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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 website loads quickly no lags or delays.


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


	Answer: Yes the Highfield Town House Hotel website does have sub-pages.


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

	Answer: Yes customers can make bookings via the webpage which is very convenient.


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


	Answer: I do not see any room for improvement as the website contains a section where you can make bookings, it contains many sub-pages and the website is easy to navigate.


	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 website is very pleasant to look at. I say this because it consists of slideshows of the services they offer, it uses a range of eye catching colours and minimal writing.


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


	Answer: the website uses imagery effectively by using large photos of mouth-watering food to entice customers. Slideshows are also used effectively with the background showcasing different items from the menu so you do not need to scroll. Also the collours compliment all the pictures and the general design of the website.


	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: Yes the website uses online chat tools such as their social media handles and a contact number that customers can use to enquire for the services being advertised.


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


	Answer: The social media links on the website are very effective once you click on them, the customer is sent straight to Highfield Town Hotel’s social media where they use this to also advertise their services.


	
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: According to Zollo et al., (2020) social media has not only been considered crucial in the exchange of information and ideas but increasingly to deliver unique and valuable brand experiences, and the company has used the website to enhance customer experience because their services have been made clear by using photos of food to make it clear to customers what services they offer.


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


	Answer: customer reviews are made via the social media platforms that are displayed on the website. Han and Kim, (2020); Kim and Ko, (2010) states that social media can improve customer trust, so the use of social media platforms for reviews is a good option.


	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 service being offered by the company is presented as high quality by their clean and modern layout with consistent branding. Demangeot and Broderick, (2016) in their study stated that a first online navigation can determine the future of a customer’s relationship with retailers and their offerings, and due to the company’s advanced use of colours, contrasts and fonts I would personally use the services being offered and I would also recommend the company’s services to my friends and family.


	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. The price of each item can be found in the menu and the prices seem just right for the quality on their online marketing, this will aid customers to make a decision before booking which is very convenient.


	Section 4 – Searchability


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

	
	2.eating place

	
	3.dining outlet

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


	Answer: When I type in my selected words the company’s website does not appear in the top ten 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: Yes I do feel that websites still have relevance in modern UK business. I say this because, Kotler et al (2018) in their study stated that using social media as a direct form of marketing, offers businesses a range of advantages, for instance utilising the web gives companies a chance to reach customers worldwide and not be limited to a fewer range of 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: NFI (2021), states that the goal of a company utilising social media should be to deliver helpful material to your customers so that they can promote your business to others, and I feel as if the Highfield Town House Hotel has made their online website easy to navigate, advertises high quality services for a reasonable price and I don’t have any recommendations about how to improve their website. They have made the usability very clear for bookings and enquiries and they are also very interactive with their customers which will promote customer satisfaction.
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