qp?{ Sg'c’retw
L

of way.
1
Honolulu Hotels up to 40% off apto 40% ot
+ Deep discounts on gualty hotels standard hotel rates
+ Get the deal now - and the hotel name after you book
SEE DEALS

Expedia Unpublished Rate Hotels

Top Secret Hotels 5 5 Cy f.f -3
L up to 0 0
Oahu Island
View Top Secret Hotels
Compared with Travelocity's regular

prices for the same hotel on the same
day



Help Links on User’s Pa

* travelocity

* travelocity

Home Flights [GUEIEN Cars/Rail Vacation Packages Cruises Deals Activities ExperienceFinder Top Secret Hotels

Search Hotels  Top Deals Trip ldeas Popular Cties Book Onl What's the big secret?
These rates are so low that our hotel partners dont want to put their names to
them. In order for us to bring these exclusive deals to you, weve agreed to
confirm keep the name of the Top Secret Hotel until after your booking is complete.

What discount am | getting?

Any discount shown refers to the discount you will get by booking a Top Secret
Hotels ™" when compared to the amount youd pay if you booked the same hotel
(knowing its name) through Travelocity.

Review and Continue

When do I find out where I'm staying?

Dot worry---we won' keep you guessing forever. As soon as you complete
your hooking, we'll send an email confirming all of your booking details including
the name and address of the hotel you have reserved.

[l Review your selections

Hotel: 1 Room, 7 Nights

Am | compromising on quality?

Absolutely not-the room types on offer are no different than any of the others
we sell on our site. Guests of Top Secret Hotels can expect the same great
service as with any of our other hotel bookings.

3 star - Top Secret Hotel in Honolulu Room 1: Top Secret Room (1 Ad
Honolulu, HI

Check in: Fri, Sep 2, 2011
Check out: Fri, Sep 9, 2011

Can | cancel my booking?

Nope. Once the secret's out, it's yours to keep. &1l bookings are completely
non-refundable.

|
3.0-Star Downtown Honolulu Area Hotel 0 o ghat 3.0-Star Downtown Honolulu Area Hotel

a map and details

) ea map and d
$110

* Near Beach * Business Certer per night + Near Beach + Business Center

+ Fitness Center + Laundry Facilties + Fitness Center + Laundry Facilties

* Pool(s) + High-speed Internet Access - + Pool(s) + High-speed Internet Access
+ Restaurant(s) Select & Cortinue + Restaurant(s)
I"-""'v'h'f“E is the hotel name? F Yhere is the hotel name? k
= J H Where is the hotel name?

When our brand-name hotel parthers have
RRRWS- unsold rooms, we can offer them at incredible map and detai

4.0-Star Waikiki Beach Area Hotel rea map and det

values in order to fill them. Since hotels prefer
+ Near Beach + Business Center $1 59 notto publicize these deeply discounted rates,
+ Fitness Center + Laundry Facilties per night we hide their names until after booking.
+ Pool(s) + High-speed Internet Access n it Access
+ Restaurant(s) Close window
elect & Continue
Where is the hotel name? Where is the hotel name?




Education Modules Near User’s Path

aExpedia'

Home Vacation Packages Hotels Cars Flights Cruises Activities DEALS & OFFERS = Rewards

Wel - Already a ber? [ Signin ] My ftineraries | My Account | Customer Support | Feedback [Search Expedia ‘ Go

Like us on Facebook EiLike 1M

Expedia Unpublished Rate hotels near Honolulu change your search

Check-in: [ 09/02/2011 |+ Check-out: | 09/09/2011 « Children:

+Rooms: [1 v

+ Adults: ‘ 2 v

Expedia Unpublished Show hotels in an area Select minimum star rating
fate hotets [canareas) v | A ROON ghoaiihetels
-
See areas on amap » See star rating guide »
Sort by
Expedia Picks v ‘
Expedia Unpublished Rate hotels offer the great savings P°““i'°i . e
These brand-name hotels are provided at rates so low we can't reveal their names. GIWIr

You get the discounted rate up front and the hotel name after you book.

Page 1 of 1

YOU'RE CURRENTLY VIEWING EXPEDIA UNPUBLISHED RATE HOTELS
Back to all Honolulu hotels

3.0-Star Downtown Honolulu Area Hotel 12 8 ghotks

ea map and details

Ar

$110
. N_ear Beach + Business Cer_ﬁ_er per night
+ Fitness Center + Laundry Facilties
+ Pool(s) + High-speed Internet Access

+ Restaurant(s) Select & Continue

Where is the hotel name?

