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A bit about me

Nina Horstra



And another bit about me

Delft
e t University of
Technology

* BSc Industrial Design Engineering
« MSc Design for interaction

- KlimaatGesprekken
* Carbon Conversations

 Climate coach

Booking.com

« UX Research Manager Sustainability,
Accessibility, Web & App
« B.Sustainable Ambassador (Greenteam)

* Climate major in Leiden, NL, an
g4 initiative of the ministry of Economic
Q.’f*--—%"ﬁ.g Affairs and Climate






I'd love to get
to know you too
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Research & Design

for Sustainabil



How much experience
do you have with
researching, designing
or developing for
Sustainability?

None

A little bit
A fair bit
A lot




Tourism is
responsible for
..% of global
greenhouse

gas emissions
(2019)




Tourism is
responsible for
8% of global
greenhouse

gas emissions
(2019)

Global travel and tourism
emissions by source

6%
7% Accommodation
Other

8%
Services 49%
Transport

8%

of total global
emissions

30%
Goods & Food



Tourism contributes
to global greenhouse
gas emissions

Tourism is highly
vulnerable to climate
change

Extreme weather, security concerns, water
shortages, biodiversity loss, damage to
attractions, overcrowding, quality of life



https://research.skift.com/wp-content/uploads/2021/06/sustainability-in-travel-2021-quantifying-tourism-emissions-for-destinations.pdf

Booking.com mission:
Make 1t easier for everyone
to experience the world
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3 Focus areas at Booking.com

Company Travellers

Operate more sustainably Make it easier for
ourselves, and foster a travelers to make more
culture of sustainability sustainable travel choices

Travel industry

Collaborate to
decarbonise
the travel industry




The team of researchers

Eline Metske Isabelle Rodot Nina Horstra Veronica Ravaglia
Senior Researcher Senior Researcher Research Manager Senior Researcher



UX-U=X

UX without User Research is Not UX

https://www.nngroup.com/articles/ux-without-user-research/



https://www.nngroup.com/articles/ux-without-user-research/

Researching customer
perceptions and needs is
key to design thinking

Especially when it comes to sustainability



MEMRES

A 2-sided marketplace



Why is this key?

Strategy refinement Awareness of the complexity Needs, contexts, barriers
In what direction to run? Differences, perceptions, The say-do gap, biases.
legislation and greenwashing.



3 main learnings
from research
on sustainability in travel



1. Sustainability is complex



Not everyone is familiar with the concept
Associations of what ‘sustainable travel is
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Q: In a few words or sentences,
describe what you think of when
you hear the term “sustainable
travel and tourism.



Understanding of
what ‘Sustainable
travel’ entails -
beyond
environmental
factors

Q: Which of the following elements
of travel would you consider to be
more sustainable forms of travel?

“Sustainable Travel” Understanding

Protecting the natural environment 65%

Reducing waste at the travel destination 60%
Preserving wildlife and natural habitats at the 55%
travel destination :

Ensuring lower/no CO2 emissions through my 51

transportation choice to a destination

Reducing energy usage at accommodation %

Ensuring lower/no CO2 emissions through my 49
transportation choice at the destination

Purchasing local produce/services and supporting 46%
local businesses i

Packing smart (e.g. biodegradable shampoos, 452
sunscreen with fewer chemicals, reusable water 2

Reducing water usage at the accommodation 44%

Choosing to do activities/tours that boost local
economy

Protecting and learning about local cultures 41

Traveling outside of peak seasons

Ensuring that the economic impact of the industry 30
is spread equally in all levels of the local society
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Choosing less popular/crowded destinations 27%

None of these l 2%



Our partners also think of environmental factors
first

Q: What does “sustainable”
nature hospitality mean to you?

S
'—'"“m.:

uests

- etC wacw hotel 2%, .

e sustainable =hospitality T

accommodation ©C0 ** needs "o5tro

u:u’u < a] J
”ali‘lr. USe R o means recyclmg —

pOSSlble b s - = e e ORI consumptlon tm.a —

business mauce 0.
oxgiric service make sk cheeh

Impact cleamng home v

customers services property
management




No “one size fits ég el e
all” approach

Customers can differ vastly in O Values

terms of:

:___z" Behaviours



Regional and cultural nuances impact knowledge.
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Q: Which of the following elements of travel would you
consider to be more sustainable forms of travel?
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Regional and cultural nuances impact knowledge.

200 Q: Which of the following elements of travel would you
Latin Ameri consider to be more sustainable forms of travel?
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Regional and cultural nuances impact knowledge.

environment I 35 environment [N 2%
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Regional and cultural nuances impact

120
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Importance of sustainable travel aspects across regions

Environmentally friendly
travel options

® Furope

heritage

® Asia Middle East

Increasing cultural
understanding and
preservation of cultural

NORAM

impact of the industry is
spread equally in all

levels of society

Oceania

Q: How important do
you consider each of

the following aspects
of sustainable travel?

Ensuring the economic  Avoiding overcrowded

destinations

| ATAM

Africa



Regional and cultural nuances impact behaviour.

