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Section 1 – Usability

	Question 1a - How quickly and easily does the website load? 


	Answer: The current website of Highfield Town House Hotel took around 2 to 3 seconds to load, which indicates it has made an acceptable score. It is known that an ideal website prefers to load as fast as possible, and it also follows the same principle. The overall load time of the website for mobile sites takes around 1-2 seconds. Moreover, the website loads easily website which is remarkable. 

	Question 1b - Does the website contain many sub-pages? How does a prospective customer navigate these? 


	Answer: Yes, the website of Highfield Town House Hotel contains several sub-pages as it involves the single website first, which is called the homepage. The homepage represents all web pages through different web pages, as Book a Room and Book a Table. Each page contains an individual URL (highfieldedgbaston.co.uk, 2025). 
The prospective customer can navigate the sub-pages on the website by checking the featured menus on the website, including the organized link that guides users to discover several pages. The subpages appear horizontally and at the centre point, which displays the navigation points. 

	Question 1c - Can a customer make a booking via the web page? 
 

	Answer: Yes, customers can make a booking via the webpage by clicking on the online booking option on the homepage of the website like Book a room, it appears another website like giving the option of selection of dates about check-in and check-out, with guest number with search option (Moindjie, Camara and Taqi, 2022). It provides the option to check the availability of room, select dinner to breakfast menus and then book. 

	Question 1d - What improvements could be made to the usability of the website?


	Answer: The key improvement can be to reduce the loading time with increasing the text size to better read the text with reduce the total steps for the booking of rooms and add the calling number to direct contact for any enquiry (Cimpago, and Kusuma, 2024). Another improvement can be creating an effective visual hierarchy with ensuring taking a few seconds to get attention. It needs to set the size with color of text and set effective alignment. 

	Section 2 – Pleasure – Customer Experience

	Question 2a – How pleasant does the webpage look?  Are there any differences in appearance on a mobile phone versus a computer? 


	Answer: The website is well designed as well as functional as the website of Highfield Town House Hotel reflects the products with services. It is visually appealing as well as professional and polished. It also allows white space with such uncluttered layouts with such quality photographs of food with such graphics which provides a shiny look and message to users (Lee et al., 2021). 
The major difference between the appearance of the website on a computer and a mobile phone indicates it shows a better clearer appearance on the computer but it appears clumsy on a mobile phone. The website shows Book a Room and Book Table options vertically on the computer but it is not organized on mobile appearance. 

	Question 2b - How does the website use imagery, video, and colour? 

	Answer: As the first impression matters, the company website uses high-quality visuals to be a game-changer. It uses images and video as a salesperson. It uses the right picture with authentic colour that creates vibes about the overall comfort of rooms with the spaces, and these are useful to ensure a unique experience at a hotel (highfieldedgbaston.co.uk, 2025). It maintains authenticity by adding colour and images that reflect the brand and ensure connectivity with the audience, and the addition of imagery and videos works as the spread of the story, which creates authentic visuals (Wies, Bleier and Edeling, 2023). 

	Question 2c – Has the website made use of an online chat tool on the website? How effective is this in enquiring about the product or service? 
 

	Answer: The website of Highfield Town House Hotel has added online chat tools. The addition of the chat tools remains effective enough to add live chat benefits to receive customer service (Al-Jarf, 2021). The current option enables the company to provide 24*7 assistance to the audience wherever they need it. It helps in engaging customers by creating a real-time conversation service for users. It ensures the access of the product or services of the business to customers, which helps in answering their inquiries by giving practical solutions that maximise customer satisfaction. 

	Question 2d – How effective are the social media links on the website?


	Answer: The addition of social media links on the company website is highly significant as it appears as nice to people. IoT is highly necessary to use the online strategy. It works to connect with social media, and it helps to get people who prefer to connect with the brand. Furthermore, it works in the addition of more visitors to the brand, ensuring the building of trust and developing the business (Blazheska, Ristovska and Gramatnikovski, 2022). 

	
Section 3 – Perceived Value

	Question 3a - How are the services offered by the company made clear to customers?


	Answer: The company uses a simple list to display its services, which remains effective enough to display its offering to the customers, which is minimal, and it does not require more explanation. Moreover, the significant way of listing the services and products ensures the success of the customers. It also adds the title with packaging and service names that add a paragraph about the product introduction with the bullet points, which provides a detailed description of the products with their validity and usefulness. 

	Question 3b - How are customer reviews made available? Are these up to date? 


	Answer: The customer reviews are mainly published on such company websites, where the review provides insight into customer satisfaction. Customers can add their review by exploring post social media posts on social media platforms like Facebook and Instagram (highfieldedgbaston.co.uk, 2025). Moreover, customer reviews work in adding potential buyers and making informed decisions, which influences the overall credibility and reputation of the company. The steps of making customer reviews remain up to date as it approaches, considering the exploration of the company website and social media links to add reviews.  

	Question 3c – How is the service presented as high quality? For what reasons would you use the company’s service or recommend it to a friend or family member? 


	Answer: the robust customer interaction system with a live chat option and the capacity to add details of products ensures the high-quality product as per the presentation. such factors like the fast services with the addition of pictures and response to customer presents high quality service. 
I would prefer to recommend my friends or family members to use the company service due to its speciality in such areas like good stuff, feeding guests well, seasonality of food, and it supports global farmers. 

	Question 3d -   Are prices made clear to customers? If yes, do the prices reflect the quality of service shown? If not, why do you think the company has chosen not to include prices? 


	Answer: The prices are clear to customers because the prices reflect the quality of its services. It needs to be highlighted that price and quality remain not mutually exclusive rather it creates a direct correlation between the two facts. These are aligned with your understanding of the buyers' needs as well as its preferences which better positioned company to create a product by following criteria. 

	Section 4 – Search ability


	Question 4a - What three words would you type into Google to find this type of service? 
	1. Top hotels in Birmingham 

	
	2. Private Dining Hotel 

	
	     3. Accommodations for travellers’ horses.

	Question 4b - When you type these words into Google, does the company’s website appear in the top ten websites? 


	Answer: 
At the time of typing these words into Google, the company website of Highfield Town House Hotel appears in the top ten websites. 

	Section 5 – Reflection and Conclusion

	Question 5a - Do you feel that websites still have relevance in modern UK business? Explain your answer. 

	Answer: Yes, I felt that the website remains relevant enough in the modern UK business because it holds an online presence through the website, which enables customers to find the business. It holds a professional website that develops its credibility with trust, which helps in deriving brand reputation. Furthermore, websites are relevant because they use marketing tools that help in reaching a wider audience (Lindquist, 2022). It needs to be highlighted that this website also facilitates customer management and works in selling the products online, which involves the features of modern business. In the context of the modern UK business, a website ensures brand visibility along with serves as a cost-effective marketing tool, and generates more revenue. 

	Question 5b - If you were to make one recommendation about how to improve the website of your chosen company, what would it be? Why have you suggested this improvement? 


	Answer: 
In the aspect of adding one recommendation, I would suggest, the company website should use more high-quality details with details that would show the hotel room with the related amenities as well as its surroundings. It needs to give details about its surroundings that would help to give a better understanding among customers (Rainey et al., 2021). Moreover, it should be visually appealing and add a virtual tour of the hotel by using a 360-degree view of its rooms and common areas. I have suggested the improvement due to the gap in the website presence as it has not added the entire view-based video on its website. 
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