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Execut ive  Summar y

Executive Summary 
Problems & recommendations from this 
creative UX review

01_Homepage

Review of current Holland America Line website to identify 

acquisition, engagement drivers and provide recommendations.

02_User Journey

Through user testing and mapping the current user flow, Epsilon UX

team seek to evaluate the end-to-end user experience focused on path to 

purchase. These insights led to recommendations on how to improve and 

strengthen the experience.
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Hompage 
Acquisition & engagement drivers
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Homepage 
Acquisition & engagement drivers

Epsilon UX identified various acquisition and engagement 

drivers throughout the Holland America Line homepage. 

These drivers help to encourage user engagement and link 

to various content sections in other parts of the site.

These drivers are highlighted in red: 

- Global Navigation 

- Carousel Banner Display 

- Bottom Sticky Navigation 

- Destination Search 

- Carousel Thumbnail Display 

- Additional Content Display 

- Sign Up for Savings

For this presentation, Epsilon UX would like to focus on:

Global navigation 

Carousel banner display 

Destination search

G L O B A L  N AV I G AT I O N

C A R O U S E L  B A N N E R  D I S P L AY

B O T T O M  S T I C K Y  N AV I G AT I O N

C A R O U S E L  T H U M B N A I L  D I S P L AYD E S T I N AT I O N  S E A R C H

S I G N - U P  F O R  S AV I N G S

A D D I T I O N A L  C O N T E N T
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Global Navigation         
Acquisition & engagement drivers

Global navigation: Indicate priority CTAs

Header and Primary nav has similar weight in terms of 

color, size and alignment.

Recommendation:

Align and group header navigation links. Revise creative 

treatment of CTAs so they can stand out among another 

navigation buttons. Highlight HAL rewards program.

Navigation References:

https://www.virginamerica.com/
V I R G I N  A M E R I C A  D E S K T O P

L O G O P R I O R I T Y  /  F R E Q U E N T LY 

U S E D  C TA S

PA R T  O F  P R I M A R Y  N AV 

B U T  F O N T  S I Z E  I S  R E D U C E D

R E W A R D S 

P R O G R A M

H A L  D E S K T O P
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Global Navigation 
Acquistion & engagement drivers (continued)

Global navigation: Design exercise

In this design exercise, we provided two different 

creative options.

Option A 

Focused on grouping and aligning certain CTA groupings to  

increase focus and awareness to different topics.  

Primary navigation remains the same for this exercise.

Option B

In an actual redesign, understanding current analytics of high 

engagement drivers and using a card sorting 

exercise is important to identify how groupings and CTAs are 

placed and designed on the site.

Then we proceed to consolidate primary navigation to  

provide a clear call to action and streamline the overall design 

of the navigation.

Option B places an emphasis on current analytics performance, 

user preferences together with industrial design trends.

Additional Recommendations:

1_ “Save Itinerary” functionality. Allow user to save their 

itinerary. Can be implemented using cookies so first time 

users isn’t forced to register. 

2_ Search Icon. Currently on selection, it proceeds to a 

Search page. Suggest to allow user to search within 

current homepage instead of needing to go to a Search 

page.
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Global Navigation 
Design exercise

O P T I O N  A O P T I O N  B

C U R R E N T

P R I M A R Y  N AV  R E M A I N S  U N C H A N G E D  W I T H  E X C E P T I O N  O F  A D D I N G  S E A R C H  I C O N .

C O N S O L I D AT I N G  T H E  L I N K S  A N D  M O V I N G  I T  I N L I N E  W I T H  R E W A R D S  W O U L D  B E  I D E A L .

R E W A R D S  P R O G R A M

H E L P  R E L AT E D  S E C T I O N P R E F E R E N C E  /  H E L P  R E L AT E D  S E C T I O N R E W A R D S  P R O G R A M

P R I M A R Y  N AV  I S  R E D U C E D  T O  T H R E E  M A I N  O P T I O N S, 

A I D I N G  I N  T H E  U S E R S  A B I L I T Y  T O  N AV I G AT E  T H E  S I T E .

