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// OUR BRIEF

Our client

Pereira & Filhos Investimentos
purchased the Gorgulho Hotel

in the Lido neighborhood of Funchal.
After a complete renovation anc
rebranding, it has reopened as
Tiles Madeira Hotel.




// OUR BRIEF

Project bricf

Introduce interactive technologies to maximize hotel
efficiency, improve the guest experience, anc
increase notel revenue.
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// WHAT IS LENDA?

Lenda is a service that connects hotel guests to unique
local recommendations from hotel staff, enabling
guests to explore the island and better connect with
their Nosts.
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Highly local
experiences

Touristy
experiences
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// WHAT IS LENDA?

For Lenda to succeeq, it will need to serve botn
of those users, meeting their needs with simple,
intuitive, and pleasurable interactions.
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* Logistical support from staff




// WHAT IS LENDA?

Holel 94«%&

Ualue ondzoaifion
» Unique local recommendations

» Opportunity for follow-up and personal connection

* Logistical support from staff

* Quick orientation in the interface

» Ability to support multiple travel styles

» Easy high-level browsing with the ability to go deep into
details and logistics
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» Helps staff connect with guests over shared interests

» Reduces time needed to go over options with guests

* Elevates staff as local experts




// WHAT IS LENDA?

Holol stafl

Unﬂwdwoazou'ﬁon

» Helps staff connect with guests over shared interests

» Reduces time needed to go over options with guests

* Elevates staff as local experts

» Fit easily into existing workflows

» Make it easy and fun to contribute

* Provide a sense of control and ownership
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guest-facing roles
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With staff members in various
guest-facing roles

With three staff members to

learn how they thought about

sharing personal information
with guests

=V )

To see what kinds of
recommendations staff members
would provide and how a new
process could fit into their
existing workflows



S&IP 1: Inifial inferviews

Staff members enjoy sharing
with guests

They liked the idea of sharing their
personal interests with guests, but
weren't sure how much guests would
want to know.




Staff members enjoyed collaboration,
both with each other and guests

This suggested that our service could
support collaborative planning,
information-sharing, and connection,




The role of the staff member in the

hotel influences how easy it is for
them to add content

Reception staff, for instance, had more
"

t

me to dedicate to creating content

nan restaurant staff.
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Think-alouds with recent
travelers
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// OUR DESIGN PROCESS

Three phases of he gusst-facing protobype

. .

Rough prototypes Mid-i protolypes Hi- (i prototype

Think-alouds with recent Moderated testing with hotel Presenting Lenda
travelers guests




(,woeo%e: Chinke- alouds with rnecent €navelens

Wednesday, November 4, 2017
3:30pm
56 °F

Activities we

think you'll Activities you

enjoy during can do right
your stay now

Activities your Activities
hosts at Tiles enjoyed by
Hotel enjoy guests like you




onﬁyeﬂw: hinke- alouds wilh necent travelers

Wednesday, November 4, 2017

. 3:30pm
Travelers assess recommendations by 56 ° F

looking at contextual information

“When | look online, | make sure to reaa
blog posts and look at pictures of the
people doing it. That way | can figure out Activities you

. , : : / can do right
out if we're likeminded. now

Activities your Activities
hosts at Tiles enjoyed by
Hotel enjoy guests like you
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W Moﬁ&%: hink- alouds with necent travelens

: Recommendations from local staff
Travelers assess recommendations by

looking at contextual information members are highly appealing
“When | look online, | make sure to read Oh, I'bet she would know some really good

blog posts and look at pictures of the places to eat. | never trust TripAdvisor for
L . food recommendations.”
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// OUR DESIGN PROCESS

Travelers assess recommendations by
looking at contextual information

“When | look online, | make sure to read
blog posts and look at pictures of the
people doing it. That way | can figure out
out if we're likeminded.”

