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Thumbtack - Business model

Exact
Match

Partial
Match

Direct leads € Opportunities®

&

Allan Y. wants your availability.

Hey, | have a small apartment that

8¢ Exact match $ Paid

© Only pickedyou  +2

House cleaning

Standard cleaning

Allan Y. wants your availability.

Hey, | have a small apartment that

© Only picked you +2

® & 8 8

&

Allan Y. wants to know
when you're available.

Hey, | have a small apartment that needs a

scrub, stat. Do you use green products?

House cleaning
Standard cleaning

o Graham, WA 98338 map >
a Monday mornings
/ 1bedroom

Included: Clear

 Discounts

Recurrence: every 2 weeks (5%)

~/ Add-ons
Fridae cleanina

Can'tdoit Reply

The pro creates their profile and
lists their business for free

The pro only pays for leads
(new customers) who reach out
about a job

There are two types of Leads:
Exact match (a lead that
matches his targeting
preferences - he pays for this
leads automatically) and

Partial match (a lead that
matches some but not all of the
pro's preferences). He only pays
for these if and when he accepts
them.



Direct leads

Direct leads € Opportunities®

&

Allan Y. wants your availability.

Hey, | have a small apartment that

& Exact match $ Paid

© Only pickedyou ~ +2

House cleaning

Allan Y. wants your availability.

Hey, | have a small apartment that

© Only pickedyou 42

®IE 8 2. 8

Thumbtack - Leads section

Opportunities

Direct leads € Opportunities

I Joe T. contacted 3 handymen. I

Best chance

@ Daly City, CA 94014

B Monday mornings, 10am

ew details

Amber L.contacted 3 handymen.

Best chance

@ SanBruno, CA 94014

B Monday mornings, 10am

ew details

-V

In Leads section pro can access Direct
leads (pros that reach only to you) and
Opportunities (they are jobs from
customers who’ve reached to other pros
first)

They are labeled to highlight important
details (eg Exact match, if you’ve paid for the
lead, Only picked you, Best chance)

Icons make simple design more interesting

In Opportunities you see how many other
pros the customer has contacted

Opportunities on top of the list are the best fit
for the pro



Thumbtack - Leads section (How customer responds)

Direct leads

&

Allan Y. wants to know
when you're available.

Hey, | have a small apartment that needs a
scrub, stat. Do you use green products?

House cleaning
Standard cleaning

@ Graham, WA 98338 map -
a Monday mornings
 1bedroom

Included: Cleaning supplies

+/ Discounts
Recurrence: every 2 weeks (5%)

 Add-ons
Fridae cleanina

Can'tdoit Reply

Alex

House cleaning « Graham, WA 98338

Hey Alex,

| see you're looking for a deep clean
in your apartment. | can definitely

help with tha
work for you?

n e

Would next Monday

Pro clicks into the lead to get
more request details and send a
response to the potential
customer

He clicks Reply and types his
response

After pro accepts direct leads
the conversation moves to
‘Messages’ section



Thumbtack - Messages section (How customer responds)

all WIND GREECE 2021 & 11:08 v - r

You're not showing up in search results. Set x Filter Messages

targeting preferences

Q Search inbox

E] Messages

After you accept direct leads, those
conversations move here.

Get a head start by adding templates for
messages you expect to send a lot

Create your first saved reply.

Ed Unread
B Archived
B> Sent quotes

Y% Starred

Pending
Job confirmed

® Jobdone

o
@ a @ Q @ Not hired

Status of job

After pro responds to a lead he
can follow it up in ‘Messages’
section

Search function on top
By changing section (Leads to
Messages) easier for the Pro to

manage leads

He can filter Messages in two
ways by status of job or other



Thumbtack - Messages section (Saving a reply)

ol WIND GREECE 2021 ¥ 11:18 .

e When responding to a message
Pro can use Saved replies
feature to save it and use it for
later (efficiency)

You're not showing up in search results. Set
targeting preferences

< Toni Rich

Portrait Photography « $128 « Ocean City, NJ...

Pending v e He can do it by using a gesture -
Tap and hold

Initial estimate: $128

Hello | am interested to discuss in
more detail your need.

Regards,
loannis

M Tap and hold any reply to save it and use
& it again later.

102 AM

@ Save template

Your quote has been sent and not yet viewed by
the customer.

Copy to clipboard

X Cancel



Thumbtack - Updating status

ol WIND GREECE 2021 ¥ 11:18 .

You're not showing up in search results. Set
targeting preferences

< Toni Rich e

« $128 « Ocean City, NJ...

Pending v

Initial estimate: $128

Hello | am interested to discuss in

more detail your need.

Regards,
loannis

M Tap and hold any reply to save it and use
& it again later.

1:.02 AM

Your quote has been sent and not yet viewed by
the customer.

X Update job status

Pending
Job confirmed (O]
Job done

Not hired

He can change status of
job by clicking on the
status label



Thumbtack - View competition

ol WIND GREECE 2021 & 11:18 7 -

You're not showing up in search results. Set
targeting preferences

< Toni Rich

Portrait Photography « $128 « Ocean City, NJ...

Pending v

Initial estimate: $128

Hello | am interested to discuss in
more detail your need.

Regards,
loannis

JB Tap and hold any reply to save it and use
it again later.

1:.02 AM

Your quote has been sent and not yet viewed by
the customer.

View Competition

Archive

Mark as Unread

Star

Report

Cancel

ull WIND GREECE 2021 ¥ 11:36

7 -

You're not showing up in search results. Set

targeting preferences

< Competition

Giorgos has only contacted you!
Reply quickly to get the job.

Pros contacted

] You
!,_5; * ok kK )

Responded in 427 days

Your market

@ Avg. Advertiser
)

Responds quickly

¢

He can also choose to
see who the competitors
for this job are and who
else the customer has
contacted



Thumbtack - Search results

9:419

<

House Cleaning « 84057

How many bedrooms are there?