Everyday Sustainable Behaviours across regions

250 Q: Which, if any, of the
following activities do
oo ® 5 you do in your
- . everyday life?
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Also age drives differences

Q: Thinking about brands and

sustainability, which of the following
statements best describes you?

(18-24 ylo 14%

25-34 ylo 13%

\35-44 ylo 12%

45-54 ylo 8% 27% 46% 12% 6%

54-64 y/lo 3% 20% 52% 16% 9%

| only buy products/services from brands that promote sustainability
B | am always on the lookout for brands that promote sustainability

B | like it when brands offer products or services that are (more) sustainable, but | doesn’t
always influence my decision

M | rarely notice when brands offer products/services that are (more) sustainable
M | never notice when brands offer products/services that are (more) sustainable



18-24y/o [ 25-34y/o [ 35-44y/o M 45-54y/o B 55-64ylo

I’'m more determined to make sustainable FEEEEE———————————
—

choices when | travel now than a year ag0 p———————
)

Age also impacts
knowledge, values,
and behaviour.

Recent news about climate change caused me M
- . O ¥
to make more sustainable travel choices T S S S — — — ——

Public commitments made by brands to be more erE—————

sustainable has encouraged me to be more IEEETETETEEEEEEEEEE—————
sustainable myse]f =
]

| prefer to only travel to destinations that | can

: T ——
reach by train or other forms of public T T T  ———
transportation I
—————————

| feel ashamed for flying because of its impact =
on the environment p—
——

| don't trust it when large corporations label their _

products as (more) SuStainable E——— s —————————"]
]

0 25 50 75 100 125




The same is true for our partners

Partners’ constraints and opportunities vary depending on:

Economic situation Laws and access to Climate / access to Property type
more sustainable options natural resources



2. What they say is
not always what they do



?70/ Of travellers say the want to travel
o o /O

more sustainably in the future



760/ Of travellers say the want to travel
O more sustainably in the future



Travelers generally
care about the
environment and do
not wish to harm it

76% of travellers say the want to travel

more sustainably in the future

69% want the money they spend when

traveling to go back to the local community

66% say they want to leave the places they

visit better than when they arrived




However,
this does not
necessarily
translate into
behaviour
change

Thinking of more sustainable travel,
which of these statements describe
you most closely?

@ | make sure that | always
travel more sustainably

@ | want to travel more
sustainably, and often
manage to do so

| want to travel more
sustainably, and sometimes
manage to do so

@ | want to travel more
sustainably, but rarely
manage to do so

Traveling more sustainably is
not important to me




The social desirability
bias

Underreporting socially undesirable
attitudes and behaviors.

And to over report more desirable
attributes.

Source: National institute of Health (US)



https://www.ncbi.nlm.nih.gov/pmc/articles/PMC5519338/#:~:text=Social%20desirability%20bias%20is%20the,over%20report%20more%20desirable%20attributes.

More ‘say-do gap’ reasons
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Denial of Downward Denial of Denial of control Exception
consequences comparison responsibility handling

“It's not that bad”

Source:

“It could be
worse”

“Not my
responsibility”

“I would like to,
BUT”

“Vacations are an
exception”

Compensation
through benefits

“I'm doing more
good than bad”


https://www.researchgate.net/publication/263201567_The_attitude-behaviour_gap_in_sustainable_tourism

Monitoring evolution of top barriers

150 @ There aren't enough sustainable travel

= v \\ options available

@ Sustainable travel options are too expensive

| don't know where to find sustainable travel
options

@ My vacations are a special time when | want
100 ——— e to escape and relax, without thinking about

sustainability

@ | don't know how or where to find activities or
tours that ensure | give back to the local
community

| don't trust the travel options labeled as

sustainable are truly sustainable
50

2019 2020 2021 2022 2023



3. Finding the balance between
transparency and complexity



Easier sustainable travel
with the Travel
Sustainable Program

wil 4G @m)

Booking.com

Q London

59 Oct 29 - Oct 30 (1 night) 2 2 adults

Ruby Lucy Hotel London

Excellent - 2,386 reviews >
@ Lambeth, London - 2.3 km from

E Central London

@9 Travel Sustainable Level 2

e Atransparent way for travelers to make more

sustainable travel choices
€dby Lucy Hotel Lona..

