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Understanding the customer experience

1. Experience mapping
2. Peak end theory
3. Prologue & Epilogue









Peak End Theory

“a psychological heuristic that explains 
how people evaluate past experiences”





Prologue Epilogue









Common issues we see on booking websites

1. Mobile version
2. Search feature
3. Form design
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A few things to remember

1. How people feel at key moments has a 
lasting impact

2. Customer experience goes beyond the 
‘holiday’

3. Don’t rely on data alone – capture the 
why behind the what



Thank you.

Ali Carmichael

ali@experienceux.co.uk

experienceux.co.uk

mailto:ali@experienceux.co.uk
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