4.0-Star Waikiki Beach Area Hotel areamap and detsils Ry
*+ Near Beach + Business Center $1 59

+ Fitness Center . Llaundry Facilties per night

+ Pool(s) + High-speed Internet Access

+ Restaurant(s)

Where is the hotel name?

- Compare hotel
locations:
View areas on amap

B
[
3’?5

What are Expedia Unpublished Rate Hotels?

W

Brand-name hotels at incredibly
When our brand-name hatel partners have unsold
rooms, we can offer them at incredible values in order to
fill them You get rates so low — up to 40% off ' —that no
other travel site can beat them, guaranteed.

Hidden hotel names until after you hook

Hotels prefer not to publicize rates this low, so we hide
the name until after booking. Once you hook the hotel,
you learn the name and exact location.

Brand names you know and trust

Use our Expedia Unpublished Rate hotel star rating quide
to help determine the quality you can expect from the
hotel you select.

Here's

+ The hotel name and exact location are shown only
after you hook.

+ ALL BOOKINGS ARE FINAL and cannot be canceled,
refunded, changed, exchanged, or transferred.

+ Allrooms are guaranteed to sleep the number of
guests you provided during your search, but we
cannot guarantee the number of beds.

ow it works




FAQs Off User’s Path

* my trip

priceline.com‘

. attractions e hotel guides | groups

Quick Access

About Your Offer ) Welcome to Our Help Center

We pride ourselves on two things — getting you the best deal for the things you need
> Check your offer status and providing excellent service. Choose a tab below to get started.

> Find your offer number » ] .
> Try your offer again

Travel Alerts
Profile Help
> | forgot my password
> What is a profile? “*Travel Advisory Information****
> Update your profile > Please click here for information on travel affected by severe weather

General Information

> How Priceline Works VLW LLWIEE Frequently Asked Questions L eAIE
> Check-in Procedures

> Cantact an Aitline
> Travel Guides

You can browse our library of Frequently Asked Questions, or if you have a specific question enter it below.

Browse Our Database Search by Topic
Product: Product:

Hotel Rooms v Hotel Rooms v

Category: Your Search Topic:
(= Choose Caiegory =¥ @ e

* Continue with your request

Top FAQ's
Product:

HotelRooms ¥ @

* How can | get Bonus Cash?

* Can | request a specific hotel through priceline?
* How do | check the status of my request?

* Where can | find my itinerary and invoice?

* Can | change or cancel my hotel rooms?

* Can | add rooms to my hotel reservation?

* Can | add nights to my hotel reservation?

Hotwire




Words

Words may be colorless and unexciting to the eye but they are far more
precise than a gnome with cucumbers on its eyes.

“If we accept your offer, we'll immediately charge the credit card you provide
to us. Please note, you will not be provided with a list of hotel
options.” (Priceline)

“When our brand-name hotel partners have unsold rooms, we can offer them
at incredible values in order to fill them. Since hotels prefer not to publicize
these deeply discounted rates, we hide their names until after

booking.” (Expedia)

“Shhh, These rates are so low that our hotel partners don't want to put their
names to them. In order for us to bring you these exclusive deals, the name
of the hotel will be hidden from you until booking is complete.” (Travelocity)

“When brand-name hotels use us to fill rooms that would otherwise go

unsold, their prices are deeply discounted. Hotels don't want to publicize
rates this low, so we hide their name until after booking.” (Hotwire)



How do others communicate opacity in
non-travel industries?




Cigars

“Factory seconds” are cigars from a reputable company that are discounted
because they have some imperfection that is unrelated to the quality of the tobacco
inside, such as an off-color wrapper.

» Uses the question mark EIJNGK@G AR@M@A\N\! st 1-800-221-0638
sym bol T R, T My Cart (1) $0.00 | My Account g
Home Products Qur History Policies Contact Iseﬁmh brand or stock # l

* Product name is “Mystery
Grab Bag”
Products » Cigars » Machine Made » Mystery Grab Bag »

. Myst YCiab B VIEW ALL PRODUCTS
 Explains the trade-off of a e R
Unbelievably low price!

Sl ig h‘t i m pe rfection i n ‘the These cigars are slight-seconds of a

nationally distributed brand. Made with
natural tobacco wrapper, Nuway binder

W ra p pe r CO I O r th at affe CtS and a flavarful blend of Nicaraguan

filler, they are super-tasty, enjoyable

i ! mokes. We don't own the brand and Banned by Federal Government
how it looks but doesn’t S, e dont S gty READ MORE

PRODUCTS

Cigarette Tobacco, Chewing
Tobacco and Snuff Shipments

can't tell you what it is, but we can tell
. you that the first quality cigars sell for

affect how the cigar smokes. over $80 per box. The secands smoke
every hit as good as the high-priced
brand name does, but have off-color
wrappers that keep them from going for
over $1.60 each. Take advantage of
this special offer and get them for less
than 1/2 that price!




