04 - PRODUCT STRATEGY

Agoda FamilyFit

TRAVEL MARKETPLACE

6 MIN READ

Helping parents choose rooms that fit their baby’s needs.

An independent product concept exploring how Agoda could help parents evaluate exact-room

compatibility, understand uncertainty and secure essential baby-related requests before

arrival.

Independent concept for Agoda — not commissioned, endorsed by or affiliated with Agoda. Hypothesis-led and

unshipped. Primary research is still required before any decisions or claims should be treated as validated.

ROLE

Product Designer

USERS

Parents travelling with infants and hotel front-
office teams

SCOPE

Hotel search, room selection, request
confirmation and property operations

COMPANY

Independent concept for Agoda — not
commissioned or affiliated

MARKET

Global travel marketplace

STATUS

Hypothesis-led, unshipped concept
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A family-friendly property can still be the wrong room

A hotel may accept babies and offer cribs. That does not mean the room a parent is about to book

has space for one—or that a crib will still be available when the family arrives.

The same uncertainty applies to refrigerators, elevators, bathtubs, occupancy rules and additional

charges.

Parents are not looking for amenities in isolation. They are trying to answer a more practical

question:

“Will this exact room work for my family?”

Today, that answer may be scattered across property descriptions, room details, policies, reviews
and messages. Even when the information exists, parents still have to interpret what applies to their
room and how certain it is.

That led to the opportunity:



“How might Agoda help parents determine whether a property
and room can practically accommodate their baby—not
simply permit the baby as another guest?”

Why “family-friendly” isn't enough

One property-level claim breaks into five exact-room facts; each with its own certainty.

@ Independent concept

® PROPERTY-LEVEL CLAIM
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Agoda FamilyFit

Property suitability, room compatibility and confirmation are related—but they are not the same promise.
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Existing information was fragmented

Agoda already supports children as a separate guest type, family-related filters, room capacity,
amenities, property policies, cancellation options and special requests.

The opportunity sits between those features.

A crib might be listed at property level while the selected room cannot fit one. A request can be sent
without becoming a commitment. Occupancy restrictions or extra charges may appear after a parent
has already spent time choosing the hotel.

A directional review of Agoda, Booking.com, Expedia, Airbnb and Trip.com revealed a similar
pattern. Each platform supports valuable parts of travel planning, but room-level family suitability
and trackable confirmation remain fragmented.

The answer was unlikely to be another filter. What was missing was a confidence system.



® COMPETITIVE BENCHMARK

What the market already solves — and what it doesn’t

A directional benchmark of five family-travel capabilities across five major booking platforms.

© Independent concept

READING THE RATINGS ° Strong v Present @© Partial — Limited
PLATFORM Family filters Dstatled ac?:;sri;i::i)‘/,:r suitability Collaborative planning Al-assisted decision support Family requirement confirmation
Agoda v Present — Limited — Limited — Limited — Limited
Booking.com @ strong Partial O© Partial @ strong — Limited
Expedia v Present Partial @ strong @ strong ~ Limited
Airbnb O Partial @ strong @ strong ~ Limited @ Partial
Trip.com O Partial — Limited — Limited ° Strong — Limited

v¢ Platforms solve individual parts of the journey. Room-level family fit plus trackable property confirmation remains the opportunity.

Directional audit based on publicly visible experiences. Recheck before publication because products and experiments change

Competitors solve individual parts of the journey. Room-level family fit plus property confirmation remains the

opportunity.
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Public evidence sharpened the hypothesis

For this exploration, I used a secondary qualitative scan of 11 public discussion threads published
between 2019 and 2026.

The sample included seven parent-led conversations, three mixed parent-and-staff discussions and
one staff-led operational account.

Iincluded retrievable accommodation experiences involving infant sleep, milk storage, room fit or
request fulfilment. Promotional content, generic packing advice, duplicate scenarios and
unsupported claims were excluded. Thread prompts and relevant replies were coded together, and a
thread could contribute to more than one theme.

Three signals stood out:

e Eight threads described additional verification or a workaround—calling, messaging again, re-
confirming or bringing equipment.

e Seven included uncertainty about whether a request was genuinely guaranteed.

e Seven showed that room space, equipment type, availability or condition could change whether
the stay worked.



