Case Study: How Marriott International
Employs a Content-Driven Global Extranet
to Deliver Great Customer Experiences
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Marriott’s Vision

PURPOSE
m Open Doors
to Opportunity

SCORECARD
Associate Engagement
Custormer Loyalty

Owner Preference v I S I O N

g
Shareholder Value WORLD'S FAVORITE '.‘

/’ TRAVEL COMPANY VALUES

Al'il “\\ /“al'l'l()ﬂ" Put People First
Pursue Excellence
Embrace Change
Act With Integrity
Serve Our World

HOW WE WIN
Marriott Hotels
Marriott Rewards
Moblle-Digital
Millennial Mindset
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Focus: Growing Market Share
And Expanding Global Footprint

A
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Growth and change is the norm at Marriott. Systems need to

scale and adapt in order to meet the needs of the ever evolving
business environment.
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Global Source

About Brands Business Communications Continental Finance & Human Lodging Operations Sales, Mktg. Technology Train
Marriott Resources Divisions Accounting Resources Development & Rev. Mgmt

1t Highlight Headiine News | MWariolt World Express ||  Bill Marriott's Blog | Ame Sorenson's Blog || Performance & Financi

Marriott on the Move: Engaging Customers in the Digita
September 6, 2014
AWARDS

EXCELLENCE N Executive Chairman Bill Marriott shares the lessons he's learned about
: media engagement with guests -- and adds one of his own timeless tip

Nominate now for the

. > Teaching "Hospitality 101" In China (Sept. 2)
rriott Awards of Excellence : 2 fhon (Sep

> Family Summer Camp in New Hampshire (Aug. 25)

New this year is the ,
Stephen Garff Mamott g > Unpacking in a Hurry (Aug. 18)
ard of Excellence for Culture.

View more Bill Marriott's Blog Posts
ination Deadline: October 10

Marriott Global Source

e 15 years ago Marriott began a push to the Web.
e Corporate initiative to make as many systems available through web as possible.
e Including internal operational communications and operations.

Use the "“thrive” images below to link to the content you need to
make Residence Inn thrive. Thank you for all that you do everyday
opular on MGS to make our brand a success and achieve our goals.




Marriott Global Source

Marriott International’s corporate Intranet

Front Door Home Page Search

Used to access everything from news, systems and
operational processes and procedure.
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12K Web Pages




200K Documents

e |[t's vital to our mission that we
present the right pages,
documents and other
resources with the proper
context to the right reader, at
the right time.

e About 25% of the content is
removed each year.
Removing outdated content is
as important as adding and
updating content.
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Centralized Content Management Team




It’s a Journey

1998 - 2005 2007 o014

Not a Destination






MAP, 4.
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Thlngs That Keep Me Up at Night
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Software Development
Projects

e Managing smaller, iterative
projects is the best way to
ensure success.

PE ysee 1 I e e Choosing the right partners
| wewme PDESC to help execute is crucial.

FaoL

Crafter Software, Rivet Logic
and Alfresco have been true
partners and have played a
major role delivering a
successful platform.




Shelfware / Old Content

ITS JUST
IMPORTANT
TO HAVE.

ON OUR SYSTEMS,
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DILBERT, I WANT P 60 LE
YOU TO AUDIT THE RO GRAT WHO WILL USE
{sor'rwme WE HAVE} ? A Arirer) THE INFORMATION?

E-omk SCOTTADAMSS AOL COM
\
#2007 Scott Adams, inc. Ot by UPS e

INFORMATION THAT
NO ONE WANTS IS TO
MAKE IT UP.

I™ EVEN DONE.

TO LEARN OUR
BEST PRACTICES.