Clothes

Old Navy offered $100 of mystery merchandise for $20.
* Product name is “Mystery Bag”

 Explains that all sales are final

* It’s clear that the tradeoff is that you don’t know what’s in the bag.

Score $100 mystery bag for $20 at Old Navy on
Saturday

By Doreen Christensen

July 8, 2011 08:00 AM

If wou love surprises, then this deal's for youl What's appening at your OLD NAVY,

qa/ 420.5

Pop into Old Nawy early to get your grab bag filled with FRGINAL TICHETED WAL 1005125

rmystery merch. The limit is two per customer and all sales
are final.

Old Mawy is offering "Mega Deal Bags" filled with
merchandise valued at up to $125 for $20 on Saturday
morning.

Click here for the deal.



Wine

In Australia, they sell “cleanskins”, which
are bottles of wine with no label or a
minimal label.

This presentation allows wineries to sell

off excess inventory without damaging
their brand.

* The lack of label or the no-frills black
and white label communicates that it is a
cleanskin.

 To preserve opacity, the consumer is
told only basic information about the
wine, such as the varietal, region, and

alcohol content. This is the front of the bottle. No brand.
No other label.

e The tradeoff is clear: a lower-than-
normal price for less information about
the source of the wine.



Vvigneom [ UK ¥ e News Eets Bog 08432241001 snRegster My occourt e 7

v Vigncon [ ¥ e tews Ens Bog 08432241001 gnfiegister My occount b 7

£0
£0.00

ub-total 0 View Basket »

£0.00

View Basket »

Our wines Contact us Redeem Voucher » MyVirgin Wines ~ Ourwines ~ Mixyourown  Pre-mixed Cases  Auctions ~ Wine Plans  Contact us Redeem Voucher »

Pro-mixed Cases  Auctions  Wine Plans

My Virgin Wines Mix your own

Unity Vineyard High Plains Malbec 2010
¥ Under the expert tiling of master w er and cracking o

these great grapes we anteed to fulfl their pots

£7.99 a bottle

£7.99 a bottle

¥/ Under the experttling of master winemaker and cracking od geezer

raham Knox, these great grapes were guaranteed to fulfl thelr potential t. 1

1

Add to Basket

5 Stars

Rated 3.5 /5 Stars

e e Wy

4 through fal L h Rated 3.5

S ‘ ‘ 1.8 6 6 ntd

HIGH PLAIN

“ Sano m

Ratings Sinilar Wines

MALBEC

*okk Trevor hokk Trevor

Summary

L B com n Bottle Siz Fededed - denniter

e dedede - Jennifer
Blockhouse Classic Malbec 2010

£7.99 a bottle
Type: b ts tu

e e e

Danny

Danny

[Back to Top]

drinkaware.co.uk
Fabre Montmayou Malbec Reserva 2007

1 bot

Organic Argentinian Cleanskin Malbec
2010

retail retail

£12.99 a bottle

Tyve: I

opaque

[Back to Top]

drinkaware.co.uk

Virgin places cleanskins under a tab called
“Similar Wines”.



Wine

“Cleanskin” is in the product name. Where you expect to see the

brand name, you see the
“Be impressed by the wine, not the label.” varietal.

ey

¥ Virgincom [ UK M Home verts Blog 0843 224 1001 Login/Register account Help 7

3 Sub-total 000 view Basket »
|'f 1] L J Total: 0.00
Wwines 100% money back guarantee

My Virgin Wines ~ Our wines  Mix your own  Pre-mixed Cases  Auctions ~ Wine Plans  Contact us Redeem Voucher »

< Backto Previous Page

Organic Argentinian Cleanskin Malbec 2010 £12.99 a bottle
Qty:| 1 | bottie(s)

bec is from organic vineyards in Valley and Tulum Valley, n Juan,

with a good deal of altitude. The grapes are harvested by hand along growing Addto Basket

refreshed by Andean snowmelt. & lovely ripe secretthis is, with spiced blackberry fruit &
well-integrated vanilla oak

HLike ¥ Tweet
Rated 3.5 /5 Stars

T — i st
;

Awards Rated by 45 people Yi20 Tiato

Malbec

\ )
@QO arventisa
really beautiful

summary

WRRRR - graham : -
<a0 Jaan

& very pleasant red, not too heavy

@s Grape Type: = Country: Bottle Size:
Malbec rgertina 750l i neece oin 291
@ Wine Style: g Vintage: RRARNK - Col
Full and Fruity Reds = 2010
Seems to be  big variation in r
Taste Indicator and commerts. Personally | really
Tiked this wi Fth and
Light flavour. Got it in an auction, would
not pay the full price.

