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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 Eden Spa Harborne website generally loads quickly on both desktop and mobile platforms, with the homepage becoming visible within a few seconds on a stable broadband connection. Images and the primary menu appear nearly rapidly, with the only possible delay being a few seconds of taking extra time needed to display hi-res images. In general, the page to page navigation is also seamless, and no major loading pauses are registered. But when using a slower connection, then media content can be slightly slower to display.

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


	Answer: 
The site is fairly simple in structure and layout having four key sub-pages namely: Home, The Spa, Treatments and Contact. Such sections can be reached through the mere navigation menu that is placed high on all pages and switching between sections is effortless to the user. The menu options are not hidden anywhere or presented in a complex dropdown structure, but all major information is openly portrayed in sight, yet, with the lowest efforts to find them. This layout meets the requirements of an effective navigation to new customers and returning customers.

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

	Answer: 
The website currently does not provide an integrated online booking system or booking form. Customers wishing to make an appointment must instead use the contact details listed on the Contact page, such as email or phone number, to reach out directly and arrange services. While this method is functional, it may be less convenient than a dedicated booking feature, as customers must manually initiate contact rather than booking appointments directly online through an interactive platform.

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


	Answer: 
The usability would be improved by the incorporation of a safe online reservation system on which the clients could schedule appointments online on the site. It would also help in improving mobile responsiveness like optimizing images and layouts towards smaller screens. It would also assist the users to add visible contact details to all pages and simplify the navigation menu to be clearer. Scheduling and updating information and ensuring that there are instructions to reflect on clearly, the site would become user-friendly in general.

	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 Eden Spa Harborne website features a calming and minimalist design, with a gentle color palette and clean layout that reflect the relaxing spa environment. On desktop, the layout is well-balanced and aesthetically pleasing, with clear navigation and ample white space. On mobile devices, the overall look remains inviting, but some text and images may appear compressed or require scrolling, slightly reducing the visual harmony and ease of navigation compared to the desktop version.

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


	Answer:
The website relies primarily on high-quality, professional images showcasing spa treatments, interiors, and a welcoming atmosphere. No video content is present, but the chosen images are vibrant and appealing, effectively conveying a sense of relaxation and professionalism. The color scheme, consisting of soft neutrals and subtle tones, aligns with spa branding, creating a cohesive and tranquil user experience that is consistent throughout the site and enhances the overall perception of quality and trust.

	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:
There is no online chat tool or live messaging feature available on the Eden Spa Harborne website. Customers cannot instantly communicate with staff or receive immediate responses to inquiries through the webpage. While basic contact details are provided, the absence of a real-time chat function may hinder prompt customer engagement and support. Integrating a chat tool could enhance responsiveness, convenience, and the overall experience for visitors seeking quick answers to specific service or booking questions.

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


	Answer: 
The website displays Facebook and Twitter icons, indicating social media presence; however, these icons are not clearly labeled and do not consistently lead to active, regularly updated pages. The Facebook link may direct users to a general or outdated profile, and the Twitter link is not visibly functioning as intended. Strengthening these links and maintaining active, engaging social media accounts would improve digital communication, foster customer interaction, and potentially attract more visitors through increased online visibility and engagement.

	
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:
Services provided by Eden Spa Harborne are presented on the website under the “Treatments” section, accessible from the main navigation bar. Each treatment type, such as massages or skincare, is clearly labeled and accompanied by concise descriptions, detailing what customers can expect. The information is straightforward, logically organized, and easy to find, ensuring potential clients understand the range of services available without having to search through multiple pages or complex menus for essential details.

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


	Answer:
The website does not display any dedicated section for customer reviews, testimonials, or ratings. There are no visible up-to-date comments from previous clients on any main page, nor are there direct links to external review platforms. The absence of reviews may make it harder for prospective customers to gauge the experiences of others. Adding recent and relevant testimonials would improve trust and provide valuable feedback to new and returning visitors seeking reassurance.

	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: 
Eden Spa Harborne presents its service as high quality through professional imagery, calming website design, and clear, informative descriptions of each treatment. The visual branding reflects a tranquil and luxurious environment, while the text highlights expertise and personalized care. The attention to detail, relaxing color scheme, and well-organized content all contribute to a sense of reliability and professionalism. I would recommend their services for the inviting presentation and emphasis on customer wellbeing throughout the site.

	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 not prominently listed on the Eden Spa Harborne website. The Treatments section describes each service but does not display pricing information. The absence of prices may be intentional to encourage direct contact, allowing for personalized quotes or consultations. Alternatively, it may reflect a desire to keep pricing flexible depending on service customization. However, showing prices would improve transparency and help customers assess value in relation to the professional quality shown throughout the website.

	Section 4 – Searchability


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

	
	2. Massage Harborne

	
	3. Wellness Harborne

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


	Answer: 
When entering “Spa Harborne,” “Massage Harborne,” and “Wellness Harborne” into Google, the Eden Spa Harborne website generally appears within the top ten search results for each keyword combination. Its ranking may fluctuate based on user location, search history, and current Google algorithms, but overall visibility is high. Consistently ranking on the first page increases the likelihood that potential clients will find and visit the website, which benefits the business’s online presence and growth.

	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 are extremely relevant for UK businesses, including those in the wellness sector like Eden Spa Harborne, because they provide a central, trustworthy source of information for customers seeking products or services. According to the Office for National Statistics (2020), more than 80% of UK adults regularly use the internet to research businesses before making purchasing decisions. A professional website enhances credibility, enables businesses to showcase their unique offerings, and supports search engine visibility, which is critical for attracting new clients (Chaffey and Ellis-Chadwick, 2019). While social media is also important, a website allows greater control over branding and customer experience, including features such as booking, reviews, and detailed service information. This makes websites indispensable for reputation management and long-term growth.

	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 major thing that I would recommend to the Eden Spa, Harborne web site is to install an online booking system that is reliable, and enables users to book an appointment online without any inconvenience. Research shows that the ability to self-book appointments online increases customer satisfaction, reduces administrative workload, and improves business efficiency (PwC, 2023). A user-friendly booking tool, accessible on both desktop and mobile, would meet rising consumer expectations for instant digital service, especially in the spa and wellness industry (Pal, 2024). This upgrade would make the website more competitive, help capture additional bookings outside business hours, and provide a seamless customer experience. Ultimately, adding this feature would modernize the business, improve operational processes, and support sustainable growth by responding to evolving market trends.
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