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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 Town House Hotel website loads very fast, usually in less than one second on both a computer and a mobile phone. When I tested it, the pages opened without problems and all images appeared quickly. This is important for a hotel, because customers often leave a website if it is too slow. A fast-loading website shows quality and makes customers feel good. It also means people can check details and make bookings without stress (Highfield Town House Hotel, 2025).


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


	Answer: Yes, the website has many sub-pages such as Rooms, Dining, Gallery, About and Contact. Each section gives useful information, and customers can easily move from one page to another. The top menu bar is always visible, and there are also links at the bottom of the page. This makes the website easy to use, even for people who do not have much digital knowledge. The design is simple and logical. It is not confusing for customers (Highfield Town House Hotel, 2025).


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

	Answer: Yes, the website has a booking system where customers can check room availability and prices. The booking button is clear and easy to see on the homepage and other sub-pages. Customers can select dates, choose the number of guests, and then confirm their booking. It is possible to complete the whole process online without calling or emailing the hotel. This makes it very convenient and modern, because many people now prefer booking online. It is safe and user-friendly (Highfield Town House Hotel, 2025).


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


	Answer: The website is already easy to use, but some improvements could make it even better. For example, a live calendar on the homepage showing available dates would save time for customers. Another improvement could be a search bar, so people can quickly find information about rooms or services. A simple FAQ section could also help, because customers often ask the same questions. These changes would make the website more helpful and reduce the time needed to find answers (Booking.com, 2025).


	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 website looks very pleasant, with a clean design and good-quality photos. It uses a simple colour palette, which makes the hotel feel calm and professional. On a computer, the website shows large pictures and clear text. On a mobile phone, it adjusts well to the smaller screen, but the menu takes one extra click to open. This is not a big problem, but on a computer, it feels a little easier to use. Both versions are good (Highfield Town House Hotel, 2025).


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


	Answer: The website uses many professional photos of the hotel, the rooms and the dining area. The colours are soft and elegant, which makes the hotel look relaxing and comfortable. These photos help customers imagine staying there. However, the website does not use video, and a short video tour could make the experience stronger. The video would show the atmosphere of the hotel more clearly. Still, the photos are effective and create a positive first impression (Highfield Town House Hotel, 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 website does not have an online chat tool. Customers can use email, phone, or a contact form to ask questions. These methods work, but sometimes people want fast answers. An online chat would help customers ask about special requests, check availability, or get more details quickly. Hotels with chat tools often look more modern and helpful. Adding chat could make communication easier and improve customer service (Tripadvisor, 2025).


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


	Answer: The website includes links to social media platforms such as Facebook and Instagram. These links are easy to find and work correctly. They let customers see more photos, updates, and reviews on other sites. This is very effective because social media helps hotels connect with people and share news. It also builds trust, since customers can see real photos and comments from other guests. Overall, the social media links are a strong part of the website (Highfield Town House Hotel, 2025).


	
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: The services are explained clearly on different sub-pages. For example, there are pages for rooms, dining and events. Each page has photos and short text descriptions. This makes it easy for customers to know what the hotel offers. The website is not too complicated, so customers can quickly find the information they need. It is also useful that the website includes contact details, so customers can ask more questions if needed. The services are well presented (Highfield Town House Hotel, 2025).


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


	Answer: The website itself does not show customer reviews directly. Instead, reviews are available on Booking.com and Tripadvisor. On those platforms, many reviews are recent, and they give useful information about the hotel service. Adding reviews to the website would help new customers trust the hotel more quickly. Reviews are important because they show real experiences and not just marketing. Without them, some customers may need to check other websites (Booking.com, 2025; Tripadvisor, 2025).


	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 hotel presents itself as high quality through professional design, clean photos, and elegant style. The rooms look comfortable and modern, and the dining areas are well photographed. This makes the service look reliable and luxurious. I would recommend the hotel to a friend because the website gives a strong feeling of professionalism. It seems safe, friendly, and well-managed. Good design and clear information are important for trust. The hotel shows these very well (Highfield Town House Hotel, 2025).


	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: Prices are shown only during the booking process, when the customer chooses dates. This is common for hotels, because prices can change depending on the season or availability. However, the website does not give a 'starting from' price, which could help customers plan better. The prices reflect the good quality, but it would be useful to show more price information earlier. This would save time for customers (Booking.com, 2025).


	Section 4 – Searchability


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

	
	2.  Luxury hotel Edgbaston

	
	3.  Highfield Town House

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


	Answer: Yes, when I search with these words, the Highfield Town House Hotel website appears on the first page of Google results. This shows that the website is well optimised and easy to find. It is important for businesses to appear in the top results, because most people do not check further pages on Google. A good search ranking helps hotels attract more customers


	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, websites are still very important for UK businesses. Even if social media is popular, people often check the official website for reliable information. A website makes a company look professional and trustworthy. It gives details about services, prices and contact information. Without a website, many customers might not trust the business. For hotels, a website is also useful for bookings and photos. This shows that websites are still very relevant today (Highfield Town House Hotel, 2025). 


	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 would recommend adding a live chat option to the website. This is because many customers today expect quick answers to their questions. With live chat, people can ask about availability, prices, or special requests without waiting for an email. It also makes the hotel look modern and professional. Many hotels now use this tool, so it would help Highfield Town House Hotel stay competitive. A live chat would improve customer experience (Booking.com, 2025).
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