Royal Pro Cleaning Services LLC

NENE D |n High Demand

house r

$89 st

Humble Cleaning Services

$ Great Value
$70 st

y house

Shine and Bright

£ Responds Quickly

$75 S5 Filters

cleaning

Royal Pro Cleaning Services LLC

@@ In High Demand

Everything good and it smells clean in n
house. Thank you for your help!

Humble Cleaning Services
(Z20)
$ Great Value
$70 starting «

"They t complete
rantasti b! My wife and | were incr

I my house and they did

The pro can stand out in search
results by having great reviews,
responding quickly, having a
great logo or profile pic, what
differentiates them and grabs
customer’s attention

Makes it easier for the customer
to choose without getting into
the card, saves them time

First impression is very
important for driving choice



9:41 AM

a Pets for pets v

Thumbtack - Profile

Profile strength: Good start

v -/ Em——

customers who are not on Thumbtack

east 3 reviews have a much
f getting hired. It's ok to

ask

2

Preview

Pets for pets

Introduction

Why should customers hire you?

g8 B & oo

all WIND GREECE 2021 = 12110 5 .

e
B

You're not showing up in search results. Set
targeting preferences

Altius Web Design igE

Profile strength: Good start

mEm ./ .

Get a background check badge to
build customer trust and get hired )
more.

Get checked

Preview Va

-t

L

Altius Web Design

2 reviens

o &

eeeeeee Notifications Profile

Thumbtack gives emphasis on
pro’s profile, encourages them
to think about it as their front
store. Profile completion impacts
where they rank in search
results

Pros with great profile are
getting hired 62% more often

Progress bar increases
motivation and satisfaction of
completing a task

Carousel alternates good
reasons why pros need to build
a good profile



Thumbtack - Profile

9:41 = W
B S Car Go @ 9:41AM Q -

B Pets for pets v @

v
’ Dog Walking v

S Car Go

Introduction Vi Credentials Vi

& Background check
Take a background check to build customer
trust and get hired more.

knowing that all your stuff will get to its
destination looking as amazing as ever m

Why should customers hire you?

| will ensure you have all your stuff moved. | will
treat it like it is my own. You can rest easy

Business Info V4 @ Professional Licenses

Customers prefer to hire licensed
® Year founded professionals. If you don't already have a
2004 license, we recommend that you get one

Number of employees m

3

&

kM

Q Address Photos & Videos

Salt Lake City, UT 8411

4
e BGH
N T m = o _
0 &

g § & 8 2 B &

9:41AM @
B Pets for pets v €§3
—lilaia)
Customers can book you in advance up to
24 month(s)
Questions & Answers V4

Describe a recent project you are fond of. How
long did it take?

How did you get started doing this type of work?

What advice would you give a customer looking
to hire a provider in your area of work?

What education and/or training do you have that
relates to your work?

What is your typical process for working with a
new customer?

2 B & o 8

Sections worth noting:

e Why would customers
hire you? - gives a
summary of yourself

e Photos and videos of
work (a picture worth a
1000 words)

e Credentials (Background
check and Professional
licences)

e (Q & A section increases
credibility and trust

e Pro can use ‘Preview’
feature to see how profile

| Py P - [ R R



Thumbtack - Insights section (Your activity)

Settings - Insights

2419

< @
< Search
< Settings

I Insights >
Account Details >
Notifications >
Quote Templates >
Payments $0.85 available >
Earnings >
Help >
Privacy >

Log Out

Your activity

2:419 = @
< Search
Done & thumbtack.com A G
Your activity Your Top Pro status How you cc

4 Week Overview

December 23 - January 20
Views Lead Spe
69 1 $(
¥ 33 3 wee ¥ 2 v $

Views in the last 4 weeks

Insights section gives you data
on different metrics and how you
compare to the competition

Insights section can be
accessed through My profile -
Settings (not visible in
navigation)

It has three sections:
Your activity

Your Top Pro Status
How you compare to the
competition

Metrics are:
Views
Leads



Thumbtack - Insights section (Your activity)

2:419 = @
< Search
Done & thumbtack.com A G

Your activity Your Top Pro status How you cc

4 Week Overview
December 23 - January 20

Views Leads Spe
69 1 $(
¥ 33 vs. aweek ago ¥ 2 vs. aweek ago v $

Views in the last 4 weeks

2419

<« Search

Done & thumbtack.com

Dec 23 Dec 30 Jan é Jan1

. Previous Week

Current Week (2 days left)

By view type

61 8

Listing Views Profile Views

By service Views Leads

Photo Editing, Scanning and

19
Restoration

=

AA G

Your activity

Performance over the last four
weeks

How many customers looked at
your profile (vs a week ago)
How many contacted you

Your weekly spent



Thumbtack - Insights section (Top Pro status)

419 = @
arch

ne & thumbtack.com A G

ur activity Your Top Pro status How you ¢

u’re not a Top Pro. Yet.

2:419
<« Search
& thumbtack.com

Your Top Pro progress

Review rating

ur Top Pro progress

Review rating

Learn how

Number of reviews

Get at least 5 verified

reviews

Get the details

lirect leads

at least 75% of the time

What are business hours?

Maintain a rating of at /

ast 0.0/4.8

ast 4. y Response rate

srifiec =

Reply to
Learn how withir
Number of reviews
Get at least 5 verified
0/5 ~— PR

=

-

0.0/4.8

0/5

60 /75%

2:419 =

=
4 Search
Done @ thumbtack.com AA G
Learn how
Number of reviews
Get at least S verified

0/5

Get the details

Response rate

60 /75%

What are business hours?

