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	Student Number
	2511491
	Student Name
	Hannah hussaini 

	

	Website Chosen 
	National express 

	Insert hyperlink to website
	
https://www.nationalexpress.com

	

	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 website loads quite quickly and easily 


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


	Answer: National Express has many sub-pages; it’s designed to guide customers through planning. Booking and managing their journey.


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

	Answer: Yes, on the home page customers can enter their journey details and search for available coaches 


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


	Answer: The improvements that should be made are more available coaches and times also a coach tracker to track when the coach is arriving, they should also tell us what bay to stand for our coach as there are various coaches going to different cities 


	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 design is less pleasant, whereas the layout is very co-operative compared to other travel sites on the mobile phone the lay out is single column but on the computer the lay out is a wider column 


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


	Answer: National express has minimum colour layout they have primary colours: blue red and white which is their logo as well. 


	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: A live chat is immediate than an email if a customer has a quick question about ticket types of cancellation and baggage this is a useful way to ask. 


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


	Answer: 


	
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: National Express makes its services very clear to customers through their design and communication methods 


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


	Answer: On their website they have a reviews page under their help section, they claim over  27000 five star views.


	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: comfortable coaches, onboard Wi-Fi, air conditioning, extra leg room options, toilets, charging ports its reliable and professional 


	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: National express does make its prices relatively clear I  a number of places it depends on where your planning on to travel and how long the distance is 


	Section 4 – Searchability


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

	
	2.bus to airport

	
	3. Nottingham to Birmingham coach 

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


	Answer: yes, it does appear in the top ten websites


	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: A website is reliable and controlled as it has accurate information prices policies services. unlink social media the website is trusted for customers 


	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:  customers often want to check if their coach is on time, so real life updates and tracking mechanism, they should allow users to make accounts to save frequent journeys. 
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