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THE BEST AND WORST
TRAVEL APPS AS RATED

BY THEIR OWN USERS

Three million reviews reveal the mobile leaders and laggards of the travel industry:

By Ben Gray, Digital Experience Analyst, Applause
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The average mobile sentiment score of the 118 most
popular travel apps in Google Play and Apple App Store,
as rated by three million U.S. consumers.

AppsDeliverCompellingBrand Experiences

here are some amazing apps that can help you travel. For instance,

look at brands like Booking.com, TripAdvisor and Yelp that actually

deliver on their promise to help people find places to stay and
businesses to support. Or look at services like Groupon that provide true
value to people. Travel apps can help you get from point-to-point like
GasBuddy and Waze. In short, travel apps have become essential to people’s
lives.

Not all travel apps can be winners. ARC from Applause analyzed three
million reviews between the App Store and Google Play to determine the



http://arc.applause.com/
http://www.applause.com/

mobile leaders and laggards of the travel industry. This analysis spans 118
of the most popular Android and iOS apps in the U.S. and is ARC’s third

annual report on the state of the travel apps economy.

Simplifying The Travel Apps Economy

The travel apps economy is incredibly competitive and is only becoming
more crowded. To make sense of the landscape, we categorized apps
into eight distinct actions a traveler takes on their customer journey
(see Figure 1):

FIGURE 1: APPLAUSE TRAVEL APP QUALITY INDEX

AVG  POOR FAIR GOOD EXCELLENT WINNING

Navigate (18 apps) 65
Book (20) 64
Cruise (7) 62
Ride (7) 61
Explore (25) 61
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Fly (20) 34
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® Book (20 apps): Book is the most highly used and the second
highest-rated category—just behind Navigate—in part due
to serving a core function but also because the apps are well

designed and executed.

® Cruise (7): The cruise industry remains in its infancy in engaging
passengersvia apps. Justseven qualified with 200 or more reviews

and none topped 3,500. For comparison, 2,000 reviews was the




minimum criteria for inclusion for booking apps and one—

TripAdvisor—is well on its way to achieving 100,000 reviews.

Drive (16): Sixteen rideshare, rental and taxi apps qualified with
more than 200 reviews, including rideshare apps Lyft, Uber and

ZipCar.

Explore (25): Four of the five most popular travel apps—Groupon,
Google Maps, GasBuddy and Yelp—reside in Explore. These are
the apps a traveler relies on to discover local hotspots, places to

eat and stores at which to splurge.

Fly (20): If there’s one industry that’s unable to keep pace with
traveler expectations, it is the airline industry. Airline apps
average a 34 on the 100-point scale, which is approximately half
of the global average across the more than 30 million apps that

Applause Mobile Sentiment Analysis continuously crawls.

Navigate (18): Navigate includes the 18 most popular traffic
optimization, GPS and map apps, including the single most
popular travel app Waze and its half a million reviews. The
Navigate category is the most highly rated of the eight due to

their innovation, design and consistency.

Ride (7): Ride specifically focuses on trains and buses. Ride
is in the middle of the pack in terms of mobile sentiment but

dominates its closest competitor: airlines.

Stay (9): The Stay category includes the nine most popular hotel
brands. This category includes the two brands accomplishing the
greatest improvement year-over-year, signifying the industry is
raising its bar for customer experience. (Spoiler alert: It’s Hilton
at +30.5 and Wyndham at +16.)




Apps That Didn’t Qualify For Analysis

With more than 30 million apps worldwide, it’s possible we overlooked
an app or two. However, it’s more likely the app didn’t earn enough
app store reviews to qualify as we only report statistically significant
results. It is also possible ARC profiled the app in another report that
was more relevant.

For insight into the 130 most popular travel companion apps/apps for
business executives, see The Best And Worst Mobile Apps For Business

Executives report. Managing finances on the go? See the Finance
report. Staying in shape on the road? See the Health And Fitness report.
Shopping in a foreign hotspot? See the Retail report. Dating in a new
territory? See the Dating report.

Six Popular Apps Earn High Quality Marks

These 118 travel apps, relied on by consumers worldwide, garnered three
million app store reviews in the U.S. alone. Apps that qualified earned at
least 200 aggregate reviews between Android and i0S to earn inclusion

for the third annual Applause Travel App Quality Index (see Figure 2).