( Background ched

Take a free background

che

acc
Check

It only takes a minute

Text explaining what
being Top Pro means
and motivating pros

Top Pro status

Track how close you
are to becoming a Top
Pro

Review Rating
Number of reviews
Response rate

Clear design and easy
to grasp

Advice below metric on
how to improve - Help
section



Thumbtack - Insights section (How you compare)

N
arch
& thumbtack.com
ur activity Your Top Pro status
ating

new reviews this week.

You 5.0

a Avg.pro 0.0

33% this week.

You 0%

D Avg.pro 0%

249

<« Search

Response rate
How often you resg nda t

¥ 33% this week.

You 0%

©® rsro 0%

Response time
How quickly you respond

A 10h 39m this week.

34h
14m

ol WIND GREECE 2021 ¥ 13:10

Most popular pros in your area

e Beyond modern interiors

5.0 e d (12)

* Nuredini Interiors
" 5.0 kkkkk (11)

‘! Karin Montini Home
Staging LLC
4.8 Yk Kk ko (22)

7 -

How you compare to the
competition (You and
Avg. Pro)

Rating number of reviews
this week (You and
Avg.Pro)

Response rate (How often
you respond to direct leads
within 4 business hours)
Response time (How
quickly you respond to
direct leads on average)

Most Popular Pros in the
area to get motivated



Thumbtack - Insights section (Help section on how to improve)

ol WIND GREECE 2021 & 13:19 v .

Done @ help.thumbtack.com (&7

6 Help v Search n

Get started W
Targeting preferences v
Profile and reviews v
Cost and payments v
Trust and safety v
Help 4

! Communicating with
customers

In this article:
® Where conversations start

® Take the lead — quickly

< M %

al! WIND GREECE 2021 & 13:20 9 @)

& help.thumbtack.com
0 Ask for reviews
In this article:

e Start with reviews
® Schedule a review request
® Share your review link

° Import reviews

Start with reviews

L o8

&

Reviews are often the first thing customers
look for on your profile. That's why when you

first sign up on Thumbtack, you're asked to

«il! WIND GREECE 2021 & 13:20 @)

@& help.thumbtack.com

Respond to leads

In this article:

e Focus on new leads first

o Where to find your leads

Focus on new leads first @

What's so important about responding
quickly to leads? It's good for customers
(who want to hear back from you), it’s good
for your rank, and it's good for business. So
make a habit of checking your new leads
first every time you log in to Thumbtack.

Where to find your leads @

To see your new leads, check the “Direct
leads” section of your Leads tab.

Leads are labeled to highlight important
details. Here are some labels to look for:

Very detailed Help
section to help pro get
advice and support o
how to improve
performance

Step by step guide on
how to use the app. It
answers pros guestions
and user can self-serve

Eg How to respond to
Leads (Focus on new
leads first)



Thumbtack - Insights section (Pro Resources)

o)l WIND GREECE 2021 ¥ 13:57 T

Done & help.thumbtack.com (&

6 Help v sesrer n

Pro Resources

COVID-19 Resources Get set up

Do the work Be your best

Learn the basics

Just got on Thumbtack and not sure what's next?
Here's how to build your Thumbtack business.

Ot Watch | 2 min

il WIND GREECE 2021 ¥ 14:03 7 16% [ )

& help.thumbtack.com

Want even more?

Take your business to the next level with these
resources.

Ot Watch | 2 min STy
e

EO)|

$90

What customers want

What’s most important to Thumbtack customers? We did
a little research to find out

Ot Watch | 1min
(O}

Are you ready to grow?

ull WIND GREECE 2021 & 13:59 v e

& help.thumbtack.com

Build resilience through
community
It's an isolating time. Learn how other pros are

managing their businesses and stay connected in
Thumbtack's online Pro Community.

O]
Thumbtac dinar

Pro Community panel

Pro Community panel webinar

Hear a panel of Thumbtack pros discuss how they've
adapted their businesses to find success during this
challenging time.

2
Pro Community

It goes even further on
a deeper level in
helping the pro. It’s like
a mini-tutorial where
pro can find everything
he needs to set up and
run his business
successfully

Videos, guides,
insights on everything
customers want,
access to community,
supporting advice
during pandemic...what
else would a pro need?



Thumbtack - Notification section (A helper?)

wl! WIND GREECE 2021 ¥ 12:45 < =

Z:rgzpi:?::i:: in search results. Set [ ] IS a remlnder Of What
pro needs to complete,
Notifications what he hasn’t finished

Q Import past reviews with a few clicks. yet
Most pros see success with at least 3 reviews. But the
more, the better.

Q Get a free background check.

Give customers another reason to hire you.

B3 Is your calendar up-to-date?
Make sure you don't auto-pay for leads you can't take.






Pulse - Activity (All important info on a page)

all WIND GREECE 2021 & 14:18

Activity

\ Summer House in Santorini

e}
\ Check when you're open

Double check your calendar and decide
when guests can stay

\ ‘ See 5 more recommendations

You have 1 guest waiting for a reply
xet back to them as soon as you can

Today

Summer House in Santorini

Three-Bedroom House

New booking 14 minutes aq

Arrival Nights

Saturday 8 May 2021 3

Guest name Price

AIKATERINI TSIAPI €576
Y] o .0
Activity

o)l WIND GREECE 2021 & 11:28

Activity

Today

Daily report

Summer House in Santorini
Arrivals Departures
0 0

Sold out room types

0

Yesterday

New booking 21 hours ago
Summer House in Santorini
Three-Bedroom House

Arrival Nights

Saturday 8 May 2021 3
Guest name Price
AIKATERINI TSIAPI €576
Daily report

Bottom nav ONLY with filtering
function on top

Activity feed section
summarizes all important
information that needs to be
actioned in a snapshot
(recommendations, guests
waiting for a reply, new
bookings, daily report, new
reviews)