Includes tax~

e Since 2021, 2 million+ properties can indicate
their practices (any type of property, globally)

39 Studios

Y B oo 22 iRl Excellent - 2,386 reviews

© Westminster

km from Cel @ Lambeth’ London * 2.3 km from

Entire studio —

.1 batho F Central London
. @9 Travel Sustainable Level 2

e 500,000+ properties with a sustainability badge,
based on 32 practices

Only 1 left

o 4level. @@ + Travel Sustainable Level 3+

The Hoxton, Shore €

Very Good - 1,917 revie, Includes tay

@ Hackney, London - 4.6 km from
Fantral | andan

#booking.com



What it
looks like
on the
website



https://docs.google.com/file/d/1v9Zg7jgXYjllmav3g-h-6L1b6XWYWEqn/preview
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Booking.com

Q London

by Lucy Hotel Lonau

59 Oct 29 - Oct 30 (1 night) 2 2 adults

As a traveller, what | _ m—

Ruby Lucy Hotel London

Excellent - 2,386 reviews

WO u ld yo u Wa nt to ‘ @ Lambeth, London-z‘v © Lambeth, London + 2.3 km from

Central London

@I Travel Sustainab F Central London

kn OW a bO Ut th is ,. 2 "\ @77 Travel Sustainable Level 2

39 Studios €

ba d g e? A. m Good - 2,125 reviews Includes tax

© Westminster Borough, London + 3
km from Central London

§s Entire studio — 12m? 1 bed - 1 bedroom
1 bathroom « 1 kitchen

The Hoxton, Shoreditch

 g—
@ | .3.4 Very Good - 1,917 reviews
- J— ,
Z "W © Hackney, London * 4.6 km from
VST e

#booking.com




Sustainability adds

complexity to the
booking process

A lot of info, and an extra
layer of info.
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Booking.com

Q_ London
by Lucy Hotel Lonau

59 Oct 29 - Oct 30 (1 night) 2 2 adults

Ruby Lucy Hotel London

Excellent - 2,386 reviews

Excellent - 2,386 re’

© Lambeth, London - 24 © Lambeth, London + 2.3 km from
F Central London
_ @9 Travel Sustainab ' Central London

__ @9 Travel Sustainable Level 2

Includes
39 Studios €

Good - 2,125 reviews InCIUdeS tay
© Westminster Borough, London + 3
km from Central London

Entire studio — 12m?: 1 bed - 1 bedroom
+ 1 bathroom - 1 kitchen

€206

Includes taxes and fees
Only 1 left at this price on our site

The Hoxton, Shoreditch

g
@ | Very Good - 1,917 reviews 3
A g
o © Hackney, London + 4.6 km from
| = Fantral | andan

#booking.com



Displaying Travel Sustainable

< Amsterdam, Netherlands 15 Sep - 16 Sep

< Amsterdam, Netherlands 15 Sep - 16 Sep

LT Sort =° Filter I8 Map

5

INNSIDE by O
Melia Amsterdam

¥ % % % Il

8.4 Very Good - 1942 reviews

© Zuideramstel - 4 km from center

The Innside Guestroom
Hotel room: Beds: 1 double or

2 twins
€ 229

v Includes taxes and fees

Earn € 16 Credits

5 L) Nuirtuv Nallhv'e Inn

11 Sort = Filter U8 Map

INNSIDE by
Melia Amsterdam Q?

* % %« [l

8.4 Very Good - 1942 reviews

© Zuideramstel + 4 km from center
[Z Travel Sustainable ]

The Innside Guestroom
Hotel room: Beds: 1 double or

2 twins
€ 229

v Includes taxes and fees

Earn € 16 Credits

< Amsterdam, Nethe... 15 Sep - 16 Sep

=° Filter & sort ¢

228 properties

INNSIDE by <
Melia Amsterdam

Y%k % K b Genius
8.5 Very good - 5093 reviews

© Zuideramstel - 4 km
from centre
@@ Travel Sustainable ]

Pay with Wallet

The Innside Room
Hotel room: Beds: 1 double or
2 singles

~ €324
Includes taxes and charges
ClinkNOORD Hostel Y

el Y Genius



The Sustainability Travel Sustainable journey

A guide to Travel Sustainable Levels

Add practices to bring your property closer to reaching the next level and attract attention from the 70% of travellers* who told us that they're
more likely to choose an accommodation if they know its sustainable.

No badge Completed Current status Level 3 ’ﬂ a

Your property can add or update Level 1 ’@@ Level 2 ”’@ You've made large investments
sustainability practices to work You've implemented impactful You've made considerable and efforts to implement
towards reaching a Travel sustainability practices. investments and efforts to impactful sustainability
Sustainable Level. Potential Potential guests will see your implement impactful practices. Potential guests will
guests will see your practices. badge and practices. sustainability practices. see your badge and practices.
Potential guests will see your
badge and practices.

Learn more Learn more Learn more

Learn more

What about sustainability certifications?

Certified property a

You've made huge commitments towards sustainability by subscribing to one or more external 3rd party sustainability
certifications such as the EU Ecolabel, Green Seal, Green Tourism, etc.

Your Travel Sustainable badge, the name of your certification and the practices you've implemented will be shown to guests.

Learn more




Research has a role
to play in finding
the balance between
transparency and
complexity




A magical mix

Research




Collaboration between
Researchers and UX
Writers is key to give
travelers the right
information the right
way




A few last thoughts



A few last thoughts

Rome has not been Believe in what you We are what we
built in one day are doing repetitively do



Save the
earth

It’s the only

planet
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Thank you for joining today!
\ _ Any questions?

2




Thank you!
Questions, feedback, ideas?

Booking.com



