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	Evaluation

	Section 1 – Usability
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	Answer: The website of the Highfield Town House Hotel loads quickly on any type of device, such as mobile phones, laptops or computers. People do not have to wait for a minute to see the website of the hotel as the website is designed in a way by uses proper images that open easily (Highfield Town House Hotel, 2024). As the website comprises high-resolution pictures or graphics, it may take time to load or open on old devices. However, the website may take a long time to load if people have a weaker internet connection. 
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	Answer: The website of Highfield Town House Hotel contains different sub-pages including “Book a room”, “Book a table”, “our menu”, “Gift voucher”, “find us” and many more. Each page contains various information related to the services and products of the organisation (Boutiquehotel.me, 2025). Therefore, it simplifies the process of understanding the products and services of the organisation easily for the customer. Customers can compare the prices of products and services from any other organisation by using the information provided on the website. 
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	Answer: Highfield Town House Hotel offers customers the option to book a table or a room. In this case, customers need to click on the "Book a room or book a table" option, which can be found on the top right of the website. For example, by clicking on "book a Room", customers can select the check-in/out date, view the availability of different types of rooms and the various facilities they will get from booking a room (Qian and Law, 2021).
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	Answer: Highfield Town House Hotel can make different improvements in its website to ensure more flexible and effective customer service. For example, the organisation can add chatbot options on their websites for the customers to contact the hotel staff to make queries about any information (Malison, 2023). As a result, it will increase the service quality of the company as well as provide more flexibility to the customers to use this website.  
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	Answer: The utilisation of the high-resolution pictures increases the attractiveness of the webpage of Highfield Town House Hotel. The screen of the computer is generally bigger than a mobile phone, which helps in making the website more attractive (Buhalis and Sinarta, 2020). However, the text seems small on the mobile phone, which sometimes creates issues for the customers to properly understand the services. 
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	Answer: The company is well aware of the importance of using images or videos to attract customers on the website. Therefore, the company hired a professional photographer to take pictures of the interior design as well as various dishes. In addition, the company also chose colours for the website to create a calm atmosphere, such as cream colours, soft green, white colours, and more (Huy and Thinh, 2022). However, the organisation did not use any video, as sometimes people may find it boring to watch a video. 
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	Answer: Highfield Town House Hotel has not yet added an online chat tool to their website where customers can contact them. However, the hotel has provided its contact information in the “Find Us” section at the bottom of the website. Here, customers will find the email address and telephone number through which they can contact the company’s customer service and inquire about any of the company’s products or services (Curlin, Kamenjarska and Bach, 2022). However, if the company installs a chatbot on their website, it will be beneficial for both the company and the customers.
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	Answer: Social media links are useful, but not overly important. When a company provides social media links on its website, it increases the company’s opportunity to connect with its customers 24/7 and increases customer engagement. However, Highfield Town House Hotel has provided its social media links at the bottom, which may not be noticed by customers because they may not scroll down (Qian and Law, 2021). Therefore, social media links should be provided at the top, which will later yield positive results.
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	Answer: Highfield Town House Hotel uses its website to provide customers with clear information about its products, services, and other amenities. For example, by clicking on the menu, customers can see which food items are provided by the hotel and what ingredients are used to prepare those dishes (Highfield Town House Hotel, 2024). If someone has an allergy problem with certain ingredients, they can avoid the dishes because of the information.
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	Answer: Customers can leave their reviews on websites that are only available to the company. Other customers cannot see these reviews because the company does not publish them on its website. However, customers can view reviews about the company's food or services from external sources, such as Google Maps, TripAdvisor, or any other social media group, where they can find updated reviews (Buhalis and Sinarta, 2020).
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	Answer: Highfield Town House Hotel maintains a high standard of service, which is evident in the complimentary amenities, use of emerging technologies in service and room service facilities. However, I have recommended this hotel to my friends and family members so that they can enjoy healthy food in a comfortable environment, without parking problems, enjoy high-quality room service and enjoy a quiet environment in the heart of Birmingham.
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	Answer: The customers can see the prices of the products and services at the time of booking. However, the organisation uses a dynamic pricing strategy where prices are generally up and down based on the market demand (Huy and Thinh, 2022). Nevertheless, the prices of prices reflect the quality of service due to its prime location, premium facilities and exclusive services. 
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	1. Boutique Hotels with fresh food items in Birmingham

	
	2. Best Victorian villas to stay within the centre of Birmingham

	
	3. Hotels with a spacious garden and parking facilities. 
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	Answer: Yes, while I searched for these words on Google, the results show different websites of different hotels, and the top ten websites include Highfield Town House Hotel. Highfield Town House Hotel is one of the famous boutique hotels established in the Victorian era (Boutiquehotel.me, 2025). However, the company also uses SEO techniques that have helped it appear in the top ten results.
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	Answer: In my opinion, websites are now relevant for modern UK businesses, highlighting various aspects of the business. Currently, various third-party sites have been created that organisations use to increase their sales or promote their services, such as Facebook, TripAdvisor and many more (Malison, 2023). However, businesses still use their websites as a central hub for data, customer engagement and credibility, which makes websites a crucial part of achieving organisational goals. Customers now trust business websites more than any third-party platform or website. In addition, they can also directly take services from businesses using their websites.
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	Answer: In order to ensure effective communication with customers as well as provide them with the necessary information, I would like to suggest adding the option of online chatting with customers. Therefore, the company can add chatbot options to their website so that customers can contact the hotel staff to ask about any information (Qian and Law, 2021). As a result, this will increase the quality of the company's service and provide more flexibility to customers to use this website. When the hotel adds this option, customers will not need to take the help of any other party to communicate with the hotel team, which will build a relationship with them and open up revenue streams.
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Question Ic - Can a customer make a booking via the webpage?
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Question 1d - What improvements could be made to the usability of the website?
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Section 2 — Pleasure — Customer Experience
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Question 2a — How pleasant does the webpage look? Are there any differences in appearance ona

‘mobile phone versus a computer




image7.png
Question 2b - How does the website use imagery, video and colour?
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Question 2¢ — Has the website made use of an online chat tool? How effective 1s this in enquiring

about the product or service?
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Question 2d — How effective are the social media links on the website?
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Section 3 — Perceived Value
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Question 3a - How are the services offered by the company made clear to customers?
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Question 3b - How are customer reviews made available? Are these up to date?
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Question 3¢ — 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?
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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?
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Section 4 — Searchability
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Question 4a - What three words would you
type into Google to find this type of service?
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Question 4b - When you type these words into Google, does the company’s website appear in the

top ten websites?
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Section 5 — Reflection and conclusion
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Question 5a - Do you feel that websites still have relevance in modern UK business? Explain your

answ
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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 sugeested this improvement?
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Question 1a - How quickly and easily does the website load?
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Question 1b - Does the website contain many sub-pages? How does a prospective customer navigate

these?




