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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 loading speed on Klarna tends to vary because Klarna’s focuses on speed which includes loading the Onsite messaging JavaScript which is also based on the network provider and the connection that they provide. Klarna provides a diverse experience when managing payments. Klarna provides:

Speed- Factors that affects loading time i.e. network connection is based on the how fast the website loads.

Klarna’s Optimisation- For faster loading time Klarna allows merchants to load the JavaScript early.

Troubleshooting Slow Loading- Whenever experiencing a slow connection merchants can check on their end and check for all unnecessary resources and ensure all the resources are up to date including images and size.



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

	Answer: Klarna’s website does contains numerous of subpages. Customers navigate the website using the main menu which outlined all the different structures that’s on the website. Klarna allows internal links which makes customers aware of what they are doing and to navigate faster.

Main Menu- This is located at the top of the page which provide a clear analysation when browsing the site. This normally includes How does Klarna works, what is the website about, Customer service etc.

Internal Links- Klarna uses internal links to connect related information which can be link to other subpages.

Search Functionality- Klarna has a search bar which allows customer to search their preferable store which helps customers to bypass the main menu and goes directly access the preferable store they are looking for.




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

	Answer: Klarna’s customers can make a booking via if the specific platform integrates with Klarna and offers as a payment option. Klarna allows pay in 3 installs which allows customers to split the cost of their purchase. How it works: 

Availability- From the website is available i.e. booking.com, Tui, British Airways offers Klarna as a payment method. 

Selection- Whenever checking out select Klarna as a payment method.

Payment Plan- Select the preferred payment plan i.e. pay is 3 or pay in full.

Approval and Payment- Klarna also provide a credit check and if approved the will be allowed to subsequent payments


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


	Answer: Klarna can start recommending products based on their customer preferences by adding relevance and satisfaction to customers shopping experience. Klarna can also increase customers order and reduce cart by providing a flexible payment option and by doing so it’s improving their integration with all the different merchants which is more efficient for retailers and shopping at checkout. 


	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: Klarna’s webpage look different on mobile due to the web design meaning the content or layout adapts to the preferable device screen size. When using your mobile phone, the settings is designed for interactions on smaller screens while the desktop is designed for larger screens and a screen or mouse navigator. The overall layout will be different to ensure the optimal performance usability on each device or platform. 

Layout- The layout is in a vertical design foe easy access when viewing and scrolling on a smaller screen.

Navigation- For an easier touch reaction when navigating links and menus are as simplified as possible.

Imagery- Images and graphics will be larger and more organised with different potential effects.


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


	Answer:  Klarna’s bold standard layout format gives their design a distinctive Klarna feel to their customers. The grid system helps customers to navigate their content from videos to images to create a striking composition.

Type of Layouts- Klarna creates tension by adding and going all out in copy led layouts and adding scale headlines as large as possible

Image Layout- Klarna has a lot of eye-catching layouts which bold visuals which catch their customers eyes while they are browsing the website.

Colour use- Klarna keeps it very standard and stick to their primary palette colours which and off-white background which occasionally witch up for Klarna’s pink or black for a better impact and contrast.


	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: Klarna has an online chat tool to handle customers enquiries effectively. Klarna also got a 24-hour assistant in 35 different languages, which helps to manage a broad range of enquiries i.e. purchases, payments, refunds etc. 

24/7 Availability- There is AI assistant that helps with customer queries at any giving time of the day with a 24-hour availability.

Multilingual support- Klara provide a wide range of preferred language to support their customers i.e. English, Spanish, French or and specific language of choice.

Effective customer service- Handles or assist with cancellation, disputes, payment issues, returns, invoices, refunds and much more.


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


	Answer: This is very effective i.e. Klarna Creator Platform which allows creators to get their content monetised by linking products from Klarna to generate commission. This way Klarna is creating social awareness while creator’s contents increased and drive traffic to Klarna.