Property-side constraints surfaced too. Limited crib inventory, room changes, housekeeping

coordination and shift handoffs all affected fulfilment.

These counts are directional theme occurrences, not prevalence estimates. The posters were not

recruited, their demographics were not verified and primary research is still required.

@ SECONDARY RESEARCH

What public discussion already tells us

A secondary qualitative scan of public discussion threads — coded for recurring patterns, not a substitute for

direct user research.

g Secondary qualitative scan.

© Independent concept

Findings are drawn from public discussion threads, coded independently after the fact. No participants were recruited, interviewed or observed for this

concept.
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Public discussion threads Parent-led

— METHOD

v Included x

Retrievable first-hand accommodation scenarios involving infant
sleep, storage, room fit or request fulfilment.

— RECURRING THEMES ACROSS THE 11 THREADS

Multi-coded — themes are not mutually exclusive.
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Mixed parent-and-staff

Excluded

Promotional content, generic advice, duplicates and
unsupported claims.

1 2019-2026

Staff-led Publication period

€ Unitof analysis

Thread prompt plus relevant replies, coded at thread level; multi-
coding allowed.

Extra verification or 8m
Confirmation uncertainty —— 7im
Room or equipment specificity . __________________________________________________________________________________J m
Operational handoff int am
Quality or 4m

— FROM EVIDENCE TO DECISION

RESEARCH SIGNAL

Request ambiguity

Exact-room specificity

Movable inventory

-

-

-

DESIGN DECISION

Status model, ownership, deadline and tracker

Room-level evidence, source and freshness

‘Confirm, alternative and unable property actions

Public discussions did not prove the solution, but they clarified which assumptions deserved attention.
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One promise, two operational experiences

I created two proto-personas to prevent the concept from becoming a traveller-only interface
exercise.

Nadia Chen is a time-poor parent travelling with her partner and four-month-old baby. She is

prepared to pay slightly more for dependable information, but she does not want to call several
hotels before making a decision.

Luis Ortega manages requests at a 110-room hotel. His team works across changing shifts, limited
equipment and several systems. He needs enough context to respond quickly without promising
something the property cannot deliver.

Neither persona represents an interview participant. They are working models that should change
when primary research produces stronger evidence.

A Primary persona

Nadia Chen
33 - Vancouver, Canada
)

AT A GLANCE

* Travelling with partner and four-month-old baby
* Takes 2 - 3 leisure trips per year

* Mobile-first, research-heavy and time-poor

= Will pay slightly more for credible certainty

CORE JOB

66 Help me choose a room that can support our baby’s essential needs before | commit
money.

GOALS

~  Confirm crib, refrigeration and step-free access
+ Compare true cost and cancellation conditions
~ Avoid calling multiple properties

~ Recover quickly if a need cannot be met
PAIN POINTS

- "Family-friendly” is too broad

- Property amenities may not apply to the selected room
— Special requests do not communicate certainty

- Critical details are scattered

A Secondary persona

Luis Ortega
39 - Front office manager at a 110-room city hotel
o

AT A GLANCE

* Responsible for guest requests and shift handoffs
e Uses partner portal, PMS and shift notes

* Works in high-volume operational triage

* Responds quickly without overpromising

CORE JOB

66 Help me resolve a family request quickly without pr

room cannot support.

PAIN POINTS

- Free-text requests lack context and priority
- Crib inventory changes

- Ownership becomes unclear across shifts

- Duplicate messages create extra work

ing the

One traveller promise. Two operational experiences.

Nadia needs credible certainty. Luis needs the context and control required to create it.
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Room suitability depends on family, room,
property rules and request availability

The current journey contains five familiar stages: search, compare, inspect rooms, book and prepare
for arrival.

Uncertainty moves through all five.

A parent may re-enter information, compare room descriptions, search recent reviews and message

the property—yet still reach arrival without knowing whether an essential request has been secured.

The core insight was this:

“Family suitability is the relationship between a particular
family, a particular room, the property's rules and the
certainty attached to each requirement.’

A crib makes the problem visible. It may appear as an amenity, but operationally it behaves like
movable inventory. It can exist at the property, be incompatible with one room or be allocated to
another family before arrival.



