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	Student Number
	2439084
	Student Name
	Denisa Alexandra Sperlea

	

	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: 
Opens easily and quickly in seconds

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


	Answer: The website has few sub-pages. Most visitors will use the main navigation menu at the top of the page


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

	Answer: Yes- the Highfield Edgbaston website does allow customers to make a booking directly online


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


	Answer: Clearer menu labels, sticky navigation bar, booking process, content layout, accessibility


	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 webpage looks pleasant and polished on both desktop and mobile. On mobile, however, usability could improve by making booking buttons and key info more immediately visible without heavy scrolling


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


	Answer:Imagery: central, aspirational, helps customers imagine the experience
Video: minimal or absent- keeps the site clean and fast, but could be more engaging with short clips
Colour: understated, sophisticated, consistent with the brand-avoids distraction, keeps focuson the venue itself


	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 site doesn’t use an online chat tool. While this keeps things straightforward, it slightly reduces convenience for customers who expect instant answers when browsing online


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


	Answer: the social media links are effective in connecting customers to more dynamic content, but the site could, leverage them more actively (e.g., embedding feeds, showcasing reviews) to boost engagement and trust


	
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 website does make the services clear through structured pages, strong visuals, and booking options.However. clarity could be further improved by simplifying and surfacing key service messages earlier in the user journey


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


	Answer:The Highfiels Edgbaston website does not proeminently feature customer reviews directly on its pages. However, it does provide links to its social media profiles on Facebook and Instagram, where customer feedback and interactions are visible


	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 Highfiels Edgbaston presents itself as high quality through its professional design, polished imagery, clear services, and social proof. A visitor would use or recommend it because of its versatility, reliability, inviting atmosphere, making it a trustworthy choice for dining, staying or events


	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:Prices are partially available but not fully transparent for all services. Where visible,prices reflect the quality of food, drink and accommodation. Not displaying some prices is likely a deliberate choice to allow flexibility and preserve a premeium image, especially for private hire/events.


	Section 4 – Searchability


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

	
	2.boutique hotel Birmingham

	
	3. Birmingham gastropub

	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 Google using the terms “Birmingham gastropub boutique hotel”, “Highfield Edgbaston”, or, “pub with rooms Birmingham” the Highfield Edgbaston website appears prominently in the search results. Specifically, the official website is listed first in the search results, followed by listings on reputable platforms such as Britain’s Finest Hotels and Agoda 


	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 a critical tool for UK businesses. They provide credibility, convenience, visibility and a platform to communicate brand values, complementing social media and other digital channels


	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: recommendation
Add a live chat or chatbot feature and integrate customer reviews more proeminently on the website. Reasoning: Live Chat/ Chatbot many customers have quick questions about menus, room availability, events or special requestes. Currently, enquiries require phone calls or emails, which may delay responses. A chat toll would increase engagement, improve customer satisfaction, and potentially boost bookings.
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