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What We Know

● Tourism generates significant revenue fo r  th e  c o u n ty

● T h e  c o u n ty p a r tn e r e d  with  30+ n o t-fo r -p r o fit c o m p a n ie s  
to  e n h a n c e  th e  to u r is m  e c o s ys te m  b y fu n d in g  $6 million 
over 4 years

● H a r fo r d  C o u n ty h a s  a  low crime rate, b o ls te r in g  to u r is m  
e n vir o n m e n t

● O n lin e  c o m m u n itie s  r a te  H a r fo r d  C o u n ty a s  a n  average 
place to visit . T h e  c o n s e n s u s  o f o n lin e  c o m m u n itie s  is  
th a t H a r fo r d  c o u n ty is  a  g o o d  p la c e  to  s ta r t a  fa m ily



Background Research

We analyzed the Harford County’s website and 
mobile application

We looked at the Visit Maryland we b s ite  a n d  
Prince George County’s we b s ite



Project Focus

Understand tourist expectations a n d  
behavior

U n d e r s ta n d  h o w to  h e lp  p e o p le  u s e  
Harford County’s digital services

Attract tourists to  H a r fo r d  C o u n ty



Our Process

Contextual inquiry

Make sense of findings

Visioning

Product conceptsBackground Research 



9 C o n te xtu a l In q u ir ie s  a n d  1p h o n e  in te r vie w

User Demographic

# of 
respondents status age gender

1 S in g le 20-30 F e m a le

2
M a r r ie d / In  
r e la tio n s h ip 20-30 M a le

1 With  c h ild r e n 4 0-5 0 F e m a le

1 With  c h ild r e n 60-70 M a le

1 With o u t c h ild r e n 30-4 0 F e m a le

2 S in g le 30-4 0 F e m a le

2 With  k id s 30-4 0
F e m a le  a n d  
M a le



1. Family Traveler

2. Adventurous Traveler

3. Business Traveler

4. Event Chaser

5. Cultural Sponge

6. Nature Lover

7. Review Seeker

8. Economic Planner

9. Tech Savvy

User Personalities



Safe and kid -a p p r o p r ia te  p la c e s  fo r  a  jo yfu l a n d  
e n r ic h in g  e xp e r ie n c e  with  m y c h ild r e n

An  o p tio n  to  s h a r e  d e s ir e d  e ve n ts  with  m y fa m ily 
m e m b e r s

A p la n n in g  to o l s o  th a t m y fa m ily is  in vo lve d  in  th e  
p la n n in g  p r o c e s s

“ I enjoy spending quality 
time with my family and 
making sure that everyone is 
having fun ”

“ I make sure that the kids 
also have fun by choosing a 
place that is kid -friendly”

Family Traveler
Give me

What influences me

✅ F a m ily c o n s e n s u s

✅ B u d g e t-fr ie n d ly

✅ F a m ily-fr ie n d ly p la c e s

❌ B a d  r e vie ws

❌M o r e  th a n  $100 p e r  n ig h t



New and exciting hiking trails for me to 
e xp lo r e  with  m y h ik in g  b u d d ie s

S p o r tin g  e ve n ts  s u g g e s tio n s  o n  s o c ia l 
m e d ia  s o  th a t I c a n  vie w a n d  s h a r e  it with  
m y h ik in g  tr o u p e

p la c e s  o f a ttr a c tio n  like  b a s e b a ll s ta d iu m s  
a n d  g o lf c o u r s e s  in  th e  we b s ite

“ I’m an adventurous solo 
traveler seeking the 
adrenaline rush”

“I am a regular hiker and 
enjoy exploring new trails”

Adventurous Traveler
Give me

What influences me

✅ Re c o m m e n d e d  tr ip s

✅ O n lin e  g u id e

❌ N o  r e vie ws



Nearby tourist attractions to explore in a 
s h o r t p e r io d  o f tim e

s u g g e s tio n s  th a t ke e p  d is ta n c e  in  m in d
“ I travel predominantly for 
business purposes; I don’t 
always get time to visit 
tourist attractions”

“ If I happen to have some 
free time, I explore the local 
places”

“ My company books hotels 
and lodging for overnight 
stay”

Business Traveler
Give me

What influences me

✅ N e a r b y a ttr a c tio n s

✅ Ra tin g s

✅ Pe r s o n a liz e d  p la n n e r

❌ B a d  r e vie ws



Better advertising of events on social media and 
o p tio n  to  s h a r e  e ve n ts  with  fr ie n d s

B e tte r  filte r s  s o  th a t I c a n  e a s ily fin d  e ve n ts  b a s e d  
o n  m y p r e fe r e n c e s“ I always keep an eye out for 

events on social media.”

