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Purpose: This paper analyse information architecture of top tourism logistics websites in order to 
develop the most efficient framework. In tourism industry, each web needs a different architecture to 
suit their users. The information architecture influences the performance of information flow. The 
efficient information flow can enrich information sharing across the supply chain. It is clear to see that 
the Information flow provides opportunities and challenges for the tourism industry. Information is often 
distributed via common tools include travel documents, television advertisements, online videos and 
websites. Among those tools, websites are the most common one. 
 
Design/methodology/approach In this paper, the top tourism website is analyzed based on the 
research methodology applied from SAM (Software Process Analysis Method) which is previously 
applied for the analysis of well-known software processes and e-commerce websites. Firstly, detailed 
information architecture of the websites is elaborated via elaboration process. Secondly, the main 
components of information architecture are discovered from the normalization process. Lastly, the 
abstract model of tourism website is generated. 
 
Findings: This paper proposes conceptual model for building of tourism website based on their 
processes and elements. 
 
Practical implications: The model obtained can be used as a recommended model for adopters. The 
models suggest key characteristics needed for a tourism website. As a result, design and 
development time as well as required labour are reduced. This further results in cost reduction and 
more customer satisfaction. 
 
Originality/value: This paper applies an existing analysis method onto the domain of tourism logistics.  
 
Keywords: Tourism website, Travel website, Tourism logistics, Tourism logistic supply chain, 
Information flow, Information system, Information architecture model 
 
Introduction 
Logistics was introduced before 1950s and was first implemented in procurement, maintenance and 
transportation processes (Ballou 2007). However, its usefulness and applicability encourage the 
adaptation in other areas, i.e. hospitality, catering and tourism (Kordel 2008).  
 
It is obvious that tourism is the key force that drives the world‘s economy (Cooper 2008) and 
destinations‘ economy. The fact that tourism industry is extremely competitive (Crouch & Ritchie 1999) 
comes at no surprise. Therefore, tourisms destinations or tourism companies are influenced by the 
competitive environment and are forced to take advantages of information technology in order to 
enrich their competitive and economical advantage (Zhang et. al 2009). Examples in using information 
technology in tourism businesses include seeking destination and car rental information, comparison 
of airfare costs, booking accommodation, and etc. One of the recommended strategies for increasing 
competitiveness is applying supply chain management concepts to tourism (Zhang et. al 2009). TSCM 
(Tourism Supply Chain Management) is a set of approaches to manage the process of tourism supply 
chain (TSC). The generic tourism supply chain model that shows flows and processes of TSCs 
(Piboonrungroj & Disney 2009) is shown on Figure 1. The TSC model represents three flows. It starts 
with the customer flow that is initiated since customers make decisions for a trip. Thus, stimulates the 
information flow and physical flow.  

An efficient information flow can enrich information sharing across the supply chain. Besides, the 
further the information flow penetrates to the upstream (i.e. suppliers), the better the improvement in 
the supply chain‘s behavior. It is clear to see that the Information flow provides opportunities and 
challenges for the tourism industry (Gupta 2012). Furthermore, the faster and easier information flow 
increases confidence in customer flow (Nath & Menon 2005). Undoubtedly, he Information flow effects 
performance of the whole supply chain (Yang & Burns 2003). 
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There are several advantages when users have control over information flow via the information 
system (Ariely 2000), i.e. improves task performance and users can be more confident in decision 
making tasks. Ariely (2000) performed experiments on levels of control over information flow. The 
results showed that the increase in performance is associated to increased information control rather 
than because of the agent or task.  

The information flow involves giving and receiving data and information via distribution tools. Common 
tools include travel documents, television advertisements, online videos and websites. More and more 
online tools are accessed and used daily for travel and tourism purposes, since information technology 
becomes readily available and easier for almost everyone. Among those tools, websites are the most 
common one.  

 

Figure 5: The generic tourism supply chain model (Piboonrungroj & Disney 2009). 
 
Website Evaluation 
Websites should be evaluated from time to time to ensure the usefulness of contents and that it meets 
usability goals (Law et. al. 2010). General measures for website evaluation are efficiency and 
effectiveness (Morrison et. al. 2005). Law and colleges (2010) report that there are over 70 studies on 
evaluation of tourism websites during 1996-2009.  These studies implement various approaches for 
website evaluation. Yet, their successes were moderate. There are still searches for the suitable 
evaluation approach to gain sufficient insight into web performance.  
 
