
Emma Pierpont

UXD 60103: Research Report
Hilton Hotel User Experience Research Study

February 28, 2021



Table of Contents
Executive Summary 

Business Goals 

Research Objectives 

Research Method 

Research Questions 

Participant Backgrounds 

Data Collection 

Findings 

Results 

Recommendations

2

3 

5 

6 

7 

8 

12 

13 

15 

18 

21



Executive Summary

3

The Hilton Hotel Group tasked our User Experience 
Research team with researching business goals related to 
the needs of business and leisure travelers when booking 
hotel rooms and the adjoining loyalty program. The 
overarching questions that our study answered were: 

•  What do business travelers look for, want, and need 
when evaluating properties and choosing a room to 
book, and why? 

•  What do leisure travelers look for, want, and need 
when evaluating properties and choosing a room to 
book, and why? 

•  Why (and why don’t) people sign up for the loyalty 
program?

Research Goals Scope
We performed interviews where six users sat with 
moderators to answer a series of questions aligned to 
stakeholder goals. These sessions lasted between 10-15 
minutes and were recorded and analyzed to find ways to 
improve the hotel experience for both business and 
leisure travelers.



Executive Summary - Cont’d
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Through the interviews conducted, our team has gained insight and developed several key 
findings and recommendations to meet the stakeholder goals.

Key Findings
• Cost of hotel room is the major factor in booking for both 

business and leisure guests. 

• Both business and leisure guests find the location of the hotel 
to be of great importance- proximity to airport, work event or 
attraction determine this. 

• In-room food storage (including fridges and microwaves) are 
important to business and leisure travelers. 

• Both business and leisure guests need a nice bathroom with a 
shower and a tub. 

• Business travelers need access to stable WiFi. 

• Business travelers find complimentary breakfasts very 
important to choosing a hotel to stay at. 

Key Recommendations
• Ensure that the cost of a room is competitive within the 

hotel industry landscape. 

• Advertise the location of the hotel in relation to specific 
regional attractions or business related conference centers 
and proximity to the local airport. 

• Upgrade rooms to include a desk, lamp, deluxe shower/
bath, and functioning in-room fridge and microwave. 

• Offer free WiFi and complimentary breakfasts to guests. 

• Ensure that loyalty programs are free to guests. 

• Offer benefits in the loyalty program that will benefit guests 
no matter how frequently they travel.



Business Goals
After working with our business stakeholders, three goals were developed that 
were the basis of our research study. These business goals are as follows: 

1. Determining why (and why don’t) people sign up for the loyalty program. 

2. Determining what business travelers look for, want, and need when 
evaluating properties and choosing a room to book, and why. 

3. Determining what leisure travelers look for, want, and need when 
evaluating properties and choosing a room to book, and why.
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Research Objectives
The objective of our research was to gain insights into hotel customers by 
answering the business goals set forth by our stakeholders and provide 
actionable recommendations to improve the hotel experience as a whole.  
 
To do this, our team developed research themes from which our interview 
questions were based. The research themes are as follows:
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Research Theme 1 Research Theme 2 Research Theme 3

What do business travelers look for, 
want, and need when evaluating 

properties and choosing a room to 
book, and why?

What do leisure travelers look for, 
want, and need when evaluating 

properties and choosing a room to 
book, and why?

Why (and why don’t) people sign up 
for the loyalty program?



Research Method
Our team developed a research project plan and moderators guide based on 
the business goals as determined by the stakeholders. From this, our team 
performed a combination of 6 in-person and remote one-on-one interviews. All 
participants have had experience staying in a hotel. Our team separated 
business travelers and leisure travelers, only asking questions that pertain to 
their respective category rather than mixing the two. Three of the interviews 
dealt strictly with business travelers, while the other three interviews were with 
leisure travelers.  

During each session, a participant sat with a skilled moderator who asked a 
series of questions to gain insights around what they look for in a hotel and how 
they interact with hotel loyalty programs. All participant answers were recorded.

7



Research Questions
Participants were asked the following questions during their interview sessions:
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Warm Up 
Questions

• Can you please give me your first name? 
• Would you mind giving me your age? 
• What is your current profession? 
• Do you, or have you ever, traveled for business? 
• How frequently do you travel? 
• What, if any, brands of hotels do you prefer to stay with when you travel? 
• Do you ever use lodging other than hotels when traveling, and if so, why?