L O G O  H A S  B E E N  R E V E R S E D  O U T  T O  W H I T E  F O R  B E T T E R 

V I S I B I L I T Y  W H E N  O V E R L AY E D  O N  A N  I M A G E .
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Global Navigation 
Additional insight

Global navigation: Establish consistency

Establish consistency between links especially links with 

similar experiences like Log In and Register. User should 

not need to relearn a new experience during selection or 

linking to another page.

Recommendation:

Provide a single elegant consistent experience for your 

returning users and new acquisition.

H A L  D E S K T O P
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Banner Carousel 
Acquistion & engagement drivers

Carousel banner display: Navigation & content

Most carousels have multiple slides that rotate when 

users select the navigation arrow. The first slide always 

gets the most selections. But the selection rate for every 

slide after that will suffer a steep drop. (Reference Article 

Quote: http://uxmovement.com/ navigation/why-users-ar-

ent-clicking-your-home-page-carousel/)

Recommendation:

Provide clear visible label navigation to allow user to  

navigate to the next slide. Adding play/pause buttons  

allow users additional time on a particular slide.   

Carousel Reference:

http://www.lufthansa.com 

Article Reference:

https://www.smashingmagazine.com/2015/02/carou-

sel-usage-exploration-on-mobile-e-commerce-websites/

C U R R E N T
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Banner Carousel 
Design exercise

O P T I O N  BO P T I O N  A

O P T I O N  ‘A’  O F F E R S  A  C A R O U S E L  B A N N E R  W I T H  V I S I B L E  A R R O W S  A N D  A  T I M E L I N E  T H AT  I N C L U D E S  A 

P L AY  A N D  PA U S E  B U T T O N  E N A B L I N G  A  U S E R  T O  M O V E  B A C K  A N D  F O R T H  B E T W E E N  T H E  S L I D E S  F R E E LY

O P T I O N  ‘ B ’  O F F E R S  A  H E R O  S PA C E  W I T H  A  L O O P I N G  V I D E O  W H E R E  T H E  A R R O W S  A N D  T I M E L I N E  A R E  N O 

L O N G E R  N E E D E D.
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Destination Search 
Acquistion & engagement drivers

Destination search: Above the fold

During user testing, 4/5 users did not see the Destination 

Search and but instead used Destination Search under 

“Plan” in the primary navigation. Users replied that they 

would likely have used it if they had seen it. This is also 

because of previous user behavior from other travel sites 

that have Destination Search on load.

Recommendation:

Destination Search above the fold height. Different  

platforms have different fold heights thus placement 

should be calculated so that Destination Search will  

appear on load for all platforms.

References:

http://www.royalcaribbean.com  

https://disneycruise.disney.go.com/  
(Displays on load but appears hidden with content) 

http://www.lufthansa.com

F O L D  L I N E

1 2 0 0 x 8 0 0 p x
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Destination Search 
Acquistion & engagement drivers

Destination search: Multiple search types

During research, Epsilon UX identified several different 

search types throughout the website. Multiple different 

search fields with different color fields, color treatments, 

form field design creates a tedious and inconsistent user 

experience.

Recommendation:

Consolidate search to a single style treatment with rel-

evant fields and similar experience across multiple plat-

forms. Instead of a Advance Search link that opens a new 

advanced search page, suggest to include Advance Search 

filters that reveal on select.
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Destination Search 
Design exercise

O P T I O N  BO P T I O N  A

O P T I O N  ‘ B ’  O F F E R S  A  H O R I Z O N TA L  D E S T I N AT I O N  S E A R C H  I N  T H E  B O T T O M  O F  T H E  H E R O  S PA C E 

O P T I O N  ‘A’  O F F E R S  A  V E R T I C L E  D E S T I N AT I O N  S E A R C H  M O D U L E  I N  T H E  H E R O  S PA C E
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Homepage Redesign 
Global navigation / Banner carousel / Destination search

O P T I O N  A O P T I O N  B
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User journey 
Understanding the user’s path to purchase
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User journey 
User testing

Epsilon UX guerrilla tested users to further understand the 

user journey’s path to purchase. The purpose of this study 

is to evaluate the end-to-end user experience focused 

on path to purchase. Collecting this data will provide the 

study team with:

- Behavioral observations and insights into the current 

user experience. 

- Insights into design solutions on how to improve and 

strengthen the experience 

- Baseline information on the current experience that can 

be used as a comparison for future online experiences.