® CURRENT-STATE JOURNEY

Five stages, one recurring gap

How a parent moves from search to arrival today, and where certainty breaks down along the way.

® PARENT ACTION

B INFORMATION
SOURCE

A UNCERTAINTY OR
FRICTION

~/ EMOTIONAL STATE

FAMILYFIT
OPPORTUNITY

o Search

Sets destination, dates and party
size

Search results and marketing
copy

Re-enters child details

*

o Compare

Shortlists a few properties

Property pages and review
snippets

Info spread across separate
pages

Hopeful

Remember family profile across
searches

KEY CURRENT-STATE FRICTION

STAGE1 = Re-entering child details

STAGE 2

STAGE 3

Hopeful

Surface family-fit signal in the
shortlist

Switching between room information, policies and reviews

STAGE 4

STAGES

STAGE S

Unclear property-level versus room-level amenities
Request wording that does not indicate certainty
Calling or messaging after booking

Discovering failure close to arrival

° Inspect rooms

Reads room details and amenities

Room description and photos

Property-level vs. room-level
unclear

Uncertain

Show exact-room evidence, not
property claims

o Book

Adds a request and pays
Free-text request box

Request wording lacks certainty

Cautious

Convert requests into a trackable
status

The gap is carried across the journey rather than contained within a single screen.

@ Independent concept

e Prepare for arrival
Waits, then follows up

Confirmation email and phone
calls

Confirmation surfaces late, if at
all

Temporarily relieved

Confirm before arrival, not on
arrival
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Desighing a confidence system

Start with what matters for
this stay

< Family profile
Parents can create a lightweight family profile

containing only the requirements that change @ Optional and editable. Add your family's needs to
. . see clearer matches — change or remove this
accommodation fit. anytime.

Essential needs affect ranking, conflict 25 Baby 4 months old

warnings and recovery. Preferred needs
. . . . ® ESSENTIAL — AFFECTS RANKING & WARNINGS
personalize the experience without removing

otherwise viable options.
Crib

Required in the room

Essential
The profile remains optional, reusable and

editable. Refrigerator

For formula and food storage

Essential

/\ Essential needs affect how rooms are ranked and
trigger a conflict warning if a room can't meet them.

PREFERRED — NICE TO HAVE

Bathtub Preferred

Quiet room Preferred

Used to rank rooms and flag conflicts. Shared with a
property only when you send a request.

You can change this anytime in settings.

Save profile

Essential and preferred requirements are separated

before they influence the search.



Vancouver, Canada
2 adults, 1infant - 4 nights

v Sorted by FamilyFit match 12 stays

=5

Harbour Park Hotel

City centre - Deluxe King

/A FamilyFit: 3 of 4 needs match
Crib needs confirmation

= Crib ® Needs confirmation

v Available in room

View room

11 more stays below -

[ Refrigerator

CAD 612 total

@ Free cancellation

The result surfaces only the family information capable

of changing the decision.

Make practical fit visible in
search

Search results explain why a property may
work instead of hiding the reasoning behind a

score.

The parent can see that the room supports
infant occupancy and includes a refrigerator
while the crib still needs a property response.
Price and cancellation remain visible because
suitability cannot be separated from the

booking decision.

Unknown information is shown honestly. It is
not treated as either a match or a failure.



Attach evidence to the exact
room

The fit view distinguishes room evidence,
property-level data, special requests and
missing information.

Requirements essential to the stay receive
stronger hierarchy than preferences. The
parent can see the source and freshness of
each status instead of being asked to trust an
unexplained match.

One principle remains non-negotiable:

“Available on request’ never
becomes ‘confirmed’ until
the property responds.”

Exact-room fit
Deluxe King - Harbour Park Hotel

® 1of 2 essential needs confirmed so far

® REQUIRED FOR THIS STAY

3 Crib ® Needs confirmation

@ Reported by property - updated 3 days ago

v Available in room

[ Refrigerator

@ Confirmed by property - updated today

@® "Needs confirmation” is not the same as confirmed —
the property still has to respond.

PREFERRED FOR THIS STAY

& Bathtub Preference only

dx  Quiet room Preference only

Used as a tiebreaker only — not guaranteed.

- Continue to room choice

Evidence and certainty remain attached to the exact

room being considered.



