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	Student Number
	
	Student Name
	Petruta Batista

	

	Website Chosen 
	Highfield Town House Hotel

	Insert hyperlink to website
	 https://www.highfieldedgbaston.co.uk/

	

	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 site is fast, and the user gets instant access to the information. Its effective design and minimal use of complex animations contribute to performance and responsiveness. The flow of pages is easy, and users can navigate without any inconvenience. The efficient loading speed is a positive factor for user satisfaction when they want to access important information like rooms and services. In general, the site has a high level of technical implementation and reliability.


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


	Answer: There is an average number of subpages on the site, including rooms, dining, and contact information. These are well structured under a structured top navigation menu, and one can find information with ease. The design is easy to use, and a potential client can navigate the design without any confusion. Nonetheless, the lack of sophisticated navigation features can be somewhat of a limitation to users who need to find a certain or more detailed information.


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

	Answer: Yes, the site allows customers to make reservations, usually via an external reservation system. This enables customers to verify availability, compare rooms, and do online booking. It is a relatively easy process that increases convenience and brand image among the customers. Nevertheless, a redirection to a third-party platform can introduce some inconsistency to the user experience. By incorporating a direct booking system into the site, customers may have a more coherent and smoother experience.


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


	Answer: The usability might be enhanced with the help of a fully integrated system of booking in order to prevent redirection. It should also be enhanced by adding a search option that would enable a quick search for users. It would also be beneficial to increase mobile responsiveness and layout optimisation for smaller screens to increase accessibility. Moreover, with enhanced interactive elements and services, the online experience would be improved, which would make it more user-friendly.


	

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 has a visually classy design that shows the hotel is a boutique hotel. The layout on a desktop is well-organised, and there is balanced spacing and sections. In mobile devices, the design is the same, but it seems to be more compact, which can slightly have an impact on the reading. Nevertheless, the site has a professional look on both devices, which adds good value to the overall customer experience and first impressions.


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


	Answer: The site uses good quality photos to present rooms, interior and facilities, and this assists in establishing a quality and welcoming impression. The colour palette is also very subtle, and it is composed of neutral and warm colours to indicate comfort and sophistication. The video content is not used on the site, which could be used to create more engagement. The visuals facilitate brand identity, yet more multimedia can be used to enhance user experience.


	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: It does not seem that the site has an online chat tool, and the customers have to use email or telephone as a way of communication. Although these conventional strategies are working, they might not be quick to respond. Lack of live chat makes it less convenient, especially for customers who want to get quick details. The addition of a chat option may greatly enhance the interactions with customers and will enable real-time responses. 

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


	Answer: The site has links to social media like Instagram and Facebook, where people can watch more content and interact with the brand outside the web page. These links contribute to the establishment of trust through the demonstration of customer experiences and updates. Nonetheless, their presence might be enhanced to make them more interactive. Generally, the social media integration is functional but can be better placed strategically to optimise engagement and reinforce the hotel's online presence.

	
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 that the site offers are well communicated through specific sections like rooms, dining, and facilities. A brief description of each section includes the main characteristics, which allows the customers to get the idea of what is presented in a short one. The well-organised structure and headings direct the users well into the content. Nevertheless, the information is clear, yet it could be described in more detail, which would contribute to further clarification.


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


	Answer: The reviews about the customers are not shown directly on the site, but can be accessed using other websites, such as booking sites. These reviews are usually recent, and they give the customer experience in terms of service quality and comfort. Although this method is authentic, the absence of integrated reviews on the site might decrease the transparency and immediate credibility of users who would like to view feedback without leaving the webpage.


	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 is positioned as quality with professional imagery, classy design, and location descriptions that focus on comfort, style and location. The positioning of the boutique implies a high-quality and personal experience. The hotel might attract customers due to its attractive interior, good exterior ratings, and convenient positioning. The visual presentation and reputation also play a role in the perception of high quality and reliability. The other parts of this hotel can also attract people. 


	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 not displayed on the site and are normally gained with the help of third-party reservation systems. This can be attributed to the changing nature of the pricing, where prices fluctuate depending on the availability and demand. Although this is a flexible approach, it can decrease customer transparency. The pricing is more or less the perceived value of the boutique experience, with the premium positioning and service expectations of the hotel.


	Section 4 – Searchability


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

	
	2. Hotel Edgbaston

	
	3. Luxury hotel in Birmingham

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


	Answer: 
The company webpage tends to feature in the top ten results, especially whenever the searches are location-specific, like Hotel Edgbaston. Nevertheless, in the case of more general keywords such as Luxury hotel Birmingham, bigger chain hotels and reservation systems tend to be ranked higher because of better search engine optimisation (SEO) and domain authority. The search results show that the site has a good level of online presence.

	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: 
In the UK business community, websites continue to be very pertinent in the contemporary business since it is a focal point of information, branding and customer communication. Although social media aids in marketing and connectivity, the site offers credibility and total control of the content. It enables businesses to display in-depth information, facilitate bookings, and assist in the decision-making of customers. Also, online sites add to search engine exposure, which helps companies access more people. In other industries like the hospitality industry, customers use websites to compare services, availability and quality. Thus, in spite of the development of other digital media, websites remain very instrumental in creating the aspect of trust, professionalism and accessibility in contemporary business settings.

	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:  Among the recommendations, a fully functional on-site booking system would be one of the solutions for this hotel. This would enhance the user experience as the customers would be able to make reservations without leaving the site. The process of booking works smoothly, it decreases the friction, and it may result in higher conversion rates. Also, it enhances brand management and reduces reliance on third-party tools. The significance of this enhancement is that in the contemporary environment, customers demand fast and effective online communication, and making the booking process simpler would facilitate their satisfaction, stimulate repeat usage, and eventually promote business expansion.