Colour code defines kind of card
(daily report orange, new
bookina areen)



Pulse - Activity (Recommendations)

«fl WIND GREECE 2021 3G 17:39 sl WIND GREECE 2021 ¥ 17:23

wll WIND & 10:34
14 Recommendations . 4 Filters ( J Im portant messages and
74 Recommendations
X . tips are promoted in
= Categories Clear all .
Add more photos of your place ° Recom mendat'ons
10+ photos of your place - including y Valabte to muMiple properties X New bookings . .
outside shots - can increase your bookings 9 Answer guest requests even faster SeCtlon (CUStomISGd Or
Save time by using automatic replies to ° Modifications not)
= Connect with partners R
@ like you X o Cancellations
Join the Partner Forum, your community g X © Guestreviews e User can customise daily
for sharing knowledge and getting advice. Q Set child rates to attract more t t d . t th .
. activity according to tneir
families to your property o Messages from Booking.com y . . g
& X By updating your rates to include child needs US|ng f| Ite rs
v Attract more customers by offering pricing, you could attract more families to ° New device detected
a variety of rate plans your property.
As demand increases, fully flexible, early ° Partner support messages [ J FI rSt Screen makeS User
booker and non-refundable rate plans can % $ &
help your property appeal to the most Y Add popular facilities to get . regard the app aS a
potential guests. Skl Properties Clear all rt . t , t
mereDeonInge artner, a secreta 0}
We'll help you highlight the facilities that o Summer House in Santorini p ’ ry
X quests search for most the user / dual role, tool
o

Add popular facilities to get @ summer House in Santorini & advisor (ado ptio n,

more hookinas

£ : o WO o o o encouragement to
continue discovery)



Pulse - Bookings section (nav menu)

First screen Inside Reservation (tap) Inside Reservation

ul! WIND GREECE 2021 & 11:47 ol WIND GREECE 2021 & 11:56 7 (. ull WIND GREECE 2021 & 12:49 7 -
Bookings < AIKATERINI TSIAPI % < AIKATERINI TSIAPI e User can sort booki ngs
Sort hv Summer House in Santorini Summer House in Santorini ¢ a )
o el ol
Messages e . . ,
Reservation date’ when
: Date modification update H 3
peae Rooms first comes in (contextual
If a date change or cancellation is requested, . .
This alternative view allows you to see and X you can change the check-in date or suggest a Theee-Badroam Houge naV|gat|0n)
sort bookings by either arrival or reservation new one. 2 adults - Standard Rate
date. Tap the icon again to return to the Learn more
calendar View room details .
- e Thereis a ‘search
Sat 8 May = 3
AIKATERINI TSIAPI function
AIKATERINI TSIAPI 2248578257 Price and policy
3 nights - 2 t
S ::g:f H‘,Lg}ﬁ‘sgmm, View guest details Total reservation price €576 .
- T Commissionable amount €576 ([ ] Yel IOW SeCtlon On tOp
Commission €86.40 - . - -
with tip - X function gives
Check-in Check-out

Cancellation policy ContrOI to user

The guest can cancel free of charge until 1 day
before arrival.

Sat 8 May 2021 Tue 11 May 2021
No time provided

Change reservation dates The guest will be charged the total price of the . .
reservation if they cancel within 1 day before arrival. [ ) Ag al n useful tl p

& 2adults .

lm 3 nights, Three-Bedroom House Payment method prom I nent On top -

o — ) o — o @ =) © warning icon highlights

“ importance

Bookings




Pulse - Bookings section (nav menu)

Inside Reservation Inside Reservation
ol WIND GREECE 2021 & 12:49 4 wll WIND GREECE 2021 = 12:49
< AIKATERINI TSIAPI < AIKATERINI TSIAPI

Messages
! WIND GREECE 2021 & 11:56

< AIKATERINI TSIAPI

Summer House in Santorini

* Simple, clear design,

fonts make user
i o B understand different
sections

Summer House in Santorini Summer House in Santorini

Type your note here

Payment status
The guest has paid online | happy to answer any questions you
might have.

e Relaxing to the eye
. . FEEIGES

Credit card details unavailable o
Your account is not set up to view this Dimitris
information.

e CTA -textin eitherin
| wanted to ask whether | could use blue Copy or bUtton In
the house a night club for my stay?? Wh |te font

Is this possible?
If needed, you can send a request to the guest to ask
them to cancel this reservation

Internal notes

Bestre... e Only messages in
Stiow more white fonts with black
 oeiered background (for
(4] . B differentiation?)

Type your note here Request to cancel reservation

(13 D (1] = o

Messages




Pulse - Message

- Context based navigation
section (nav menu)

will WIND GREECE 2021 & 14118 7 il WIND GREECE 2021 & 14118 7 1l WIND GREECE 2021 & 11:56 < =
AIKATERINI TSIAPI < AIKATERINI TSIAPI (N

Summer House in Santorini

Messages <

Summer House in Santorini

e Separate message

section in bottom nav

AIKATERINI TSIAPI 14:05
Guest: Hi, | have some questions. Could youpl... @ Yesterday at 15:13

Summer House in Santorin

e User can choose to
" ‘ see unanswered

appy to answer any questions you
might have. messages ONLY
Booking.com receives all messages written here Regards, (efficient for user)

and processes them according to our Privacy
and Cookie Statement Dimitris

e User can navigate to
| wanted to aslk whether | could use the detalls Of the
the house a night club for my stay??

s this possible? booking itself through
messages

Unanswered messages

Hi,
| have some questions. Could
you please answer back?

Bestre...