Monetisation- Creators can earn by driving sales through their platform or content which Klarna provides for creators.

Engagement increase- Creators tends to generate engagement featuring promotions and products through their platform.

Target audience- Klarna uses different social media platforms to reach their target audience/demographics I.e. Millennials and Gen Z who uses social media a lot for shopping, entertainment and inspiration.




	
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: Klarna communicates with their customer through their app, website or in their store to interact with their customers. These platforms introduced Klarna’s flexible payment structure i.e. pay in 4 instalments, pay in 30 days, pay in full. Klarna also reminds customers about their payments through messages and reminders to help customers to understand their obligation.


App and website- Klarna’s website offers information to their customers i.e. order tracking, loyalty card management, different payment options etc.

Instore and Online checkouts- When using Klarna there are transparent with their payment options that’s available i.e. pay in 4 installs, pay in full, pay in 30 day, Klarna’s logo.

Transparent payment terms- they are very transparent with their terms and condition i.e. late payment fees, interest free option, credit scores impact.




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


	Answer: The reviews are available for customers on Klarna’s platform i.e. shop with Buyer Protection method. Klarna reports missed or late payments, payment history to credit bureaus like Transunion, Experian etc.

Time updates- When purchasing on Klarna every order creates approval evaluate based on real time credit bureau data.

Buyer protection- Klarna make sure their customers are safe by offering a buyer protection policy, so customers are secure and safe whenever shopping on Klarna.

Payment history report- Klarna reports all payment history i.e. missed payments, late payments to credit bureaus which can affects credit score on a major way.


	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: Klarna accepts payments all around the world, in person or online payment solution and built for any sort of business i.e. global enterprise or start up business. Klarna communicates with their customer through their app, website or in their store to interact with their customers. These platforms introduced Klarna’s flexible payment structure i.e. pay in 4 instalments, pay in 30 days, pay in full. Klarna also reminds customers about their payments through messages and reminders to help customers to understand their obligation. I would recommend anyone to use Klarna which I have recommend quite a lot of friends and loved ones.


	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: Klarna offers their payment option. Klarna allows pay in 3 installs which allows customers to split the cost of their purchase. Klarna makes payment plan very direct to their customers and the flat rate doesn’t always directly reflects on the quality of service.

Availability- From the website is available i.e. booking.com, Tui, British Airways offers Klarna as a payment method. 

Selection- Whenever checking out select Klarna as a payment method.

Payment Plan- Select the preferred payment plan i.e. pay is 3 or pay in full.

Approval and Payment- Klarna also provide a credit check and if approved the will be allowed to subsequent payments.



	Section 4 – Searchability


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

	
	2.Shopping

	
	3.Payments

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


	Answer: Yes, Klarna’s website is in the top 5 websites when typing these key words


	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, as Klarna grows UK network by a third in buy now pay later scheme. Klarna’s network grows tremendously by a third last year and that’s a sign of popular demand for pay in 3 installs or pay in 30 days service with British consumers. Klarna has gotten major UK deals with companies like Argos, B&Q, Boots, Airbnb. Klarna will be looking to expand their UK network because they make a large sum of their revenue from merchant fees. Klarna state that 10 million UK consumers used their services across all their products. Klarna has been launched 10 years ago in the United Kingdom and has come along way. Klarna accepts payments all around the world, in person or online payment solution and built for any sort of business i.e. global enterprise or start up business. Klarna communicates with their customer through their app, website or in their store to interact with their customers. These platforms introduced Klarna’s flexible payment structure i.e. pay in 4 instalments, pay in 30 days, pay in full. Klarna also reminds customers about their payments through messages and reminders to help customers to understand their obligation


	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 like for Klarna to help more creators to the Klarna Creator Platform which allows creators to get their content monetised by linking products from Klarna to generate commission. This way Klarna is creating social awareness while creator’s contents increased and drive traffic to Klarna. This will also improve their social media presence while driving traffic and getting new audience.
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