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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 takes around 5 to 10 seconds to load once you have pressed the link, this gives the website a positive start as it is very accessible.


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


	Answer: 
The simple but detailed website contains a significant number of sub-pages to assist the customer in finding their needs for example the menu, booking and dining. The website gives a clear structure for customers to navigate their requirements firstly introducing the hotel with key information making sure to capture their attention then they provide booking rooms and dining information. In addition, they also distribute links to their menus which allows the costumer to view before concluding. 


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

	Answer: 
The customer can make a booking multiple ways they can book through the webpage choosing rooms and dates. They also provide reservations allowing you to book rooms and dates for future use however, you may also use their online forms to complete a booking which is provided on their website.


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


	Answer: 
The website has a clear structure however it does have some down sides, the first being they could use a search button for a simpler more conclusive search, the second improvement could be to include reviews from previous customers, reviews help give in-sight which is important for customers building trust and lastly they could add pictures of different types of rooms when booking as they do not provide any.

	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 gives an aesthetic but subtle look it offers key information with images of the hotel and contributes contact information for customers in need of assistance. There is a huge difference when using a mobile phone every detail is smaller and packed, the images limit the amount of information provided, booking seems to have become a little difficult, there are some unnecessary images that take up space which could be used for more information nevertheless contacting the hotel can easily be done by pressing the phone icon.



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


	Answer:
Essentially the website gives a simple professional, clean look using images of their stylish bedrooms with soft tones as their background to give a relaxed feeling with a twist of luxury however, they could also use some reliability The Royal George Hotel offers their customers a classic, cozy room as insight using warm tones helping them feel more at ease rather than stressed out.


	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:
Primarily the website uses email which is not the most efficient as the replies may take hours, social media such as Instagram and Facebook could be classified as efficient as they keep their content up to date. On the other hand, a phone number is issued but phone calls can only be answered during business hours. This enquiry must be fixed as customers need assistance 24 hours to keep business thriving. 


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


	Answer: 
The two social media links Instagram and Facebook are at the bottom of the webpage which means they are not focused on social media as they do not offer pop-ups of their social media pages, the hotel prefers to focus on seasonal offers, images of hotel lay out and room updates. Furthermore, the social media links prove to be not as efficient meaning they focus more on traditional ways rather than adapting to new strategies.


	
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:
First, they use ‘stay with us’ as a section to offer simple details about the hotel, in addition they have easy to find contact information using email, phone number and social media lastly, they specify straight-forward bookings for rooms and dining, reservations are available if needed. The services offered are clear and neutral, but they lack excitement people may find this too ‘simple’ and not eye capturing enough.

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


	Answer:
The reviews require you to leave the webpage as they do not present any on their website although the reviews are up to date it gives the customer a hard time looking for reviews as they would have to search up ‘Booking.com’. The clientele often looks at the webpage to find reviews to build up their trust giving the hotel a chance as they do not present any this is a huge disadvantage.


	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 service delivers a professional, ethical but calming experience, everything is personal so if you do not want someone bothering you, you can do it yourself which some people prefer as they may not feel comfortable asking. I would recommend as they present a stylish, luxurious feeling to their hotel, the hotel gives a one-of-a-kind experience including a pub, free Wi-Fi and free parking but the best of all even though it is near Birmingham it is secluded in a more peaceful place.   


	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:
The prices are made clear when booking a room, depending on how long your stay with the hotel is. The menus offer a range of quality food with various prices alongside encouraging customers to give them a chance. The prices are consistent as they match the hotel vibe overall. However, they do not include fixed prices as they may have different events going on giving it a unique twist.


	Section 4 – Searchability


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

	
	2. Stylish rooms to book

	
	3. Quiet Hotel near Birmingham

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


	Answer: 
The hotel did not appear in the top 10 as they are an independent business, they do not rely on top-tier websites for advertisement which is a huge disadvantage considering the profit gain they could achieve. The Royal George Hotel is in the top 10 as they have websites such as Booking.com promoting their business giving more credibility and profit.   


	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: 
Intrinsically I believe websites play a major role in modern UK business, social media does offer promotions and advertisements on the other hand customers need access to information, contact details, prices but most importantly reviews, ‘honesty is the best policy’. Reviews keep customers interested; they need to rely on opinions to build their trust giving businesses a chance to profit. Kotler et al (2018), talks about the relevance in modern UK business and how important it is to maintain a relationship with direct customers they argue its importance by saying it is essential for trust and direct engagement. Websites show how professional a business is, how well they present information is key to building new customers.


	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: 
[bookmark: _Int_C9ifdNUx]The biggest recommendation I have to improve the website is their usage of social media. Social media is very influential; it is key to keep your business growing every day, it promotes your business capturing interested people. The hotel website lacks social media references even though the webpage is professional and provides information, it misses out on promotion pop-ups which grabs the reader's attention. The reasoning for my suggested improvement is social media is so tremendously used nowadays that not keeping your websites up to date could involve your business in not profiting as much as it should, people use social media on the way to work, at home basically everywhere it plays a huge part in our lives.   
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