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EXECUTIVE SUMMARY The information outlined in this presentation highlights various experience issues found in Marriott’s 
digital domains, alongside research efforts and recommendations for addressing these issues.

Marriott business partners joined forces with ChadCo. Studio to identify top research goals and align 
business need against user desire and expectation. Those goals are: 

• Understand who Marriott’s key users are, where they come from, their needs, expectations and desires. 
• Determine how users process and evaluate large amounts of information within search results. 
• Evaluate current component set and align to industry standards and user expectations. 
• Confirm proposed designs are simple to use and lead to overall user satisfaction. 

After the research proposal was accepted, ChadCo. Studio conducted various research exercises to 
determine gaps in the current Marriott booking experience. Some of those highlights are: 

• Date Range Selector – users had issues selecting the dates they wanted to travel, a key component when booking. 
• Age of Child – the mandatory input of this data confused several users. 
• Filtering & Sorting – the lack of pricing as a search option made selecting a hotel room more difficult. 
• Search Results Distance Range – the range of results was confusing and received varying responses from users. 

In addition to project background and research goals, we will also cover: 

• Research Methods. 
• Data Analysis. 
• Research Results. 
• Recommendations for Next Steps.
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BACKGROUND INFO

MARRIOTT & CHADCO. STUDIO – PARTNERING IN USER EXPERIENCE 
How we got here: 

• Marriott initially reached out to ChadCo. Studio to update the design of the 
current Marriott.com platform. 

• After reviewing the as-is experience, and conducting a brief UX activity for 
reference, ChadCo. Studio proposed a body of user experience research be 
conducted in order to assist in finding the right opportunities and outputs to 
make the new Marriott experience the best it could possibly be. 

• With Marriott agreeing to move forward with UX research, ChadCo. Studio 
has developed, performed and synthesized several user research activities 
targeting problem areas that surfaced throughout.

ChadCo. Studio was approached to conduct research from the user perspective and align those needs 
to the UX research goals and business requirements of Marriott.
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BUSINESS NEEDS Marriott business partners met with ChadCo. Studio to determine their top business goals that would 
lead to the research effort proposed and executed by ChadCo. Studio.

TOP 5 MARRIOTT BUSINESS GOALS: 
• Increase hotel bookings via digital properties by 10%.  
• Increase reservations for their Luxury and Lifestyle Collection hotel categories. 
• Gain 10,000 incremental members of the Marriott Rewards loyalty program in the first 

quarter after the redesign.  
• Decrease by 20% the number of people starting and then abandoning a reservation. 
• Increase by 5% the number of people choosing a hotel and flight package (vs. just booking 

their hotel alone).
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RESEARCH GOALS In order to align business need with user desire and expectation, we established our primary research 
goals, which helped shape the methodologies we used and the questions we asked of users.

CHADCO. STUDIO’S RESEARCH GOALS 
• Understand who Marriott’s key users are, where they come from, their needs, expectations and desires. 
• Determine how users process and evaluate large amounts of information within search results. 
• Evaluate current component set and align to industry standards and user expectations. 
• Confirm proposed designs are simple to use and lead to overall user satisfaction.

MARRIOTT’S RESEARCH QUESTIONS 
• What is the demographic makeup of our user population? 
• How do people choose a hotel? 
• Why do people start a hotel search and then not complete a reservation? 
• When do people use the website vs. the mobile app? 
• What value are customers looking for in a hotel loyalty program?
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RESEARCH METHODS UX offers several methodologies that help us better understand the needs of your end user. We selected 
methods that aligned with our research goals and would provide a path for clear recommendation.

GUERRILLA RESEARCH 
Observing unmoderated participants in the Marriott booking environment: 

• Three participants were observed with the only prompt being: find a room that works for you. 
• All participants successfully reserved rooms. 
• All participants encountered multiple points of friction.

ONLINE SURVEYS 
Soliciting immediate feedback from users currently within the Marriott booking experience: 

• A digital questionnaire was presented to users within the environment of Marriott.com. 
• 10 close-ended questions were specifically aligned to Marriott’s business goals and the UX research goals. 
• Over 1,000 Marriott users completed the survey.

IN-PERSON INTERVIEWS 
Moderated conversation with potential users: 

• Three in-person interviews were conducted at ChadCo. Studio. 
• Open-ended questions helped validate or disprove hypotheses based on prior UX methods. 
• Video footage of each interview is available for cross-reference.
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DATA ANALYSIS

MAKE KEY OBSERVATIONS

First, we reviewed our user interview 
notes, wrote down key observations, 
searched for patterns, and organized 
them into groups.

Next, we drew insights from key 
themes and observations in/across 
each group. An insight is a summary 
of similar data points in a clear and 
concise statement.

Finally, we cast our vote on the most 
important insights to guide us as we 
focus on creating the most successful 
experience for Marriott’s users.

Then, we gathered themes by 
drawing comparisons between key 
observations. Themes describe a 
group of related observations and 
develop a foundation for insights.

EXTRACT THEMES DRAW INSIGHTS INSIGHT VOTING SESSION

After conducting our research, the data was compiled and broken into individual sentiments. These 
sentiments were then grouped into an affinity map in order to find themes and outliers.
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RESEARCH RESULTS
These are the high-level insights we derived through our research process and the interviews we 
conducted. These insights will be used as the basis for our design recommendations.

Users are less inclined to be 
considering travel packages 

while visiting a specific 
hotel brand website.

Users desire only the most 
relevant and personalized 

search results.

Users are highly concerned 
with pricing over amenities 

when selecting a hotel room.

Users find rewards most 
valuable when they can use 

them however and 
whenever they want.

Users prefer to compare 
rates of multiple hotel 

brands and room types.

Users often select hotel/
room type based on 

occasion.
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NEXT STEPS Research gave us insights. Those insights give us guidance. That guidance will be used to develop designs, which 
confirmed through research, will aid in delivering a truly user-centered product.

SO, WHAT DO WE DO NOW? 
Recommendations: 

• Based on the insights outlined in this presentation, ChadCo. Studio 
recommends proceeding with the foundational design phase, beginning with 
wireframing concepts that align to and help solve each insight.  

Once those concepts are vetted through the business, we will move into high-
fidelity design, before heading into development.  

• ChadCo. Studio firmly believes that users should be involved in every step of the 
design process.  

We would recommend UX research be performed at each phase of design in 
order to further confirm hypotheses and ensure proposed designs align with 
user needs and expectations. 



FIN
For questions or additional information please contact us at info@chadcostudio.com or 251.269.2775
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