Website evaluation reflects comprehension and how well the websites function, and allow us to learn 
more about the problems. The solutions to those problems are not always known. While website 
evaluation is an act to find out what is the current status of the existing information infrastructure, the 
other approach known as information architecture, that emphasizes in building a solid structure of 
website, is an entirely different act that tackles website from the development stage where the 
foundation of usefulness and efficiency can be initiated. When such foundation is in place, the ultimate 
goal of information architecture development, and that is findability, can be accomplished. Findability 
can also be accomplished on usable websites. Hence, it is reasonable to suggest that websites with 
well-planned information architecture can result in usable websites, and therefore encourages 
findability. 
 
Information Architecture 
Each website has a blueprint like buildings have architectures. Hence, each website needs a different 
architecture. A good website information architecture is simple and clear to make it easy for users to 
use a website (Van 2003). Poor websites cause problems such as not finding information or lack of 
details. The worst case is giving up on it before the whole page is downloaded, or leaving for another 
website after scanning the first few lines on the page.  
 
Information architecture of websites covers organization, navigation, labeling, searching and indexing. 
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It represents physical architecture, terminology, connection and how pages can be found. The 
organization system defines the physical appearance shared across the site, logical grouping and 
relationship between content items. The navigation system provides evidences of findability and 
availability of choices. Labels and indexes focus on representation of information to enable efficient 
communication. Well-organization information architecture significantly benefits customers (customer 
flow) and providers (physical flow) (Moville & Rosenfeld 2008). 
 
Tourism websites 
The term ―Tourism website‖ is sometimes used interchangeably with ―travel website‖ in many 
publications. For example, Judith and Susan (1999) used these words for the same meaning. They 
classified tourism/travel websites into groups based on similarity and functionality, i.e. mega sites, 
travel information, accommodation and transportation. Alternatively, Paiboonrungroj and Disney 
(2009) identified distinct and related activities between tourism industry, hospitality industry and travel 
industry. While hospitality industry focuses on providing accommodation, food and recreational 
services for tourists, travel industry focuses on transportation. Tourism industry deals with destination, 
destination marketing, travel trading, planning and development. The links between tourism industry 
and the other two industries are also provided in their model. 
 
In this paper, tourism websites are chosen based on the definition of tourism given by Paiboonrungroj 
and Disney (2009). A tourism website referred in this paper is, therefore, defined as a website that 
offers information concerning destinations, marketing of destinations, and support in tourism planning 
and development.  
 
The tourism websites are chosen from the world‘s top tourism destinations ranked by UNWTO (United 
Nations World Tourism Organization) 2013 edition (UNWTO 2013). Countries are ranked by 
international tourist arrivals. In this study, we chose to analyze the information architecture of 
Franceguide.com (US version), as France is the world #1 by tourist arrivals. The findings are 
presented and discussed after methodology section. 
 
 
METHODOLOGY  
SAM (Software Process Analysis) is a method originally designed for the analysis of software 
development models (Ramingwong et al. 2009). The analysis was performed on well- known software 
development including Waterfall model, Spiral model, Extreme programming, Scrum, for examples. 
The findings revealed the true characteristics of the models, and served as a recommendation for 
software development model selection and adoption. In the original method, SAM classified all 
software processes into six phases, i.e. Planning, Specifying, Designing, Coding and Testing, 
Delivering, and Supporting.  
 
In previous studies, the final model is based on a reference model called abstract model. However, in 
this study, the reference model is not yet available. Consequently, the model obtained from this study 
is used as the reference model which shows the structure of information on the website being 
analyzed. The model can be modified later to reflect well-defined information architecture. 
 
In this work, SAM involves three steps: (1) elaboration, where each navigation item is mapped cover 
details specified on the page it is linked to, (2) normalization, that involves replacing unfamiliar terms 
to common terms, and (3) Abstraction, involves combining similar items and from clusters of 
information that will turn to a model.  
 
Analysis of Tourism Websites Information Architecture 
 
Firstly, the content items on website are identified and their labels are recorded in the content 
inventory. Secondly, the organization, navigation, labeling, searching and indexing scheme are 
identified and analyzed based on information architecture‘s components defined from the book by 
Moreville and Rosenfeld (2008). Each system is broken down into subcategories, which are described 
next. 
 
Organization schemes define how information can be divided. Websites may have an exact 
organization scheme, less exact scheme or hybrid scheme. The three most used exact schemes are 
alphabetical, chronological and geographical schemes. Unquestionably, exact organization scheme 
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schemes are easy to use. The less exact organization schemes include topical, task-oriented, 
audience-specific, metaphore-driven. Despite the fact that less exact organization schemes may be 
difficult to use, people find it more useful.  
 
