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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 website “Eden Spa Harborne” inserted in Microsoft Edge search bar, appears at the first position in the find list. As soon as you click on it, it takes about 2 to 3 seconds to open the home page, clear and without loading sign. The customer feels confident about the performance of the website. The customer tends to consider a fast-loading website more reliable and professional (Browserstack,2024)


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


	Answer: Eden Spa Harborne website has only tree pages and no sub-pages. One page where they briefly present themselves and what they do, a page with their treatments and prices and last one is the contact page with address, phone number and a frame to send an e-mail. These tree pages are the only ones you can navigate on. Opening the website, the map with their address and position covers two pages. Very poor website, limited navigation.


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

	Answer Make a booking is, make a reservation for something at a certain date and time. In this website there is not the possibility to make a reservation directly. The only possibility offered, is to send an email in which you will tell them what you need. For a booking, you will not have confirmation immediately. So, it is better to give you time from the day you send your email and your reservation date,  


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


	Answer: The usability of a website is the use, by specified users to achieve specified goals with effectiveness, efficiency, and satisfaction in a specified context of use (Dingli A,2014). This website offers only three pages not satisfactory. To enhance it, they should add more page and sub-pages with videos and pictures to show exactly what they do, a chat page for direct contact with the customer, a booking page and a customer review to give voice to the 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: Eden Spa Harborne website looks sad, only three pictures, no video, no animation. The website does not offer attractive presentation. 
On the mobile phone, the appearance looks a little different. The map with the location of the company is on the top and does not cover any page. On the home page you have to click on a menu icon to access the different website pages. The presentation is the same, the contents are the same. 


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


	Answer:  As soon as you enter the website, you are welcome by a nice picture of two flowers with bright colour. Apart this, there are two other dark pictures, one in the spa page, a mirror and a sink, the other one is a woman hair. The pages colour is not pleasant, it does not captivate. The website itself is poor of information, no picture and video. All the images are dark and there are no video and image to illustrate their activity. 


	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: Unfortunately, there is not an online chat tool on this website. The only ways to communicate with the company is either by phone call or by sending them an email. The customer does not have possibility to direct chat with the company. The customer cannot have immediate response about his questions, about some guideline to sort a concern or a dispute. 


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


	Answer: On this website, there are two social media icon links. One is for Facebook and the other one for Twitter. Both do not effectively work, you have not the possibility to enter their Facebook or Twitter page. The company has no video and image. The social media are used by many people and easy to access, it is a quick way to reach customers with images and video. The website does not interact with the customers.


	
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 company, on their website, presents only six different services. It does not explain the services offered, no description on the treatments they practice. You must be a customer who knows about the treatments. For the new customers or someone who want these services, the website does not motivate them with explanation or video to generate engagement. The website does not explain in detail the services offered,


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


	Answer: “Online consumer reviews (hereafter OCRs) are peer-generated evaluations of a product, service, or content regarding price, function, performance, or usage experience in the form of text, images, or videos” (Lili Zheng 2021). The Eden Spa Harborne website presents the services and prices but have not a link, a page or sub-page to give voice to the customer regarding the products they offer. Not having a customer review, does not reassure the customer and does not create engagement.


	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 service, as presented on the website, does not describe why you should use or need their service, how do they proceed with their treatments, nothing is specified. The website gives only service and prices. From the website, the customer come out without emotion, curiosity or information. The only way to recommend the company’s services, it is having been a previous customer or having been directly in touch with the company in the past. 


	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: Here, all services have their price, but there are no details about the treatment offered. The customer is not informed on what exactly he will receive. The customer has no details on the service to be able to evaluate the quality/price. Of course, the customer has the price, but without service details, the customer cannot match the price to the service with satisfaction. The details of a service make see the quality and so the price.


	Section 4 – Searchability


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

	
	2.treatment

	
	3.clinic 

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


	Answer: This website seems to be old; it has been created in 2014 by Wix.com. When the customer enters these tree words, in Google search bar, the website does not appear in the top ten neither in the following top thirty websites. It may have been closed or changed for update or improvement.


	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: By definition, a website is a digital platform where a company can post information, communicate about his business, the services or products it offers (Bistrier.R, 2025). A website offers an interaction between customer and company whatever the distance and allow the customer to be in direct contact with the products or services offered. But a website has relevance in base of how it is structured, how many detailed information it gives (by images or videos) on what the company offered and most important, how by the website, the company communicates with the customer about all his requirements.
Said that, this website, in modern UK business is not competitive, it has no images, no videos, no direct interaction with the customers.


	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: A website is a way for a company to be every where in the world with his services. So, improving and updating his website keep the company in competition.
Eden Spa Harborne website needs a deep improvement. The home page must be attractive with images that shows what the company does. The website must have pages for treatments (with sub-pages for each treatment with a demonstrative image), prices detailed for every service offered, customer review (to share previous customers experience), chat (for instantaneous talk with the customer), booking and then the contact page with phone numbers, address, how to reach the company, an email address. The customer, by the website, must have the feeling to be inside the company in front of a staff member. 
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