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	Evaluation


	
Section 1 – Usability


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


	Answer: 
The website is open in about 3–4 seconds on laptop, a bit slower on mobile. Big background image is nice, but it make loading take longer. The Wix banner also make it look not so clean. This can make customer feel website not serious. Load time is important because many user leave if site not quick (Nielsen Norman Group, 2020).

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


	Answer: The site only have 4 pages: Home, The Spa, Treatments and Contact. These are on the top bar. It easy to see but when scroll, the menu disappear. Some links hard to click. No dropdown menus. It work, but basic. Good navigation help customer move fast in website and find what they want (Jongmans et al., 2022).

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

	Answer: No online booking form is there. Page only have contact box to send message and show phone number. It say customer must call for availability. This is not good enough. Many people want book fast without wait reply. No calendar, no booking system. Business maybe lose customer because this is slow. Easy booking make people trust and act fast (Chaffey and Ellis-Chadwick, 2019).

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


	Answer: 
The best improvement is to add online booking. The site also can remove Wix ad on top, make it look better. Menu should stay at top when scroll. Font size can be bigger. These small changes help customer use the site easier and show the business more professional (Nielsen Norman Group, 2020).

	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? 


	Answer: On laptop, it look okay. Nice flower, relaxing feel. But on mobile, some text is not in right place. Text overlap background. Menu is smaller. This make it harder to use for phone. More people use mobile now, so this should be better. The spa feel is nice, but not complete on phone (Kotler et al., 2018).

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


	Answer: It use soft pink flower and green background. This match spa theme. But all images look same style. No video, no photo of real spa or team. It not show how the place look in real life. Good image and video can help customer trust more. Stock image not enough (Demangeot and Broderick, 2016).


	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. Only contact form and phone number. Live chat or WhatsApp would help. Many people want fast answer. With no chat, maybe customer leave and go other spa. Chat give quick support and can increase booking (NFI, 2021).


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


	Answer: There is Facebook and Twitter icon, but they very small. When click, link not working or page is empty. No Instagram. Social media is important to show updates, review and connect with customer. Without it, business look not active (Kotler et al., 2018).


	
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:
Website say massage and skincare, but not show all details. No full treatment list. No example of service. This make it not clear what customer can get. People like to see exact offer. Without that, they feel confused or think it not professional (Chaffey and Ellis-Chadwick, 2019).

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


	Answer: There is no reviews on site. This is big weakness. Today people want see what other customer think. No feedback mean less trust. Reviews also help show good service. Without them, it hard to know if spa is quality (Jongmans et al., 2022).


	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 text use nice word like relaxing and personal. But it only word, no proof. No real photo, no team photo, no award. I maybe recommend if I know them, but from site alone it not look high level. Quality service must be shown, not only told (Demangeot and Broderick, 2016).


	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: No prices shown. This maybe to make customer call, but also make people leave. Many want know price before they decide. Not show price can look like they hiding or price too high. Clear pricing make trust better (Chaffey and Ellis-Chadwick, 2019).


	Section 4 – Searchability


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


	
	2. Massage Birmingham
 


	
	3. Eden Beauty

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


	Answer: 
No, website not come on first page for these words. Other spa come first. This show bad SEO. Maybe the site not use keyword, or not link with Google business. Website must be better with SEO or no one find it. SEO is very important to grow traffic (Jongmans et al., 2022).

	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. 

	Yes, website is still very important. Social media help brand, but website give full information. Business control the content. It show full service, hours, contact and location. Website also help with Google search. If someone search “spa Harborne”, the website must show. Without website, business look not serious. Customer today check online before go. They want see professional site. Even if Instagram is good, it not replace website. Website build trust and show business is real (Kotler et al., 2018).

	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: 
Best idea is to add online booking. This is small but very strong change. Customer can book at night, at work, anytime. No need call. This help people who are shy or busy. Booking also show availability and reduce mistake. If I want facial at 3pm, I can see and book. Other spa already use this. Without booking form, business lose client. Online booking is fast, easy and look more professional. It also save time for staff and customer (Nielsen Norman Group, 2020).
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