Thanks a lot

Show more

Mark as done




Pulse - More section

all WIND F

Property details

Guest reviews

Finance

Promotions

E
=]
=
© osseging
%
L4

Opportunity Centre

X Meals

@ Settings I
| @ Help

ull WIND 7

E Guest reviews

E Finance
o Messaging
‘ Promotions

;‘l Opportunity Centre

N Meals

(& settings

@ Help

More

@1 Give us feedback

What is it about?
It includes everything else except main
tools for managing reservations

Categories worth having a look:

Messaging
Promotions
Opportunity Centre
Settings

Help

Give us feedback



Pulse - Messaging

wll WIND & 11:37

14 Templates
Templates
Create, update and manage all of your message

templates

h

You don't have any templates yet. Create a
customised template to save time messaging
your guests!

Create new template

>

User can create customised
templates with answers to the most
frequent questions he gets from
customers to save time

Message templates are a smart
way to increase efficiency and
consistency



Pulse - Promotions

il WIND GREECE 2021 & 14:23
< Promotions tracker

Summer House in Santorini

Active Inactive

W

Add promotions to attract more guests and
increase your earnings

User can add promotions here and
increase earnings



Pulse - Opportunity centre (Your performance)

Page views

all WIND = 10:51 7 ul WIND = 11:53 ull WIND = 10:53
Opportunity Centre

Summer House in Santorini

< Opportunity Centre <

< Page views
Summer House in Santorini

Summer House in Santorini

Your performance

Click a topic for advice on how to to remain
competitive. These topics are based on your

5 ways to improve

Ranking
3 ways to improve

Your performance over the last
30 days

‘Opportunity centre’ relates
to ‘Performance’ compared
to similar properties in the

performance in the last 30 days compared to similar Your property Similar properties
properties in your area. Availability 1.23% 3.40%
2 ways to improve area
Jr 63.82% compared to similar properties

Conversion
6 ways to improve
b

Page views
5 ways to improve

Ranking
3 ways to improve

Cancellations
2 ways to improve

Availability
2 ways to improve

Length of stay
1 wav to imorove

More

Cancellations
2 ways to improve

Length of stay
1 way to improve

Average daily rate
No new opportunities

Reduce workload
4 ways to improve

All topics
10 ways to improve

More

Top tips to improve

Check when you're open b4

Double check your calendar and decide when guests
can stay

Check calendar

Unlock your local market with last- X
minute mobile bookings

As local demand increases on our site, 74% of
bookings will be made on a phone

Set up Mobile Rates

1] .0

More

Various metrics on how to
remain competitive:
Conversion, Page views,
Ranking, Availability,
Reduce workload, etc

On each topic detailed
stats relating to
performance and Top Tips
to improve



Pulse - Opportunity centre (Your performance)
Reduce Workload

wil WIND GREECE 2021 & 14:20
< Reduce workload

Conversion

il WIND GREECE 2021 & 14:20

< Conversion

Summer House in Santorini
enoa

Attract more customers with a 374
variety of rate plans

As demand increases, fully flexible, early booker and
non-refundable rate plans can help your property
appeal to the most potential guests.

Add new rate plan

Summer House in Santorini

Answer guest requests even faster X

Save time by using automatic replies to answer the
most common guest requests

Learn more

Add more photos of your place X

10+ photos of your place - including outside shots -
can increase your bookings

Add photos

Add popular facilities to get X
more bookings
We'll help you highlight the facilities that guests

search for most

Learn more

1

F,\/ﬂ | (=) = ..0

lability Me ] More

Quickly reply to guest messages X
without typing

Create message templates you can reuse at any time
for your replies

Create a template

Add popular facilities to get X
more bookings

We'll help you highlight the facilities that guests
search for most

Learn more

Message guests automatically 4

In a few steps, automate the messages that you're
always sending to guests

o = F [ -

WIND GREECE 2021 & 12:26

Snooze for 24 hours

It will have a negative impact

The information is unclear

I've already tried this

This is not applicable to my property

I'm seeing this too often

Other

Cancel

The break down of
metrics gives a
chance to the user to
get tailored advice on
each one of the topics

User has the option to
‘snooze the tip’, delete
it if it doesn’t apply to
his business and give
feedback



Pulse - More section (Help)

@ Pulse wil 3G 17:42 v

& partner.booking.com

Booking.com Partner Hub

&

&

M Adamopoulou - Tiny tips
how to make you and your
guests happy!!!
Featured

Tips, tricks & more

Sergei - Community Manager
“We love guests that want
to connect with us”. Aaltje
B. on hospitality in New
Zeeland (+amazing

photos) m Featured

Tips, tricks & more - #Advice
#Featured
#GrowingThePartnerCommunity
#Rebuilding - #PartnerCommunity

M Adamopoulou - Traveller
Review Award 2021!!!

@ Pulse ull 3G 17:42 < -

& partner.booking.com

Booking.com Partner Hub

&

&

Sarah Anton Alvarez - After
Brexit- new bank fee !!
Featured

Guest payments & finances
#RevenueManagement

M Adamopoulou - Flowers
play a wild role in
Hospitality!!! IR
Featured

Tips, tricks & more - #Featured
#Rebuilding

Sergei - Community Manager
“Learn from the hindsight
of others". BrookAve on
Future, his story and on
perfect guest

Featured

Tips, tricks & more - #Advice
#Engagement

Booking.com Partner Hub

=]

Your reservations

Managing your reservations

Setting reservation restrictions

Handling changes and cancellations
Dealing with overbookings and no-shows
Communicating with guests

Contacting guests using the extranet

Contacting guests using Pulse

Your property page content

Managing your property’s general information

Managing your property’s general information using

Pulse

Manaaina vour photos usina the extranet

More

Partner Hub is a
dedicated section to
support users

User joins community
and gets connected
with partners around
the world

Insights, analysis and
expertise on global
travel trends

Access to everything
he needs to effectively
use the app



Pulse - More section (Feedback)

wl E 17:14

< Give us feedback

We'd love to hear what you love and what we can do
to improve your experience on Pulse.

