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Website Evaluation

Website evaluation is ‘the act of determining a
correct and comprehensive set of user require-
ments, ensuring that a website provides useful
content that meets user expectations and set-
ting usability goals’ (US Department of Health
and Human Services, 2006 cited in Law, 2019,
p. 3). This evaluation is important in achieving
the objectives of a website from the perspec-
tives of customers, internal organizations, mar-
keting and technical aspects (Morrison, Taylor
and Douglas, 2004; Sun et al., 2017). Websites
act as a medium of communication; they deliver
information, establish relationships with their
stakeholders and market products and services
to customers (Law and Bai, 2006).

In tourism and hospitality, websites are
intended for specific businesses. Some exam-
ples include websites for hotels, destinations,
travel suppliers, airlines, online travel guides,
online travel magazines, travel search engines
and travel blogs (Law, Qi and Buhalis, 2010).
With the various types of websites in tourism
and hospitality, a systematic website evaluation
should be conducted on the basis of a tested
theory and a standardized and measurable
approach. Tourism and hospitality websites
are primarily built for consumers and industrial
practitioners. Therefore, several stakeholders
are involved in the website evaluation process.
In this type of evaluation, the perspectives of
customers, suppliers and a combination of both
are examined (Sun et al., 2017). The evalua-
tion approach for websites should be based on
the company’s objectives, target market and
stakeholders (Law et al., 2010). The website
evaluation process also requires input from the
perspective of stakeholders (i.e., expert and
academic researchers, industrial practitioners,
marketers, destination management organiza-
tions and policy makers).

Previous studies have focused on the
approaches for evaluating websites. In general,
five specific measurement methods are used —
namely, counting, user judgment, automated,
numerical computation and combination (Law
et al., 2010). The counting method evaluates
website attributes by counting the frequency

of the appearance of features. Then, the values
obtained from the quality of the related fea-
tures is compared with the overall performance
scores. This method is used for measurement of
performance, content richness and design qual-
ity through a quantitative approach. However,
it cannot assess the ease of use of the website
from the user’s perspective. In contrast, several
studies use user judgment based on human—
computer interaction by assessing the qual-
ity of the website design. In this method, the
qualitative approach is based on experiential
values and user preferences for website features
and functionality aspects. Website evaluation
through consumer decision making can be
assessed from the parameters of website quality.
In addition, the measurements are based on user
satisfaction or their perceptions on usefulness,
ease of use, accessibility and user attitude (Sun
et al., 2017). However, this approach may not
be able to present a whole picture about website
performance in numerical form. Several stud-
ies have used automated methods via software
systems. Consequently, researchers have devel-
oped software specifically designed for different
research purposes. Previous research indicates
that the applications of a dedicated software
system can provide faster processing and higher
level of consistency (Law et al., 2010).

From the mid-2010s, website evaluation has
used specific mining tools or available online
tools to analyse processes in tourism and hos-
pitality. Apart from the use of software, the
numerical computation method focuses on
mathematical functions to calculate the effi-
ciency and performance of websites. It also
provides faster and more consistent results than
other methods. However, this approach cannot
effectively handle sophisticated processes,
thus potentially causing difficulties for some
users. Since 2015, a combination of methods
from theories and models adopted from other
disciplines have been formulated. Several
studies have used these hybrid methods (i.e.,
automated and user judgment or expert input).
The use of these strategies has created a variety
of outcomes that can address the diverse needs
of a wide range of stakeholders. The numerical
computation approach is a measurable scheme
that is readily replicated and suitable for appli-
cation in long-term strategies.

Changes in assessment standards have moved
from a narrow focus toward the evaluation of
website features that reflect the overall user
experience in terms of customer satisfaction,
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functionality, usability, intention to purchase and
an understanding of the psychological aspects of
using websites to encourage consumers’ favour-
able behaviour (Law, 2019). Thus, an effective
and reliable method is essential to maintain
service performance and website usability.
Continuous evaluations on a website will cer-
tainly affect users’ decision-making experiences,
which, in turn, can help the organization achieve
its long-term goals (Qi, Law and Buhalis, 2015).
Website evaluation has used several models —
namely, the new model and adopted/modified
model evaluated by time, adopted methodology
and the specific method used (Law, 2019). The
development of website evaluation models in
tourism and hospitality began in the 1990s when
the use of the Internet was growing. Models,
such as the Balanced Scorecard (BSC) and its
modified models, were used for website evalu-
ation. In the 2000s, more modified frameworks
became available, such as the model of Internet
commerce adoption (MICA), its extended ver-
sion (eMICA), online travel service quality
(E-QUAL), and the information system of the
eCommerce success model (Law et al., 2010;
Morrison et al., 2004). New conceptual models
were also developed by scholars in this period.
Examples of these models include the 2QCV3Q
meta model, which is related to tourism iden-
tity, content, service, location, management,
usability and feasibility. Meanwhile, the AIDA

