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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? 


	 The website loads quite quickly on both computers and phones. The pictures and text appear without too much delay, which makes it easy to use. On slower internet, the big images take a little longer, but it is not a major problem. Overall, the speed is good enough for most customers.


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


	 Yes, the website has several sub-pages such as Rooms, Dining, Gallery and Contact. These can be reached through the menu at the top or links at the bottom. The layout is simple, and customers can find what they are looking for without much difficulty. A few extra navigation tools could make it even clearer.


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

	 Yes, customers can book directly on the website. The “Book Now” button takes them to a booking page where they can choose dates and see which rooms are free. The process is straightforward and does not take long. The only small issue is that the booking opens in a separate window, which is not as smooth as it could be.


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


	 The website works well, but there are some ways to make it better. A navigation bar that stays on the screen when scrolling would be helpful. Adding a search box would also allow people to find information more quickly. Making the website more accessible for people with disabilities would also improve usability.


	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? 


	 The website looks clean and stylish. It uses good quality images that show the hotel clearly. On a computer the pictures stand out more, while on a phone the site is still easy to use but some images appear smaller or slightly cropped. The design works well overall but feels a little better on larger screens.


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


	 The website uses a lot of professional photos to show off the hotel and its rooms. The colours are simple and soft, which gives it a luxury feel. However, the site does not use video at all. A short video of the hotel and surroundings would probably help attract customers even more.


	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? 
 

	 There is no chat tool on the website. This means customers need to email or phone the hotel if they have questions. While this still works, it may take longer to get answers. Adding a live chat or even a chatbot would make the site more modern and could encourage more bookings.

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


	 The website has links to Instagram and Facebook in the footer. These links work and take the user to the hotel’s social pages. The social media accounts show more photos and give an idea of the hotel’s atmosphere. The links could be displayed more clearly on the homepage, as at the moment they are easy to miss.


	
Section 3 – Perceived Value

(75 words maximum for each answer)

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


	 The services are explained on different pages. The Rooms page shows accommodation choices and the Dining page explains food options. Each page has text and photos that make the services look appealing. The information is clear, but it might be better if there was one summary page showing everything in one place.


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


	 Customer reviews are not shown on the website itself. Instead, people need to check sites like Google Reviews or TripAdvisor. These are up to date, but it would be more useful if the hotel included some reviews directly on its own website. Reviews help build trust and are very important for new customers.


	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? 


	 The website presents the hotel as high quality by using stylish design, clear descriptions, and professional photography. It gives the impression of being a boutique and luxury service. I would recommend it to friends or family for a special occasion, such as a weekend break or anniversary, because it looks unique and personal compared to large hotel chains.

	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? 


	 Prices are not clearly listed on the website pages. Customers only see them when they go through the booking system. This may be done to make people engage with the booking process before seeing costs. The hotel is presented as a luxury service, so keeping prices less visible could be a way to highlight exclusivity.


	Section 4 – Searchability


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

	
	2. Luxury hotel Birmingham

	
	3. Townhouse hotel Birmingham

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


	 Yes, the website comes up near the top for “boutique hotel Edgbaston” and also for “townhouse hotel Birmingham.” However, for “luxury hotel Birmingham,” the site is lower down the list because bigger hotels dominate the search results. This shows that the site works well for niche searches but is not as strong for wider terms.


	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. 

	 Websites are still very relevant for businesses today, especially in the UK. Even though social media is popular, most customers still check a company’s website before buying or booking. A website shows professionalism and builds trust. It also gives more detail than social media can. In hospitality, websites are especially important because people like to see rooms, services and location before making a booking. Direct booking systems on websites also save money for businesses by reducing the need for third-party sites.


	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? 


	 If I had to recommend one improvement, I would suggest adding customer reviews to the website. Research shows that nearly everyone reads reviews before deciding where to stay. At the moment, reviews are only visible on other platforms. Adding them directly on the hotel’s site would make it easier for customers to trust the service. This small change would probably improve bookings because people feel more confident when they can see what others have said.
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