Please note that we won't be able to respond directly
to this feedback. If you have a question or need help
to solve a problem, please check the Help Centre
first.

How would you rate Pulse?

® & 66 © @

More

ull WIND GREECE 2021 ¥ 17:18

4 Give us feedback

Please note that we won't be able to respond directly
to this feedback. If you have a question or need help
to solve a problem, please check the Help Centre
first.

How would you rate Pulse?

® @ ©® @

Average

Could you tell us a bit more?

Select a topic

No topic selected

Describe your experience with Pulse

What went well? What could we improve?

More

Select a topic

Push notifications

Activity feed

Reservations

Availability calendar

Messages

Property details

Finance (invoices and payments)

Other

Feedback section
very clear

Helpful and easy for
the user to submit
feedback as topic are
shown



B HomeAdvisor



HomeAdvisor - Business model

e Homeadvisor charges Pros for every lead they
receive regardless of getting the job or not

e |eads are split into Direct leads and

Julie Johnson

Remodel a Bathroom OppOrtunltleS

\. Uncalled Lead - Call Now

ety e Pro can see leads in a ranking order (newest on

N Ooen Lot ol o top) according to his preference (two filters used)

Sandra Carter

S eisicmia e ‘Uncalled leads’ on top with clear indicatlon for
CTA

Samuel Austin
Remodel a Bathroom

Status: Selling

e Status of job below job and colour coded

Katherine Hill
Remodel a Kitchen

Status: In Progress - Won Job

Y,



HomeAdvisor - Inside Lead

( Leads Chris Johnson

all = (=)

Status: Selling

_GQOG

Call Message Map

%, Uncalled Lead - Call Now Mark as Called

Hire a Handyman

Address

456 Maple St.
APO AE 09054

Day Phone
(720) 903-1080 x1848

Mobile Phone

(720) 903-1080 x1849

Email
¢j15638060048994@hotmail.com

Comments
Customer did not provide additional

B L ST S S R, R T o P e O TR

More

e

senee =

Cancel

9:41 AM

Set Status

Initial

Contact & Qualify

Selling

In Progress - Won Job

Closed - Won Job

Closed - Did Not Win Job

Incoming Call
A New HomeAdvisor
Customer!

Pro can change
status on top

Contextual
navigation bar on
top with CTA
prominent

Three ways to
connects
customers with
Pros: text
message, call
(instant connect)
or email



HomeAdvisor - Pro Resource center

Pro - resource
RESOURCE CENTER Center

WE'RE ALWAYS HERE TO e Dedicated section
HELP named ‘Pro Resource
TP F— | o | Center’ to help pro
get expert information
and advice

Whether you're seeking tips on home maintenance and repairs or embarking on a major remodel, you can count on HomeAdvisor

to provide expert information and advice, tools and tutorials, and ideas and inspiration to guide your project from start to finish.

* X,

e Articles, tutorials and
videos

e Stats center

TOP PROJECTS EXPERT INFO & ADVICE TOOLS & TUTORIALS
Explore the most popular home repair, maintenance Get knowledge and tips to guide informed project Find videos, checklists and other tools to plan and
and improvement tasks decisions complete projects

Explore All Explore All Explore All



D AirBnB



AirBnB - Business model

ull WIND = 14:32 < ¥ wll WIND = 14:31 ¥

e AirBnB connects travellers with
ElA"messages El Inkex > hosts and gets commission from

booking fees

Hi Dimitris,
e ? e AirBnB app for hosts is a
- Resencto % reservation management tool that
& Airbnb Support helps the host manage reservations,
Archive respond to enquiries

Olimpia Jul 26 26
New event
Not possible - Summer House in Santorin

)

Pending requests

zz g
g o g

e Combo navigation of bottom nav
sl Dumessie 5 with hamburger on top left hand

New event

Completed - Summer House in Santorini Corner

Katharina Jul19 19
Yesitis.

ed - Summer House in Santorin

> e € O O ®

H @

b
S
oo

Gl
Bk
=5

&

3
T
1
x

file




AirBnB - Inbox

all WIND = 14:32 (4 Hamburg er menu

all WIND = 14:31 7 &%
All messages
Inbox > F

Sarah Aug 3
. Hi Dimitris, ® Allmessages

Cancelled - Summer House in Santorin

Filter messages

e Inbox with messages from
customers (tasks as
messages) - the first thing

@ Pending requests yOou see asS you open the
@ Izabela Jul 26 @ Reservations e app
New event
Not possible - Summer House in Santorini & Airbnb Support X Filter messages
, . e User has the option to use
Olimpia Jul 26 rchive i Starred i
@ New event two filters at the same

Not possible - Summer House in Santerini

Unread t| me

Samir Dumessie Jul 20 20
mmer House in Santorini () Status Of reservatlon

° Katharina Jul19 19 COIOur COded

Cancelled - SUInmer House in Santorini

Bela Jul15

e There is a guest’s picture
in the message (why?)




AirBnB - Inbox

Slide right

all WIND = 14:33

All messages

w Sarah
Unread Hi Dimitris,
Ca
lzabela
New event

Not possible - Summer House in Santorini

Olimpia
New event
Not possible - Summer House in Santorini

Samir Dumessie
New event

Completed - Summer House in Santorini

Katharina

Yes it is.
Cancelled - Summer House in Santorini

¢ & ©

Bela

0%

Inbox

celled - Summer House in S :r House in Santorini

Thanks for the update Bela. Let me know...

Slide left

il 4 all WIND = 14:33 il

All messages

-
Aug 3

Archive

Jul 26 lzabela Jul 26
New event

Not possible - Summer House in Santorini

Jul 26 Olimpia Jul 26
New event

Not possible - Summer House in Santorini

Jul20 Samir Dumessie Jul20
New event

Completed - Summer House in Santorini

Jul19 Katharina Jul19
Yes it is.