1)
f/
V24

IT WILL BE OUT
OF DATE BEFORE

THE BEST WAY TO
I HOPE NO ONE
{COMPILE INACCURATE} {EVER COMES HERE]

WAW REDGr Com

e Number two complaint (after search) from people is
outdated content on sites

e \We have a number of strategies we use to manage
s content but its a struggle






We Can Do Anything

Things You Things You @ Things You

Want To Do Should Do Can Do

We Can’t Do Everything






Global, Centralized Content
Management

e Make it simple Bl

ol Ity
e Present clear content A — ﬂ

e Measure and improve

e \Work closely with global busing
units to stay connected m

e Be valued and valuable to Marriott
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Keep Cohtént




Make Content Findable
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Improve the User Experience

e Attractive pages that are easy to understand
e Alignment of Internet experience expectations
e Targeted content
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Be Relevant
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Measure, Don’t Guess

e \We measure and test new
designs before adopting
them

e \We ask users what they
want to see improved

e \We measure and test new
design concepts on web
face interface changes
before broadly adopting
them
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Believe in the value of people and pursue the
vision of an Intranet built on meeting our
associates collective and individual needs.




-

"' 2
.‘,e
: ” ’ ‘ -
, 4| E
A ! \
\ “* : i ”’ n\
£5 v ST N
| /t \

.
LA
|

4

Q" -
&
ki, . 3 ;
Yo )
¥ N .‘.,‘ v
MR "S'(}.’, 4
. e
’\ " e

Contr

il ution§ ‘Sif an¢
= B m o iy, A,
throughout'the organizationy

e n -

2L

e, v ey

’ N NN,
" 440 ataimportante
’ l“' .
v 4 p




Collective knowledge and
experiences bring to bear
the best thinking that
gives the best outcomes.
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Cost of Ownershlp
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e |n our world, in order to add cost we have to remove or
reduce costs elsewhere
e Cloud could work well for us if we can get through security

z: related items and achieve hard savings
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THE RISE OF MORBILE
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Large Organization,
Autonomous Departments
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Last 12 Months




Re-platform from Microsoft
to Craf Alfresco

PLATFORM
®



Made Major Technology Shifts

CRAFTER
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Moving to Modern Web
Standards




Made Over 30K Content Updates!

HANDLEALNTHE




Content Review

e Audit 10,000 web pages (85% of the site)
e Deleted 35% of the site

e Modified 30% of the pages
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Search Matters
-

We made a major
Investment in improving our
search experience to help
associates, franchisees &
owners quickly find what
they need.
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Evolution of Search Experience

oama e [ i
1998 - 2005 2007 2014
e Here is a look at our search journey

e Search remains the number one thing people ask to be
Improved

e \When we researched what people wanted they asked for
O@RAFTER Google



New Search Strategy
and Improved Search UX
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Search Video

http://vimeo.com/user18036533/review/106525798/2583cda60d

A new MGS Search experience
has arrived
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http://vimeo.com/user18036533/review/106525798/2583cda60d

e This is our new front door

JW Marriott Hotels & Resorts Brings
Poise & Grace To Service Culture With

e EXxploring visual approach to
communications

: _{ ¢ 'ﬁa A8 P * Aggregated news and
= R information source from the
ST - i web
e Unsure how this new model

works with 12k pages of
content
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CMS Selection




Evaluated Proprietary
CMS Platforms
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Evaluated Other
Open Source CMS Platforms

.2 LIFERAY magnolia’

B Enterprise.Open Source. For Life,







Crafter CMS

@ Alfresco

Solution of
the Year
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From the Author’s Perspective

o Customization capabilities
to publishing and rendering

applications

e Modular content
management capabilities

e Embed script & CSS into
content placeholders
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Smaller Projects




Rich Authoring Tools

e Speed to market
with publishing &
rendering apps.

e Content
management tools
with rich feature set

e Supported various
workflow models

e Dashboard global
view of “what’s going
& On”
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Support for Scheduled
Publishing and Complex
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Support for the Web Ninja




From IT’s Perspectlve




The Right Platform for the
Enterprise

Affordable compared to our legacy product set
Compliant with Marriott’s technology standards
Capable third-party integrators (Rivet Logic)
Active user community

Good support team and processes







Workflow

Central Marriott
Content | fequest > Content | Global Services
Providers |, ‘A Team Intranet
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Marriott Implementation

Content AuTwrs / Managers V'lslrors
( N\ TAMSSO
Authoring / Preview MGS ExtraNet
Editing and greview tools v
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Thoughtful Language Support
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Is a huge benefit, but also a large issue to tackle and support.




Be More Relevant

Personal, Targeted
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Be More Collaborative and Social
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