Research Questions- Cont’d
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Business 
Travelers

• When you travel for business, do you book your own rooms or does your company provide that 
service? 

• How do you select a hotel to stay at during business trips? 
• Are there specific room features you look for when you travel for business?  

• What are they? 
• Are there any room features you absolutely must have when you travel for business? 

• Are there any room features you may not need, but prefer to have when you travel for business?  
• Are there specific hotel or property features you look for when you travel for business?  

• What are they? 
• Are there any hotel features you absolutely must have when you travel for business? 

• Are there any property features you may not need, but prefer to have when you travel for business?  
• Are there any room or hotel features that are not important to you for business travel? 
• Has the pandemic changed how you select a hotel, or amenities you look for, and if so, how? 

• Do you think you’re likely to continue with those changes once the pandemic is over, or just go 
back to what you looked for before? 

• The last time you traveled for business, walk me through what you did to book the trip.



Research Questions- Cont’d
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Leisure  
Travelers

• How do you select a hotel to stay at? 
• Are there specific room features you look for when you travel?   

• What are they? 
• Are there any room features you absolutely must have when you travel for leisure? 

• Are there any room features you may not need, but prefer to have when you travel for leisure?  
• Are there specific hotel or property features or amenities you look for when you travel?  

• What are they? 
• Are there any hotel features you absolutely must have when you travel for leisure? 
• Are there any hotel features you may not need, but prefer to have when you travel for leisure?  
• Are there any room or hotel features that are not important to you? 
• Has the pandemic changed how you select a hotel, or amenities you look for, and if so, how? 

• Do you think you’re likely to continue with those changes once the pandemic is over, or 
just go back to what you looked for before. 

• The last time you traveled, walk me through what you did to book the trip.



Research Questions- Cont’d
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Loyalty 
Programs

•  Are you currently a member of any hotel loyalty program?   
• Which hotel(s)? 
• How did you hear about the loyalty program? 
• What made you decide to join the loyalty program? 

• What benefits does your membership provide? 
• Do you believe your membership has been worthwhile? 

• Why or why not? 
• How often do you use the benefits associated with your membership? 
• What sort of benefits are you aware of that hotel loyalty programs offer (including those from 
hotels you may not be a member of)? 

• What makes loyalty programs worth it to sign up for to you? 
• What would make you not want to register for a loyalty program? 
• How would you describe the perfect hotel loyalty program? What would the experience be, and 
what would you expect in return as a member?



Participant Backgrounds
The following represents the demographic information of our participants:
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Participant 1 Participant 2 Participant 3 Participant 4 Participant 5 Participant 6

Gender Male Male Female Female Female Male

Age 27 57 42 34 62 71

Profession
Field Engineer in  

the manufacturing 
industry

VP of a turnaround 
company in 

Houston, Texas

Student Financial 
Aid Counselor

College Transfer 
Specialist

Administrator of an 
elementary school

Retired

Type of Traveler Business Business Leisure Business Leisure Leisure

Frequency of 
Travel

Prior to COVID-19, 
250 days a year with  
a typical stay length  

of 3 weeks

Prior to COVID-19, 
three times a month 
with a typical stay 
length of 2 days

Rarely - maybe once 
per year.

On average - once 
per month.

Rarely Rarely



Data Collection
The data from our interviews were complied into a notes document arranged by 
questions asked of each participant. From the compiled notes, our team created 
an affinity diagram of the data.  

An affinity diagram is a tool that gathers large amounts of qualitative data and 
arranges it into groupings based on the data’s natural relationship to one 
another. 
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Data Collection - Affinity Diagram
Below is the Affinity Diagram documenting all of the our teams data collection.
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Participant 
Background 
Information

Jonathan

Emma

Important 
Hotel/Property 

Features

Unimportant 
Room Features

Danielle

Unimportant 
Hotel/Property 

Features

UXD 60103 Group 7 Affinity diagram
Jonathan Bradley  |  February 21, 2021

Emma Pierpont
Danielle Wauters

Important Room 
Features

Business Travelers Leisure Travelers

Important 
Hotel/Property 

Features

Unimportant 
Room Features Unimportant 

Hotel/Property 
Features

Important Room 
Features

Critical

Pandemic 
Changes

P4
Business travel - 

Looks for extra 
precautions in 
breakfast provisions 
due to pandemic.