Cancelled - Summer House in Santorini

¢ & © O

Bela Jul1s
Thanks for the update Bela. Let me know...

5 & @ O

Listings Perfor

Jul1s

0%

Profile Inbox

User has option to mark
the messages according
to his preference using
gestures



AirBnB - Reply to messages

ol WIND GREECE 2021 ¥ 08:27

<

Anissa

Summer House in Santorini )
Details
Upcoming - 15 Sep 2021-20 Sep 2021...

car that fits 6 so whatever that looks
like is fine. | am not sure when we are
arriving yet I still need to check on the
ferry. | think it’s only like a 2 hour boat
ride from Ikaria to Santorini but I am
not sure . Do u have any suggestions
on how to make that trip? | would say
we would like to be there mid
afternoon likely early evening maybe
between 2-4 .

@ Airbnb 8:22 pm

Want to save time?

Looks like your guest is asking for local
recommendations. Add them now so
that future guests can easily access
them on their trip.

Create a guidebook

A

@ D Write a message

When host replies can
use pics from gallery
(photo messaging), saved
responses or pics

Saved responses one of
most used feature of the
app (the need for this
feature came up in
workshops with users)



AirBnB - Inside Lead

Wil WIND GREECE 2021 & 08:28 e Wil WIND GREECE 2021 = 08:54 7 -
< < Inside Lead CTA is
e Frequently asked questions prominent
Anissa
Anthimiades L Foahosh how do| makea change o2 Towards the bottom of the
6 guests - Snights - €1,382.24 = If you need to make a change to a confirmed Card the re are FAQS on
Summer House in Santorini reservation, you can submit a change request to ... a o

Read more various subject from how

You have a confirmed reservation for 15-20
Sep 2021. Be sure to message your guest
with check-in details before they arrive.

* 5.0 avg rating - 16 reviews
9 Identity verified
® Joined in July 2015

® Livesin Scottsdale, AZ

View profile

Message Call

As a host, what penalties apply if |
cancel a reservation for a stay?

Because cancellations disrupt guests' plans and

impact confidence in the Airbnb community, the ...

Read more

When will | get my payout?
Airbnb typically releases your payout about 24

hours after your guest’s scheduled check-in time....

Read more

See more topics

to use the app to policies
and regulations



AirBnB - FAQs

I WIND = 12:59

4 Q, Search help articles

Hosting Travelling

Popular articles
Extenuating Circumstances Policy
and the coronavirus (COVID-19)

When will | get my payout?

Why can’t | check a guest’s
profile photo?

What is Airbnb’s 5-step enhanced
cleaning process?

Browse all topics

[]:l About hosting

<

wll WIND = 12:59

4 Q Search help articles

Hosting Travelling

Browse all topics

m About hosting

Calendar and bookings

Payouts and taxes

Managing your listing

Managing your experience

2 el

&

Your reservations

=

Abhoint Airbnbh

all WIND = 12:59 v -
14 Q, Search help articles
Hosting Travelling

5°| Yourreservations >
FIT About Airbnb >
@ Your account >
q@ Safety and accessibility >
Q Responsible hosting >
[D Terms and policies >

| Still need help?

|

Help section on all topics
with detailed responses
and step by step guide on
how to use the app (user
can self-serve)

Icons to make design
more interesting

CTA button prominent



AirBnB - My profile

ull WIND F 14:07

Dimitris
Show profile

Account settings

Personal information
Payments and payouts
Notifications

Travel for work

Switch to travelling

Hosting

List your space

O B8 o

Inbox Calendar Listings

i

Performance

< BB D B [0

&

=z

®

Profile

ull WIND = 1:04

<

© Refer a Host

il WIND ¥ 1400 o
Contact NMeighbourhood Support d“'
Let pur team know about concerns reateo
Lo hame dharing activily = your area
Get help f‘\‘
Resource Centre [_L]
Community Centre ;o

Give us feedback

Terms of Service

Privacy settings

Lo ot

@
Prafie

Support

(@ How Airbnb works
® Gethelp

(@ Contact Neighborhood Support
Let our team know about concerns related to home [
sharing activity in your area.

{ @ English (US) J [ £GBP ]

[ Log out ]

Help & support - Terms of Service - Privacy Policy

© 2020 Airbnb, Inc. All rights reserved.

Through profile user can
access:

Resource Centre
Community Centre and
Give feedback

There is a refer a friend or
refer a host section



AirBnB - Performance (Opportunities)

all WIND = 14:06 ¥ |

Performance

Opportunities  Stats

Baxedes - Oia area - Januvary

16% of travelers to your
area come from less than
300 miles away.

Adapt to trends near Baxedes
- Qia

24 all WIND =

14:07 ¥ |

Adapt to trends near Baxedes

o

Flexible stays

—— 3/4

Popular
amenities

Completed

0 B

o

Remote
workspaces

——— 5/6

Family travel

Completed

¥ all WIND = 12:26

Performance

Opportunities  Stats

4.8 % 50

Overall rating Reviews
€0.00 46

January 30-day views
earnings

View transaction history

Tips

100%

Response rate

0

30-day
bookings

You're all set for now! Check back for more

tips in the future.

