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Respond to each question 

	
Section 1 – Usability

(75 words maximum for each answer)

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


	Answer: 
 Instagram loads very quickly on both mobile and desktop devices. Images and videos usually appear smoothly, and navigation between pages is fast. Performance may slow slightly when loading high-quality videos or reels, but overall the platform is well-optimised and easy to access.

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


	Answer: Instagram contains many sub-pages, including profiles, reels, explore, messages, and settings. Navigation is simple and intuitive, using icons and menus. On mobile, users use a bottom navigation bar, while desktop users access features through a sidebar and top menus.
. 

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

	Answer: 
. Customers cannot usually make bookings directly on Instagram. However, business accounts can include “Book Now” or “Contact” buttons that link to external booking systems or websites. This makes Instagram effective for directing customers to complete bookings elsewhere

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


	Answer: Improvements could include clearer navigation for new users and fewer distractions from excessive content. Better accessibility options, such as improved text contrast and screen-reader support, would benefit users. More control over feed customisation would also improve usability.


	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: Instagram has a clean, modern, and visually appealing design. The mobile version is more engaging and immersive, as it is optimised for scrolling and full-screen content. The desktop version is slightly less interactive but remains visually consistent and easy to use.


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


	Answer: Instagram focuses heavily on imagery and video, making visuals the main feature. A neutral colour scheme allows content to stand out. Videos, reels, and images create an engaging experience that encourages creativity and visual storytelling.


	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:
Instagram uses direct messaging (DMs) as its chat tool. This is effective for quick enquiries and customer interaction. However, response times depend on the business or user, and it is less reliable than a dedicated live chat system.

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


	Answer: 
Instagram allows users to share links through bios, stories, and posts. These links are effective for directing traffic to external websites. However, limited clickable links can reduce convenience compared to other platforms.

	
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:
Instagram clearly presents its services through its interface and features. Functions such as posting photos and videos, reels, stories, messaging, and business tools are visible and easy to understand. Help pages, prompts, and tutorials also explain how users and businesses can use the platform effectively.

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


	Answer: Instagram does not have a traditional review system. Feedback is shown through comments, likes, shares, and follower counts, which reflect user engagement. These interactions are live and constantly updated, allowing users to see real-time opinions and reactions to content.


	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: Instagram appears high quality due to its smooth performance, modern design, and advanced features such as reels, filters, and analytics. It is regularly updated and widely used worldwide. I would recommend it because it is effective for communication, marketing, and sharing visual content.


	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: Instagram is free to use, so prices are not shown for basic services. Costs apply only to advertising and promotions, which are explained during the setup process. This approach encourages more users to join before choosing to pay for optional business features.


	Section 4 – Searchability


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

	
	2. Photo sharing

	
	3. Instagram app

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


	Answer: Yes, Instagram’s website consistently appears within the top ten search results for these keywords. Due to its global popularity, strong brand recognition, and search engine optimisation, Instagram often appears as one of the top results on Google.


	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 remain highly relevant in modern UK business. They provide credibility, detailed information, and a central place for customers to learn about products or services. While social media is important for engagement, websites offer greater control, professionalism, and trust. Many customers still expect a business to have a website before making a purchase or enquiry.

	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: 
One improvement would be clearer guidance for new users on the desktop website. Adding more visible tutorials or step-by-step prompts would help first-time users understand features more quickly. This would improve usability, reduce confusion, and create a better first impression for new customers.
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