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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 webpage was highly responsive.  It loaded rapidly and was effortlessly displayed for my review.  From the moment I clicked on the link, the site sprang into life.


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


	Answer: 
The page incorporates many subpages. A potential client would have to travel through them by clicking on the three lines in the top right-hand side of the webpage [image: ] 
This would provide further information on rooms, prices, and the hotel restaurant.

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


	Answer: Yes, potential clients would have the ability to create reservations using the website, under the heading “STAY WITH US.” 


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


	Answer: As Demangeot and Broderick (2016) suggest, “the website serviceability could be adjusted to reach a broader range of clientele”. By improving the website’s accessibility, more potential customers could engage easily with the platform, access the information that they need and book their hotel stays.


	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 is highly enjoyable. As Jongmans et al. (2022) describe, it evokes that sudden “aha” moment when everything clicks into place. Visually, the site is both colourful and engaging, and it’s been specifically optimised for mobile use. The only noticeable difference on a phone is the reduced image size.


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


	Answer: The webpage employs punchy images to capture potential guests’ imaginations. They are appealing and encourage viewers to picture themselves at the venue. Although there weren’t any videos, the photos were vibrant and colourful enough to engage viewers and pique their interest.

	Question 2c – Has the website made use of an online chat tool on the website? How effective is this in enquiring about the product or service? 
 

	Answer: 
No, the website does not currently utilise a web chat function. While contact details are provided, they are not easily accessible—an area that could be improved to enhance user connectivity. Introducing a live chat feature would allow potential customers to ask questions and receive immediate responses. That said, the hotel does offer a contact number and a “Contact Us” section on the website.

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


	Answer: 
The social platform connections on the website are exceptionally efficient. Many of them work instantly, although some on the subpages may buffer; however, this may depend on connectivity to the website, in addition to the overall internet coverage.


	
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 facilities presented by Highfield Hotel are noticeably evident to the customer as they have individual tabs, making them easily accessible. Such as, 
If a potential guest desired to see the list of options available in the restaurant, they could select the “Our Menu” tab or “Stay with us” to see the styles, availability, and prices of rooms. 

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


	Answer: Although there is no client feedback on the hotel website, one can only assume that this would be available via social media and on independent websites such as Expedia and other hotel websites.


	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 website’s presentation—through its ambience, imagery, and boutique aesthetic—strongly conveys a sense of exclusivity and luxury. The high-resolution photos enhance its visual appeal, while the numerous awards and accolades contribute to an overall impression of sophistication. The hotel is likely to attract couples seeking a romantic getaway, corporate groups planning retreats, and executives travelling for business purposes. I would personally use it and confidently recommend it to a family member or friend.

	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 are made clear to customers. Once the room type has been selected, the price of the room is displayed, along with a range of prices and alternative availability dates. The high-end prices indicate the excellence of the accommodation offered.


	Section 4 – Searchability


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

	
	2. Edgbaston 

	
	3. Birmingham

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


	Answer: 
When I type those three keywords into the search engine, the Highfields website appears first. If I use the words “Edgbaston Highfield, Birmingham,” the hotel again appears as the top result. Additionally, typing “Birmingham Edgbaston Highfield” generates the same outcome.

	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 still hold significance in modern UK business. For hotels, they offer features such as virtual tours of the accommodation, exclusive website-only offers, and up-to-date, honest reviews from real people. While there is awareness that virtual tools can be employed to generate fake positive reviews, a company that stands firm in the exclusivity, uniqueness, and quality of its service would be willing to reflect on less complimentary feedback and celebrate genuine praise. This approach embraces transparency and humility.


	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: 
If I were to make one proposal for enhancing the website, I would ensure that there was a live chat option. This could potentially answer those niggling questions for consumers eager to find out “that one thing” that could prevent them from making that vital booking.
Although there is a “Contact Us” option, this is different from typing a question and getting an instant response. That said, customers could call the phone line and ask, although during peak times, there may not be staff available to answer calls.
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