Loyalty Programs

Preferred
Preferred

Perfect Loyalty 
Program

P5
Leisure travel-

Happy hour

P5
Leisure travel-

Mini bar

Pandemic 
Changes

P5
Leisure travel-

Cleanliness will 
be of more 
concern

Critical

P5
Leisure travel-

Bed size- 
prefers a king 
sized bed

Critical PreferredPreferred

P3
Leisure travel - 

Make sure extra 
cleaning 
precautions are 
taken

P3
Leisure travel - 

Gym

P3
Leisure travel - 

Blow dryer, 
ironing board

P6
Leisure travel-

A nice 
bathroom, 
specficially a 
shower

P4
Business travel - 

Would prefer to go 
back to "normal" 
breakfasts after 
pandemic, NOT 
continue changes.

P1
Business travel-
Breakfast has less 
options, usually 
premade. He will 
switch hotels to one 
that provides a hot 
meal. 

P2
Business travel-
Travels less 
frequently for 
business due to 
COVID

P2
Business travel-
company policy to 
book hotels that have 
documented practices 
for ensuring that rooms 
are cleaned and 
hygenic.

Critical

P4
Business travel - 

Smoking rooms

Cost/Fees

P1
Business travel- 
"Worth it because 
there's no 
commitment"

P3
Leisure travel - 

Not a loyalty 
member - believes 
there are fees to 
join

P5
Leisure travel-

Will NOT sign up if 
there is a cost 
associated with 
membership.

P5
Leisure travel-

Membership is 
worthwhile because 
it is free

P3
Leisure travel - 

Annual fees is 
definite dealbreaker 
for loyalty program

Complimentary 
Food

P2
Business travel-

Perks include free 
snacks, gift bags 
like water or chips

P3
Leisure travel - 

Aware of 
complimentary food 
(breakfast/lunch/ 
dinner) benefit

P3
Leisure travel - 

Aware of lounge 
room benefit

P4
Business travel -

Better breakfast 
options are nice 
with loyalty 
programs.

P6
Leisure travel-

Memberships 
provide free 
breakfast and happy 
hours.

How they learned 
about rewards 

program

P2
Business travel-

Heard about 
program through 
visiting hotel or 
surfing the web. 

P4
Business travel -

Learned about 
programs mostly 
through print ads at 
front desk during 
check-in.

P5
Leisure travel-

Referred by a 
friend becaus they 
prefer to stay with a 
specific brand.

Upgrades

P4
Business travel -

Room upgrades 
are good benefits.

P5
Leisure travel-

Memberships 
provide points 
towards free stay 
and room upgrades

P1
Business travel- 
Favorite perk: upgrade 
to a suite. (suites are 
above his company's 
price range so he 
enjoys when he is 
upgraded for free.)

Tiers

P1
Business travel- 
When reaching the 
higest status, there 
are extra perks like 
late checkout, 
selecting your room 
location, free hot 
breakfast, etc. 

P1
Business travel- 
Enjoys being a 
higher tier status. 
Tries to reach the 
highest level by 
building up points. 

P4
Business travel -

Is a member of 
diamond tier for 
Choice rewards 
program.

Transportation

P2
Business travel-

Perks include 
discounts to rental 
cars or theme parks 
in the area.

P3
Leisure travel - 

Aware of 
complimentary 
airport shuttle benefit

Infrequent Travel

P3
Leisure travel - 

Traveling more 
often would make 
loyalty program 
more worthwhile

P3
Leisure travel - 

Rare travel is 
potential 
dealbreaker for 
loyalty program

P6
Leisure travel-

Hasn't traveled in 
so long- doesn't 
feel like he would 
be a 'worthy' 
customer

Points are a major 
focus

P3
Leisure travel - 

Aware of points 
program benefits

P1
Business travel- 
Likes using points 
for free nights when 
travleing for leisure. 

P1
Business travel- 
Enjoys being a 
higher tier status. 
Tries to reach the 
highest level by 
building up points. 

P1
Business travel- 
Perks: upgrading 
room for free, 
transfer points to 
gift cards, prime 
parking spots

P1
Business travel- 
Unclear on if points 
roll over through the 
years. 

P1
Business travel- 

Uses app to keep 
track of points. 

P5
Leisure travel-

Haven't used 
membership in a 
long time- 
imagines points 
have expired

P4
Business travel -

Membership has 
been worthwhile 
due to points 
offsetting cost.

P5
Leisure travel-

Staying at 
Marriot's get you 
free points which 
add up to free 
nights of stay.

P5
Leisure travel-

If you travel for 
any length of time 
it is beneficial to 
collect points.