WRRWN -lan

Site Map s & condtions  Tet 084; 0 .co. <> Find us on: (i & 011 - allights reserved  [Back to Top]




How do we communicate that we’re
selling opaque products and
how can we improve?




Not Alongside Retail

We currently lead with our opaque product and have a separate tab for retail hotels.

Hotwire
Home O cas

Lowestrate

Rates found: 180
-

$17 hand-picked rental car deals from Travel-Ticker

See this deal and more at travel-ticker.com

Welcome, Mitchell-|

Flights Vacations Cruises Activities Deals

San Diego. CA hotels
Tue, Aug 30 to Tue, Sep 6

1 room, 7 nights, 2 adults

Hotwire Hot Rates
35 discounted rates from $42

other sites
More hotels

andard rates from $55

Help Center

Compare with [ Expedia
[¥] &irbnb

see more v

My Ac

nt |
Planning Tools |USD ¥|®
@ | B®Livechat

getaroom.com

[ Go O
[V]Kayak

Select all

Destination

San Diego, CA

Check-in Check-out

08/30111 0906111

Rooms Adults Children

[T (29 [09]

| search (»|

Refine your search
Star rating

[oLl
(O 4-star and up
(O 3-star and up

%k ke

Howv do our star ratings work?

Area selection

l Good news: Your lowest rate dropped from $87 to $71.

| Sort by |Bestv.1|ue | Starrating | Price | Distance | Recommended

ULV ERl Gaslamp Quarter South - Convention Center  (0.5- 1.2 mifrom city center)

area hotel
0ReD®

See details | Areamap v

* ok k
$71

per room per night*

Continue ©Q
@ Recommendedin 95 % of Hotwire customer reviews

% %k K 172
$104

ESabed®

See details Areamap v

per room per night*

Continue ©Q

Recommended in 75 % of Hotwire customer reviews

Explore area map &

Clear all
Mission Valley - Hote... 4.2 mi

) Gaslamp Quarter North - Horton Plaza area

hotel
LD

See details Areamap v

* kK
$112

per room per night*

Continue ©Q

V-

Featured Deal

Lowest Price
V| Suaanteed

Hotwire Hot Rate

You get the lowest prices.
We hide the hotel name.
Learn why

Downtown - Harbor Island area hotel (0.0- 2.7 mifrom city center)

Lowest Price
v i

Hotwire Hot Rate

You getthe lowest prices.
We hide the hotel name.
Learn why

(0.0 - 0.5 mi from city center)

| Lowest

Hotwire Hot Rate

You getthe lowest prices.
\ito hido tha hatal

* This might cause people to miss
the Retail tab. We saw this in the
usability lab. No one navigated
there without prompting. They
didn’t feel there was any reason
to.

* We lose an opportunity to

educate by not juxtaposing the
retail and opaque result modules.

Hotwire



No Visual that Denotes “The Unknown”

Expedia has a placeholder that denotes the unknown.

1
Honolulu Hotels up to 40% off unto 40% o
+ Deep discounts on qualty hotels standard hotel rates
+ Get the deal now - and the hotel name after you book
SEE DEALS
Expedia Unpublished Rate Hotels

Travelocity has a placeholder that denotes the unknown.

Top Secret Hotels (s *
q Oahu Island up to 5 5 A) Oﬁ
T

Compared with Travelocdity's regular
prices for the same hotel on the same

day

| want a placeholder that denotes that unknown!

Waikiki Marina area hotel (1.2 - 2.0 mifrom city center)

K Kk Kk
$95

per room per night*

v LGuar:rille - Hotwire Hot Rate

. You get the lowest prices.
See details |Areamap ¥ We hide the hotel name.
You getthe lowest prices. Learn why

@ Recommended in 85 % of Hotwire customer reviews b h'd‘i::‘fnh;;e; name.

Hotwire Hot Rate

Hotwire doesn’t really have a placeholder (something the same size and location of the
retail photo), and it doesn’t denote the unknown.



Individual Product Name

Our opaque product names are very similar to our retail product names. For example,
“Waikiki Marina” sounds like it could be the name of a hotel, but we're referring to an
area. A phrase that doesn’t start with a proper noun, such as “Hotel in the Waikiki
marina area”, would probably be better.

