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	Evaluation

	Section 1 – Usability 

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

	The website loads very quickly with immediate access to the main content and navigation menu. However, there is a location map popup that appears on the homepage which covers multiple navigation menu items including "Treatments" and "Contacts" menu options. While the fast-loading speed is positive, this map overlay creates accessibility issues by blocking access to key navigation elements that users need to browse the site effectively.


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

	The website has a simple structure with limited sub-pages, featuring main sections: Home, The Spa, Treatments, and Contact visible in the top navigation bar (Eden Spa, 2014). Navigation is straightforward through the horizontal menu, though the map popup can initially obstruct access to some menu items. Once the map is closed, customers can easily navigate between sections using the clean, minimal menu design typical of small business websites.


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

	No, customers cannot make a direct booking via the webpage. The website only offers indirect booking methods: a contact form for inquiries and a phone number (01214281163) displayed on "The Spa" page for appointments (Eden Spa, 2014). While the spa mentions calling for "latest availability," there is no integrated online booking system, calendar availability, or instant appointment confirmation. Customers must rely on phone calls or email communication to secure appointments, which creates additional steps in the booking process.


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

	First, implement an online booking system instead of requiring phone calls for appointments (Hussein, Mahmud and Osman, 2010). Second, remove or reposition the persistent map popup that blocks navigation menu access. Third, improve the treatments page layout as prices appear cramped and difficult to read. Fourth, add a mobile-responsive design since the current layout seems desktop-focused. Finally, include treatment duration information alongside prices to help customers plan their visits more effectively.


	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? 

	The webpage has a pleasant, calming aesthetic with soft green tones and floral imagery that suits a spa environment. However, there are significant differences between mobile and desktop versions. On mobile, the layout appears cramped with text overlapping issues - notably "Opening hours" text is squeezed and difficult to read. The contact form and information sections are compressed, making content harder to navigate. The mobile version clearly needs better responsive design optimization.


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

	The website effectively uses soft, calming imagery featuring hands holding pink flowers and spa treatment photos that align with the wellness theme. The colour palette consists of muted greens and earth tones, creating a soothing, natural aesthetic appropriate for a spa environment. However, there are no videos present on the site. The imagery quality is good but could benefit from more diverse treatment photos to showcase the full range of services offered.


	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? 

	No, the website does not have an online chat tool or chatbot feature. Customers cannot engage in real-time messaging for immediate inquiries about treatments, pricing, or availability. This absence forces visitors to rely solely on phone calls or the contact form for communication, creating potential delays in response times. An online chat tool would significantly improve customer service effectiveness by providing instant support and likely increasing booking conversions.


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

	They are largely ineffective. While both Facebook and Twitter/X links are present, the Facebook link leads to an inaccessible page showing "This content isn't available right now," indicating the page may be deleted or restricted. The Twitter/X account is functional with active posts about promotions and treatments (Eden Spa Harborne, 2025). Having broken social media links creates poor user experience and suggests inadequate website maintenance, significantly reducing social media marketing effectiveness. 

	Section 3 – Perceived Value

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

	The services are clearly presented through a comprehensive "Treatments" page that categorizes offerings into logical sections: Facials, Manicure, Pedicure, Massage, Full Body, and Waxing. Each treatment includes specific names and prices, making it easy for customers to understand options and costs. The layout is well-organized with clear headings and detailed service descriptions. However, the presentation could be improved with better spacing and formatting, as some text appears cramped and difficult to read on certain devices.


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

	Customer reviews are not made available on the website. There is no dedicated reviews section, customer testimonials, or integrated review platform visible on any of the main pages. The website lacks social proof elements such as customer feedback, ratings, or testimonial quotes that would help build trust with potential clients. This absence of customer reviews represents a significant missed opportunity to showcase service quality and customer satisfaction directly on the website.


	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 service is presented as high quality through professional spa imagery, calming aesthetics, and comprehensive treatment categories. However, quality indicators are limited - lacking customer testimonials, therapist qualifications, or detailed descriptions. I would hesitate recommending this service due to absent online booking, broken Facebook link, poor mobile optimization, and no visible reviews. These issues suggest unprofessional digital management, despite the wide range of treatments offered at reasonable prices.


	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? 

	Yes, prices are clearly displayed for all treatments on the website, ranging from £6 (lip wax) to £45 (facials) (Eden Spa, 2014). The pricing appears reasonable and competitive for spa services, with good variety across different price points. However, the cramped presentation format makes prices difficult to read, particularly on mobile devices. The prices seem fair but lack context about treatment duration or therapist qualifications, making it harder to assess true value proposition.

	Section 4 – Searchability

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

	
	2. Salon

	
	3. Spa

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

	No, the company's website does not appear in the top ten search results when searching for "beauty salon spa." This indicates poor search engine optimization (SEO) and limited online visibility. The business is likely missing out on potential customers who would naturally search for these terms.


	Section 5 – Reflection and conclusion

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

	Yes, websites remain highly relevant in modern UK business, serving as digital storefronts that establish credibility and professionalism (Pedley, 2025). Despite social media growth, customers still expect businesses to have functional websites for detailed information, services, and contact details. Websites provide 24/7 accessibility, search engine visibility, and controlled brand messaging that social media cannot fully replace. For service businesses like spas, websites are crucial for displaying treatment menus, pricing, and booking systems. However, websites must be mobile-responsive, regularly updated, and integrated with social media to remain effective. Poor website maintenance, like Eden Spa's broken links and outdated design, can damage business reputation and lose customers to competitors with better digital presence.


	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? 

	My primary recommendation would be to implement an integrated online booking system (Jenny, 2024). Currently, customers must phone or email to make appointments, creating unnecessary barriers and potential lost bookings. An online booking system would allow customers to view real-time availability, select preferred treatments, choose appointment times, and receive instant confirmation. This improvement addresses the website's biggest usability issue and meets modern customer expectations for convenience. It would likely increase conversion rates, reduce administrative workload, and provide better customer experience. Given that competitors probably offer online booking, this feature is essential for remaining competitive in the digital marketplace and capturing customers who prefer instant booking over phone calls.   
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