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Introduction

The assessment scenario describes WellCare Connect as a healthcare provider offering online appointments, virtual consultations, digital prescriptions and access to personal medical records. It identifies confusing navigation, poor mobile responsiveness, limited accessibility, inconsistent branding, unclear booking flows, insufficient patient information, weak trust signals and slow loading. These issues may make key services difficult to locate and complete, particularly on mobile devices.

This report examines those problems and presents a user centred redesign direction. Recent research on patient portals, accessibility, privacy, web performance and mobile e-commerce informs the design discussion. The practical work is represented by a mood board, five wireframe layouts and a five-page prototype labelled WellCare Hub Home, Journal, About,
FAQ and Contact. The report follows the required stages: website redesign, responsive e-commerce design, implementation evidence and conclusion.

The purpose is to connect the scenario with clear design decisions. Proposed changes organize content around patient tasks, make information easier to read, explain the use of personal data and reduce barriers in booking. The e-commerce discussion is kept separate from healthcare because shopping studies do not directly predict patient behavior. The report evaluates literature and design artefacts rather than a live product: no user testing, accessibility audit or page-speed measurements have been completed. 
2.0 WellCare Connect Website Redesign

2.1 Navigation, Service Discovery and Booking
Navigation is a problem because the brief says patients struggle to locate emergency contacts, specialist directories and telehealth. A menu based on the provider’s departments can require visitors to understand the organisation before finding a service. Patient-portal studies report that users value contact with care teams and access to health information, but can have difficulty locating information [1].

 Search and filters by specialty and location can narrow the directory. Emergency contact information should have a visible, distinct route rather than being hidden within routine booking. Consistent action buttons can show how to start the next step. The booking sequence should ask for a service or specialist, appointment type and time, then only the details needed to confirm. Progress labels and back or edit controls allow corrections without restarting; a final summary should repeat the service, date, time and next steps [1] . 
For visitor’s unsure which clinic to choose, brief service descriptions can support selection without requiring knowledge of department names. Availability should be shown before unnecessary personal details are requested.

2.2 Accessibility and Clear Information

Accessibility is a problem when users cannot perceive content, understand instructions or operate controls with the input method available to them. A cross-country study of public-health webpages found accessibility errors, with visual presentation among the common problems [2]. Automated checks can identify some issues but cannot establish that a patient can complete a task. Pages should use a logical heading order, sufficient text-to-background contrast, readable type, descriptive field labels, keyboard navigation and visible focus. Meaningful images need alternative text. Form errors should explain what needs correction and preserve information already entered [2].
Health information also needs plain language. A UK study of online COVID-19 sources found that most were written above the recommended reading level [6]. Patient pages should use short sentences, explain medical terms and place appointment instructions near the relevant action. 

2.3 Trust and Patient Information
Trust matters because the platform handles sensitive health information and asks patients to enter personal details. A patient-portal study found that users valued access to providers but raised concerns about hacking, identity theft and privacy [3]. A wider review also found that privacy and security concerns could discourage portal use [3]. The website should identify the provider, show contact details and link to a plain-language privacy notice. Each form should explain why it needs specific information, and unnecessary questions should be removed. Secure sign-in and sign-out instructions should be clear. Unsupported claims such as “fully secure” should be avoided.
The scenario also identifies a lack of personalised recommendations and reminders. Any such feature should be optional, allow the patient to review or stop reminders, and explain how health-history information affects a suggestion [3]. 
2.4 Slow Loading and Performance
Slow loading is a problem because patients may wait before seeing contact information, appointment choices or medical instructions. Delays can make search and booking feel unresponsive and may lead users to leave before completing a task. A web.dev review explains that faster sites tend to engage and retain users better, based on published case studies; those examples are not measurements of WellCare Connect [4]. Performance should therefore be treated as part of usability, especially on phones and slower connections.
The proposed design should limit large decorative images and unnecessary animation. Images can be compressed and given dimensions to reduce layout shifts[4].

3.0 Responsive Design Implementation
Responsive web design adapts a website’s layout and content to the size and orientation of the screen [8]. It uses flexible layouts and images instead of simply shrinking a fixed desktop page [5]. Media queries can adjust the layout as available space changes, helping text and controls remain usable on phones, tablets and desktops [5].