P5
Leisure travel-

Points have only 
been redeemed 
once

P1
Business travel- 

Signs up because 
it's free points. 
Doesn't mind 
having multiple 
memberships.   

Loyalty Program 
Memberships

P2
Business travel-

Has a loyalty 
program at all the 
major chain hotels. 

P4
Business travel -

Member of several 
loyalty programs

P1
Business travel- 

Signed up for 
majority of major 
chain hotels. 

P5
Leisure travel-

Is a member with 
Marriot's loyalty 
program.

Reasons for 
Joining

P1
Business travel- 
Signs up for loyalty 
program if the hotel 
has properties in 
popular leisure travel 
destinations around 
the US. 

P4
Business travel -

Joined due to 
specific rewards - 
early check-in, late 
check-out, points 
toward free stays.

Other 
Benefits/Perks

P2
Business travel-

Perks include  get to 
pick your floor 

P2
Business travel-

Perks include free 
nights and other 
benefits when 
traveling for leisure.

P2
Business travel-
Using points for 
leisure travel with 
family offsets being 
away from family for 
business. 

P3
Leisure travel - 

Aware of longer 
stay benefit

P4
Business travel -

Uses benefits all 
the time - mostly 
late checkout.

P4
Business travel -

Likes the "special 
treatment" given 
through loyalty 
programs.

P1
Business travel- 
Will NOT sign up if 
it's a small hotel that 
isn't affiliated with a 
chain and he knows 
he won't stay at 
again. 

P1
Business travel- 
Only downside is 
junk emails, but not 
a big enough 
deterent to make it 
not worth it. 

P4
Business travel -

Bad service would 
be dealbreaker for 
loyalty program

P4
Business travel -

Unsatisfactory rooms 
would be 
dealbreaker for 
loyalty program

Negatives

P1
Business travel- 
He feels as though he's 
commited a lot of 
money and given the 
hotel business so he 
expects the same 
generosity in return with 
the loyalty program. 

P2
Business travel-

Doesn't look at 
benefits until he has 
a need to try to use 
them. 

P2
Business travel-

Willing to give up a 
little bit of privacy 
(hotel having your 
email) b/c benefits 
outweight that 

P6
Leisure travel-

Would look for 
location of hotel 
above rewards 
programs.

P1
Business travel- 
Sign up is easy. 

Unsorted/Unique

Complimentary 
Food

P2
Business travel-

Treats when you 
check in

P3
Leisure travel - 

Food services (e.g. 
room service)

P6
Leisure travel-

Free breakfast as 
part of membership

Personalized 
Service

P4
Business travel -

Top-notch, 
personalized 
service

P2
Business travel-

Quick and painless 
check-in; easily 
checkin w/ card and 
ID and answer 
questions

P5
Leisure travel-

Perfect program 
would recognize 
you are a member

P2
Business travel-
Easy to understand 
reward program, 
wants transparency 
(know how many 
nights you need to 
get a free stay.)

Points

P5
Leisure travel-

Greater availability 
for using points

P5
Leisure travel-

Points should be 
easier to get

P6
Leisure travel-

Collection of points 
that build up for 
your particular hotel 
chain

P1
Business travel- 
Perfect loyalty 
program: Points 
don't expire and 
points can be used 
for free nights during 
holidays. 

Transportation

P3
Leisure travel - 

Complimentary 
shuttle service

P6
Leisure travel-

Hotel transportation 
to and from would 
be a preferred 
feature of 
membership

Amenities/
More Pleasant Stay

P3
Leisure travel - 

Amenities 
associated with 
5-star hotels, 
offered in lesser 
hotel loyalty prog's.

P4
Business travel -

Free access to 
common amenities 
(pool, sauna, etc.)

Unsorted/Unique

P4
Business travel -

Smart TV that 
allows use of 
personal Netflix 
accounts

P4
Business travel -

Lendling library

P4
Business travel -

Gym access (with 
equipment that 
actually works)

P4
Business travel -

Room upgrades

P1
Business travel- 
Excersice 
equipment in room 
b/c don't have 
energy to go to the 
gym

P4
Business travel - 

Good internet is 
critical / 
non-negotiable 
room feature

Bathroom Features

P2
Business travel- 

Enclosed showers 
(no tub)

P1
Business travel- 

Likes to have baths 
when/if sick while 
traveling

In-room Food

P2
Business travel- 

Preferred coffee 
maker for tea or coffee 
in the room

P4
Business travel - 

Fridge is important

P1
Business travel-

Microwaves, mini 
fridges are important

P1
Business travel-

Prefers to cook his 
own meals (needs 
stove, oven, dishes, 
etc.) Works late and 
doesn't want fast food. 