FIGURE 2: APPLAUSE TRAVEL APP QUALITY INDEX - CRUISE

ANDROID 10S

AVG +/- FAIR GOOD EXCELLENT WINNING REVIEWS REVIEWS

POOR

Cruise.com 86.5 -0.5 === ( () 163

Disney Cruise Line Navigator 82.0 1.5 --- () 1,365

Carnival HUB 76.5 -6.5 --- o) 910

Ship Mate sy cruiseLine.com 69.5 1.0 --- o0 1,723

Cruise Finder syicruisecom 64.5 0.0 --- (( ) 177

Norwegian iConcierge 34.5 -3.5 --- (1) 225

Royal Caribbean International 22.5 -0.5 --Q_ 253
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FIGURE 2: APPLAUSE TRAVEL APP QUALITY INDEX - BOOK

ANDROID 10S
AVG  +/- POOR FAIR GOOD EXCELLENT ~ WINNING REVIEWS REVIEWS
Booking.com 84.0 -2.0 ----- B C) 46,804 9,711
Cheapflights 80.0 0.0 ------- . . 4,689 106
HotelTonight 78.0 0.5 ------- 11,462 9,478
ook 770 o NN I I N O 52 21416 15753
WorldMate 75.0 0.5 ------- 6,712 2,216
TripAdvisor 74.0 -3.0 -------((. 52,164 28,535
Skyscanner 73.0 -3.5 ------- @ 22,300 4,640
Hotels.com 72.0 3.0 ------.—. o 29,133 11,161
Hipmunk 720 -o.5 NI N N R [ . 3783 44
agoda 700 3o I NN NN N NN SO0 13434 490
Hotwire 68.0 -1.5 ------.‘. O 2,219 1,508
Orbitz 675 0.5 NN M NN N [ R 8640 5558
Airbnb 560 -+ I I N N N O 7661 5379
HomeAway 560 20 N M M B g 2401 2320
Priceline 55.0 0.0 -----m- 9,160 5,126
CouchSurfing 52.0 8.0 ====.=ga 1,955 864
Hostelworld 50.0 7.0 o 1) 842 167
Expedia 470 1.0 NI N N (S0 Sl 0663 4117
trivago 400 0.5 NI M MG St A 3908 302
Travelocity 29.0 3.0 ==E.E=== 1,158 847
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FIGURE 2: APPLAUSE TRAVEL APP QUALITY INDEX - DRIVE
ANDROID 108
AVG /- WINNING REVIEWS REVIEWS
Hailo 745 -1.0 8,417 772
Easy Taxi 66.5 1.5 10,311 1,120
Zipcar 655 -2.5 8,204 7,074
Turo (fmr. RelayRides) 61.5 3.5 1,051 1,129
Lyft 60.5 1.5 19,734 13,180
Car2go svpamLerAc 57.0 -1.0 3,085 1,044
Uber 56.5 -1.5 86,015 23,856
Rentalcars.com 55.5 -0.5 909 120
Curb svverFone 48.0 -2.0 2,358 2,897
National 46.0 0.0 230 218
DriveNow 45.0 -1.0 232 19
Getaround 42.0-13.0 84 386
Ola 40.5-10.0 64,761 171
Hertz 29.0 10.0 1,503 2,914
Avis 28.0 -1.0 458 464
Budget 155 1.5 217 110
90 100
SOURCE: APPLAUSE MOBILE SENTIMENT ANALYSIS, MAY 2016 . AVG @ ANDROID © 108




FIGURE 2: APPLAUSE TRAVEL APP QUALITY INDEX - EXPLORE

ANDROID 10S
AVG  +/- POOR FAIR GOOD EXCELLENT ~ WINNING REVIEWS REVIEWS

GasBuddy sso0 -25 NI I N S R g o 75,645 98,073

Groupon 825 0.0 o 140,439 218,203

Triposo 80.5 0.0 @ 1,020 497

OpenTable 77.0 4.5 ® O O 15,263 30,803

Gas Guru svye 75.5 -1.5 (C ) 2,867 1,547

YPlan 74.5 -1.0 00 1,210 260

TripAdvisor 74.0 -3.0 (C ) 52,164 28,535

GrubHub 725 05 -... 23,510 14,586

HERE Maps 72.5 -0.5 ® 20,249 598

Yelp 67.5 -3.0 50,542 82,929

Gogobot 67.5 1.5 682 877

AroundMe by Flying Code 66.5 0.5 O 4,758 34,047
Wi-Fi Finder syjwire 65.0 -0.5 8,679 15,032

Google Maps 60.5 -0.5 257,028 63,461
Foodspotting 60.5 0.0 - e O 2,378 2,155

Tripomatic 58.5 3.0 O 446 291

Google Street View 56.5 -1.5 — 68,872 523
Google Earth 525 -0.5 70,555 9,434

Wikipedia 52.0 1.5 ( ) 27,766 3,800

Field Trip svnianmic 50.5 -0.5 --- - 2,155 206
Foursquare 485 0.5 22,906 42,779

Zomato (fmr. Urbanspoon) 42.5 -5.0 28,750 3,306

StubHub 31.0 2.5 3,444 3,036
thefork sy ripapvisor 21.0 6.5 ...---- 243 66
cogateveonas 13010 | I N N I e
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FIGURE 2: APPLAUSE TRAVEL APP QUALITY INDEX - STAY