Aqua Waikiki Pearl hotel (1.8 mifrom city center)
Honolulu, Oahu

BSE8®

See details Areamap ¥

B tripadvisor @@@@( Read reviews

Y W 1/2
$84

per room per night*

Waikiki Marina area hotel (1.2 - 2.0 mifrom city center)

L. 0. 0.8 1
$95 2 = Jrgifachf| JO EO e V| Lomest Price
per room per night*
See details Areamap ¥ Hotwire Hot Rate

You get the lowest prices.

@ Recommended in 85 % of Hotwire customer reviews Wik hide the hatel nams.

Expedia Travelocity
Aqua Waikiki Pearl Aqua Waikiki Pearl
Honolulu Hotels up to 40% off Top Secret Hotels



General Product Name

HOt Rate positive, not informative, matches our name

My gut feeling is that the guy on the street
doesn’t care about Hotwire or Hot Rates.

He cares about bargains.

We should come up with a name for our
opaque products that better meets this
need.

Hotwire




Answering Questions

Users are bound to have questions about our opaque products. \We provide answers to
their questions throughout the purchase flow but people still aren’t finding the answers.
This is an area where we can improve.

This answer is buried under “Hotwire Hot Rate”, something the user might not care about.

SV e [l Waikiki Marina area hotel (5.6 - 6.1 mifrom HiL)

xxx | E0CO0DORD
$85 See details |Areamap v Hotwire Hot Rate

per room per night*
You get the lowest prices.

Continue @ Recommended in 85 % of Hotwire customer reviews We hide the hotel name, @

Learn why

This answer might be glossed over and missed.

% %k Kk K| How do our star ratings work?  Prices this low require us to hide the name until @
Super savings* right after you book.

$8500 =i

Back to search results

4.0-star hotel suppliers include:

W Westin

W Hyatt

™ Hilton

® and other prestigious hotel brands
See our star rating guide

Recommendedin 85 % of Hotwire
customer reviews

Hotel amenities | See all ‘

Lowest Price
v Guaranteed v | Bestvalue




Transparent Tradeoff

We need to make the tradeoff in our product more obvious.
Going out of business!
Everything 50% off. All sales final.

Yesterday’s Muffins
Half price

30% off your hotel room
Hotel revealed after you book
If discounts are deep enough, people will just want to buy.

They won’t ask why. We need to tell them why so they’re not surprised.

If there is a tradeoff, we need to make it clear immediately so they
don’t find out later and then think that “there’s a catch”.



How does our tradeoff work?

We have a challenging tradeoff to explain. Even if people know what
our tradeoff is, they might not understand how it works. They might be
thinking:

Why does hiding the hotel name make it cheaper?

It's easy to understand why a bakery can’'t make yesterday’s muffin’s
taste as fresh as today’s, and that yesterday’s muffins are not as fresh
and are therefore discounted.

It's more difficult to understand that a hotel has excess inventory, is
willing to sell those rooms at a discount as long as people don’t know
which hotel it is, but that those people will find out which hotel it is right
after they buy it.

People probably think, “Why can’t you just tell me the hotel
name?” but nobody is thinking, “Why can’t you just make
yesterday’s muffins taste as fresh as today’s?”.

If we are perceived as holding back, making up strange rules, or
generally trying to trick people, then it will be very hard for us to sell our
product.



Distraction

In Priceline’s model, the user is preoccupied
with bidding and distracted from thinking
about the hotel identity.

What can we distract the user with?

We can emphasize the good part of the
tradeoff, the benefits of our product.

Is there anything else we can distract them
with?

priceline.com

Hotwire



A hot dog costs 30% of $omething

It's easier for people to think in dollar
amounts than in percentages.

People know what dollars buy not what
percentages of dollars buy.

When they hear of a discount, many people
probably then have to convert percentages
into dollar amounts.

People are more likely to say, “30% off, wow,
that's $20!” than “$20 off, wow, that's 30%!”
Dollars impress people.

In Priceline’s model, the exact dollar amount
that they are saving each night is very
obvious.

How can we make the dollar amount of
savings more obvious?

Hotwire



Summary of Recommendations

» Educate by placing opaque products alongside retail products.
« Educate by using an icon that denotes the unknown.

* Make the individual opaque product names drastically different from the
individual retail product names.

» Choose a general product name that is more informative about opacity than
“Hot Rate” is.

 Continue to be available to answer users’ questions about the product, and
proactively approach those who may be confused and have questions.

* Inform users of the tradeoff involved in opaque products immediately.
» Explain how the tradeoff works, not just what it is.

* Distract people from the bad part of the tradeoff by emphasizing the good part,
which is the dollar amount that people are saving.