P4
Business travel - 

Non-smoking; 
smoking rooms is 
deal-breaker

P4
Business travel - 

Working desk with 
lamp is important

P1
Business travel- 

Prefers seperate 
living quarters - "feel 
like I'm more at home 
and not like I'm living 
on the road"

P2
Business travel- 

Likes to decide 
which floor, room 
close to elevators, 
type of bed (double 
beds or Queen)

P1
Business travel- 

Bigger tv 

P4
Business travel - 

Jacuzzi, ironing 
board nice, but not 
necessary

Hotel Proximity/ 
Location is Critical

P4
Business travel - 

Hotel proximity to 
airport (work 
location) is critical

P1
Business travel- 
Location is important 
when booking. Wants 
to be close to 
customer, restaurants, 
& malls because 
employees share rental 
car. 

P2
Business travel- 
Chooses hotel 
based on 
conveience of 
location (near 
airport, dinner, 
client.)

P2
Business travel-
Typically looks for 
hotels that are 
close to the 
clients/offices 
they're visiting. 

Workout Facility

P4
Business travel - 

Gym/fitness center 
is important (if 
staying >1 night)

P2
Business travel- 

Prefers workfout 
facility 

Laundry Facility

P1
Business travel-

Washer and Dryer at 
the property are 
important- calls ahead 
of time to verify that 
they are working 

P4
Business travel - 

Prefers laundry at or 
near the property

P1
Business travel-

Downstairs bar to 
socialize

P4
Reviews and 
complaints 
important, but 
secondary when 
selecting property

Pricing

P4
Business travel - 

Price is top factor in 
choosing hotel

P1
Business travel- 
Uses a booking 
agency. Puts in the 
customer's address. 
Looks at prices and 
amenities before 
booking. 

Complimentary 
Food

P1
Business travel-

Hot breakfasts 
(even if you have to 
pay) Expects more 
than granola and 
coffee 

P4
Business travel - 

Breakfast

P1
Business travel-

Pools unless it's a 
hot tub

P4
Business travel - 

Swimming pool & 
sauna 

P1
Business travel-

workout rooms

P2
Business travel- 

restaurant in the 
hotel

P4
Business travel - 

24-hr front desk

P4
Business travel - 

Well-lit parking, 
parking near 
entrance

In-room Food

P3
Leisure travel - 

Fridge is 
important

P3
Leisure travel - 

Preferred 
Microwave

Pricing

P6
Leisure travel-

Cost is a major 
factor when 
booking; also looks 
for if they take travel 
cards like Triple A

P5
Leisure travel-

Cost, avaliability and 
bed size are 
important factors 
when booking

Parking

P5
Leisure travel-

Free parking

P6
Leisure travel-

Easy access to 
your car from 
the hotel

Leisure Facilities

P3
Leisure travel - 

Swimming Pool

P6
Leisure travel-

Pool or jacuzzi

P6
Leisure travel-

Workout facility

P5
Leisure travel-

Non-smoking

P6
Leisure travel-

Location of 
hotel

P4
Business travel -

Makes own 
bookings, even if 
deals available 
through business

P4
Business travel  - 

Travels once per 
month for 
business

P4
Business travel -

Last time traveled, 
booked through 
app same day 
without issue.

P3
Leisure travel - 

Searches Google 
or TripAdvisor, 
looking for 3-star 
or better, known 
brands.

P3
Leisure travel -

Rarely travels - 
once per year for 
leisure

P3
Leisure travel - 

Marriott is #1 
choice, possibly 
Hyatt #2, due to 
customer service.

P5
Leisure travel-

Doesn't travel very 
often

P6
Leisure travel-

Doesn't travel very 
often

P5
Leisure travel-

Prefers to stay in 
Marriots

P5
Leisure travel-

Books online 
through the 
Marriot website.

P6
Leisure travel-

Does not book his 
own hotel- his wife 
books online.

P6
Leisure travel-

Prefers to stay in 
big brand hotels, 
like Marriots

P2
Business travel-

Less frequently 
due to COVID, 
prior 3 times a 
month, 2 days at a 
time. 

P2
Business travel-

Assistant books 
rooms through an 
aligned travel 
company. 