Reference:

Refer to HAL Path to Purchase Usability Testing study.
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U s e r  u s e s  D e s t i n a t i o n

S e a r c h  i n  t o p  N a v i g a t i o n  a n d 

s e l e c t s  “ S e a r c h  C TA” .

U s e r  a r r i v e s  a t  R e s u l t s  P a g e

Holland America Homepage

Stateroom

Guest(s) Primary Contact Book Now

Stateroom Type Select Your Own

Let Us Choose

Preferences

Results Page Selected It inerary Cruise Details

S t a t e r o o m  i s  d i v i d e d  i n t o  4 

s u b  s e c t i o n s 

1 )  S t a t e r o o m  Ty p e 

2 )  L o c a t i o n  &  D e c k 

3 )  S t a t e r o o m 

4 )  P r e f e r e n c e s

U s e r  s e l e c t s  t h e i r  s t a t e r o o m 

p r e f e r e n c e  b y  s e l e c t i n g 

“ S t a t e r o o m  T h u m b n a i l

C TA” .

* * P o t e n t i a l  C o n c e r n  N a v i -

g a t i o n  i s  n o w  s p l i t  b e t w e e n 

a n  a c c o r d i o n  a n d  t a b s  w h i c h 

c a n  b e c o m e  c o n f u s i n g  f o r 

t h e  u s e r.

U s e r  fi l l s  i n  t h e i r  d e t a i l s  a n d 

s e l e c t s  “ C o n t i n u e  C TA” .

U s e r  fi l l s  i n  t h e i r  p r i m a r y 

c o n t a c t  d e t a i l s  a n d

s e l e c t s  “ C o n t i n u e  C TA” .

U s e r  s e l e c t s  “ B o o k  N o w 

C TA”  t o  c o m p l e t e  b o o k i n g .

O B S E R VAT I O N S

D u r i n g  u s e r  t e s t i n g ,  4 / 5  u s e r s  u s e d  J o u r n e y  A  a s  t h e i r  p a t h  t o  p u r c h a s e.

U s e r  r e q u i r e s  a  m i n i m u m  o f  1 1  C TA  s e l e c t i o n s  t o  c o m p l e t e  b o o k i n g .  T h i s  e x c l u d e s 

a n y  a d d i t i o n a l  s e l e c t i o n s  t o  g o  b a c k  t o  p r e v i o u s  s t e p  o r  fi e l d  r e v i s i o n s.  1 1  C TA 

s e l e c t i o n  i s  a v e r a g e  c o m p a r e d  t o  o t h e r  c o m p e t i t o r s.

F i n d i n g s :

C a r n i v a l :  1 5  C TA s 

C e l e b r i t y  C r u i s e s :  7  C TA s 

D i s n e y  C r u i s e s :  1 2  C TA s 

R o y a l  C a r i b b e a n :  7  C TA s

U p o n  s e l e c t i n g  y o u r  s t a t e -

r o o m  p r e f e r e n c e .  U s e r  m u s t 

s e l e c t  C T A

“ S e l e c t  Yo u r  O w n  C TA”

o r

“ L e t  U s  C h o o s e  C TA”

S e l e c t  Yo u r  O w n  a l l o w s  u s e r 

t o  s e l e c t  t h e i r  s t a t e r o o m 

l o c a t i o n  p r e f e r e n c e  o r  L e t 

U s  C h o o s e  a l l o w s  H o l l a n d 

A m e r i c a  t o  s e l e c t  u s e r ’ s 

s t a t e r o o m  l o c a t i o n .

F o r  b o t h  o p t i o n s ,  u s e r  s e -

l e c t s  “ C o n t i n u e  C TA”

U s e r  r e v i e w s  p r e f e r e n c e s  a n d 

s e l e c t s  “ G u e s t ( s )  C TA” .

U S E R

U s e r  v i e w s  a v a i l a b l e  r e s u l t s . 

U s e r  c a n  u s e  l e f t  r a i l  t o  e d i t 

p r e v i o u s  fi e l d s .

U s e r  s e l e c t s  I t i n e r a r y,  D e -

p a r t u r e  D a t e  ( n o t  r e q u i r e d ) 

a n d  s e l e c t s  “ C o n t i n u e  C TA” .