Activities your
hosts at Tiles
Hotel enjoy

W (pmoe&@%w: hink- alouds with necent travelens

Recommendations from local staff
members are highly appealing

“Oh, | bet she would know some really good
places to eat. | never trust TripAdvisor for
food recommendations.”

Giving users greater control over their
experience may build trust

“I think | would rather set my own
preferences so that | see the stuff | really

want to see, not what the system wants
me to see.”




// OUR DESIGN PROCESS

W dwo@&%e: hink- alouds with necent travelens

Travelers assess recommendations by
looking at contextual information

“When | look online, | make sure to read
blog posts and look at pictures of the
people doing it. That way | can figure out
out if we're likeminded.”

Travelers want to see the map!

“First I'd make a list of everything
that looks interesting, then I'd
look at it on a map so | can see
what | can do in a day.”

Recommendations from local staff
members are highly appealing

“Oh, | bet she would know some really good
places to eat. | never trust TripAdvisor for
food recommendations.”

Giving users greater control over their
experience may build trust

think | would rather set my own
oreferences so that | see the stuff | really

want to see, not what the system wants
me to see.”
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Mid-f; protobype: modenaked testing with hotel guests
Guest light

Users derived a lot of value
from the prototype

“You just inspired my day!
Thanks a lot!”
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Guest light
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from the prototype

“You just inspired my day!
Thanks a lot!”

Some users were skeptical of hotel
recommendations, but were won over
by the voices of the staff members

“You can see that it's honest and that it's a
personal opinion, not the hotel's opinion.”
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Mid-f; protobype: modenaked testing with hotel guests
Guest light

Users derived a lot of value
from the prototype

“You just inspired my day!
Thanks a lot!”

All three forms of content—profiles,
maps, and categories—were useful

Some users were skeptical of hotel
recommendations, but were won over
by the voices of the staff members

Different modes of interaction were
useful at different points in the guest’s

lanning process. . .
P 5P “You can see that it's honest and that it's a

personal opinion, not the hotel's opinion.”




// OUR DESIGN PROCESS

Guost light Stafpinight

Users derived a lot of value Facilitating ownership is hugely
from the prototype important for staff satisfaction
“You just inspired my day! After reviewing their content,
Thanks a lot!” several staff members had
detailed corrections and additions
they wanted to make.

All three forms of content—profiles,
maps, and categories—were useful

Some users were skeptical of hotel
recommendations, but were won over
by the voices of the staff members

Different modes of interaction were
useful at different points in the guest’s

lanning process. . .
P 5P “You can see that it's honest and that it's a

personal opinion, not the hotel's opinion.”




v v

v

R N S S .
TP TP .9.9.9.9.% 9.

I
%’m’mune\\}\\







X X
XXX X
X XXHXXX
XXX X
KRR HK KX
XXX RKAXKX XX

KX XXX
KX AKX KKK X

XXXXXXXXXXXXXXXXXXXW
KX AKX XK X
AR A AHKAHAHK A IHKHKAHKAHK XK XK KX X

KAXRXRKAKKXK XX XXX
XX AKARKHKHK AKX KKK K KKK XX

KA A AHKAHKHK A I A HKAHK AKX KKK XK
X KRR AHKAHKHK AKX AK KK XX XX XXX
K AHAKAKHKHK KKK XK XX KK XK

X

X
X XX KAXXXXXXXXRXKKAKXKX XX

KA AKAHKHKHK AKX KKK KKK X
X RXAXAXXXXRKAKKX XXX XXX X
X X HKAXKXXXXXXKKX XX X
KXX HKAXXXRKAHKHKXXXXKXKX XX
HKRAHKAKHKHXXRX KKK XXX X
X RARXAKXKKHKXXXXXXKAKKX XX
X AHAAKHK KKK KK AKX XX KX
X RAHXAKXXXX KKK XXXXKKXK X
KX KAHKAKHKHK XXX KKK KX

// PRESENTING LENDA
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// PRESENTING LENDA

My name is

‘ Your personal profi

At Tiles Madeira | work as

| am from the town of

| have lived in Madeira for




// PRESENTING LENDA

My dashboard Recommendations My account

Getting started

+

Perfect Day Outside Funchal Food and dining

In Funchal

N\y recommendations



// PRESENTING LENDA

My dashboard Recommendations My account

Yours or everyone's?