“ I look for specific events 
based on my interests .”

Event Chaser
Give me

What influences me

✅ S o c ia l m e d ia  a d ve r tis e m e n ts

❌ B a d  r e vie ws

❌ B o r in g  im a g e s

❌ L e s s  in fo r m a tio n



A curated list of historical places and 
m u s e u m s  th a t I’d  b e  in te r e s te d  in  vis itin g

Re s ta u r a n t s u g g e s tio n s  th a t s e r ve  lo c a l 
c u is in e  a n d  p r o m o te  lo c a l c u ltu r e

A lis t o f ‘h a p p e n in g ’ n ig h t life  p la c e s  a n d  
n e a r b y lo d g in g  o p tio n s  to  s ta y th e  n ig h t

“ I love exploring historical 
places and museums while I’m 
on vacation, since it gives me 
the old -world charm”

“ I like to discover the night life 
of a place”

“ I want to soak in the culture of  
a place by interacting with 
locals and visiting places that 
have a story to tell”

Cultural Sponge

Give me

What influences me

✅ L o c a l c u is in e

✅ S o c ia l m e d ia  a d ve r tis e m e n ts

✅ Re c o m m e n d e d  tr ip s



An in -d e p th  lis t o f ‘n a tu r e -y’ p la c e s  to  vis it

“ I am an avid hiker and love to 
explore new trails.” 

“ I often go to the woods 
because nature intrigues me.”

Nature Lover
Give me

What influences me

✅ O n lin e  g u id e

✅ Re c o m m e n d e d  tr ip s

❌ B a d  r a tin g s



Reviews from travelers and travel websites 
like  E xp e d ia  a n d  T r ip a d vis o r to  h e lp  m e  
m a ke  a  c h o ic e

Pr io r ity to  th e  r e vie ws  o f m y fr ie n d s  a n d  
fa m ily

Re vie ws  o f r e s ta u r a n ts  with in  th e  we b s ite  
its e lf fo r  c o n ve n ie n c e

.

“I always rely on reviews and 
recommendations of a place or 
an eatery while I’m planning.”

“ I trust reviews from friends and 
family more than anything else.”

“ I also plan my trips and visits to 
restaurants based on ratings 
given by other users who have 
previously visited the place, on 
social media and travel 
websites.”

Give me

What influences me

✅ Re c o m m e n d e d  tr ip s

✅ O n lin e  r e c o m m e n d a tio n s

✅ Re vie ws  fr o m  fr ie n d s

❌ B a d  r e vie ws

❌ N o  r a tin g s

Review seeker



The best deals you can offer! 

G o o d  d e a ls  th a t e xc ite  m e  a n d  a r e  a n  
in c e n tive  fo r  r e tu r n  to  th e  p la c e

Ad d itio n a l p r o m o tio n a l o ffe r s  a n d  d e a ls  o n  
th e  a p p , e s p e c ia lly if  I’m  e xp e c te d  to  
d o wn lo a d  it

“ I prefer budget -friendly places 
over expensive places.”

“ At the same time, I do not want 
to sacrifice comfort for money.”

“ I’m willing to compromise on 
things like complementary 
breakfast if I can get 
accommodation for a lower 
price.” 

Economic Planner 
Give me

What influences me

✅ De a ls  o n  s o c ia l m e d ia

✅ F r e e  Wifi, b r e a kfa s t a t h o te ls

✅ B u d g e t-fr ie n d ly s u g g e s tio n s

✅ C o u p o n s

❌ E xtr a va g a n t p r ic e s



Yelp reviews of restaurants in the website

G o o g le  M a p s  in  th e  we b s ite  a n d  a p p

T h e  a b ility to  m a ke  p e r s o n a liz e d  lis ts  a n d  
tr a c k  p la c e s  to  vis it wh e n  I d is c o ve r  p la c e s  
a n d  e ve n ts

Tech Savvy
Give me

What influences me

✅ O n lin e  r e c o m m e n d a tio n s

✅ S o c ia l m e d ia  a d ve r tis e m e n ts

✅ Pe r s o n a liz e d  e ve n t tr a c ke r

❌ De a d  lin ks

❌ Dr ill d o wn s  

❌ H id d e n  in fo r m a tio n

“ I trust Google maps for 
navigation.”