U s e r  v i e w s  a v a i l a b l e  s e l e c -

t i o n s .  I f  p r e v i o u s  d e p a r t u r e 

d a t e  w a s  n o t  s e l e c t e d ,  fi r s t 

a v a i l a b l e  d a t e  a u t o - p o p u -

l a t e s .  U s e r  s e l e c t s  “ C o n t i n -

u e  C TA” .

* * P o t e n t i a l  C o n c e r n  I f  u s e r 

s c r o l l s  b e l o w  t o  “ P o r t s  & 

E x c u r s i o n s ”  a n d  s e l e c t s 

“ B o o k  N o w ”  o n  a n y  e x c u r-

s i o n  p a c k a g e ,  u s e r  w i l l  b e 

b r o u g h t  t o  a  l a n d i n g  p a g e 

w h i c h  i s  d i f f e r e n t  f r o m  t h e 

h o m e  p a g e  a n d  d o e s  n o t 

f e a t u r e  b r e a d c r u m b s . U s e r  i s 

a l s o  u n a b l e  t o  s e l e c t  b r o w s -

e r  B a c k  b u t t o n  t o  n a v i g a t e . 

P a t h  t o  P u r c h a s e  i s  b r o k e n .

U s e r  v i e w s  c r u i s e  d e t a i l s 

a n d  s e l e c t s  “ N e x t  C TA”  t o 

m o v e  t o  S t a t e r o o m .

* * P o t e n t i a l  C o n c e r n  T h i s 

p a g e  s e e m s  t o  r e s i d e  i n 

a n o t h e r  t e m p l a t e  f r a m e w o r k 

w h i c h  i s  d i f f e r e n t  f r o m  t h e 

h o m e p a g e .  U s e r  n o  l o n g e r 

h a s  a c c e s s  t o  p r e v i o u s  n a v -

i g a t i o n  a n d  b r e a d s c r u m b s . 

U s e r ’ s  p r e v i o u s  l e f t  r a i l 

n a v i g a t i o n  h a s  t r a n s f o r m e d 

t o  a c c o r d i o n  a n d  t a b s .
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User journey: A / User comments 
U s e r  u s e s  D e s t i n a t i o n

S e a r c h  i n  t o p  N a v i g a t i o n  a n d 

s e l e c t s  “ S e a r c h  C TA” .

U s e r  a r r i v e s  a t  R e s u l t s  P a g e

Holland America Homepage

Stateroom

Guest(s) Primary Contact Book Now

Stateroom Type Select Your Own

Let Us Choose

Results Page Selected It inerary

S t a t e r o o m  i s  d i v i d e d  i n t o  4 

s u b  s e c t i o n s 

1 )  S t a t e r o o m  Ty p e 

2 )  L o c a t i o n  &  D e c k 

3 )  S t a t e r o o m 

4 )  P r e f e r e n c e s

U s e r  s e l e c t s  t h e i r  s t a t e r o o m 

p r e f e r e n c e  b y  s e l e c t i n g 

“ S t a t e r o o m  T h u m b n a i l

C TA” .

* * P o t e n t i a l  C o n c e r n  N a v i -

g a t i o n  i s  n o w  s p l i t  b e t w e e n 

a n  a c c o r d i o n  a n d  t a b s  w h i c h 

c a n  b e c o m e  c o n f u s i n g  f o r 

t h e  u s e r.

U s e r  fi l l s  i n  t h e i r  d e t a i l s  a n d 

s e l e c t s  “ C o n t i n u e  C TA” .

U s e r  fi l l s  i n  t h e i r  p r i m a r y 

c o n t a c t  d e t a i l s  a n d

s e l e c t s  “ C o n t i n u e  C TA” .

U s e r  s e l e c t s  “ B o o k  N o w 

C TA”  t o  c o m p l e t e  b o o k i n g .

5  o u t  o f  5  u s e r s  e x p e c t e d  t o  b e  a b l e  t o  s e -
l e c t  S t a t e r o o m  a t  t h i s  p a g e.  V i e w i n g  a d d i -
t i o n a l  d e t a i l s  o f  t h e  S t a t e r o o m  w a s  h e l p f u l 
b u t  u s e r  f e l t  t h e y  s h o u l d  a l s o  b e  a b l e  t o 
s e l e c t  t h e  S t a t e r o o m .

