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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 NHS website loads quickly on most devices and internet connections. Pages open fast, and the website is reliable. The layout is clear, making it easy for users to find health information without long waiting times.


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


	Answer: Yes, the NHS website has many sub-pages covering health conditions, services and appointments. Users can navigate using the main menu, search bar and links on each page, making it simple to find the information they need.


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

	Answer: Yes. Users can access NHS services online, such as booking GP appointments (where available), ordering repeat prescriptions and managing appointments through the NHS App or linked GP services. 


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


	Answer: The website is easy to use, but it could be improved by making important services easier to find from the homepage. Adding more multilingual content and larger text options would also improve accessibility for more users.


	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 NHS website has a clean, professional design with clear headings and easy-to-read text. The blue and white colour scheme makes it look trustworthy. On mobile phones, the layout adjusts to fit smaller screens, while on computers more information is displayed across the page. Both versions are easy to use.


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


	Answer: The website uses relevant images and illustrations to support health information. Videos are included on some pages to explain medical conditions and treatments. The blue and white colour scheme is consistent throughout the site, creating a professional appearance and making important information easy to identify.


	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: The NHS website does not have a live chat on every page. Instead, it provides the NHS App, online contact forms, and links to NHS 111 and local services. These options are effective because users can quickly get health advice or find the correct service.


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


	Answer: The NHS website links to official social media accounts, including Facebook, X (Twitter), YouTube and Instagram. These channels share health advice, updates and campaigns. They are useful for keeping users informed and directing them to trusted NHS information.


	
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: The NHS website clearly explains its services through simple language, organised menus and a search function. Information about GP services, hospitals, prescriptions, appointments and health advice is easy to find, helping users understand what is available.


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


	Answer: The NHS website does not focus on customer reviews. Instead, it provides official health information and links to patient feedback for some NHS services. Where feedback is available, it is regularly updated by the relevant NHS organisation.


	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 NHS presents its services as high quality by providing reliable, evidence-based health information and trusted healthcare services. I would recommend it because the information is accurate, easy to understand and comes from a trusted national healthcare organisation.


	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: Most NHS services are free at the point of use, so prices are not shown. The website only provides costs for services such as prescriptions and dental treatment where applicable. This helps users understand when charges may apply.


	Section 4 – Searchability


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

	
	2.Health advice

	
	3. GP services

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


	Answer: Yes. The NHS website appears in the top search results for these terms because it is the official UK health service website and is trusted by Google as a reliable source of health information.


	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: Yes. Websites are still very important in modern UK business because they provide information, allow customers to access services and build trust. The NHS website shows how people can find health advice, manage appointments and access services at any time. A good website improves customer experience and makes services easier to access.


	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 making important services, such as booking appointments and finding local healthcare providers, easier to access from the homepage. This would save users time, improve navigation and make the website more convenient, especially for people who need information quickly.
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