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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 relatively quickly on both desktop and mobile devices, with minimal delays. It provides an efficient user experience, though the Wix domain may slightly affect speed on slower connections. The homepage is lightweight and simple, allowing users to access key information without technical issues.
 

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

	Answer:  Yes, the site contains sub-pages like "About," "Services," "Bookings," and "Contact." Customers navigate using a top navigation bar that remains consistent across pages. The links are clearly labelled, but a sticky menu or improved visibility could enhance usability, especially on mobile devices.
 

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

	Answer:  Yes, customers can make bookings directly via the "Book Now" section. The process redirects users to a scheduling platform where they can select services and time slots. However, the integration feels external and could be more seamless with an embedded system for a smoother user journey.
 

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

	Answer:  Improving mobile responsiveness and simplifying navigation would significantly enhance usability. Currently, some buttons are small on mobile, and the external booking link disrupts the customer journey. A better content hierarchy and more accessible CTAs would also improve functionality.
 

	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 site is visually minimalistic with a soft color scheme, which reflects a calming spa ambiance. However, on mobile devices, some layout elements shift awkwardly, affecting the user experience. On desktop, it appears more cohesive and user-friendly.
 

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

	Answer: The website uses soft pastel tones that align with wellness branding. While imagery is used to present a serene environment, the site lacks videos or dynamic content. Adding visuals of services or customer experiences could elevate engagement and authenticity.
 

	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 live chat feature is present. This limits real-time customer interaction and may lead to missed booking opportunities or unanswered queries. Incorporating a chat widget could boost responsiveness and improve the overall customer service experience.
 

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

	Answer:  Social media icons are present but not very prominent. The links work and redirect correctly, but there's minimal integration of social media content (Instagram feed). Improving visibility and displaying recent posts would help in strengthening brand 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: Services are listed under the "Services" and "Booking" pages with brief descriptions and titles. However, there is limited detail about the benefits or process of each treatment. Adding clear service packages and visual representations could make offerings more appealing.
 

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

	Answer: There is a lack of visible customer reviews on the main site. While external platforms like Google or Facebook may have reviews, embedding them directly on the website could increase trust and transparency, encouraging more bookings.
 

	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 site attempts to present high-quality services through a clean aesthetic and detailed booking structure. However, without testimonials, credentials, or certifications displayed, the quality assurance feels limited. I’d recommend the service to a friend based on its accessible pricing and calming branding, but stronger proof of excellence is needed to in still full confidence.

	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 listed in the booking system, not on the main service descriptions. This extra step may deter users who want quick estimates. Including clear pricing upfront would improve transparency and help customers compare services more easily. 

	Section 4 – Searchability 
 

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

	
	2. Massage centre near me  

	
	3.  Cheap manicure and pedicure

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

	Answer:   NO The Eden Spa Harborne doesn’t come in Top 10 in all the above words. This indicates that Eden Spa Harborne currently lacks strong search engine visibility, which may limit its ability to attract new customers through organic search. Enhancing SEO practices, securing listings on popular aggregator sites like Treadwell or Fresha, and collecting more online reviews could significantly improve its digital presence and ranking. Additionally, investing in a custom domain and optimising local SEO could help boost credibility and discoverability.


	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 a vital component of modern UK business, particularly in the service and hospitality industries such as health spas, salons, and wellness centres. While social media platforms have gained popularity, a professionally maintained website provides a central hub where all critical business information is housed services offered, operating hours, contact details, booking systems, and more. Unlike social media, a website offers full control over design, branding, and customer experience, enhancing legitimacy and consumer trust. Moreover, websites boost discoverability via search engines (SEO), which is essential for local businesses seeking visibility. In a fast-paced digital landscape, customers expect instant access to details and seamless functionality. Therefore, without a responsive, up-to-date website, businesses risk appearing outdated or inaccessible compared to competitors.

 

	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:  My key recommendation for Eden Spa Harborne is to integrate an embedded live chat function alongside showcasing updated customer testimonials directly on the homepage. Currently, the website lacks real-time communication tools, which could limit engagement for visitors with urgent questions about availability, treatments, or custom requests. A live chat feature would address this gap, providing instant support and increasing the chances of booking conversions. Equally important is building trust through social proof. Adding a section with verified client testimonials from platforms like TripAdvisor or Google Reviews would validate the spa’s quality and enhance its professional image. Together, these features would enrich the user experience, increase credibility, and strengthen Eden Spa’s digital competitiveness (Chaffey & Ellis-Chadwick, 2022; Kotler et al., 2021).
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