Dimensions and parameters for website evaluation

WEBSITE EVALUATION 731

concept, which consists of attention, interest,
desire and action, emphasized the information
structure and attractiveness of tourism sites (UN
World Tourism Organization, 2005). More new
models emerged in the 2010s, with some of them
focusing on adopting the information, commu-
nication, transaction, relationship and technical
merit (ICTRT) model, online relationship mar-
keting between customers and suppliers, and
electronic customer relationship management
(eCRM). Most of the models applied the trial
and evaluation approach (Sun et al., 2017). In
addition, they were in line with the growing
development of eCommerce activities.

Most works on website evaluation are based
on functionality and usability dimensions. The
table summarizes the measurements for these
website evaluations. Despite the various ter-
minology used to explain the functionality and
usability of the website, these definitions are
considered essential elements of the website
assessment (Law, 2019).

The first dimension is functionality, which
refers to the availability of information, content
and site management. These factors are very
crucial in supporting the communication pro-
cess. The quality of the content or features are
the vital factors for the effectivity of the web-
site. Moreover, the quality of the information
provided to its users can be evaluated on the
basis of their features and their effectiveness

Dimensions Parameters

Functionality

Accurate information, added value, aesthetic, brochure request service, communicative,

comprehensive information, content, contact information, design attractiveness, sending eCards,
easy-to-find information, easy-to-complete transaction, email newsletter, emotional appeal,
experience, feedback system, facilities information, foreign currency converter, frequently asked
questions (FAQs), identity, images, impression, in-depth information, index page, information
quality, information richness, innovative, interactive feature, Internet-based application,
membership availability, mobile-friendly, multimedia, multilingual capabilities, payment,
persuasive, personalization, reservation, rapid linkage, site management, search function, service
or product information, social media extension, support services, surrounding area information,
textual information, timeliness of information, transaction support, user interface, updated
information (i.e., event, location and weather), visual appearance, visual information, web design

and well-arranged categories

Usability

Accessibility, booking rate, credibility, customer relationship management, ease of use, ease of

physical access, easy to navigate, easy-to-find information, effectiveness, efficiency, eBusiness
services as media transaction (i.e., booking system, payment system, security, and ease of login),
findability and search engine optimization (SEO), fulfilment, information architecture, layout

and graphics, purchase intention, query system, relational, relevant response time, relevant link
provided, safety certificate, search filter and sort, speed, system quality, usability of language, user
friendly, user satisfaction, visual/graphical representation, website supportiveness, website quality

and website management
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(Ip, Law and Lee, 2011). With the development
of social media and the use of mobile devices, a
growing number of people have been using the
latest technology, such as mobile applications.
The advent of mobile marketing (mMarketing)
has compelled organizations to adapt mobile-
friendly web designs.

The second dimension is usability, which
focuses on the evaluation of website features
that reflect the overall website experience not
only in terms of customer satisfaction and inten-
tion to purchase but also of the psychological
aspects of using websites to influence consum-
ers’ behaviour (Law, 2019). This dimension uses
several parameters, including website effective-
ness, supportiveness, ease of navigation and
the growing use of eBusiness services. In the
context of tourism and hospitality, a website is
one of the starting points where customers meet
with organizations/service providers to search
for information. Therefore, ensuring quality ser-
vice through websites is crucial. Website service
quality is a major determinant of the success
of services carried out online. In addition, user
experience (UX) is the key for making a website
efficient, as feedback from users support the
improvements and continuous development of
the website itself. The quality of the website can
also create a positive attitude, build trust and
increase satisfaction to provide better solutions
and experiences for website visitors. In addition,
several criteria are used to measure the perfor-
mance of the website. These criteria include
speed, system quality, findability and search
engine optimization (SEO), which encourage
people to search, click and discover the contents
of the website. Web traffic has a high correlation
with the success of an eBusiness service, which
can be gauged through the booking system sup-
port with a reliable payment system and security
of the website.

Studies on website evaluation in tourism
and hospitality have increased in recent years
because websites have become an integral part of
an organization’s strategy, which can lead to its
subsequent growth and increase its competitive-
ness. Information and communications technol-
ogy trends, such as the adoption of social media
and Mobile 2.0, will challenge web designers
to provide a more responsive and interactive
experience on smaller mobile devices. The
adoption of artificial intelligence and big data
has changed the productivity and efficiency
of the tourism and hospitality industry. These
new trends will reconstruct models, parameters,

XIAOXIAO FU AND BINGNA LIN

methods and users’ involvement for future web-
site evaluation processes.

