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	Student Number
	2441635
	Student Name
	Iain Byrne

	

	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 website loads within 3 seconds, with clear images and menus appearing promptly. No major lag or broken elements were observed.

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


	Answer: 
1b. Sub-pages & navigation:
There are many sub-pages (Stay, Dine, Events, etc.), all accessible via a top navigation bar and dropdown menus, making it easy for users to explore different sections.

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

	Answer:
Yes a “Book Now” button on the homepage and guest accommodation pages allows room reservations directly through the website.

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


	Answer:
Adding a sticky header, breadcrumb trails, and live chat support would improve ease of navigation and help users find information faster


	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 design is elegant and modern with a muted colour palette and high‑quality photos. On mobile, the layout adjusts well, though some buttons feel small for touchscreen users.

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


	Answer:
The site uses professional photography of rooms and events, accentuated by soft greys and teals. While there’s no video, the consistent colour scheme creates a refined, country‑house feel.

	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’s no live chat feature. Contact is via phone or email only, which may delay enquiries and reduce convenience for potential guests.


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


	Answer: 
Social icons (e.g. Instagram, Facebook) feature in the footer. They work and open respective pages but could be more prominent or interactive to boost engagement.

	
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:

Services accommodation, dining, events, spa, and private hire are clearly listed with descriptions and links on the homepage.

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


	Answer:
Customer reviews are visible on Booking.com and third‑party sites but not embedded on the main site. The external reviews appear recent, from 2024/25.

	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: 
High‑quality linens, bespoke décor, top‑tier amenities (4K TV, Netflix, Disney+, roll‑top baths) highlight luxury. It’s a great recommendation for a romantic or stylish stay.

	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:
Room prices aren’t shown on the official site—they require booking input. This may be intentional to encourage enquiries or dynamic pricing strategies.


	Section 4 – Searchability


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

	
	2.Highfield Town House

	
	3. Edgbaston hotel

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


	Answer: Yes, the hotel’s website appears within the top ten results for these searches and ranks 1–3 on the first page.


	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: 
Websites remain essential for UK businesses, especially independent hotels. They provide brand storytelling, showcase visuals, allow bookings, and act as a primary touchpoint. While social media and OTAs are important, the website remains the most controlled and trusted source for information and reservations (especially among higher‑value 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: Implement a live‑chat or AI chatbot to improve customer engagement and instant answers. This would increase conversion rates and user satisfaction, especially as guests expect immediate support on modern hotel websites.
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