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	Evaluation
Respond to each question 

	
Section 1 – Usability

(75 words maximum for each answer)

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


	Answer: The Highfield website loads very fast; loading took between 2 and 3 seconds this is very impressive because the website has large amount of information since it provides hotel and restaurant. “An ideal page load time is between 0-2 seconds to be an acceptable score. Anything above 3 seconds increases the likelihood of visitors leaving your site” (Sematext, 2025). This website is really impressive; this must be because optimized content and very good organized design. Based on this I would give 10 for user experience and speed in accessing the page. 


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


	Answer: Upon researching the Highfield website, I found it has a large number of sub-pages. The sub-pages covering different aspects, for example in the restaurant part, there are separate menus for breakfast, gluten free, kids’ menu, and vegan options. From the customer’s perspective, navigation the page is easy and everything is very informative, especially because the website provides a clear top menu with main opinions are visible as soon when you access the page, such as “book table”, and “book stay”. In adding, there is a side menu that organises into sections and sub-sections, which are fully visible when accessed. This clear structure makes the customer experience more pleasant and less confusing. In the end, all sub-pages make very complete and support different customer needs.


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

	Answer:  The customer can make a booking directly via the webpage. In the website as soon as client loads the page, there are two highlighted options “book a stay” and “book a table”. When selecting for example “book a stay”, the website redirects to a new page where customers can easily find all the information, they need to complete their reservation. When choosing “Book a Table” clients can make a booking on the same page, this making the experience even simpler.
“Open for bookings 24/7, allowing customers to book appointment online, outside business hours, or whenever is convenient for them, improves the customer satisfaction” (Create8, 2024).

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


	Answer: The Highfield website is very complete. There are a lot of options for the restaurant, hotel booking, celebrations party and special dates. When as customer used the page, I found it very enjoyable to look at, with nice colours, pictures, there is a lot of information about what they offer to clients and website is not confusing. This help customers make more accurate decisions.
When I was exploring the page, I noticed something could be improve at the restaurant menu. Although the clients access the restaurant menu, they can see the names of the dishes and ingredients, which is great, however with the customers’ view it would be interesting if photos were added to the menu, at least the most elaborate dishes. Adding pictures of the dishes would help people make better decisions, try new dishes and raise the level of experience, especially for customers from other countries.
In general, the website is very complete and informative, adding photos to the menu will make the experience even better.



	Section 2 – Pleasure – Customer Experience

(75 words maximum for each answer)

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


	Answer: The webpage looks very enjoyable, all information’s is well organized, the colours are harmonious, the page is very clean, nothing confusing and the information is accurate to serve customer’s needs.
Exploring webpage on different devices basically the same, both deliver to customers high quality of information and organization the page. Even though the phone has a smaller screen, the client can easily find all the information available on the computer, even the page loading speed is quite similar.
The only difference I found is more visible is the top menu, when the client accesses a computer as soon as the page loads, you can see this main bar, but on phone it doesn’t, so all information is in the menu bar on the side. However, the main features such as ‘book stay’ and ‘book table’, the customers can find it available on both devices.


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


	Answer: The Highfield Town page, the quality of the images and the color palette combined are incredible, bringing elegance to the website. The predominant colors on the page are olive green and beige, which are cool tones and help create a calm and welcoming atmosphere for customers. The images on the page are very attractive, high quality and attract attention. Clients can also access the Instagram/facebook page which contains many videos about the hotel, with great quality allows them to have a better view of the place. The imagens, videos and colour are great, making the page more attractive and interesting. “High-quality visuals can create a positive first impression, encouraging users to explore further” (Portotheme, 2025).


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

	Answer: The page does not offer online chat, what the website offers is the following information: telephone number, two emails addresses, hotel address and opening times. They have social media but it is no mentioned on the contact information page.
In my customer view online chat is an excellent tool to improve the clients experience, help reduce waiting times.
“Live chat support enhances customer service productivity by allowing support agents to handle multiple interactions simultaneously. Instead of being confined to one call at s time, agents can manage several live chat conversations, leading to faster response times and more efficient service” (Salesmate, 2021).



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


	Answer: The page offers two links of the social media, Facebook and Instagram, they seen are quite effective. When a customer accesses the page, they can find links that direct them to social networks. Both social pages contain high-quality videos and wide variety of visual information that allow customers to understand and make better choices. The main website does not have videos resources, only imagens. From my perspective as a customer, I believe that social media is great and certainly attracts customers. The Highfield as great number of followers, demonstrating its efficiency
“Integrating social media allows users to interact with your content easily. They can like, share, comment, and follow your social profiles directly from you website, leading to increased engagement. (Netcomtraining, 2023).


	
Section 3 – Perceived Value

(75 words maximum for each answer)

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


	Answer: All services available The Highfield page are very objective and clear to clients, which increases the perceived value. For example, when the customer selects the accommodation option, all rooms have an introduction, photo and description of what is includes in the selected option. Another example it is the restaurant menu, when the customer selects this option, there are a variety of options such as “gluten-free” or “kids’ menu”, this allows people to save time and have their needs met, instead of having to see the entire menu to find what they need. Also, the page offers a filter tool that helps clients find what they need more fast, making services clearer and more informative.


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


	Answer: Clients reviews for The Highfield are available on google, before visitors open the main page. When you access the reviews link, there is a filter tool that you to select recents feedbacks, low reviews and others.
All reviews are dated and the Highfield team frequently responds to feedback, showing that they are concerned about the customer experience. The main page, in the sidebar there is an option to give feedback.

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


	Answer: The Highfield presented as high quality, because has a clean and modern website design that brings great visual impact, true and professional photos, also delivery clarity of information about what it offers, the page loads very fast on different devices, delivering a great customer experience. I would use this service, first because I really like the idea of staying and having the option to eat in the same place, I think it saves times. When I browse the page, I have a pleasant experience, I can see the professionalism and it is easy to make a reservation and understand the information.

	Question 3d -   Are prices made clear to customers? If yes, do the prices reflect the quality of service shown? If no, why do you think the company has chosen not to include prices? 


	Answer:
Yes, the prices are clear. Customers can easily see the prices of accommodation and restaurants, or any other service. When I was browsing social medias which there are more images and videos available, you can see that there is elaboration, details and care in the presentation of dishes and the accommodation.
“If you were in a restaurant and were handed a menu without prices listed, many people would automatically believe that they cant afford it. While this may be incorrect, it is a common perception that if no price is shown, it must be too high for them to afford. (Itseeze, 2024).

	Section 4 – Searchability


	Question 4a - What three words would you type into Google to find this type of service? 
	1.Family Hotel

	
	2.Stay and eat hotel

	
	3. Kids hotel stay

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


	Answer: No, I believe it could be because of my location and because the algorithm already has my preferences.


	Section 5 – Reflection and conclusion

(120 words maximum for each answer)

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

	Answer: yes, I believe websites still relevance in modern Uk business, first websites offer quick navigation, the information is more accurate, clarity and convenience, you can access from any device, good an example is NHS/hospitality in which information must be easily accessible and easy to share, I know this because I have small child. Websites is more direct, not require download or register to get basic information and easy to share the link.


	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: I had a very pleasant experience exploring the page, I had a great impression. I think that as I said before, maybe it would be interesting to add more photos and even short videos on the main page, the experience would be more complete. I’m very visual person and this always helps make better decisions.  
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