4  o u t  o f  5  u s e r s  h a d  d i ffi c u l t y  s e l e c t i n g  a 
S t a t e r o o m . O n e  u s e r  s p e n t  a l m o s t  4  m i n -
u t e s  a t t e m p t i n g  t o  s e l e c t  h e r  s t a t e r o o m , 
b e c o m i n g  v e r y  f r u s t r a t e d  i n  t h e  p r o c e s s, 
w h i l e  a n o t h e r  s p e n t  3  m i n u t e s  a n d  e n d e d 
u p  s e l e c t i n g  a  s t a t e r o o m  w h i c h  w a s  n o t 
h i s  p r e f e r e n c e,  e v e n  t h o u g h  t h e  S t a t e -
r o o m s  h e  p r e f e r r e d  w e r e  a c t u a l l y  a v a i l -
a b l e.

U s e r  c o m m e n t e d :  “ I  d o n ’ t  k n o w  w h y  I  a m 
j u s t  h i t t i n g  c o n t i n u e  i n s t e a d  o f  p i c k i n g  t h e 
r o o m  h e r e,  b u t  o k … ”

R E C O M M E N DAT I O N : U s e r s  s h o u l d  b e  a b l e 
t o  s e l e c t  t h e i r  s t a t e r o o m  a s  s o o n  a s  t h e y 
e n c o u n t e r  t h e  s t a t e r o o m  c l a s s i fi c a t i o n s.  
A d d i t i o n a l  i n f o r m a t i o n  o n  r o o m  t y p e s  c a n 
b e  l i n k e d  f r o m  t h e  s e l e c t i o n  p a g e.

U p o n  s e l e c t i n g  y o u r  s t a t e -

r o o m  p r e f e r e n c e .  U s e r  m u s t 

s e l e c t  C T A

“ S e l e c t  Yo u r  O w n  C TA”

o r

“ L e t  U s  C h o o s e  C TA”

U S E R

U s e r  v i e w s  a v a i l a b l e  r e s u l t s . 

U s e r  c a n  u s e  l e f t  r a i l  t o  e d i t 

p r e v i o u s  fi e l d s .

U s e r  s e l e c t s  I t i n e r a r y,  D e -

p a r t u r e  D a t e  ( n o t  r e q u i r e d ) 

a n d  s e l e c t s  “ C o n t i n u e  C TA” .
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User journey: B

O n  H o m e p a g e ,  u s e r

s e l e c t s  “ D e s t i n a t i o n s  C TA” 

i n  n a v i g a t i o n .

W i t h i n  N a v i g a t i o n ,  u s e r  s e -

l e c t s  “A l a s k a  &  Yu k o n  C TA”

Holland America Homepage Alaska & Yukon Page Vancouver Guide Page

U S E R

U s e r  s e l e c t s  Va n c o u v e r  i n 

P o r t  d r o p  d o w n  fi e l d    a n d 

s e l e c t s

“ S t a r t  E x p l o r i n g  C TA”

* * P o t e n t i a l  C o n c e r n s  T h i s 

p a g e  s e e m s  t o  r e s i d e  i n 

a n o t h e r  t e m p l a t e  f r a m e w o r k 

w h i c h  i s  d i f f e r e n t  f r o m  t h e 

h o m e p a g e .  U s e r  n o  l o n g e r 

h a s  a c c e s s  t o  p r e v i o u s  n a v -

i g a t i o n .

C u r r e n t  m a i n  n a v i g a t i o n  i s 

d i f f e r e n t . S e l e c t i n g  D e s t i -

n a t i o n s  i n  t h e  n a v n o  l o n g e r 

d i s p l a y s  a  n a v  m e n u  b u t 

i n s t e a d  l i n k s  t o  a n  o v e r v i e w 

D e s t i n a t i o n  p a g e  ( h t t p : / /

w w w. h o l l a n d a m e r i c a . c o m / 

c r u i s e - d e s t i n a t i o n s / M a i n .

a c t i o n ?  W T. a c = p n a v _ D e s t -

G u i d e s p n a v D e  s t i n a t i o n s ) 

n o t  a c c e s s i b l e  f r o m  t h e 

H o m e p a g e  n a v.