P2
Business travel- 

Prefer nice hotels 
in safe areas. 

P1
Business travel-

Prior to COVID 
250 days a year. 
Length of stay is 
typically 3 weeks. 



Findings 
OVERALL HOTEL FINDINGS (specific to both business and leisure travelers): 

• Cost of hotel room is the major factor in booking for both business and leisure guests. 

• Both business and leisure guests find the location of the hotel to be of great importance- proximity to 
airport, work event or attraction determine this. 

• It is paramount that a hotel be non-smoking. 

• In-room food storage (including fridges and microwaves) are important to business and leisure 
travelers. 

• Both business and leisure guests need a nice bathroom with a shower and a tub. 

• Both business and leisure guests prefer, but do not need, a workout facility or a pool. 

• Due to the pandemic, guests look more at cleaning protocols for their hotel stay and will continue to 
do so even after the pandemic is gone.
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Findings - Cont’d
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FINDINGS SPECIFIC TO BUSINESS 
TRAVELERS: 

• Business travelers must be able to 
work from their rooms; a stable 
WiFi connection, a working desk 
and desk lamp are imperative to 
achieve this. 

• Complimentary breakfasts are 
important to business travelers.

FINDINGS SPECIFIC TO LEISURE 
TRAVELERS: 

• Availability of hotel rooms with the 
preferred bed size are important to 
leisure travelers.



Findings - Cont’d
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LOYALTY PROGRAM FINDINGS: 

• Cost of a loyalty program is a major factor for travelers; any cost associated with a 
loyalty program will prevent guests from signing up. 

• Guests expect that the accumulation of points will get them free rooms, room 
upgrades, complimentary food (such as breakfast), complimentary transportation. 

• Guests expect a more personalized service experience for being a member of a 
loyalty program. 

• Guests who travel infrequently may not see the benefit of signing up for a loyalty 
program.



Results

There were several key characteristics that both business travelers and leisure travelers look for, want, 
and need when evaluating properties and choosing a room to book. Both groups expressed that cost 
was a major factor in deciding where to book. Keeping prices competitive in the market is a very 
important aspect of the decision making process for travelers.  

The location of the hotel was another important factor to both business and leisure travelers. The 
proximity to an airport or a work related event (such as a conference center) was very important to 
business travelers. Leisure travelers were concerned with proximity to an attraction or easy access by 
driving. 

Additionally, in-room food storage was important for both types of guests. Business travelers 
expressed the desire to be able to keep leftovers and cook for themselves while staying at a hotel. 

Both types of guests also expressed the preference of a workout facility or a pool/jacuzzi as part of 
their stay. This is a want, but does not preclude them from booking at a hotel without such amenities.
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Overall Results (specific to both groups of travelers)



Results

Business travelers expressed the need to be able to work from their hotel room. To do this, they 
need good, stable WiFi and a working desk and lamp. Not having these amenities would 
prevent a business traveler from booking at a hotel.  

Business travelers also expressed the need for a complimentary breakfast. Since they often do 
not have a means of transportation to get food outside of the hotel, a hot breakfast is a very 
important need.

19

Business Travelers

Leisure Travelers
Leisure travelers book depending on the availability of the hotel and their preferred bed size. 
These two factors will determine where a leisure traveler stays.



Results

Guests are very familiar with the points system of most hotel loyalty programs. 
They associate earning points with getting free rooms, room upgrades, 
complimentary food (such as breakfast) and complimentary transportation. 
Being a member of a loyalty program, guests expect elevated, more 
personalized service at the hotel. 

There are two factors to whether a guest will sign up for a loyalty program. If 
there is a cost associated with the program, guests will not sign up. Additionally, 
guests who travel infrequently often feel that there is no benefit to signing up as 
they will not earn enough points for the associated perks.

20

Loyalty Program



Recommendations
Based on the results and findings of our research sessions, our team recommends  
the following: 

• Ensure that the cost of a room is competitive within the hotel industry landscape. 

• Advertise the location of the hotel in relation to specific regional attractions or business 
related conference centers and proximity to the local airport. 

• Upgrade rooms to include a desk, lamp, deluxe shower/bath, and functioning in-room fridge 
and microwave. 

• Offer free WiFi and complimentary breakfasts to guests. 

• Ensure that loyalty programs are free to guests. 

• Offer benefits in the loyalty program that will benefit guests no matter how frequently they 
travel.
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