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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	Answer: The site loads fast and it easy to use but the outlook quite outdated. And the website doesn’t work well on phones, which can make it harder for many users to use. Improving how the website works on mobile would really help users. Overall, updating the website design and fixing issues with mobile site can be more easier and nicer to use. These improvements would make the experience better, more convenient, and more enjoyable for a wider range of users.

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


	Answer: The Eden Spa Harborne website has a few sub-pages: Home, The Spa, Treatments, and Contact. It is quite easy to navigate on desktop computers or laptops, with a simple layout and clear sections. However, on mobile devices, the site offers limited viewing and lacks detailed descriptions, making it difficult for users to find the information they need. Improving the mobile responsiveness and adding more content would greatly enhance the user experience, especially for visitors browsing on their phones or tablets.

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

	Answer: There is no online booking option on the site, so customers are asked to call the spa directly instead. This can be frustrating for customers who have busy work schedules and prefer quick, convenient booking methods. Additionally, the contact details are not well-designed or easy to find, making it harder for users to get in touch. Improving booking options and making contact information more accessible would greatly enhance the user experience.




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


	· Answer: The Eden Spa Harborne website can be easier to use by making it work better on phones and tablets. The site should show more details about services on mobile so visitors can find information quickly. Adding an online booking option would help customers book appointments without having to call. The contact information should be easy to find and clearly shown on every page. Updating the website’s look with a fresh design, clear fonts, and simple colours will make it more attractive. Also, making menus easier to use on small screens, like using a hamburger menu, will help visitors navigate. the site faster. These changes will make the website more user-friendly and convenient for everyone. As Jongmans et al. (2022) highlight, website visual design significantly impacts user experience by influencing usability and user pleasure.


	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 has basic features which quite outdated. The computer version is clear and simple to use, but it isn’t very well designed for use on mobile phones. The site struggles with layout issues; some buttons and text are difficult to see, and images can appear small or blurry, making it harder to see for some users. Updating the design to be fully responsive and mobile-friendly would help improve the overall look and user experience on all devices significantly.


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


	Answer: Eden Spa Harborne’s website has soft colours and calm pictures that make the spa look peaceful. But there are not many pictures, and they don’t always look good on phones or tablets. The website doesn’t have any videos to show what the spa is like or what treatments are offered. The colours are nice but don’t help buttons or links stand out. If the site had more pictures, videos, and brighter highlights, it would be easier and nicer for people to use.

	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: No, the Eden Spa Harborne website does not currently offer an online chat tool. Visitors are encouraged to contact the spa directly by phone or email. Nowadays, most online service providers use online chat tools to connect with customers quickly and conveniently. Implementing an online chat service could help Eden Spa engage with customers in a more timely and efficient manner, greatly improving communication and overall customer satisfaction.


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


	Answer: The Eden Spa Harborne website does have social media links, but they are quite small and not very noticeable, making it difficult for visitors to find them quickly. Because of this, users may miss the chance to follow the spa on platforms like Facebook or Instagram. Improving the visibility of these links by placing clear icons in the website’s header or footer would encourage more users to connect with the spa. This could help the spa share updates, promotions, and engage better with current and potential customers. According to Demangeot and Broderick (2016), effective engagement tools such as clear social media links can enhance customer interaction during a website visit.


	
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 most people have a good experience at Eden Spa Harborne, there are a few small problems. Some customers have had issues when booking through websites like Treat well, where the booking doesn’t always match the spa’s schedule, which can cause confusion or double bookings. The spa is also closed on Sundays and Mondays, which might not be convenient for everyone. Their website gives useful information, but it looks a bit old and doesn’t have modern features like live chat or instant booking. Because the spa is quite popular and not very big, it can be hard to get a last-minute appointment. To avoid these problems, it’s best to call the spa directly.



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


	Answer: Eden Spa’s reviews are generally positive but mostly outdated. On Treatwell, it has over 1,100 ratings with a high score, yet many are more than 10 years old. Yell.com lists only two reviews from 2016, Yelp has none, and Facebook’s reviews lack visible posting dates. While past feedback strongly suggests good service and professionalism, the lack of clear, recent reviews makes it hard to know whether the spa’s current standards and customer experiences still match its strong historical reputation.




	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: Although Eden Spa has many positive historical reviews, I would not use their services or recommend them to friends or family at this time. The majority of feedback available online is over 10 years old, with only a handful of more recent comments and no clear, up-to-date customer experiences to judge from. While past ratings suggest good service, it’s impossible to know if the same standards are still in place. I prefer to choose businesses with current, verifiable reviews so I can find better quality full service



	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: Yes, Eden Spa clearly shows its treatment prices on the website, with each service listed alongside the cost. This makes it easy for customers to know what they will pay before making a booking. The prices sit in the middle range compared to other local spas, which seems reasonable given the professional presentation and wide choice of treatments. From the service descriptions and positive feedback in older reviews, the pricing appears to match the level of quality offered.


	Section 4 – Searchability


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

	
	2. Best spa Harborne

	
	3. Birmingham spa treatments

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


	Answer: yes, when I type these search words into Google, the Eden Spa website comes up in the top ten results. It also appears on booking sites like Treatwell and Yell. This makes it easy for people to find the business and see what treatments are available


	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: No, I don’t think websites are always as important for UK businesses as they once were, especially for smaller companies. Many customers now turn to social media platforms like Facebook, Instagram, or TikTok to discover services, read reviews, and make contact. These platforms allow businesses to post updates, photos, and special offers instantly, without the time and cost of maintaining a traditional website. Social media also makes it easier for customers to interact through comments, messages, and likes, creating a more personal connection. While some larger or specialist businesses may still benefit from having a professional website, many smaller companies can operate successfully using only social media, saving time and money while still reaching a wide audience.


	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:I would recommend improving the website by adding an online booking system with real-time availability. Currently, many customers prefer the convenience of booking instantly rather than calling or emailing, and this feature would reduce barriers to purchase. It also helps the business capture more last-minute bookings and provides customers with immediate confirmation, which builds trust and improves satisfaction. Research shows that usability and ease of navigation strongly influence customer engagement and return visits (Jongmans et al., 2022). By making the booking process seamless and efficient, the company can stand out against competitors, increase customer retention, and ultimately boost revenue.
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