< Choose your room
Harbour Park Hotel - 4 nights

Comparing 2 of 14 available rooms for your dates

e a

Deluxe King

31m? - Supports infant occupancy

v Crib fits ® Requires property confirmation

v No extra charge for crib

B Free cancellation until 12 Sept CAD 612
\ J

Standard Queen
27 m?

X Can't accommodate an additional crib

- View 12 compatible rooms

Continue with Deluxe King

An incompatible room becomes a recovery path, not a

dead end.

Catch the conflict before
payment

Room selection brings together capacity, crib
compatibility, additional charges and
cancellation conditions.

The Deluxe King supports the family but still
requires crib confirmation. The Standard
Queen cannot accommodate an additional crib,
so the experience offers compatible rooms
instead of ending with an error.

An unresolved request does not automatically
block booking. Agoda explains the risk and
keeps the cancellation window visible.



Give the request an ending

After booking, a tracker shows who owns the
. . < Yourrequest
next action, when a response is expected and Harbour Park Hotel - Deluxe King

what the parent can do if the request fails.

v All essential needs are now confirmed for this
stay.

Requested, confirmed, alternative offered,

unable to fulfil and preference only are © REQUEST TIMELINE

materially different states. Booking confirmed
Deluxe King - 4 nights

When an essential request cannot be met, the Crib request sent

Expected property response within 12 hours

parent should see another room or a

cancellation route while the booking is still Crib confirmed by property
No additional charge

changeable—not simply receive a failure
. . Quiet room
notification. Shown as preference only — not guaranteed

Need to change something?

Message the property directly if your plans change or a
request needs updating.

< Message the property

9 Free cancellation until 12 Sept

View booking details

The request continues until the family has confirmation

or a viable way forward.
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Property teams need a workflow for confirming requests

A confirmed crib is not merely a green label in the traveller interface. It is an operational
commitment.

The property workflow gives Luis the selected room, family context, priority and response deadline in
one place. He can confirm the crib, offer another compatible room or explain that the property



cannot fulfil the request.

Each action is time-stamped and available across shifts, reducing duplicate messages and unclear
ownership.

Traveller feedback can flag stale or conflicting information. It can never confirm a request on the
property’s behalf.

® PROPERTY WORKFLOW ® Independent concept

Resolving a family request from the property side

Luis Ortega's partner-portal view of Nadia Chen’s crib request, alongside the status model behind it.

GUEST REQUEST - #HP-4471

N . @ Response due within 12 hours ® STATUS MODEL
Crib request — Deluxe King
Available
Room type accepts a crib
GUEST STAY ROOM
2% Nadia Chen £ 14-16 Oct + 2 nights e= Deluxe King
PARTY FREE CANCELLATION OWNER Requested
. 3 . ) Guest submitted an essential
A% 2 adults, Tinfant £ Until 7 Oct 22 Luis Ortega - Front Office request
ESSENTIAL REQUEST INVENIORY
il @ 1crib currently available
Crib Y Confirmed Alternative offered Unable to fulfil
Crib guaranteed for the A compatible room Guest notified, no match
stay proposed found

[ Shiftnote Today, 6:42 PM - L. Ortega, Front Office
X ) R ; . R . X § SEPARATE TRACK
Checked with housekeeping — 1 crib confirmed in inventory for the Oct 14 arrival. Proceeding to confirm with guest.

Preference only

Recorded, not an operational commitment
v Confirm crib g= Offer compatible room X Unable to fulfil
{ Not connected to the request pipeline — it never moves

through Requested or Confirmed.
& Keyboard focus shown on “Confirm crib” the default tab stop for this request.

TRUST RULE
r-%
[ “Traveller feedback can flag stale information. It cannot confirm a property commitment.”

The traveller promise becomes credible only when the property has a clear way to accept or decline it.
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Starting before the data is perfect

Universal room-level information would not exist on day one. FamilyFit therefore needs to create
value while coverage is still incomplete.

Crawl: Start with opt-in properties that already have reliable room, capacity and policy data.
Unknown information remains visible.

Walk: Introduce structured amenity updates, inventory reminders and clear response actions. Better
data can earn relevant family-search visibility and reduce repetitive enquiries.



