
Analyzing Airbnb 
and Ticketmaster

Riley Moger

Principles of User Exp Design

 September 6, 2026



What Are  Norman’s Three 
Levels Of Processing?

Visceral: The immediate emotional reaction someone has when they first see a design

Reflective: The thoughts, memories, and long-term impressions someone develops about the

experience and brand

behavioral: How effectively and easily someone can use the website to accomplish their goals



Airbnb: The Visceral Process

Airbnb immediately creates feelings of excitement, curiosity, and possibility

Large, high-quality images encourage users to imagine themselves traveling to different

places

The clean layout and simple design make the website feel modern and professional

Visual hierarchy directs attention toward searching for a destination

The design feels welcoming and helps connect the idea of travel with positive experiences



Airbnb: The Behavioral Process

Airbnb makes its main goal of finding a place to stay, Immediately clear

The search bar allows users to easily enter a destination, dates, and number of guests

Filters help users narrow down results based on their specific needs

Property photos, prices, ratings, and location information make listings easier to compare

The navigation is generally straightforward and helps users move efficiently through the

       booking process.



Airbnb: The Reflective Process

Airbnb communicates that it is more than just a place to book accommodations. it connects travel with

personal experiences and belonging

Reviews and ratings help create trust between users and hosts

The website encourages users to imagine future trips and experiences

A positive booking and travel experience could make users more likely to return to Airbnb

The brand is memorable because it is associated with unique places, travel, and personal 

memories



Ticketmaster: The Visceral Process

Ticketmaster immediately creates a sense of excitement and anticipation by featuring concerts, 

       sporting events, and other live entertainment.

Large event images help capture users' attention.

The website uses recognizable artists and events to create an emotional connection with users.

The visual hierarchy helps direct attention toward finding upcoming events.

The overall design feels connected to entertainment and live experiences.



Ticketmaster: The Behavioral Process

what works well:

Users can search for events by artist, location, or date.

Event categories help users browse different types of entertainment.

Visual seating charts help users understand where tickets are located.

Information about dates and venues is clearly displayed.

What could be improved:

The ticket-buying process can involve multiple steps before checkout.

Users may become frustrated when ticket availability changes during the purchasing process.

Additional costs appearing later in the process can negatively affect the overall user experience.

High-demand events can make the experience feel stressful rather than simple and enjoyable.



Ticketmaster: The Reflective Process

Ticketmaster is strongly associated with major concerts, sporting events, and other memorable experiences

Successfully purchasing tickets can create positive associations because users connect the website with an exciting

future event

However, frustration during the purchasing process can negatively affect how users feel about the brand

This shows how reflective processing is influenced by both what users accomplish and how they felt while

accomplishing it

Users may return because Ticketmaster provides access to events they want to attend, even if parts of the experience

are frustrating
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