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Good morning
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About Best Western International

Iconic, award winning brand
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About Best Western International

Global: More than 4,000 BEST WESTERN®, 
BEST WESTERN PLUS® and BEST WESTERN 
PREMIER® hotels in 100 countries worldwide. 
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About Best Western International

“Stay with People Who Care®”

Hotels are independently owned and operated, providing a 
personal and unique experience for every guest.
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mybestwestern.com (a.k.a. “The Portal”)

• Vision statement

mybestwestern.com is the primary gateway for Best 
Western hoteliers to easily access all brand news, 
program information, resources, tools and services.

• Users

– Hotel owners, managers and staff

– Best Western corporate staff

– Global offices
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The Opportunity

• Content is good 
but hard to find

• Dated design

• Static, one-way 
information
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The Solution

Redesign mybestwestern.com

• Prescient Digital Media selected as partner
for strategic analysis, planning and design

– Specialization in strategic intranet solutions

– Proven track record 

– Well defined and proven methodology

– Experienced and knowledgeable team, familiar with our 
current technical platform
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Goals

• Enhance user satisfaction and engagement 
with the site

• Promote awareness of the site’s strategic 
purpose

• Enhance global office satisfaction with design 
templates and tools
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Tactics
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Improve

Usability

Navigation 
Choices

Fix Search
Contemporize 

Design

Audit Content
Share 

Information
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The Process
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The Process

• Understand purpose

– Strategic planning

• Evaluate site

– Use objective source

– Similar sites

• Discover needs of users

– Stakeholder interviews

– Focus groups

– User survey
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The Process

• Information architecture

– Input from stakeholders

– Input from users

• Design

– Convey brand image

– Reflect brand standards

– Employ functional design

– Document
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The Process

• Phased approach

• Define requirements

• Review at each stage

• Quality assurance

• User testing
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The Process: Implement
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The Process

• Pre-launch: 
build excitement, educate

– Stakeholders

– Help desk

– Teasers to hoteliers

– Training sessions with global 
content authors
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The Process

• Post launch: 
educate, engage

– Announcements

– Video tutorial

– Webinars

– Workshops
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The Process
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The Process

• Comments from users

• Usability testing

• Analytics
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Challenges

• Logistics with different audiences in different 
locations and time zones

• Unexpected software upgrade

• Scope and timeline not aligned
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What Made It Easier

• Executive sponsorship and support

• Taking the time for research and discovery

• CMS solution already in place

• Team ownership and project manager

• Stakeholder involvement

• Taking phased approach to implementation

• Communication, communication, 
communication
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What We Learned

• Research and planning is essential

• Form follows function: it doesn’t have to be 
sexy to be great

• Control scope: tackle in phases

• Prioritize tasks to optimize resources

• Communication and education are critical
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Continuous Improvement
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Act
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Questions?
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Thank You!
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