Run: Connect room information to channel managers or property-management systems, add

freshness timestamps and use post-stay feedback as an anomaly signal.

The pilot advances only if reliability improves without materially increasing property work or hiding

too much viable inventory.

® MARKETPLACE ROLLOUT

Earning confidence before earning scale

A proposed crawl, walk, run: rollout each stage asks properties for only as much as FamilyFit can verify back to
travellers.

A All thresholds are proposed pilot criteria, not measured results.

© Independent concept

Crawl , Walk

Evidence first Structured response
& Existing room amenities, capacity and policy fields ® One-tap inventory and amenity updates
® Opt-in properties in family-demand markets © Freshness reminders
* Unknown remains visible * Confirm, alternative and unable actions
® Never infer confirmation from reviews or photos © FamilyFit readiness in the partner portal

Yy PROPERTY VALUE fr PROPERTY VALUE
Relevant visibility for complete data Fewer repetitive enquiries

® DECISION STRIP — BETWEEN STAGES

- Advance < Iterate
Reliability improves without more partner effort Responses improve, but freshness, mismatch or coverage
remain weak

Start with properties that have reliable room and policy data.
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How | would validate it

The first formative study would use two rounds of five parents who recently booked accommodation

with a baby.
The proposed decision gates are intentionally demanding:

* Nobody should interpret “requested” as “confirmed.”

Run
Connected operations

# Channel-manager or PMS connections

® Inventory timestamps

* Response-performance insight

® Post-stay feedback as an anomaly signal

¢ PROPERTY VALUE
Lower support burden and better expectation match

A Proposed pilot criteria — not measured results

® Stop

False confirmation reaches arrival or workload rises materially

e At least four of five should choose a viable room and explain their reasoning without moderator

help.

e At least four of five should find an alternative or cancellation path after a failed request.

* At least four of five should identify family-related charges before booking.



The property-side pilot would compare response reliability, data freshness, handling time, support
contacts and confirmed-to-failed mismatches against the current process.

Primary product measures would include family search-to-booking conversion and compatible-room
selection. Inventory coverage, property workload and arrival-day fulfilment failures would act as
guardrails.

These are proposed thresholds and measures—not usability findings, business impact or shipped

results.

@ VALIDATION SCORECARD ®© Independent concept

How this concept would be validated, not just shipped

Two sides of the same pilot; what travellers would need to succeed at, and what properties would need to sustain plus
the tree that connects both to outcomes.

Traveller formative testing Property pilot
Proposed success criteria for the moderated sessions No targets set yet — signals establish a baseline first
A% Two rounds of five recently travelling parents 23 Operational signals tracked with pilot properties
® Ocriticalerrors ~ Nobody interprets requested as confirmed * Response reliability MONITORED
® Data freshness MONITORED
© 24/5 Select a viable room and explain why, unaided
® Partner handling time MONITORED
© 24/5 Find an alternative or cancellation route
® Support-contact volume MONITORED
© 24/5 Identify any family-related charge before booking e Confirmed-to-failed mismatch MONITORED
* Arrival-day fulfiiment failure MONITORED
Sessions are moderated, remote, and recorded for internal review only — no incentive is tied to a specific outcome.
* Viable inventory coverage MONITORED
Measurement tree
Primary outcomes Experience signals Guardrails
* Family search-to-booking conversion * Time to suitable room * Inventory coverage
« Compatible-room selection « Confirmation completion « Property workload
* Expectation match * Incorrect confirmations

* Arrival-day failure

The concept should advance only when it improves traveller confidence without transferring unreasonable work to

properties.
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What | would take forward

The strongest lesson was that this problem does not end at information architecture.

Once a product promises greater certainty, it must connect traveller needs, room data, property
operations, response ownership and recovery. Without that service layer, a polished interface could
make incomplete information feel more dependable than it really is.

The next step would be to interview four or five parents, speak with at least two hotel staff members

and test the status model inside Agoda’s current journey.

The personas, journey and proposed workflow would then change only where the evidence supports

a change.

The next step would be to interview parents, speak with hotel
staff and test the status model within Agoda'’s existing booking
journey. The concept should change wherever primary research
contradicts the current assumptions.

Danura Jayakody - Product Designer - Vancouver, Canada