ROB LAW AND

FAJAR KUSNADI KUSUMAH PUTRA
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Website evaluation is ‘the act of determining a correct and comprehensive set of user requirements, ensuring
that a website provides useful content that meets user expectations and setting usability goals’ (US
Department of Health and Human Services, 2006 cited in Law, 2019, p. 3). This evaluation is important in
achieving the objectives of a website from the perspectives of customers, internal organizations, marketing
and technical aspects (Morrison, Taylor and Douglas, 2004; Sun et al, 2017). Websites act as a medium of
communication; they deliver information, establish relationships with their stakeholders and market products
and services to customers (Law and Bai, 20086).

In tourism and hospitality, websites are intended for specific businesses. Some examples include websites for
hotels, destinations, travel suppliers, airlines, online travel guides, online travel magazines, travel search
engines and travel blogs (Law, Qi and Buhalis, 2010). With the various types of websites in tourism and
hospitality, a systematic website evaluation should be conducted on the basis of a tested theory and a
standardized and measurable approach. Tourism and hospitality websites are primarily built for consumers
and industrial practitioners. Therefore, several stakeholders are involved in the website evaluation process. In
this type of evaluation, the perspectives of customers, suppliers and a combination of both are examined
(sun et al, 2017). The evaluation approach for websites should be based on the company’s objectives, target
market and stakeholders (Law et al, 2010). The website evaluation process also requires input from the
perspective of stakeholders (i.e, expert and academic researchers, industrial practitioners, marketers,

destination management organizations and policy makers).

Previous studies have focused on the approaches for evaluating websites. In general, five specific
measurement methods are used — namely, counting, user judgment, automated, numerical computation and
combination (Law et al, 2010). The counting method evaluates website attributes by counting the frequency
of the appearance of features. Then, the values obtained from the quality of the related features is compared
with the overall performance scores. This method is used for measurement of performance, content richness
and design quality through a quantitative approach. However, it cannot assess the ease of use of the website
from the user’s perspective. In contrast, several studies use user judgment based on human—-computer
interaction by assessing the quality of the website design. In this method, the qualitative approach is based
on experiential values and user preferences for website features and functionality aspects. Website evaluation

through consumer decision making can be assessed from the parameters of website quality. In addition, the
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measurements are based on user satisfaction or their perceptions on usefulness, ease of use, accessibility
and user attitude (Sun et al, 2017). However, this approach may not be able to present a whole picture about
website performance in numerical form. Several studies have used automated methods via software systems.
Consequently, researchers have developed software specifically designed for different research purposes.
Previous research indicates that the applications of a dedicated software system can provide faster

processing and higher level of consistency (Law et al,, 2010).

From the mid-2010s, website evaluation has used specific mining tools or available online tools to analyse
processes in tourism and hospitality. Apart from the use of software, the numerical computation method
focuses on mathematical functions to calculate the efficiency and performance of websites. It also provides
faster and more consistent results than other methods. However, this approach cannot effectively handle
sophisticated processes, thus potentially causing difficulties for some users. Since 2015, a combination of
methods from theories and models adopted from other disciplines have been formulated. Several studies
have used these hybrid methods (i.e, automated and user judgment or expert input). The use of these
strategies has created a variety of outcomes that can address the diverse needs of a wide range of
stakeholders. The numerical computation approach is a measurable scheme that is readily replicated and

suitable for application in long-term strategies.

Changes in assessment standards have moved from a narrow focus toward the evaluation of website
features that reflect the overall user experience in terms of customer satisfaction, functionality, usability,

intention to purchase and an understanding of the

psychological aspects of using websites to encourage consumers’ favourable behaviour (Law, 2019). Thus, an
effective and reliable method is essential to maintain service performance and website usability. Continuous
evaluations on a website will certainly affect users’ decision-making experiences, which, in turn, can help the
organization achieve its long-term goals (Qi, Law and Buhalis, 2015). Website evaluation has used several
models — namely, the new model and adopted/modified model evaluated by time, adopted methodology
and the specific method used (Law, 2019). The development of website evaluation models in tourism and
hospitality began in the 1990s when the use of the Internet was growing. Models, such as the Balanced
Scorecard (BSC) and its modified models, were used for website evaluation. In the 2000s, more modified
frameworks became available, such as the model of Internet commerce adoption (MICA), its extended
version (eMICA), online travel service quality (E-QUAL), and the information system of the eCommerce
success model (Law et al, 2010; Morrison et al,, 2004). New conceptual models were also developed by
scholars in this period. Examples of these models include the 2QCV3Q meta model, which is related to tourism
identity, content, service, location, management, usability and feasibility. Meanwhile, the AIDA concept, which
consists of attention, interest, desire and action, emphasized the information structure and attractiveness of
tourism sites (UN World Tourism Organization, 2005). More new models emerged in the 2010s, with some of
them focusing on adopting the information, communication, transaction, relationship and technical merit
(ICTRT) model, online relationship marketing between customers and suppliers, and electronic customer
relationship management (eCRM). Most of the models applied the trial and evaluation approach (Sun et al,,