3.1 Implications for E-Commerce User Experience
In e-commerce, a responsive layout can support user experience by keeping product discovery, comparison and checkout workable on small screens. Pages should reflow into readable columns, preserve product photographs and specifications, keep navigation and search easy to find, show costs and delivery terms, and provide touch controls with enough space. Responsive structure alone is not enough: a mobile page can remain confusing if important details are hidden, labels are unclear or loading is slow
[6].
An experiment comparing eight mobile-shopping interface versions with 560 participants found that one text and spacing treatment was rated easier to use and linked to stronger purchase, revisit and recommendation intentions [6]. The study used a website selling music CDs and measured intentions rather than observed purchases [6]. Other e-commerce research has linked website navigation, usability and trust with customer satisfaction and loyalty. These findings suggest that screen fit is one part of the experience; trust, information clarity and task flow also matter. Accessibility must be maintained during reflow, so labels should remain visible and users should not need horizontal scrolling. Testing across screen widths, with touch, keyboard and zoom, can reveal layout problems [6]. 

3.2 Implications for E-Commerce Mobile Sales
Mobile sales may be enhanced when a shopper is able to consult and checkout with friction from the device removed. An evaluation of mobile services in hospitality revealed that layout, security and aesthetics were associated with value for money and purchase intentions [7]. A survey of online shoppers showed an association between website quality and word-of-mouth and purchase intentions [7]. While it would seem that presentation can influence buying decisions, it does not establish that responsive layout alone results in better sales[7].

E-commerce teams should test layouts and monitor actual checkout completion before attributing sales changes to responsive design. Task completion, checkout abandonment and purchase conversion can help identify where the experience breaks down. The cited studies use specific products, industries and samples, so their results should not be generalised to every retailer [7].

4.0 Implementation Section
The implementation section presents the moodboard and five wireframes, alongside five final page screens for WellCare Hub. These pages Home, Journal, About, FAQ and Contact focus on general wellbeing information rather than patient transactions such as appointment booking or access to medical records. The figures document design outputs not completed usability, accessibility or performance testing [8].

4.2 Design evidence
Figures 1–6 show the moodboard and five wireframes. Figures 7–11 show the five supplied WellCare Hub pages in this order Home, Journal, About, FAQ and Contact. These are design outputs, not tested outcomes [9].



Figure 1. WellCare Connect mood board
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Figure 2. Wireframe page 1 
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Figure 3. Wireframe page 2 
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Figure 4. Wireframe page 3 
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Figure 5. Wireframe page 4 
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Figure 6 Wireframe Page 5
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Figure 7 WellCare Hub — Home page 
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Figure 8. WellCare Hub — Journal page 
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Figure 9. WellCare Hub — About page 
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Figure 10. WellCare Hub — FAQ page 
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Figure 11. WellCare Hub — Contact page 
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4.1 Moodboard and Wireframe Design
A moodboard is a visual collage of images, patterns, typography and words selected to express a product’s intended tone and visual direction [10].
In UX work, it translates abstract aims, such as calmness or reassurance, into examples that can be discussed and compared [10]. It is an early design guide, not a finished interface or proof of usability [11].
The moodboard for the WellCare prototype brings together visual references intended to communicate clarity, reassurance, professionalism and care. Its colours, type and image choices give the page designs a consistent starting point. This responds to the brief’s concern about inconsistent branding and low patient confidence. A calm visual style may support recognition, but it does not by itself make content accessible or information trustworthy [12].
 
Those outcomes also depend on readable copy, sufficient contrast, visible provider details and clear privacy information. The board therefore guides visual choices rather than proving that patients will respond positively to them. A moodboard can also reduce conflicting visual choices when screens are produced at different times [12]. Repeated colours, type and button styling connect the home page with booking and service screens [12].

A wireframe is a simplified structural layout of a website or app screen. It shows where content, links and controls sit before detailed colour and decoration are added [14]. Wireframes make page organization and navigation visible for review before a higher-detail design is prepared [14].
The five wireframes map the main pages and the routes between them. They place service discovery, appointment details and key health services in a planned order, rather than treating each screen as separate artwork[14]. 


























5.0 Conclusion

During the redesign analysis, we found that the main problem with the website is overlapping features. Patients visit the site to find care, address urgent needs, book appointments, get health information, and have a safe space to discuss their health.

Based navigation, consumable forms, provider and privacy information, and minimal page content fulfil these needs. Literature about communication and information access in patient portals would alleviate the communication issues, while research about accessibility would ease concerns about readability and usability of pages.

The moodboard and wireframes show how this situation can be expressed visually and structurally. E-commerce research is useful to understand the layout of the web page in different dimensions and how people make the most of browsing but it won't show what will be the impact for patients. We haven't yet tested the prototype, so we don't yet know whether it will lead to more bookings, whether it will be accessible, faster and trusted until we have users carrying out critical tasks and we can measure page speeds on different devices. The future plan should include measuring success in terms of task success, errors, accessibility errors and page load times, feeding that data back into refining the prototype. 
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