“ I check out hotels and 
restaurants on Expedia, Hot 
Wire and Kayak to compare 
prices and find good deals.”

“ I rely on different online 
platforms to communicate while 
planning a trip.”



Findings and Solutions

3

Design suggestions

1 2

Insights from our 
model

Findings from user 
research



Product 
Concepts

1

5 3

4

26

Exclusive deals to 
in c e n tiviz e  m o b ile  a p p  

u s a g e

C o n ve r s a tio n a l 
u s e r  e xp e r ie n c e  -
c h a tb o t

C u s to m iz e d  tr ip  
p la n n e r

S u g g e s t m o s t 
tr a ve le d  to u r is t 
a ttr a c tio n s , s u c h  
a s  tr a il r o u te s

S h a r in g  a n d  
p la n n in g  e ve n ts  
to g e th e r  with  
fr ie n d s / fa m ily 

Dis p la y r e vie ws  
o f p la c e s  a n d  
r e s ta u r a n ts



4 out of 10 people didn’t want to 
use up space in their phone on an 
app for one time use

Hook users with ‘App only’ deals 
to promote usage

Provide hybrid app, which 
doesn’t consume much space in 
the user’s phone

I don’t want to download the app

He wouldn't really download the app if he didn't 
live in Harford County



Not everyone is interested in 
everything. Provide them with
interactive filters. Almost all users 
wanted better filters.

Provide better filters to enable 
users to obtain results

I want to find information easily and quickly 

I want intuitive and interactive filters to get better 
results

Provide an interactive chatbot 
that helps users find 
information easily



A chatbot is an easy 
“way in” to help us ers  
find what they want

Hi -fi screens



People google everything. Have Visit 
Harford County on top of the search 
results. 7 out of 10 users said they use 
Google for all their searches

The webpage has to be Search 
Engine Optimized (SEO)

When people search popular 
County events, the ‘Visit Harford’ 
link should be displayed at the top

I depend on Google to look for information about 
places 



Reviews make or break; so, no reviews is 
a deal breaker. 

Show people what visitors feel 
about Harford county. Highlight 
reviews from friends and family

Include Yelp reviews while 
displaying restaurants

I rely on recommendations while looking for accommodation
I trust reviews of a place from a person I know
I check both online and offline platforms for reviews



Hi -fi screens

Based on research, we 
found people rely on 
ratings and reviews. 
Including them under 
each restaurant helps 
users make informed 
decisions. 



Show them what’s happening in the 
County. Promoting events is as 
important as organizing events

Landing page can be better 
used for promotions

Promote events using both 
online and offline platforms

I feel Harford County has good events, but 
they should be promoted well



Hi -fi screens

Use the landing page 
to promote the 
activities here

Upcoming events 
will help users to 
plan their trips ahead 
of time.

Promote the County through blogs



5 of out 10 people said they 
want to visit the Breweries 
and Vineyards

Promote local breweries and 
wineries on a large scale

I want to visit Harford County for specific places

Vineyards and breweries interest me



7 out of 10 users said they like hiking 
and indulging in water activities

Create and promote trekking 
events.

Make Harford County known for 
water -based activities and the 
Bay area

I like to engage in different activities on a 
vacation
I like to visit beaches
I like to visit places where I can hike
I am attracted toward events in the Bay 
area



Sorting trails by difficulty level on a mobile 
app will help us ers  decide what trail they 
want to hike. The trail difficulty can be 
determined us er feedback

Hi -fi screens



5 out of 10 users said they like the 
‘Recommended trips’ option

Devise a ‘Trip Recommender’ 
feature based on user preferences

I liked the recommended trips feature on 
the website



Ask users to fill out a 
ques tionnaire on their 
interes ts  to devis e 
pers onalized trips .

Hi -fi screens



To Summarize...

● Add a section for family -friendly trip ideas

● Have special offers for users who download the app

● Provide a customized trip recommender and the option to share it

● Partner with Expedia to promote places in Harford County

● Promote local traditions to engage with tourists

● Reorganize information to help users find it quickly and easily

● Enable sharing and planning events with friends and family

● Use a hybrid app instead a native app



Thank you
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