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	Evaluation
Respond to each question. 

	Section 1 – Usability

	Question 1a - How quickly and easily does the website load? 


	Answer: The website loads in an estimated 2.7 seconds, depending on the number of images, network speed, and other factors related to loading time. It has been showcased that the web page of Highfield Town House Hotel has not been optimal as it exceeds 2 seconds as per the page loading time, which provides the chances of a lack of quality to their service, with a reduction in user experiences (Highfieldedgbaston, 2025). 


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


	Answer: The website of Highfield Town House Hotel contains a countless number of sub-pages in its drop-down menu and navigation bar. The customers navigate the main sections of the web pages, such as “Make a booking” for the hotel and access dining options, by scrolling to the bottom of the main page of the hotel. The right side of the web page highlights the drop-down menus with diverse options.


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

	Answer: The customers can book a table or room by filling in the date and the expected time to get table options in the hotel. The webpage has set respective dates by default with 2 numbers of people. Customers can customise them by clicking on each option. They have also enlisted their offers in their dropdown menu, and the navigation of the web page has highlighted the links to the hotel, such as Facebook and Instagram (Highfieldedgbaston, 2025). 


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


	Answer: The optimisation of the code of the website helps to enhance loading times with the aim of providing effective user experiences. The responsiveness of the website is required to be focused by the professionals to increase the readability of the website content through the performance of the website by addressing the lack of errors related to loading times or others (Miniukovich et al. 2017). 


	Section 2 – Pleasure – Customer Experience

	Question 2a – How pleasant does the webpage look? Are there any differences in appearance on a mobile phone versus a computer? 


	Answer: The website looks amazing in enhancing the quality of performances in terms of optimising the users’ experiences. The differences with the computer devices for the web pages include vertical scrolling and others, such as the size of the text, as per screen. The difference in the readability has been pivotal for computers due to large screen size and resolution, which increases the readability of the contents of the website. 


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


	Answer: The website has used images of Highfield Town House Hotel as a slideshow at the top of the website to highlight the dining and food of the restaurant associated with the hotel. The colour of food and dining has been a combination of orange, green and violet colours with the aim of attracting its users. In this case, effective usage of the imagery and colour has been pivotal to increase the lead of the users (Więckowska and Rudnicka, 2023).


	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: The website has not used an online chat tool to interact with its users. The needs of effective usage of the tools have importance in communicating with the users of a website to provide real-time solutions in terms of providing dining or food options as per their own choices. Personalisation in the case of effective customer satisfaction plays a vital role in providing the retention of users in the case of Highfield Town House Hotel’s website (Highfieldedgbaston, 2025).


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


	Answer: The website of the restaurant, The High Field, has two social media platform links in the footer section of the home page. These two links are for the social media handles of the restaurant on Facebook and Instagram. These two are the most popular social media platforms around the world, which ensures the brands’ reach to a wide range of customers. The hyperlinks are effective and lead users to the Facebook and Instagram pages of The High Field. On Facebook, the page clearly depicts the restaurant and its recent posts in chronological order, whereas the Instagram page highlights its account on Instagram and all the posts.


	
Section 3 – Perceived Value

	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 to customers through a separate segment on the website named ‘The Good Stuff.’ Along with this segment, a brief summary of the services offered by this hotel is included on the home page of the website to get a quick view of the services available in this hotel. In the dedicated segment, under different sub-headings like specials and seasonal plant-based choices, etc, the company made its offering noticeably clear to customers (Highfieldedgbaston, 2025). 

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

	Answer: There is no dedicated segment on the website for customer reviews; however, only one link is available on the website that helps users reach the reviews of the seasonal menu offered by Highfield Town House Hotel by Olive Magazine on its official Instagram handle. That review took place in 2023, which cannot be considered up to date (Highfieldedgbaston, 2025).

	Question 3c – How is the service presented as high quality? For what reasons would you use the company’s service or recommend it to a friend or family member? 

	Answer: Ensuring a prominent level of service quality is crucial to ensure success in a service economy while establishing service leadership in a sector (Zeithaml, 2010). The services are presented as high-quality services by highlighting its commitment to delivering fresh-quality food items in its restaurant and bar, along with specifications of the location of the hotel, such as a sunny terrace, spacious garden, parking facilities, etc. The hotel also made it clear that its services ensure high quality by showcasing its sustainability commitments and initiatives to glorify its plant-based menu items, collaboration with global farmers, carefully selected wine list, and premium draught beers with a value that effectively aligns quality with variety (Highfieldedgbaston, 2025). The core reason behind using or recommending the services of this hotel is its genuine sustainability commitments, attractive seasonal menu, and beautiful location of the hotel, as well as its parking facilities. 

	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 not clearly mentioned on the website for the customers on the website. However, the hotel used symbols of ‘pounds’ to provide an outline of the pricing for its services, where the number of symbols specified the digits of the price figure, which gives an assumption of the prices of the services (Highfieldedgbaston, 2025). The reason behind not including prices for its services might be its desire to promote personalised engagement while managing competitive pricing.

	Section 4 – Searchability

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

	
	2. Hotels

	
	3. Food

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

	The website did not appear in the top ten search results after typing these words into Google. Highfield Town House Hotel.

	Section 5 – Reflection and conclusion

	Question 5a - Do you feel that websites still have relevance in modern UK business? Explain your answer. 

	Answer: Yes, I strongly feel that websites have relevance in modern UK businesses due to assorted reasons. Websites convey information efficiently and work as a branding technique for businesses. As an example, the website of The High Field has information about their offerings, timings, and nutritional values for the food items, which will help any customers to stay well prepared. In addition, it serves as a great reference tool for suggestions to other customers.
83.5% of business owners in the UK disclosed that websites play a crucial part in their business growth, and around 85% of the UK population likes to shop using online stores. These statistical data denote that websites are still relevant in the modern business world of the United Kingdom (Pratt, 2025).


	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: The one recommendation that can be given to enhance the website of Highfield Town House Hotel is that the company should integrate a dedicated segment to present its customers’ reviews of the services of the hotel, and this segment needs to be up to date with regular reviews. This improvement is needed because people admire reviews of other customers while availing the hospitality services of a company, as people depend on valuable insights of past customers of the service. Also, this step can significantly increase the guest engagement (Sabio, 2024). 
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