
 

 

 
 

 
2019 ISHA AWARDS OF EXCELLENCE APPLICATION 

 

Entries must be for projects completed by January 1, 2019 through September 30, 

2019. 

 
Name __ Jenn Iliff __________________________ Title__ Marketing Technology Manager___ 

 

 

Association: California Hotel & Lodging Association Email__ jenn@calodging.com ___________ 

 
 

City_ Sacramento __________ State_ CA _____________ Zip_ 95816 _________________ 

 

 

Phone___916-554-2673__________________Fax___916-444-5848_____________ 

 
 

Association Staff Size______9________________________________________________ 

 

 

Associations Annual Budget (not including AH&LA dues):  _X_ Over $500,000 ___Under $500,000 
 

Entry Category:  _____Education and Workforce Development ____Events and Fundraising 

 

____Government Affairs ____Member Programs _ ___ Public Relations _X__ Communications  

 

 

Please respond to the following questions on a separate piece of paper.  
 

1. Goals & Objectives of Program 

 
2. Target Audience 

 

3. Results of Program 

 

4. Evaluation Measures 
 

5. How was the program presented to the Target audience? 

 
6. Addition information  

 

 

 

ENTRIES MUST BE RECEIVED NO LATER THAN OCTOBER 4, 2019 
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California Hotel & Lodging Association (CHLA) Website Redesign 

 

1. Goals & Objectives of Program – The goal of the CHLA website redesign was to 

update the overall look & feel of the website, increase usability and improve 
functionality. One of the key objectives was to improve our membership login 

process and tie our website to our Salesforce database with a single sign on to 

improve the user experience and make it easier for member to find all the 
resources needed with one set of login credentials. We also wanted to improve 

how the site performed on mobile devices. Another goal for the website redesign 

was to improve the overall searchability of the website, to help members and 
prospect find what they are looking for easier. This included searching for events, 

searching through past award winners and association resources, as well as 

searching our member’s only area for resources available to members.  

 
2. Target Audience – Our primary target audience was CHLA membership, including 

properties, vendors and partners. Our secondary target audience was prospective 
members. 

 
3. Results of Program – Since January 2019, we have seen an 85% increase in 

new website users, a decreased bounce rate, and an overall increase in website 
traffic. Both direct traffic and organic traffic have increased over 2018 numbers. 

The bounce rate has decreased nearly 25%, showing us that users are finding 
what they need from our site and not leaving immediately. The average time on a 

page for visitors has increased nearly 40%. On a technical side, we’ve seen an 

increased site speed and improved server response time. Users on mobile devices 

have more than doubled, showing us that the new design is responsive and user 
friendly on any device. We can also see that key pages, including the events 

calendar and our member’s only area, are receiving significantly more visitors, 
showing that members are finding it easier to login and use the website. 

 

4. Evaluation Measures – Google Analytics has helped us analyze the effectiveness 
of the new design and overall usability of the site. 

 

5. How was the program presented to the Target audience? The website was 
announced to the membership when it launched in December 2018. We continued 

to communicate with membership about the new website, improved login process 

and overall functionality through our newsletter and other member 

communications. We have completed two live website tour webinars for members 
and have posted a recording of our staff navigating the website and highlighting 

important features. 

 
6. Additional information – See attached website screenshots & Google Analytics 

reports. 
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Default Channel Grouping

Jan 1, 2019 - Sep 30, 2019

Jan 1, 2018 - Sep 30, 2018

% Change

Jan 1, 2019 - Sep 30, 2019

Jan 1, 2018 - Sep 30, 2018

% Change

Jan 1, 2019 - Sep 30, 2019

Jan 1, 2018 - Sep 30, 2018

% Change

Jan 1, 2019 - Sep 30, 2019

Jan 1, 2018 - Sep 30, 2018

% Change

Jan 1, 2019 - Sep 30, 2019

Jan 1, 2018 - Sep 30, 2018

% Change

Channels

Jan 1, 2019 - Sep 30, 2019
Compare to: Jan 1, 2018 - Sep 30, 2018

Explorer

Summary

Users New Users Sessions Bounce Rate

87.57%
49,198 vs 26,229

85.76%
48,189 vs 25,942

58.09%
60,450 vs 38,238

24.47%
69.40% vs 55.75%

1. Direct

  27,913
(54.62%)

27,506
(57.08%)

30,943
(51.19%)

72.55%

  10,503
(38.65%)

10,406
(40.11%)

14,732
(38.53%)

63.43%

  165.76% 164.33% 110.04% 14.38%

2. Organic Search

  16,354
(32.00%)

14,889
(30.90%)

18,290
(30.26%)

73.07%

  13,732
(50.54%)

12,953
(49.93%)

18,916
(49.47%)

50.69%

  19.09% 14.95% -3.31% 44.14%

3. Referral

  6,484
(12.69%)

5,463
(11.34%)

10,781
(17.83%)

54.10%

  2,368
(8.71%)

2,112
(8.14%)

3,689
(9.65%)

51.40%

  173.82% 158.66% 192.25% 5.25%

4. Social

  294
(0.58%)

278
(0.58%)

329
(0.54%)

78.42%

  244
(0.90%)

225
(0.87%)

329
(0.86%)

69.00%

  20.49% 23.56% 0.00% 13.66%

5. Email

  38
(0.07%)

33
(0.07%)

86
(0.14%)

50.00%

  316
(1.16%)

236
(0.91%)

562
(1.47%)

45.02%

  -87.97% -86.02% -84.70% 11.07%

6. (Other)

Jan 1, 2019 - Sep 30, 2019:  Users
Jan 1, 2018 - Sep 30, 2018:  Users

February 2019 March 2019 April 2019 May 2019 June 2019 July 2019 August 2019 September 2019

200200200

400400400

600600600

All Users
+0.00% Users

https://analytics.google.com/analytics/web/?authuser=2&utm_source=pdfReportLink#/my-reports/Sm53ze4YTNWwLV9d4fkq_A/a1996372w3546872p3634389/_u.date00=20190101&_u.date01=20190930&_u.date10=20180101&_u.date11=20180930&1693-graphOptions.primaryConcept=analytics.totalVisitors


Jan 1, 2019 - Sep 30, 2019

Jan 1, 2018 - Sep 30, 2018

% Change

Jan 1, 2019 - Sep 30, 2019

Jan 1, 2018 - Sep 30, 2018

% Change

Rows 1 - 7 of 7

  21
(0.04%)

20
(0.04%)

21
(0.03%)

23.81%

  0
(0.00%)

0
(0.00%)

0
(0.00%)

0.00%

  ∞% ∞% ∞% ∞%

7. Display

  0
(0.00%)

0
(0.00%)

0
(0.00%)

0.00%

  10
(0.04%)

10
(0.04%)

10
(0.03%)

100.00%

  -100.00% -100.00% -100.00% -100.00%
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