ANDROID 108
AVG  +/- WINNING REVIEWS REVIEWS
Hilton 69.5 30.5 3,922 5614
SPG 59.0 1.0 1,062 1,943
IHG 58.5 -0.5 1,361 2,992
Choice Hotels 54.5 -2.0 3,145 1,134
AccorHotels 40.5 2.5 870 131
Best Western 33.0 1.0 1,026 265
Wyndham 29.5 16.0 196 122
Marriott 28.0 0.0 2,229 2,375
Hyatt 27.5 -2.5 292 352

90 100
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FIGURE 2: APPLAUSE TRAVEL APP QUALITY INDEX - FLY

ANDROID 10S
AVG  +/- POOR FAIR GOOD EXCELLENT ~ WINNING REVIEWS REVIEWS
Alaska Airlines 83.5 2.5 ------- X X ) 6,558 3,687
Turkish Airlines 53.5 2.5 481 109
British Airways 51.0 2.0 3,811 558
JetBlue Airways 43.5 3.5 2,685 3,086
Lufthansa 40.5 -1.0 856 74
Qatar Airways 39.5-12.5 823 19
United Airlines 36.5 -2.5 5,426 2,836
Delta Air Lines 35.5 -0.5 6,920 5,228
Air France 31.5 -8.0 183 106
Singapore Airlines 31.0 10.0 934 130
KLM 30.5 -5.5 839 19
Emirates 30.5 -1.5 623 107
American Airlines 28.5 -1.5 3,305 3,945
Air Canada 27.5 -7.5 197 83
Southwest Airlines 25.5 -0.5 5,664 57215
Frontier Airlines 21.5 14.5 124 76
Jet Airways 19.0 1.5 3,075 36
RyanAir 17.0 5.5 3,236 79
Hawaiian Airlines 13.5 0.5 () 197 275
Aer Lingus 12.5 -0.5 -.m===== 978 68
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FIGURE 2: APPLAUSE TRAVEL APP QUALITY INDEX - NAVIGATE

ANDROID 108

AVG +/- POOR FAIR GOOD EXCELLENT WINNING REVIEWS REVIEWS

Citymapper 84.5 -2.0 ------- () 6,899 1,174

Waze by Google 80.0 -2.5 - @ 325,254 167,829

City Maps 2Go by UImon 79.0 2.0 e O 4,733 897
MAPS.ME by My.com 77.0 1.0 O 24,659 236

City Maps 2Go Pro by Ulmon 745 0.5 e O 531 4,274
MapFactor 740 1.0 () 41,981 N/A

HERE Maps 725 -0.5 ® 20,249 598

i I
Citymaps 71.5 2.0 & )) 166 291
Moovit 65.0 2.0 -- H 16,565 2,415
OsmAnd 65.0 -3.0 1,354 7
Google Maps 60.5 -0.5 257,028 63,461
Scout by Telenav 60.5 0.0 25,955 5,745
MapQuest by AOL 585 -1.0 10,852 13,706

Parkmobile 57.0 -5.0 5,551 3,295

GPS Navigation by Bzing 53.0 -4.0 21,439 24

Google Earth 52.5 -0.5 -. 70,555 9,434

TomTom 485 0.5 ' 4,604 2,573

GPS Navigation & Maps by Sygic 46.5 -0.5 ====I.|. .== 49,701 1,328
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FIGURE 2: APPLAUSE TRAVEL APP QUALITY INDEX - RIDE

AVG  +/- POOR
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Across the more than 30 million apps Applause Mobile Sentiment

Analysis crawls globally in real time, the average app quality score is

a 67.3. Six incredibly popular apps earned above average scores based

on more than 50,000 reviews:

® GasBuddy (85.0) [Android | iOS]

Booking.com (84.0) [Android | iOS]

Groupon (82.5) [Android | i0S]

Waze by Google (80.0) [Android | i0S]

TripAdvisor (74.0) [Android | iOS]

® Yelp (67.5) [Android | iOS].

GasBuddy’s usability and satisfaction
scores are through the roof with positive
signals or attributes of mobile quality,
such as useful, easy, simple, recommend,
favorite, fun and enjoy, frequently
appearing in text-based reviews.
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https://snapshot.applause.com/#/us/app/com.waze
https://snapshot.applause.com/#/us/app/323229106
https://snapshot.applause.com/#/us/app/com.tripadvisor.tripadvisor
https://snapshot.applause.com/#/us/app/284876795
https://snapshot.applause.com/#/us/app/com.yelp.android
https://snapshot.applause.com/#/us/app/284910350

Booking.com is most frequently praised for its performance and stability.
Groupon for its usability, satisfaction, performance and pricing. Waze
for its content and interoperability that stand out among its competition.
TripAdvisor for its content and elegance. Yelp for its ability to delight (i.e.,

satisfaction) and its usability (i.e., usefulness, simplicity and elegance).