What kind of content?

: - 5 " g Funchal Dining Nightlife

N e

ad T
k-
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4’

Restaurant O Lagar

Outdoors Relaxed Quick

Bad weather Events

Which colleagues?
fz‘ sara a Kelly s Laura

Canical




// PRESENTING LENDA

Add comment

from Dorita's profile

O Lagar

Add something to this recommendation




XXX

// PRESENTING LENDA

X

X

X XXXX
XXX KK X
XX KRR XKXXX
X XXARKAXKXXXX
KX RAHKAKXKK XX
X XX XXXXX
X XXX XXX
KX XK KK X
xx XXXXXX

ololeleN o
XA HRHKHKX
XXX X
KX KKK X
KX XK KX
KX XK KX
KX XK KX
KX XK KX
KX XK KX
KX XK KX
XXX

X
X
X
X
X
X
X
X

o

XX
XX X
KX XXX
XX KKK XK
XXX XX
KX KKK X

KX XK K KX
AKX XK KK X
KX XXX
XXX
XX
XX

X
X
X
X
X
X
X
X
X

) S PSP PP PP 9 O 9 ¢



// PRESENTING LENDA

Browse @y

eeeoo|nVision T 8:00 PM 100% [==m)

Dec7. 2017 14:00 % 20°C

FORYOU TILES HOSTS

NEEDS v

Less than two hours

hese activities are perfect for tight schedules.

Perfect day

vwan

o plan out your whole day? Here are some




// PRESENTING LENDA

Hosf
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FOR YOU TILES HOSTS

Tiles Hosts

Our hotel staff are local experts who know Madeira inside out--they can tell you all the best spots on the island




// PRESENTING LENDA

Seanch by
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eeeo0|nVision T

FORYOU

natural
pools,
beautiful
views

black sand
beaches,
levada,

pond hike

sunset
views,
hikes, good
surf

TILES HOSTS

beaches,
LCER
natural
pools,
meals

8:00 PM

traditional
houses,
scenic
lookouts

WLCEH
above the
clouds,
classic
meals

city center,
marina,
art,
gardens

sunrise
views,
Christ
statue,
meals

100% [w==m)

Dec7,2017 14:00 395, 20°C

seascapes
and
seafood




// PRESENTING LENDA

Creatle a lish @(w on-eﬁz-gom

eeeoo|nVision T

100% (w==)
Dec7,2017 14:00 =

FORYOU TILES HOSTS

Places to visit

1 Abigo do Pastor © Estrada

car B

291 922 060

Alecrim Levada

Walk

CR7 Corner

Penha D'aguia ® Rua Hospital Velho 32, (© Mon-Sat 8:00-19:00

Pico Areeiro © Pico do Areeiro

26 km from here (@ walkmeguide.com

Seixal beach © C rio de Seixal, (O Anytime

from here (@ visitmadeira.pt

Funchal
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Web application In-hotel tablets or kiosks Integration with hotel website

CMS integration



Individual fio€el SaaS model

Local partnerships Cost structure and revenue model



// MAKING LENDA A REALITY
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// MAKING LENDA A REALITY

Wﬁaf&wlpm-em‘ﬁs Wﬁowyaﬂouf.ﬂemfa

Wﬁy&n'@youwmﬁeifwwﬁﬁmf,
eﬁenf'mgiueyouaq,uo&.




// MAKING LENDA A REALITY

Wﬁafowlpm-em‘is Wﬁowyaﬂouf.ﬂemfa

hi mom. are you busy right now?

Sorry % in Regina's house

| am working.
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