2017). In addition, they were in line with the growing development of eCommerce activities.

Dimensions and parameters for website evaluation

Dimensions Parameters

Accurate information, added value, aesthetic, brochure request service,
Functionality communicative, comprehensive information, content, contact information,
design attractiveness, sending eCards, easy-to-find information, easy-to-
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Dimensions Parameters

complete transaction, email newsletter, emotional appeal, experience, feedback
system, facilities information, foreign currency converter, frequently asked
questions (FAQs), identity, images, impression, in-depth information, index page,
information quality, information richness, innovative, interactive feature, Internet-
based application, membership availability, mobile-friendly, multimedia,
multilingual capabilities, payment, persuasive, personalization, reservation, rapid
linkage, site management, search function, service or product information, social
media extension, support services, surrounding area information, textual
information, timeliness of information, transaction support, user interface,
updated information (i.e, event, location and weather), visual appearance,
visual information, web design and well-arranged categories

Accessibility, booking rate, credibility, customer relationship management, ease
of use, ease of physical access, easy to navigate, easy-to-find information,
effectiveness, efficiency, eBusiness services as media transaction (i.e., booking
system, payment system, security, and ease of login), findability and search
. engine optimization (SEO), fulfilment, information architecture, layout and

Usability graphics, purchase intention, query system, relational, relevant response time,
relevant link provided, safety certificate, search filter and sort, speed, system
quality, usability of language, user friendly, user satisfaction, visual/graphical
representation, website supportiveness, website quality and website

management

Most works on website evaluation are based on functionality and usability dimensions. The table summarizes
the measurements for these website evaluations. Despite the various terminology used to explain the
functionality and usability of the website, these definitions are considered essential elements of the website

assessment (Law, 2019).

The first dimension is functionality, which refers to the availability of information, content and site
management. These factors are very crucial in supporting the communication process. The quality of the
content or features are the vital factors for the effectivity of the website. Moreover, the quality of the
information provided to its users can be evaluated on the basis of their features and their effectiveness (Ip,
Law and Lee, 2011). With the development of social media and the use of mobile devices, a growing number of
people have been using the latest technology, such as mobile applications. The advent of mobile marketing
(mMarketing) has compelled organizations to adapt mobile-friendly web designs.

The second dimension is usability, which focuses on the evaluation of website features that reflect the overall
website experience not only in terms of customer satisfaction and intention to purchase but also of the
psychological aspects of using websites to influence consumers’ behaviour (Law, 2019). This dimension uses
several parameters, including website effectiveness, supportiveness, ease of navigation and the growing use
of eBusiness services. In the context of tourism and hospitality, a website is one of the starting points where
customers meet with organizations/service providers to search for information. Therefore, ensuring quality
service through websites is crucial. Website service quality is a major determinant of the success of services
carried out online. In addition, user experience (UX) is the key for making a website efficient, as feedback from

users support the improvements and continuous development of the website itself. The quality of the website
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can also create a positive attitude, build trust and increase satisfaction to provide better solutions and
experiences for website visitors. In addition, several criteria are used to measure the performance of the
website. These criteria include speed, system quality, findability and search engine optimization (SEO), which
encourage people to search, click and discover the contents of the website. Web traffic has a high correlation
with the success of an eBusiness service, which can be gauged through the booking system support with a

reliable payment system and security of the website.

Studies on website evaluation in tourism and hospitality have increased in recent years because websites
have become an integral part of an organization’s strategy, which can lead to its subsequent growth and
increase its competitiveness. Information and communications technology trends, such as the adoption of
social media and Mobile 2.0, will challenge web designers to provide a more responsive and interactive
experience on smaller mobile devices. The adoption of artificial intelligence and big data has changed the
productivity and efficiency of the tourism and hospitality industry. These new trends will reconstruct models,

parameters, methods and users’ involvement for future website evaluation processes.
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