Several types of navigation systems are often used in a website. Even though the principal navigation 
system is hierarchical, there are limitations. A global navigation system is often used in addition to the 
hierarchical navigation. Local navigation systems may be used to support the global navigation 
system. Occasionally, ad hoc links are used alongside other navigation systems. A navigation system 
can be implemented using navigation bars (hyperlink/graphic/frame-based) or pull-down menu. 
Alternatively, users may navigate websites from other navigation elements such as table of contents, 
indexes and guided tour. 
 
Labeling systems deals with labels that are typically used in two ways, either as part of a navigation 
system or as headings. Labels could be used within a navigation system, as index words or as links.  
 
Whereas organization, navigation and labeling systems put emphasis on creating the effective 
browsing system, searching systems concentrate on techniques to make searching works. 
Recommended techniques are (1) joining searching and browsing systems, (2) offering different kinds 
of information search, (3) making search options stand out and clear, (4) choosing an appropriate 
search engine for users, (5) displaying search results wisely, (6) relevancy search, (7) providing 
feedback and (8) creating search zone.  
 
In this paper, the organization and navigation systems are analyzed. Searching and labeling systems 
are not covered in this paper. Table 1 and 2 shows the analysis result of Franceguide.com based on 
SAM.  
 

Original content labels Normalized labels Abstracted labels 

Home 

- News 

- Articles on France from the 
American press 

- Discover France 

- Lost in Francelation 

- Organizing your trip 

- Weather forecast 

- E-News letter 
- Join the Franceguide 
communication 
- What to do 
- France by Islands 
- Stay up to date 
- Publication 
- Organize your trip 
- MyFrance 
- France for Professionals 
- Language 

Home 

- News 

- Publications 

- Regions 

- Trip Planning 

- Weather 

- Social network 

- Recommended activity 

- Updated information 

- User personal information 

- Travel trade 

- Marketing 

- Website in another 
language 

  

 

Home 

- Regions 

- Travel 

- Activities 

- Trip planning 

- Weather 

- Latest 
information 

- Travel trade 

- Marketing  

- News 

- Publications 

- Social networks 

- Users 

- Information 

- Feedback 

- Other language 

 

Destinations 

- Region 

Destinations 

- Region 

Destinations 

- Region 

What to do 

- Art & Culture 
- Cities 
- Cruises 

Recommended Activities 

- Art & Culture 
- Cities 
- Recreation 

Activities 

- Art & Culture 
- Regions 
- Recreation 
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- Golf 
- Mountain air 
- Winter mountain 
- Nature 
- Overseas 
- Seaside resort 
- Wine & Cuisine 
- Youth 
- Wellbeing 
- Gay 
- Romance 
- Special needs 
- Spring in France 
- Ecotourism 
- Religious tours 
- Jewish 

- Sport 
- Attractions 
- Local destinations 
- Accommodation 
- Food 
- Healthcare 
- Specific travelers 
- Highlight 
 
 

 

- Sport 
- Attractions 
- Accommodation 
- Food 
- Healthcare 
- Travelers 

- Highlight 

Deal & Contests 

- Top deals 
- Flight deals 
- Package deals 
- Accommodation 
- While in France 
- Contests 

Deal & Contests 

- Travel deals 
- Transport deals 
- Accommodation 

- Recommended activities 

Promotions 

- Travel 
- Transport 
- Accommodation 
- Activities 

Practical Info 

- Transportation 
- Transportation in France 
- Flying to and around 
France 
- Renting a car and driving 
in France 
- Traveling to, from, and 
around France by train 

- Know Before You Go 
- Entry requirements 
- French diplomatic bureaus 
in the United States 
- French public and school 
holidays 
- Regional climates in 
France 
- Accommodations – Hotel 
information 
- Financial matters 
- Tourism tax 
- Other FAQs 

- While in France 
- Tax-Free shopping 
- Prices of everyday items 
in France 
- Meals 

Practical Info 

- Transportation 
- Ground transport 
- Air transport 
- Driving and car rental 

- Travel preparation 
- Entry requirements 
- Local calendar 
- Accommodation 
information 
- Financial information 
- Tax 
- FAQ 

- During your stay  
- Shopping 
- Living expenses 
- Meals and specialties 
- Emergency contacts 
- Healthcare information 
- Communication 
information 
- Entertainment 
information 
- Time information 

- Regions 
- Latest information 
- Recommended activity 

Practical Info 

- Transportation 
- Ground  
- Air  
- Driving 
- Car rent 

- Travel preparation 
- Entry 
requirements 
- Calendar 
- Financial 
- Emergency 
contacts 
- Healthcare  
- Communication  
- Time 
- FAQ 

