[image: ]




CertHE in Business Skills

[bookmark: _GoBack]




Student Name: Al Arafat Sadin
Student Number: 2428111
Course Name: Digital Skills LCLM4002 Lecturer Name: Nishi Ramsurrum 
Session: February 2025 Term



	LCLM4002_BIRM Digital Skills Task 3
Website Evaluation  


	Student Number
	Al Arafat Sadin
	Student Name
	2428111

	

	Website Chosen 
	Eden Spa Harborne–

	Insert hyperlink to website
	https://edenspaharborne.wixsite.com/eden-spa


	

	Evaluation


	
Section 1 – Usability


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


	The Eden Spa Harborne website generally loads in 4 seconds or less, which provides a smooth experience irrespective of device type. The website loads quickly due to the use of lightweight images, although some gallery transition effects cause a brief delay in page loading time. Kotler et al. (2018) explain that speed is an essential factor for customer engagement since most user’s demand sites to load within 3 seconds to maintain their interest and trust.


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


	
The website demonstrates multiple subpages by displaying “Home”, “Treatments”, and “Contact”. Users find the website simple to navigate because its menu bar remains fixed and includes clear call-to-action elements. This structure helps users quickly locate the information they need without confusion. These findings of Demangeot and Broderick (2016), who argue that intuitive navigation improves customer engagement and plays a main role in determining whether a visitor will return. 

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

	
Currently, the website does not integrate a booking system into its platform. Users who visit the site through the website are led to the WhatsApp platform to schedule their appointments. Using this informal booking method works for certain customers yet could possibly discourage professional clients from booking an appointment. According to Kumar & Kumar (2021), an integrated booking system embedded into the platform would enhance user experience while making the customer journey more efficient. 


	

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


	
Usability can be increased by adding a real-time booking tool, improving image load speeds, and ensuring a full mobile responsiveness. Furthermore, optimising image load speeds and making sure full mobile responsiveness would improve user experience across devices.
Adding a search function could also improve site accessibility (Kumar and Kumar, 2021). Jongmans et al. (2022) acknowledge that an improvement of such usability is a key driver of the overall satisfaction of 'users' and the overall evaluation of the website.


	Section 2 – Pleasure – Customer Experience


	Question 2a – How pleasant does the webpage look?  Are there any differences in appearance on a mobile phone versus a computer? 


	
It is designed with a unique, serene spa ambiance. The desktop view is visually appealing, featuring soft color schemes, elegant fonts, and a clean layout. However, when the layout is poor on a mobile, it is missing out on visual harmony, such as compressed text and misplaced images, which reduces visual harmony (NFI, 2021). As per Pandey & Chawla (2020), state that pleasure in the design is a necessity for emotional engagement and return visits.

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


	
The website uses soft tones and professional images that reflect the theme of relaxation, self-care, and luxury, effectively aligning with the brand identity of Spa. There are no videos, but the image galleries have a visual story. This is consistent with Demangeot and Broderick (2016), who commented that powerful visual components deliver unimaginable space in engaging utilising a web based shopping, improving emotional connection and affecting customer decisions. 

	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? 
 

	
There is no live chat integrated for visitors. However, a WhatsApp link serves as a communication link. Embedding a chatbot or live chat tool would make WhatsApp a more professional experience for the client and offer real-time support. Adding such tools would improve customer engagement by providing immediate responses (Demangeot and Broderick, 2016). As per Kotler et al. (2018), they emphasize that the ‘fast, responsive communication tools’ increase a user’s experience and conversion.


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


	
The Facebook and Instagram links are working and direct users to appropriate pages, which are regularly updated with new content, customer interactions, and promotions. This makes the platform both interactive and visible, contributing positively to the online presence of the brand. Social media allows businesses to get a connection instantly with audiences, build digital visibility, and improve customer relationships, which is necessary for maintaining engagement and supporting long-term brand loyalty (NFI, 2021).

	
Section 3 – Perceived Value


	Question 3a -  How are the services offered by the company made clear to customers?


	
Services are explained under the Treatments page, each with short descriptions. However, more details about what to expect from each treatment will strengthen consumer understanding. Jongmans et al. (2022) state that the clarity of the service information is critical for how perceived value affects buying decisions.


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


	
The site does not have reviews featured directly on the site, but they are provided through social media pages. Including second-to-date testimonials on the homepage will help increase trust and transparency. Online reviews matter to build credibility and to affect buying behaviors (Kotler et al., 2018).


	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? 


	
The website’s elegant layout, clean imagery, and calm visuals convey a premium experience. This image is reinforced by reviews on Instagram and Facebook. I would recommend Eden Spa for its boutique environment, the personal care, and professional presentation. Personal service sectors, as such, are powerful motivators for high-quality perception (Pandey and Chawla, 2020).

	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? 


	
No, prices are not listed, likely to encourage direct inquiries. However, this can be personalising the service, but could mean being uncertain. Pricing act of transparency helps build customer trust and trust satisfaction (Kotler et al., 2018). Including approximate pricing would be of benefit to prospective clients who are comparing services.

	Section 4 – Searchability


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

	
	Eden Spa Birmingham

	
	Massage Harborne

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


	
No, the website does not appear in the top ten for common searches all the time. Hence, its SEO may be improved. Keyword optimisation, metadata, and Google My Business registration are critical for boosting online visibility (Kotler et al., 2018).


	Section 5 – Reflection and conclusion


	Question 5a - Do you feel that websites still have relevance in modern UK business? Explain your answer. 

	
Yes, websites are important for UK businesses. While platforms of social media are valuable for engagement and outreach, a business website provides a professional, central space where full brand identity, pricing, service offerings, and booking systems can be clearly presented. A website provides greater control over content and customer interactions, assisting in building trust and credibility. It likewise improves accessibility, permitting potential customers to browse information at any time. Websites can integrate main features such as blogs, booking tools, contact forms, and testimonials, all of which contribute to a seamless user experience (Dwivedi et al., 2023). Jongmans et al. (2022) indicated that websites are the basis of a company’s digital identity and engage, help usability, and provide pleasure.


	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? 


	
I recommend integrating an online booking system. Modern customers expect quick and easy access to services, and the absence of a booking feature may result in missed opportunities. An online booking tool might provide convenience by permitting users to schedule appointments instantly, without the need for back-and-forth communication. This would likewise reduce administrative workload and enhance operational efficiency for the business. Moreover, it aligns perfectly with the premium and professional image of Spa, improving the overall experience of the customer. It also complements the calm, premium branding of Eden Spa, providing a seamless digital experience (Kotler et al., 2018).
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