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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 loads quickly on both desktop and mobile. The homepage appears without delay, and key information such as services and location is immediately visible. As the site is built on Wix, the layout is lightweight and supports fast loading. Overall, it performs efficiently and provides a smooth first interaction for customers.

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


	Answer: The website includes several sub‑pages such as The Spa, Treatments and Contact. Navigation is simple through the top menu bar, and each page opens clearly. However, some pages contain long blocks of text, which may make information harder to scan. Adding clearer headings or icons would improve navigation.

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

	Answer: Customers cannot make an online booking directly through the website. Instead, users are instructed to call the spa to check availability and arrange appointments. This reduces convenience for customers who expect online booking options, which are common in modern beauty and wellness businesses.


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


	Answer: The website would benefit from an online booking system to increase convenience. Adding a clear price list and breaking long text into shorter sections would make information easier to find. Improving mobile spacing and adding clearer headings would further enhance usability.

	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 website uses calming colours and spa‑themed images, creating a pleasant and relaxing appearance. On desktop, the layout looks clean and balanced. On mobile, some text appears compressed and images resize unevenly, slightly reducing the visual experience. Overall, the design is attractive but could be better optimised for mobile users.

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


	Answer: The site uses warm, inviting images that match the spa environment. The colour palette is consistent, using soft, neutral tones. No videos are included, which could otherwise help showcase treatments or the spa atmosphere. The imagery is effective, but adding short videos or a gallery could improve engagement.


	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 on the website. Customers must call the spa for enquiries. A chat feature would make it easier for customers to ask quick questions, check availability or request information without needing to phone.


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


	Answer: The website does not clearly display social media links. This limits opportunities for customers to explore reviews, photos or updates. Adding visible links to platforms such as Instagram or Facebook would improve trust and customer 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: The website clearly describes the types of treatments offered, including beauty, holistic and therapeutic services. The homepage highlights the spa’s focus on quality and relaxation. However, the lack of a detailed treatment list or pricing may make it harder for customers to fully understand the range of services available.

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


	Answer: Customer reviews are not shown on the website itself. External platforms such as Google and Yell display strong ratings, with customers praising the service and atmosphere. Including these reviews directly on the website would increase trust and help customers feel more confident in booking.

	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 website presents the spa as professional and welcoming, using warm imagery and descriptions of relaxing treatments. The emphasis on atmosphere and personalised service suggests high quality. I would recommend the spa due to its positive external reviews and the calming environment described on the website.

	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 shown on the website, and customers must call to ask about costs. This may be intentional to encourage direct contact, but it reduces transparency. Many customers prefer to compare prices online before booking, so including a price list would improve clarity and trust.


	Section 4 – Searchability


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

	
	2. Beauty treatments Harborne

	
	3. Massage Birmingham

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


	Answer: When searching for the business name, the spa appears immediately. However, when searching general terms such as “Harborne spa” or “massage Harborne,” the website does not appear in the top ten results. This suggests limited search engine optimisation.

	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 remain essential for UK businesses because customers expect to find information quickly and easily online. A website acts as a first impression and helps customers decide whether to trust a business. Research shows that websites are an important part of customer engagement and influence whether customers return (Demangeot & Broderick, 2016). Even with social media, websites provide a central, reliable place for customers to check services, contact details and opening times. For service businesses like spas, a website is still highly relevant.

	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 most important improvement would be adding an online booking system. This would make the website more convenient and modern, allowing customers to check availability and book instantly. It would also reduce the need for phone calls and improve the overall user experience. Research shows that usability strongly influences customer satisfaction and intention to reuse a website (Jongmans et al., 2022), so adding online booking would significantly improve the customer journey.
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