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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: Website is loading easily and smoothly what all consumers want from a website, no waiting time. Link appears to be responsive and fast.  


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


	Answer: Website that includes sub-pages is far more enjoyable and easier for customer to understand and navigate. Eaden Spa Harborne website contains various sub-pages like: Home, The Spa, Treatments, Contacts. But the page does not have a lot of information in each sub-page, also once the main page is loaded on computer, there is a map with spa location included, but the map image covers two sub-pages which makes it difficult for customer to navigate and see what each page is related to.   


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

	Answer:  No online booking form or direct “Book Now” button is visible on primary pages. Visitors must manually contact the spa via email or telephone to request treatment appointments. Integrating a visible, user-friendly booking tab would improve customer convenience and increase booking numbers from casual browsers without the need to contact company directly (Setmore.com, 2025).


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


	Answer: Eden Spa website is relatively easy to navigate but not visually appealing 
The lack of integrated booking system is a key limitation. Currently, users are directed to contact the spa via phone or email, which is unnecessary and could reduce bookings. Incorporating a dedicated “Book Now” button would make the process smoother.
Two sub-page tabs are covered by google map’s location of the spa facilities that makes it difficult to navigate through tabs for any customer. 


	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 images used are low quality and blurry which makes the website look unprofessional and unpleasant to use. Home page feels empty with minimum text and not informative, that could potentially make customers switch the website off without looking any further. Images used do not pair together and the page looks cluttered.
The mobile version does look much better. Colour ways used look professional and put together, also the map imagine is not covering any of the sub-pages which could lead to customers looking in to services provided by small business 



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


	Answer: Website does include images but poor quality, changing images to high resolution would make the website more appealing for customers to use. No video content is present, short clips illustrating treatments or facility could significantly bring visitors attention. 


	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: Eaden Spa website does not include online chat tool. Nowadays Live chat feature became a necessity that leads to better customer satisfaction. It provides immediate, real-time communication, which can significantly improve customer satisfaction by allowing users to ask questions and receive quick responses without needing to call or wait for an email reply. Implementing this feature could improve bookings.


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


	Answer: Social media links (Facebook, Twitter) are placed in the footer but can be easily overlooked. Their visibility could be improved by integrating an Instagram feed or social media highlights within the design. Facebook link does not work and Twitter account lacks posts made by business to showcase the services provided as well as the spa environment to create customers interest.


	
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: While treatments are listed under a dedicated section, the homepage lacks service detail. Users must research themselves elsewhere to understand offerings like facials, massage, or skincare. Adding icons or images next to each treatment could enhance visual clarity. Overall, while the services are technically present, clearer structure and more detailed explanation of each treatment provided would be beneficial.


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


	Answer: There are no customer reviews available on the actual website. This creates uncertainty and limits proof whether it’s great service provided. According to Willas (2024). Reviews on website are important to build trust with customers, help them in making the decision and it is a great way to expand brands visibility.


	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 site presents an air of professionalism with soothing design, calming branding, and structured content. Treatment descriptions align with skincare and wellness standards. I would use this company’s service to support local small business and receive more personally tailored service than visiting major wellness centres 


	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 website displays clear price list under “Treatments” tab. It increases clarity and encourages enquiries. Including prices in website build trust and transparency and helps customer decide whether service provided is within their budget.


	Section 4 – Searchability


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

	
	2.Massage

	
	3. Facials

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


	Answer: the company’s website does not appear once these broader terms are typed in. This small business can be located when typing full name of the spa centre only.
Eden Spa is lacking online exposure and searchability which could lead to potential new customers reaching the website and making bookings.  


	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 continue to play a vital role in the success of modern UK businesses, particularly in the service and hospitality sectors. Even with the growth of social media platforms, a professionally designed website serves as the central point of contact and information for potential customers. It offers a reliable space where businesses can show their services, communicate their brand identity, and provide important details such as opening hours, contact information, pricing, and booking options. It shows business professionalism, and it can massively impact customer’s interest. 

	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: Website lacks luxury feeling. The images chosen do not look clean and calming blurry images do not make the website visually appealing. 
A well-designed, optimized and calming theme such as soft, natural colours and clean layout will make customers feel inviting. Spa experience is all about relaxing and inviting atmosphere with high end feel that is what the website should represent with easy booking system to reduce customer frustration.
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