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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: Highfield Town House Hotel’s website loads significantly quickly and almost seamlessly. A website speed test using the Pingdom website determined that the loading speed of the website is 2.43 seconds (Pingdom, no date). Baker (2023) recommends that a loading time of 0-4 seconds is optimal for user engagement. Thus, the website’s loading time is reasonably quick, considering that the website of the hospitality business contains high-resolution images of drinks, food, accommodation details and so on.


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


	Answer: Highfield Town House Hotel’s website contains various subpages. Some of the examples include customer signup page, the menu of the gastropub, booking reservations and accommodations, gift vouchers, events, an ‘about’ section, the feedback page, and a information page for interested candidates who want to join the staff. Customers can use top navigation to access these pages. Additionally, the sidebar of the website also helps to navigate these options.


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

	Answer: Customers can make bookings for both table reservations and accommodations, while subpages can be used to place enquires for bigger events such as weddings or outdoor parties. The booking options can be accessed through both top navigation and the sidebar, whereas enquires may only be placed using the options given in the sidebar.


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


	Answer: The website could be improved with a better call-to-action. Additionally, the navigation structure can be made intuitive. The sidebars and top options overlap to a large extant and this could be streamlined for a better user experience by prioritising information hierarchy. One way of achieving greater information hierarchy include the use of headings and subheadings as well as bullet points on the main page without making the sidebar look clumsy (which is the case currently).


	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: Although the website looks pleasant with a thoughtful design, the use of calming colours, and professional presentation, it appears simplistic. A key feature of interactive website design includes the option to scroll (Fitzgerald, 2025). However, this website offers limited scope for scrolling. Compared to its appearance on a computer, its appearance on mobile screen lacks the top navigation options to visit subpages, while the sidebar options stay the same.


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


	Answer: The website’s central page features a slideshow at the top and only another photo, showcasing imageries of a colourful food platter, the sitting arrangement and the bar (Highfield Town House Hotel, no date). Moreover, there is a dedicated photo-gallery page divided in subsections like food and drinks, the town house, the pub and so on. Against the simplistic white backdrop, these images appear to be more vibrant. Overall, the website barely has any video.


	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: As mentioned earlier, enquires can be placed to plan larger events like weddings using subpages of the Highfield Town House Hotel’s website. However, the limitations in its interactive design lacks any online chat tool options. Thus, it can be problematic for a customer to quickly gain accurate information about products and services.


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


	Answer: The website only provides two social media links to Facebook and Instagram. Although the social media pages are limited in number, their location of social media links towards the end of the page can tactically cater to greater user engagement, as well as generating leads, offering better customer service and subsequently growing sales. The social media links are generally effective, with a significantly low loading time that can add to the user experience.


	
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 offered by the business are made clear to the customers through two ways. The first includes explicit listing of the services, particularly including “Book a Table” and “Book a Stay” options. There are dedicated subpages offering more information regarding dining, accommodations and other services offered by the company. For instance, there are dedicated subpages to access the menu (food and bar), book accommodation, and enquire about bigger events like outdoor parties and weddings.


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


	Answer: Up-to-date customer reviews are not present on the website at all. Although there is a subpage encouraging customers to leave their feedback, these are not made public for other customers vising the website.


	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: There are various textual and visual cues that help with establishing the services as high-quality. For instance, the central page advertises the freshness of the food. The descriptions of sunny terraces and an open garden indicate a well-maintained and pleasant atmosphere, referring to the high-quality of the overall experience. The provision of accommodations (for both stay and bigger events) suggests that the offering goes beyond the standard offerings of gastropubs.


	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 of food, wine and drinks and hotel rooms are available on the website, The business claims to offer high quality services and this is reflected through its mid-to-upper tier pricing (Highfield Town House Hotel, no date). Both menus reflect the standard of gastropubs that are generally higher compared to pubs, while they also reflect the use of seasonal ingredients. The availability of boutique accommodations also justifies the mid-to-upper tier pricing.


	Section 4 – Searchability


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

	
	2. Accommodation

	
	3. Birmingham 

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


	Answer: The Highfield Town House Hotel’s website is indeed one of the top ten websites appearing after making a Google search with above mentioned search words, although it is only the tenth one. This suggests that the website has notable online presence, even though its visibility can be improved to ensure it appears higher on the list of websites.


	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: 5a. The relevance of websites for modern UK businesses can be gauged from the statistical data obtained from UK Business Data Survey 2024 that shows that 68% UK businesses have a website (UK Government, 2024). I believe that modern businesses are increasingly incorporating digital storefronts catering to highly digitally engaged customers. As an important marketing technology, websites can help these businesses, particularly smaller or even micro firms, to move beyond traditional marketing measures and embrace digital marketing (McRae, 2023). Additionally, a survey considering North American and UK customers showed that 69% customers visit the search bar when trying to find a business online (Rouse, 2023). Thus, having a website can be significant in terms of getting discovered by potential 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: At the very least, the Highfield Town House Hotel’s website needs three improvements. First, incorporating an Artificial Intelligence (AI) chatbot can enhance the usability of the website, along with its effectiveness of customer engagement based on quick AI-generated responses (Stamkou et al., 2025). Second, making up-to-date high-quality customer reviews visible and easily accessible can lead to enhancing the value and trustworthiness of the services offered by the business (Peña-García et al., 2024). Finally, enhancing visual interactivity adding short but high-quality video content featuring satisfied customers and employees can serve as testimonials, resulting in greater customer engagement, also adding to the enhanced visual design of the website. Thus, these three recommendations may collectively improve website traffic, ultimately resulting in sales growth.
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