- Travel planning 
- Accommodation  
- Transport deals 
- Accommodation 
deals 
- Shopping 
- Meals 
- Entertainment 
- Events & 
Planning 
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- In case of emergency 
- Staying healthy during 
your visit to France 
- Keeping in touch by Mail, 
Phone, Internal, and Fax 
- Entertainment 
- Time zones 

- Discover Regions 
- Stay up to date 
- What to do 
- Multimedia 
- My France 
- Fly over France 
- Organize your trip 

- Plane 
- Train 
- Hotel 
- Apartment/Villa 
- Restaurant 
- Need help? 
- French specialist 

- Plan your events 
- Events & Festivals 
- Tickets 

- Publications 
- Brochures 
- E-newsletter 
- Franceguide Magazine 

- Additional multimedia 
- User personal information 
- Map  
- Trip planning 

- Transport deals 
- Accommodation deals 
- Restaurants 
- Travel agents 
- Events 

-  Publication 
- Destination information 
and promotion 
 

  

- Restaurants 
- Travel agents 

- Regions 
- Latest information 
- Activities 
- Media 
- User information 
- Map  
- Publication 

- Destination 
information 
- Promotion 
 

  

Magazine 

- Where you can find our 
magazines 
- Our Cartes postales 
- Club France 

- Subscribe to our E-
newsletter 
- Browse our e-news 
archives 

- Events & Festivals 

- RSS feed 

- Post your comments 

- Other online publications 
- Franceguide for Jewish 
traveler 
- Franceguide for Gay 
traveler 

- Brochure by regions 
- Download FranceGuide 

- Franceguide in English 
- Franceguide in Spanish 
- Franceguide for Jewish 

Publication 

- Where to find? 
- Brochure order 
- Community 

- E-newsletter 
- News achieve 
- Events 
- Updated news & 
development 
- User feedbacks : 
Comments 

- Others 
- Guide for specific 
audience 

- Brochure by regions 
- Guide Access 

- in other languages 
- for specific audience 

- User feedbacks : Survey 
- in other languages 

 

Publication 

- Location 
- Brochure order 
- Community 

- Newsletter 
- News 
- Events 
- Updated 
information 
- User feedbacks 

- Guide for specific 
audiences 
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traveler 
- Franceguide for Gay 
traveler 

- Our reader survey 
- Take our survey in English 
- Take our survey in 
Spanish 

 
Table 1: Content Inventory of Franceguide.com 

 
 

Page Home Navigation item Destination Navigation item 

Organization scheme     

Alphabetical     

Chronological X Articles on France   

Geographical   X Regions 

Topical X Global navigation   

Task-oriented X Trip planning, 
Regions, 

Marketing 

X Trip planning 

Audience-specific X Global   

Metaphor-driven X Body   

Frequency 6  2  

 
Table 2: Analysis of organization scheme and navigation systems of Franceguide.com 

 
Findings and Conclusions 
 
Table 1 presents the information from Franceguide.com with the original navigation labels, normalized 
labels and abstracted labels. The abstract labels obtained establish the baseline for tourism websites. 
The main page, which is called home, should be presented with regions information, travel planning 
information (activities, weather, latest information and travel trade) and marketing tools (i.e. news, 
publication, social networks).  User information and language should also be noticeable.  
 
Before reaching the home page, users should be presented with localization options; thus, users 
would be redirected to the content organized for their country. This is an example that demonstrates 
the extent to which international success can be contributed from localization. 
 
It is interesting to note that a tourism website audience should encourage as much specific information 
(i.e. religious, ecotourism or special need travelers) as possible. It is essential for international tourism 
destinations to serve a wide variety of user needs.  
 
The home page should emphasize the main aspects of tourism and the selected tourism website 
covers that very well. Hospitality, travel and other logistics information should also be presented 
nearby where users can easily reach when they want to. In this study, these information are found to 
be directly linked on from the home page and can be found on the bottom of each page.  
 
Finally, publication information should be available both online and offline. Users should be able to 
choose how to receive tourism information and a tourism website should provide them the way they 
can interact with the website. In this case, the selected tourism website allows users to give comments 
and upload videos. 
 
In this paper, the information architecture, especially the organization and navigation systems of the 
top tourism website, Franceguide.com, is studied and modeled. The abstract model provides insights 
to what kind of information a tourism website should host and how they can be represented. To serve 
different needs and purposes, a hybrid organization scheme should be developed. 
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A future study should be done with other elements of information architecture, and more websites 
should be studied. Thus, more insights could be gained. 
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