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Abstract
The growth of mobile Internet for travel and tourism has been widely acknowledged and undeniably has created an opportunity for hotel marketing. Hotel bookings have changed immensely in the past decade, driven by the instant gratification of the mobile revolution. Therefore, this study aims the target on 20s-30s Chinese travellers who visiting South Korea and investigates the significant pain points when using hotel booking application (APP). In order to gain in-depth understanding of tourist’s insights and touch points, researcher using personas strategy and create customer journey map in this study. The results indicated that inadequate of customer information, deficits in navigation function and the lack of translation feature services in existing hotel booking APP are the crucial obstacle to overcome. An optimizing hotel booking APP is proposed to deliver a more personalized consumer experience and increase the value of the user experience that nurture brand loyalty.
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I. Research Background
Based on Internet technology and industrial innovation, China tourism market structure transforms to online tourism industry; more tourists complete their tourism plan and tour through Internet,  the penetration of Internet on tourism industry has already contained destination selection, travelling tips, traffic, hotel reservation, travel sharing and so on. The  major power to realize the reform refers to the rapid development of APP, hotel reservation industry has already become the new investment hotspot.  

According to Quarterly Monitoring Report for Mobile Terminal Market of China Online Tourism 2016 Q1 issued by Analysys industry database, it shows that transaction size for the mobile terminal market of China online tourism reaches 115.56 billion Yuan in Quarter 1 of 2016, and mobile terminal permeability of online tourism market reaches 74.2%, which shows that online tourism reservation of mobile terminal has  completely exceeded to that of PC terminal. 
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Fig. 1 2013Q1-2016Q1 Transaction Size of Mobile Terminal of China Online Tourism Market

“Report for China Online Outbound Tourism” shows that Korea has already become the most popular country among the outbound shot outings; in perspective of reservation, the reservation number of APP terminals increases obviously. 

II.  Research Objective and Research Method
In the thesis, it uses service design method to make systematic analysis and arrangement on the reserved service content of overseas hotel provided by hotel reservation APP with basic theory of service design; through interviews, character setting and customer journey map etc., it finds the individualized requirements of customers who visit when reserving hotels. With center on these real requirements and defects of service, it improves and optimizes service. 

In the thesis, it regards service process and service content provided by hotel reservation APP as research subject, young people between 20 and 35 years old who visit Korea as research group; and then, it makes analysis on the user pain point that exists in reservation APP and submits a service design plan that will meet customer requirements of hotel reservation with center on user experience, and finally it reaches the goal of improving customer satisfaction.  
III. Case Study

3.1 Personas Design
At the early stage of creating personas, it is able to increase understandings about users with the existing materials. It needs to collect massive literature to grasp background information of users of travel reservation products, including demographic characteristics, level of income and  proficiency level of using product etc.; meanwhile, in the thesis, it would pay attention to the crowd characteristics of outbound travelling especially travelling to Korea, which will directly influence the settings of character’s basic information. It will provide significant reference to create personas through collecting these information. 

Based on the result of initial user investigation, we set five typical characters as follows; in the thesis, it only takes the first persona as an example.
TABLE I

PERSONAS DESIGN
	Character
	College student

	Photo
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	Name
	Han Mi

	Personal basic information
	Blood type: AB 

Age: 23 

Marital status: unmarried

Salary: No  

Resident place: Beijing 

Language: Chinese, English, can understand a little Korean but can’t speak.

	Family information
	Only child of the family, her father is department manager of a company and he mother is a university professor, both of them are about 50-years old.

	Work environment
	She is a junior student majored in business administration in Beijing Institute of Technology; she usually reads and learns in the library , participates in campus activities together with classmates or watch  Korean TV soaps in the dormitory.



	Personality
	Conservative,  gentle, attentive and careful

	Hobby
	Fond of travelling, watching Korean TV soap, reading, make-up and shopping

	Goal of visiting Korea
	Shopping,  watch  a concert, taste delicious food and experience  Pusan culture

	Capability to use APP
	APP geek who usually uses learning APP, in her life, she also use APP for shopping and food reservation. 


3.2 Customer journey map
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Fig. 2 Customer Journey Map
3.3  Pain Points and Service Improvement Schemes
In this chapter, it makes statistics and analysis specification of the pain points showed in five customer journey maps and it finds four groups of pain points in the research, they are A map navigation, B order filling, C address cue card, D pay at the hotel. And then, it makes detailed specification about the service content of the four groups of pain points and designs corresponding improvement projects.
TABLE II
PAIN POINTS AND SERVICD IMPROVEMENT SCHEMES
	A map navigation

	Pain points
	Improvement schemes
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	1. When checking the map of hotel  location, there is no Chinese translation.

2.  There are only name of search target and distance  away from the hotel in the information column, expect these information, there is no further description. 

3. There is no evaluation on the target.
	1. Add translation function. In this way, users are able to translate the basic information of map into Chinese.
2. Supplement basic information.  When checking the neighbor information, there should be detailed introduction about the target, such as types of special cuisine, preferential treatment, Chinese menu and so on; add the picture of the store to enable users to know about the target directly.

3. Add evaluation function. In this way, users are able to see tourists’ evaluation on the gourmet food store.

	B Order filling service

	Pain points
	Improvement schemes
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	1. When filling in name, there is no remind that you should use your English name. 
2. Not allow to use QQ mailbox.  
3.When there is input error, it will request to fill all the content again. 
	1. At the bottom of name blank, it should remind to fill English name. 
2. Add remarks at the bottom of mailbox that QQ mailbox can’t be used here. It reminds users to avoid writing down QQ mailbox routinely.  

	C Service of paying at the hotel

	Pain points
	Improvement schemes
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	1. There is no bank card that Chinese people usually use.
2. It can only return to the operation before, cancel and pay at the hotel. 
	1. Add online payment option. When users don’t have the bank card of the system, it’s unnecessary to return to the front page of hotel reservation, they are able to finish reservation through online payment of the current page.

	D Address cue card

	Pain points
	Improvement schemes
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	1. There is no phone number, hotel picture or geographical location in the address cue card.
	1. Add hotel information. It should mark out the distance between hotel and airport or main station. 

2. Add picture and phone number of hotel to enable users to check and contact with hotel in their journey. 


IV. Verification of Service Improvement Schemes of Hotel Booking APP
In this chapter, it verifies service improvement schemes with scenario verification method.  We settle the new service schemes in the existing APP reservation service process to replace the unsatisfied service content; and then, make users to use APP again according to the designed scenario and users evaluate the improved APP again after use. This part mainly verifies effectiveness and actual operation of improvement scheme. 
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Fig. 3 Test of Improvement Schemes
V. Conclusion
Through service design methods such as create characters, make customer journey map and so on, it digs out pain points of 20-30-years old tourists who visit Korea when they use hotel reservation APP in different service links. Customer journey map describes users’ preparation before their journey in details, each link of reserving hotel and a series of behavior in the journey and after reaching the hotel, and extract four groups of pain points A, B, C, D that is urgent to be improved; based on their characteristics and defects of service content, it submits concrete improvement schemes. In the improvement scheme of Group A, we add translation function to map information of APP; supplement massive basic information of the target in neighbor information of hotel. In the improvement scheme of Group B, we add reminder to avoid filling the wrong information. In the improvement scheme of Group C, we add online payment function. In this way, users are able to pay online directly. In the improvement scheme of Group D, we add picture of hotel,  the distance between hotel and airport and .phone number of hotel in address cue card, in this way, it is able to guide tourists to reach hotel smoothly.  
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