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Section 1 – Usability

(75 words maximum for each answer)

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


	Answer: the website loads relatively quick due to the lack of information on wellness and hospitality, however the map takes longer to load on the desktop compared to the mobile application because the map overlaps the headings, users of the website feel more comfortable with websites they have a good experience with (Aizpurua, et al, 2016). The users of eden spa may not feel comfortable using this website due to the loading problems. 

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


	Answer: it contains 4 subpages such as the home page, information page and 2 others but the map has blocked the title of the 2 of the subpages which can confuse and dissatisfy the user on what they're clicking on. Due to the page being improper it can leave costumers unsatisfied and displeased. 


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

	Answer: No, a customer cannot make a booking directly via Eden Spa Harborne's website at this time. The site provides contact details, including a phone number for appointments, but it doesn't have an integrated online booking system or booking form. That means clients have to call to schedule a treatment. Which not all consumers are comfortable with. This limitation may deter potential clients who prefer the convenience and anonymity of online booking, especially as digital self-service options have become standard in the wellness and hospitality industries (Smith, 2020).



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


	Answer: Eden Spa Harborne's website would benefit from several usability enhancements. Integrating an online booking system would streamline the customer journey and improve convenience (Duckett, 2011). Additionally, optimizing the site for mobile use, incorporating therapist profiles, and displaying high-quality images of the spa would enhance user engagement. Including client testimonials and ensuring consistent visual design would build credibility. These improvements would collectively foster a more professional, accessible, and user-centered online experience for prospective clients.



	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: Eden Spa Harborne’s website, while visually calm and informative, lacks key functional features. Its navigation prompt blocks the Text tiles; limited facility information reduces engagement. and the absence of an online booking system hinders user convenience. On mobile devices, cramped layouts and small touch targets compromise its usability. Additionally, the lack of customer feedback and accessibility features weakens user trust, thus limiting the site's overall effectiveness, professional attractiveness, and credibility (Krug, 2014). 

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


	Answer: Eden Spa Harborne’s website uses imagery and colour minimally and does not incorporate video. The colour palette consists mainly of soft, neutral tones—such as whites and muted greys which convey calmness and align with the spa’s relaxing atmosphere. Imagery is limited, with few photographs used to depict treatments or the spa environment, which may reduce emotional engagement. The absence of video content further limits opportunities to visually communicate the spa’s ambiance, services, and client experience.


	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: Eden Spa Harborne’s website does not incorporate an online chat tool, limiting opportunities for immediate, user-friendly engagement. The sole contact method provided is a telephone number, which may not align with the communication preferences of all users. The absence of a real-time digital enquiry option potentially hinders customer interaction, particularly for users seeking quick clarification on services or availability. Integrating an online chat function could enhance responsiveness, accessibility, and overall user experience by facilitating efficient client communication.


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


	Answer: The social media links on Eden Spa Harborne’s website are present but underutilized. While they provide basic access to platforms such as Facebook. This limits their effectiveness in engaging users and driving traffic to social media, where visual content, updates, and promotions could build a stronger connection with potential customers. Enhanced placement and more active social media would increase their effectiveness as a marketing tool.


	
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 services offered by Eden Spa Harborne are presented clearly through a dedicated “Treatments” section on the website. Each service category such as facials, massages, waxing, and nail treatments is listed with brief descriptions and clear pricing. This straightforward structure aids customer understanding and facilitates decision-making. However, the absence of visuals, detailed service explanations, or customer reviews may limit the depth of engagement. 

	


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


	Answer: The reviews are not readily available for customers to openly see and read through which can cause concern and unsettle the customer. Having such reviews available can enhance customer interactions, boost customer trust and build brand reputation for the progression and success of Eden Spa Harborne 


	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: With the lack of information, description of treatments and its visual imagery. Entailing high quality may be stretched.  though it lacks in certain features it perceives as a usable company that can be useful for its services. Its services are not relatively expensive and can be said to be quite reasonable. In terms of quality with no customer feedback made available to customers on its website or social media platforms. Customers may feel uncertain and uncomfortable with the lack of information and booking services which only cater to one market which can hinder customer engagement. 


	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 made clear next to each individual treatment that Eden Spa Harborne has to offer but due to the lack of treatment description, it makes it uncertain for anyone to know what's included in their purchases besides the main idea of what they came for which in hindsight is a problem for customer satisfaction and ease of mind when planning to make a booking.


	Section 4 – Searchability


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

	
	2.Skincare 

	
	3.Relaxation

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


	Answer: No it does not, with the companies reviews and overall perspective success it falls far down the list because of the strong competition of spas around the UK


	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 important in modern UK company, acting as main source for organisations for brand exposure, customer engagement, and service accessibility. Unlike social media, websites provide businesses complete control over the content, design, and user experience. They improve trustworthiness, optimise search engine visibility, and make it easier to do important functions like online booking and information dissemination. A quality website, especially in service-oriented sectors, is still an important tool for acquiring and retaining consumers in a world that is becoming increasingly digital.


	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: To boost customer satisfaction and brand effectiveness, changes such as a customer reviews page would be added for customers to hear the respective reviews of other customers who have been to Eden Spa Harborne. The location prompt that blocks the text tiles would be moved to another part of the page on the website to where it doesn't cover other texts along the website for an ease in customer usage, More descriptions over the treatments to inform customers of their purchases, add more visuals on the website to paint a picture to the customers of the spas location and its interior and  Have an automated online booking service to boost customer convenience and satisfaction.
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