Apps That Have Room To Improve

When travelers feel well-served or underserved, they have a channel
in app stores through which to share experiences—good and bad. Just
seven profiled apps with more than 10,000 reviews have mobile sentiment

scores less than 50:

® Foursquare (48.5) [Android | i0S]

* Expedia (47.0) [Android | iOS]

® GPS Navigation & Maps by Sygic (46.5) [Android | i0S]

® Zomato (fmr. Urbanspoon) (42.5) [Android | iOS]

® Ola (40.5) [Android | i0S]

® Delta Air Lines (35.5) [Android | i0S]

® Southwest Airlines (25.5) [Android | i0S].

Apps that rate poorly tend to not optimize their experience for mobile
moments. Short-term testing efforts (e.g., functional testing, usability

reviews and security audits) will identify immediate issues.

Brands should evaluate and adapt to more agile development processes

to build world class customer experience programs. A focus on customer



https://snapshot.applause.com/#/us/app/com.joelapenna.foursquared
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experience can help close potential disconnects between customers

and their mobile/digital experiences.

Some Brands Had Great Sentiment Swings

ARC from Applause analyzed how the mobile sentiment of the most
popular travel brands’ flagship Android and iOS apps evolved over the
previous ten months from July 2015 to May 2016. Year-over-year, 23
travel brands experienced mobile sentiment swings of four points or
greater on a 100-point scale, with two experiencing more volatile shifts

of 15 points or greater.

Hilton—the Stay category’s leader by more than 10 points over SPG,
IHG, Choice Hotels and the rest—increased an astounding 30.5 points.
How? By introducing Digital Key capabilities, adding Uber integration
and increasing transparency on HHonors status. The app was rated

below-average in the previous Travel report with a score of 39. Hilton

has proved that there is innovation yet to be tapped within the travel
industry and that apps can significantly improve given a conscientious

design, development and test effort.

Wyndham increased its mobile sentiment score by 16 points. The
achievement required a complete redesign of its app from the ground
up. The redesign impacted features such as member benefits, call
support, exploration features and mobile payment support, Wyndham
is on its way to challenging more established domestic hotel brands

through digital innovation.



http://hhonors3.hilton.com/en/hhonors-mobile-app/digital-key.html
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Apps That Got Hit By Savvy Competitors

Your standing in the apps economy isn’t just impacted by your own

operational decisions. It’s impacted by competitive and market insight.

If another app gets better and resets the industry benchmark, your

app looks poorer in comparison. Customer perception is vulnerable to

where your competition is just as much as to new industry dynamics
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that influence how customers feel

and act.

Some airline apps have been
negatively impacted by the
progressive capabilities added by
their competitors. For instance,
look at innovative features that
enable improved tracking of miles
and schedule changes (Alaska
Airlines), simplified search and
(British
Airways) and a redesigned iPad

booking  experiences
interface and improved stability
(JetBlue Airways). The likes of Qatar
Airways, Air France, Air Canada
and KLM have some ground to
cover to achieve parity.

No matter the company’s industry,
geography or reputation, app users




are vocal about their experiences. It’s time for travel brands to embrace
digital-first strategies that raise the bar for quality to ultimately deliver

richer customer experiences across customer journeys.
A note on transparency:

ARC from Applause authored this report to:

® Help travel brands understand how U.S. consumers perceive
their flagship Android and iOS app quality.

® Service the travel industry in a good faith effort to recognize its
achievements while also identifying its shortcomings.

® Raise awareness that app quality companies like Applause exist
to help brands deliver digital experiences that travelers love by
testing them through the eyes of actual customers and monitoring

ongoing sentiment.

® Provide thought leadership on digital experience best practices

in an industry that has room to improve.
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Complementary Onsite Workshops

Applause is making this report’s author available for onsite workshops
that will enhance understanding of touchpoints across your customer
journey, share insight into the best practices that industry-leading
brands have embraced to win and determine how your company can

get to market faster with a rich digital presence.

Interested? Contact bgrav@applause.com today.

About ARC

ARC from Applause is a research group dedicated to providing insights
on the apps economy. ARC leverages data from a variety of sources,
including proprietary Applause data, to provide a 360° view of app
quality. ARC combines this with analysis into reports to help brands
and developers understand what’s happening in the apps economy.

Learn more at http://arc.applause.com.

About Applause Mobile Sentiment Analysis

Combing through nearly a billion star ratings and user reviews
submitted across more than 30 million apps in the Android and iOS
app stores, Applause Mobile Sentiment Analysis closes the gap between
developers and their customers, generating actionable insights and
quantifiable metrics based on what users are actually saying about

their app experiences.

Learn more at www.applause.com/analytics.
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