W i t h i n  t h e  n a v i g a t i o n ,  S p e -

c i a l s  a n d  N e w  t o  C r u i s e  a r e 

a l s o  n e w  a d d i t i o n s  a n d  n o t 

a v a i l a b l e  i n  t h e  H o m e p a g e 

n a v.

U s e r  v i e w s  c o n t e n t  a b o u t 

Va n c o u v e r.  I f  u s e r  i s  i n t e r-

e s t e d  t o  b o o k  a  c r u i s e  t o 

Va n c o u v e r,  t h e r e  i s  “ N O  C T A” 

P a t h  t o  P u r c h a s e  i s  s t o p p e d .

U s e r  m u s t  r e l y  o n  i n t u i t i o n 

t o  n a v i g a t e  t o  l o c a t e  p a t h  t o 

p u r c h a s e  C T A  d r i v e r s .

O B S E R VAT I O N S

D u r i n g  u s e r  t e s t i n g ,  2 / 5  u s e r s  u s e d  J o u r n e y  B  d u r i n g 

t h e i r  p a t  h  t o  p u r c h a s e.

U s e r  j o u r n e y  a l s o  i d e n t i fi e d  p o t e n t i a l  c o n c e r n s  w i t h 

n a v i g a t i o n  f o r m a t  a n d  b r e a k i n g  p u r c h a s e  p a t h .

O t h e r  o b s e r v a t i o n s  t h a t  w e r e  n o t  i n c l u d e d  i n  t h i s  u s e r 

j o u r n e y  b u t  s h o u l d  b e  c o n s i d e r a t i o n s  i n c l u d e : 

-  C r e a t i v e  Tr e a t m e n t  i n  D e s t i n a t i o n s  p a g e  i s  v a s t l y 

d i f f e r e n t  f r o m  r e s t  o f  w e b s i t e. 

-  A s s u m e s  D e s t i n a t i o n s  p a g e  i s  u s i n g  a n  A P I  f r o m 

A FA R  p a r t n e r s  w h i c h  h a s  d i f f e r e n t  n a v i g a t i o n  f e a t u r e s 

n o t  i n c l u d e d  i n  r e s t  o f  w e b s i t e.
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User journey: C

O n  H o m e p a g e ,  u s e r

s e l e c t s  “ J o u r n e y s  A s h o r e 

C TA”  i n  n a v i g a t i o n .

W i t h i n  N a v i g a t i o n ,  u s e r    

s e l e c t s  “A s i a  C TA”

Holland America Homepage Journeys Ashore Asia Page Hong Kong Excursions Page Find Booking Page

U S E R

U s e r  s e l e c t s  H o n g  K o n g  i n 

t h e  t h e  d r o p  d o w n  fi e l d

a n d  s e l e c t s  “ G o  C TA”

U s e r  v i e w s  c o n t e n t  a b o u t 

H o n g  K o n g .  I f  u s e r  i s  i n t e r-

e s t e d  i n  e x c u r s i o n s ,  u s e r 

s e l e c t s  “ B o o k  N o w  C TA” .

T h i s  p a g e  a p p e a r s  i n  a 

d i f f e r e n t  t e m p l a t e  a n d  d o e s 

n o t  h a v e  a n y  n a v i g a t i o n 

f r o m  p r e v i o u s  p a g e .  U s e r 

u n a b l e  t o  c o n t i n u e  a n d  P a t h 

t o  P u r c h a s e  i s  s t o p p e d .

S e l e c t i n g  F i n d  B o o k i n g  C T A 

r e q u i r e s  u s e r  t o  e n t e r  B o o k -

i n g  N u m b e r  a n d  L a s t  n a m e.

S e l e c t i n g  b r o w s e r  B a c k  b u t -

t o n  d o e s  n o t  b r i n g  u s e r  b a c k 

t o  p r e v i o u s  p a g e .

O B S E R VAT I O N S

D u r i n g  u s e r  t e s t i n g ,  N O  u s e r s  s e l e c t e d  J o u r n e y  C  b u t 

Fa c i l i t a t o r  i n d i c a t e d  p o t e n t i a l  i s s u e s.

I n  J o u r n e y  C,  a  p o t e n t i a l  u s e r  w o u l d  h a v e  s e l e c t e d  4 

C TA s  b u t  w a s  u n a b l e  t o  c o n t i n u e

p a t h  t o  p u r c h a s e.
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Thank You!




