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	Evaluation

	Section 1 – Usability

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

	Answer: 
Once the website link is clicked, the website opens within a fraction of a second. Willing customers can also use the name of the hotel in the search engine to get access to the hotel’s official webpage. Apart from the official website, customers can also book a room or table at the hotel through third-party travel applications like Booking.com and TripAdvisor.          

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

	Answer: 
The company website does not have multiple pages on the official webpage. However, there are several hyperlinks which help customers navigate through different services offered by the hotel. For example, there are different tabs like Book a Stay and Book a Table through which customers can make bookings or reservations. A prospective customer can further click on the Our Menu option to check out the entire menu or know about the offers by clicking on the Gift Vouchers option.    

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

	Answer: 
The visiting customer does have the option to book a room or a table from the webpage. Once the customer accesses the official webpage of the hotel, two tabs appear on the topmost centre of the webpage. Customers can make bookings by clicking on any one of the tabs as per their preference. Once clicked on Book a Stay, customers will be redirected to another webpage where customers can enter the dates of booking and the number of guests. Types of room available are also visible there (Highfieldedbaston.co.uk, 2025). 

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

	Answer: 
The website has a prominent, easy-to-find booking engine; however, the are no clear illustrations of how far customers are from finalising the booking. Henceforth, the company can focus on developing a progress bar to help customers identify their progress towards booking a hotel room. Highfield Town can also focus on designing a dedicated mobile application to make the webpage more accessible to its customers. The use of precise keywords in the website also needs to be enhanced. 

	Section 2 – Pleasure – Customer Experience

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

	Answer:
The webpage appears to be aesthetically pleasing to customers, with a clear indication and a user-friendly navigation system. The images used in the webpage illustrate the dining areas, carved intricately with peace and sophistication. The view of the website, however, changes a bit once accessed through mobile phones. While the desktop view offers limited information on the front page, there is a range of information present when viewed from smartphones.     

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

	Answer:
As the customers access from their desktops or laptops, the front page showcases a limited use of imagery or other visuals. Two of these images represent beautifully designed platters of some exotic food options offered at the hotel. The other two images represent the dining area of the hotel, offering an essence of rich British culture and sophistication. The colour used to design the website is laurel green, which radiates a sense of tranquillity, growth, and nature.    

	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:
There are no options available for online chats on the front page of its official website. The hotel company does not integrate any AI chatbot for responding quickly to its customers. In order to contact the hotel in cases of emergency or queries, customers can directly call the number provided or send an email to the company’s official email address. In the modernised or digitalised hospitality era, relying on traditional methods can significantly slow down the process of enquiring about a product or service.    

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

	Answer: 
The social media links available at the bottom of the webpage are effective in terms of highlighting customer-generated content. The links presented below take the customers straight to the Facebook and Instagram accounts of the company. Most of the content posted on Instagram focuses on the services offered, including their special menus and being pet-friendly. Similarly, on their Facebook page, various aspects of the hotel and its surroundings are highlighted; nonetheless, the number of views, shares, and comments is comparatively less.     

	Section 3 – Perceived Value

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

	Answer:
The services offered by the company are made clear to the customers through their official webpage and the associated hyperlinks. On the extreme right corner of the page, there is a three-line icon. Clicking on the icon leads to a dropdown menu that illustrates the different range of services that the hotel has to offer. It encompasses planning any outdoor event or celebration. For instance, guests are also allowed to host a wedding celebration on the hotel premises (Highfieldedbaston.co.uk, 2025).    

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

	Answer:
Customer reviews become a crucial aspect at the time of planning a stay at any hotel or accommodation business. The official webpage of the Highfield Town House Hotel significantly lacks this aspect, as there is no sign of any user-generated content or reviews. In order to check the experiences and reviews posted by previous customers, new and willing customers are required to take the help of any third-party application like Tripadvisor or rely on reviews available on Google. These reviews are, however, up-to-date and can be trusted to shape decision-making.    

	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 reviews posted on Google and TripAdvisor advocate for the high-quality service being offered at the hotel. As per the reviews, most customers are impressed with the welcoming and cosy atmosphere inside the hotel premises, with staff being respectful and friendly (Google, 2025). Another aspect that makes the hotel recommendable to family and friends is that it offers a tailored service to its customers. For instance, the wedding area has been developed with a neutral theme, which customers can decorate as per their own preferences.  

	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 website highlights the price of rooms and table reservations based on the requirements of customers (Live.high-level-software, 2025). For instance, in order to book a room, customers are required to fill in details like the number of visiting guests and the dates. Prices are then highlighted based on availability and types of rooms. The prices also highlight the quality of service reflected. Each price depicted is linked with the services to be provided, ensuring there is no hidden charge or point of disparity.  

	Section 4 – Searchability

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

	
	2. Family-friendly hotels in Birmingham

	
	3. Boutique hotels in Birmingham

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

	Answer: 
After using these keyboards for searching the hotel on Google, the name of this hotel appeared in the fifth place in a list provided by Tripadvisor (Tripadvisor, 2025). However, there was no mention of the hotel website in the search results on Google when searched using these keywords. 

	Section 5 – Reflection and conclusion

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

	Answer: 
In the modern-day UK business, especially in the hospitality industry, websites have been found to play a significant role and hold importance (Wong et al. 2020). Despite the presence of online travel agencies, like Expedia and Booking.com, hotels are leveraging their official webpages to communicate directly with potential guests, influence direct booking channels, and build their brands. Booking through the direct websites enables guests to surpass the additional commissions charged by the third-party travel agencies. Furthermore, the websites offer a comprehensive view of the overall services being offered, along with amenities and facilities for local offers and additional discounts. For instance, the website of Highfield Town House Hotel informs about personalised services, which Tripadvisor fails to depict.    

	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: 
It will be beneficial for the organisation is focus is put towards the optimisation of search engines. It will require the business to leverage the keywords that customers mostly use to locate hotels in Birmingham. These keywords can also be incorporated into the company’s website or meta description to enhance the visibility of the company’s website in the search results. Local search processes can also be optimised for enhancing the search results through the hotel’s location and other relevant information (Oblakulov and Kuvandikov, 2025). Leveraging SEO is not only important in improving brand visibility; rather,  it also helps in driving direct bookings for the hotel and ensures cost-effective marketing for the long term. Local SEOs are also crucial to highlight the hotels more precisely when searched through locations.   
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