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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 loads quickly and efficiently, providing a smooth user experience. Pages open within a few seconds, and images and text appear clearly without noticeable delays. Navigation between different sections is fast, allowing users to access information without frustration. The website is well-optimized for both desktop and mobile devices, maintaining good speed across platforms. Overall, the loading time supports a positive first impression and encourages visitors to explore further.



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


	Answer: Yes, the Highfield Town House Hotel website contains several sub-pages, including sections for rooms, dining, special offers, and contact information. Prospective customers can navigate these easily using a clear top menu bar, which remains consistent across all pages. Each menu option leads directly to the relevant sub-page with minimal clicks. The layout is straightforward, with additional links and call-to-action buttons placed smartly throughout the site to guide users quickly to important information and booking options.



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

	Answer: Yes, a customer can make a booking directly through the Highfield Town House Hotel website. The booking system is easy to access, usually through a clearly marked "Book Now" button on the homepage and other key pages. Clicking the button leads to a secure booking platform where guests can select dates, room types, and special packages. The process is straightforward, user-friendly, and provides instant confirmation, making it convenient for prospective customers to complete their reservations.



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


	Answer: The Highfield Town House Hotel website could improve usability by enhancing mobile responsiveness, ensuring all images and text adjust perfectly on smaller screens. Adding a live chat feature would offer instant support to visitors with questions. Improving the visibility of customer reviews and testimonials could also build more trust. Additionally, simplifying the booking form and reducing the number of required fields would make the process faster and more convenient, creating an even smoother user experience.



	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 Highfield Town House Hotel website has a pleasant, elegant design with high-quality images, soft colours, and a clean layout that reflects the hotel’s style. On a computer, the site looks spacious and visually balanced, while on a mobile phone, it remains attractive but slightly more compact. Some minor differences, like smaller text and tighter image placement, are noticeable on mobile. However, the overall aesthetic remains consistent, maintaining a welcoming and professional appearance across devices.



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


	Answer: The Highfield Town House Hotel website uses imagery, video, and colour effectively to create a warm and inviting atmosphere. High-quality photos showcase the elegant rooms, stylish interiors, and charming surroundings, helping customers visualise their stay. Subtle, sophisticated colours like soft creams, greys, and warm accents enhance the luxurious feel. Although video content is limited or absent, the strong use of still imagery captures attention well. Overall, the visual elements align beautifully with the hotel’s boutique brand.



	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: The Highfield Town House Hotel website does not currently feature an online chat tool. Instead, it relies on traditional contact methods like email forms and phone numbers for enquiries. While these options are functional, the absence of a live chat tool can make it slower for customers to get immediate answers. Adding an online chat feature would improve effectiveness by offering real-time support, helping customers quickly resolve questions about bookings, amenities, or special offers.



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


	Answer: The social media links on the Highfield Town House Hotel website are moderately effective. They are visible, usually placed at the bottom of the page, and connect directly to the hotel’s active profiles. However, they could be made more prominent to encourage more visitor engagement. While the links work properly, integrating social media feeds or highlighting recent posts on the website could further enhance interaction and showcase the hotel’s personality, events, and guest experiences more effectively.



	
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 Highfield Town House Hotel are made clear through well-organized sections on the website. Detailed descriptions of room types, dining options, and special packages are easy to find under clearly labelled menu headings. Additional information about amenities, local attractions, and customer benefits is provided through text and images. Call-to-action buttons and concise content help guide customers smoothly, ensuring they understand exactly what the hotel offers before making a booking or enquiry.



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


	Answer: Customer reviews for The High Field Town House are not directly displayed on the hotel's official website. However, prospective guests can find extensive and up-to-date reviews on reputable third-party platforms such as Booking.com, Expedia, and TripAdvisor. For instance, Booking.com features numerous reviews from guests who stayed as recently as January and February 2025, offering insights into room comfort, cleanliness, and service quality. These external sources provide valuable, current feedback to help customers make informed decisions. (The High Field Town House, Birmingham | HotelsCombined, 724 Verified Hotel Reviews of The High Field Town House | Booking ...)



	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 Highfield Town House Hotel presents its service as high quality through elegant website design, detailed descriptions of luxury rooms, and emphasis on personalized guest experiences. High-end amenities, stylish interiors, and professional photography further highlight its premium offering. I would use or recommend this hotel for its boutique charm, excellent location, and attention to detail. It’s ideal for someone seeking a comfortable, beautifully designed place to stay with a warm, welcoming atmosphere and outstanding service.



	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: Yes, prices are made clear to customers on the Highfield Town House Hotel website, particularly through the booking system where rates are displayed based on room selection and dates. The prices reflect the high quality of service, luxury accommodations, and prime location advertised. They are positioned to match the boutique, premium experience the hotel promises. Transparent pricing helps build trust with potential guests, reinforcing the impression of value and professionalism throughout the booking process.



	Section 4 – Searchability


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

	
	2.Hotel

	
	3. Birmingham

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


	Answer: Yes, when you search for "boutique hotel Birmingham" on Google, The High Field Town House's official website appears within the top ten results. Specifically, their site is listed as "STAY WITH US | The High Field, Edgbaston" and provides comprehensive information about the hotel, including room details, booking options, and contact information. This prominent placement ensures that prospective guests can easily find and access the hotel's official website when searching for boutique accommodations in Birmingham. (STAY WITH US | The High Field, Edgbaston)



	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: Yes, websites still have strong relevance in modern UK business. A professional website acts as a company’s digital storefront, offering customers instant access to information, products, and services. In a competitive market, a well-designed website builds credibility, trust, and brand identity. Even with the rise of social media and third-party platforms, many customers prefer to visit an official website for accurate details and direct bookings. Websites also improve a business’s visibility through search engines like Google. In industries like hospitality, such as the Highfield Town House Hotel, a website is essential for showcasing the quality of service, managing bookings, and communicating special offers. Without one, businesses risk appearing outdated or less trustworthy compared to competitors who maintain a strong online presence.



	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: I would recommend that the Highfield Town House Hotel add a live chat feature to their website. This improvement would allow prospective customers to get instant answers to questions about room availability, special offers, and amenities without needing to call or email. In today’s fast-paced digital world, customers often prefer quick, real-time communication when making decisions. A live chat tool could also help capture bookings that might otherwise be lost if a user leaves the site to seek information elsewhere. It would show that the hotel values customer service and convenience, aligning with the high-quality experience they promote. Additionally, it could create more opportunities for personalized service, further enhancing the boutique and welcoming image the hotel aims to project.
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