Two tabs: Opportunities
and Stats

Opportunities

Adapt to trends section
and progress bar - very
important for host to keep
up with trends and stay
competitive



D Stats

. e Host’'s score to different metrics last 7,
AirBnB - Performance (Stats) 30 and 365 days

e Minimal design

ull WIND & 12:35 < @ .l WIND & 14:10 < - ull WIND = 14:10 < ()

<

Listing performance Ratings
Basic requirements - Occupancy &rates

Track your overall performance or dive into the 1 Sstars
Nice work, Dimitris! You've got the basics details to solve issues, refine strategy, and ke 0.0%

. ‘o -
down. Learn more celebrate successes. el o etare . i . " t
Feb Apr Jun Aug Oct Dec 8.8 8 8 4 ccupancy rate ancellation rate N

Last 7 days Last 30 days Last 365 days

Last updated: Januvary 20

What you’re doing well 0 £0 - Length of stay Nightly rate

Nights booked Booking value 5-star ratings
Last updated: Janvary 7

Requirement You Target >
. Occupancy &rates
Overall rating 5.0% 4.7 % Quality
1.9% 86.5% H
) Conversion
Response rate 100% 920% Overview Occupancy rate Cancellation rate
>
. 88.0% 5.0 days £192 0.00% -
Cancellations ofyr ofyr . i Booking conversion  Booking lead time
% % g & ok > Length of stay Nightly rate N

5-star ratings since 2018
4.84 OVERALL RATING

Accepted 100% 88% Last updated: January 20 - o]
reservations Returning guests Wish list additions
Ratings Last updated: January 7

This reflects your performance over the last 365 [:_] @ @ ﬂﬂ @
days. C] @ @ [I]:[’ ® Inbox Calendar Listings Performance Profile C] @ @ @
Inbox Calendar Listings  Performance Profile
Inbox Calendar Listings Performance Profile



AirBnB - Community centre

@ Airbnb il F 11:00

-
& community.withairbnb.com ©

@ community

@ v Dimitris147 ‘

Welcome to the Community,
Dimitris147!

Share knowledge, get inspired and meet other
hosts who are creating a world where anyone can
belong.

E@ 1,018,021 members

—_ .
o 931usersonline

Df 1,302,780 total posts

Discussion Rooms

< M m

@ Airbnb o' T

@

10:58 < -

& community.withairbnb.com
A\ .
(9) community

Signin

the cLommunity Lenter.

Get to know

experi

Hosting

other hosts, share your hosting

ences and exchange ideas

@ Airbnb ! T 10:59 v -

& community.withairbnb.com

{9\ community

@ W, Signin

Airbnb Updates

Comment on com,

updates, and Airbnb info

See more...

Start a Conversation

Featured Discussions

&

The Community centre is
place to connect with
other hosts, share stories,
ask for advice, and get
updates from the Airbnb
team



AirBnB - AirbnB support

4AF il WML 1418 = wll WikD = 1418 4
Airbnb Support - £ Airbnb Support a
g s A nice way to promote a

| - S 3 with you under aur extenuating
Cancellad : Anna i tances policy. Wi ha
Concalled: Amo b Sopmart ciroumstances policy, Wa have message among

Annia, | have LSt Apgoe T clearad your calendar for thess dates, 5
5 2 Hi Dirmitris and refundad your guest in full messages in InbOX

Alrbnb Support

Dy iz g1ill N il

Cancelled - Jessica

This is Suellen A from Airbnb. How are
pou?

lam reaching out becavse your guest
Jessica decldad to cancel thelr
upscoming resarvation HMWBCTAMIP
with you undar our axtenuating
circurnatances palicy. We hawe

lapalogize for the inconveniencs, and
snceraly appreciate your
uncbarstarding

Hope wou and wour Family ana sale,
Have a lovely day,

Many apps use this way
to promote messages

¢ o @

020
i cleared your cakendar for thase dates, @ Airbab bot
ard refunded yaur guest in full. Do you stil need help?
Expired - Maurice IR My FOT0 3
Mo probiem Maurice. Tharks for ettin | apologize fior the inconvenience, and
1-28 (Fal] sincerely appreciale your
understanding
Cancelled : Peter 13 Mpy FOIT 3 Haope you and your Farmily are safe
hanks for ketting me know Bete Have a lovely day, T JLIN 33
3 Jun 2030
ﬂ. This wepport cass ik closed, Sl need heip?
Eay i — ﬁu"bl’lh h‘}t Wieht o Haelp Center, ifps: !/
I:' ' Do o still need help? v, el iy Pk
L



Any more suggestions?

What

Activity feed section on first page

Icons reinforcing meaning of copy

Saved responses / templates
Resource and support center

Community section

Contextual navigation bars

Why

All important information for pro in a snapshot (dual
function of app: partner / tool)

Catches users attention - gives life to text

Efficiency (saving time), Habit, Better communication with
customer

I's a MUST. User must learn to self serve / empowerment /
performance

Sense of belonging, engagement, loyalty

Simplify things for user, evolves with the user



Any more suggestions?

What? Why?

Emphasis on Profile completion First impression is everything! Improves
conversion

Performance (Adapt to trends section) Improves performance

User Feedback form See what works and what doesn’t, improve app

Colour coded status of Jobs Help user distinguish categories



Appendix (Sources)

Sources

The new Airbnb mobile app: host anywhere — The Airbnb Blog — Belong Anywhere (atairbnb.com)
4. Conducting Competitive Research - UX Strategy [Book] (oreilly.com)

10 Usability Heuristics for User Interface Design (nngroup.com)

How To Do A UX Competitor Analysis: A Step By Step Guide - Usability Geek

HomeAdvisor | Instructional Videos: Webinars

https://help.thumbtack.com/resources/getsetup

https://airbnb.design/co-designing-with-hosts/



https://blog.atairbnb.com/new-mobile-app/
https://www.oreilly.com/library/view/ux-strategy/9781449372972/ch04.html
https://www.nngroup.com/articles/ten-usability-heuristics/
https://usabilitygeek.com/how-to-do-ux-competitor-analysis/
https://pro.homeadvisor.com/articles/videos/webinars
https://help.thumbtack.com/resources/getsetup
https://airbnb.design/co-designing-with-hosts/

Thank you!



