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	Evaluation
Respond to each question. 

	
Section 1 – Usability

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


	Answer:  The Suited Cars website loads quickly, typically within 2-3 seconds on both mobile devices and desktops. The homepage of the company is quite simple, and it uses minimal high-resolution images, which helps in improving the speed of the page loading. This speed has a major impact on keeping the users satisfied and improving the SEO ranking (Nielsen, 2020).


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


	Answer: The website includes five main navigation options, such as “Home”, “About Us”, “Our Services”, “Book Now”, and “Contact”. These links are clearly displayed at the top of the company website. It helps to ensure that the links are clearly and easily visible to the users. Navigation through the whole site is user-friendly and intuitive, with smooth internal linkings, which allows visitors to efficiently and quickly access local essential information.


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

	Answer: Yes, customers can directly book a car service with the help of the “Book Now” tab on the page. It features a form where users can input their details as well as travel details. The layout of the page is straightforward as well as easy to use. However, there is a lack of a real-time booking system or immediate confirmation booking feedback, which might negatively impact the user's confidence and trust in the reliability of the services of company.


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


	Answer: The booking process of the company would mostly benefit from the inclusion of a confirmation page or through an automated e-mail response to confirm to the users about receiving the request of the users. The integration of a live availability checker or any interactive calendar would help in enhancing the functionality. Most significantly, the incorporation of breadcrumb navigation and improving text contrast across the site would help in boosting accessibility as well as usability for all users (W3C, 2018).


	Section 2 – Pleasure – Customer Experience


	Question 2a – How pleasant does the webpage look?  Are there any differences in appearance on a mobile phone versus a computer? 


	Answer: The website of the suited cars seems to be clear, professional, as well as stylish with the usage of a black, while, and gold theme. It helps in conveying the luxurious image of the company. While the layout of the desktop is polished and well-polished, the mobile version seems to have some issues with the menu spacing and image scaling, which has a significant impact on the user experience and visual harmony across the devices, though it is very much responsive.


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


	Answer:  The website mostly uses limited but high-quality imagery, which primarily showcases the sleek vehicles, reinforcing the luxury branding. The visuals in the background further support the theme of the company. However, the websites lack video content, which might reduce storytelling potential and user engagement to some extent. The black and gold colour theme of the website strongly supports the brand identity and suggests premium service quality as well as sophistication (Lidwell et al., 2010).

	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 website does not include any online chat tool that can be helpful for the users. It limits the immediate customer engagement as well as support. Without the existence of live chat, users might experience delays in receiving answers to their queries, which might even decrease the conversion rates. The integration of a chat function, hence, helps in offering real-time communication, enhances the response times, and helps in building customer trust, loyalty, and satisfaction (Forbes, 2023)


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


	Answer:  The website of The Suited cars includes a direct link to the social media platforms such as WhatsApp and Instagram. These are clearly placed at the bottom of the homepage. The WhatsApp link is specifically helpful for users seeking mobile support quickly for their queries. However, the absence of LinkedIn and Facebook profiles, along with low Instagram activities, reduces the overall social media effectiveness while limiting the broader audience engagement as well as brand visibility.

	
Section 3 – Perceived Value


	Question 3a - How are the services offered by the company made clear to customers?


	Answer: The “Our Services” tab on the homepage of The Suited Cars outlines significant offerings of the company, which include corporate travel, chauffeur services, and airport transfers. Each of these is accompanied by a brief description about how it works. While the content is more or less informative and clear, it lacks examples, testimonials, and visuals. Hence, the company needs to add more detailed explanations, client stories, or images to improve the understanding of the customers and build greater trust with them.

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


	Answer: The reviews of the customers are presented mostly on the homepage and generally highlight the experiences and stories of the clients. However, the number of testimonials is very less, and none of them include the dates. It makes it difficult to determine their recency or relevance of the customers seeking information. Hence, embedding a live review feed from platforms such as Trustpilot or Google can help in enhancing transparency, boosting credibility, and providing visitors with the confidence they need in the service (BrightLocal, 2023).


	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 service is portrayed on the website as high quality with the help of elegant brand colours and sleek and minimalist design. It has a professional tone throughout the whole website. The offering of the premium vehicles and chauffeur services reinforces the luxury feel. Hence, it is better to recommend Suited Cars for special occasions as well as executive travel due to their focus on the comfort of the clients and professional presentation.


	Question 3d -   Are prices made clear to customers? If yes, do the prices reflect the quality of service shown? If not, why do you think the company has chosen not to include prices? 


	Answer: The website does not show any prices, which is likely due to the variable nature of the services depending on the vehicle type, time, and distance. This approach helps in allowing for flexible pricing; however, it might also deter cost-conscious users. The inclusion of a pricing guide or an estimated price calculator can help in increasing the transparency of the company and help the users align their expectations with the premium services of Suited Cars (Kotler and Keller, 2016).


	Section 4 – Searchability


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

	
	2. Chauffeur Birmingham

	
	3. Executive car hire Birmingham

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


	Answer: The website of Suited Cars does not appear within the top 10 search results for any of the listed items. It highlights the weak SEO optimisation, which might be severely limiting the online visibility along discoverability of the company. Hence, to address this issue, the company needs to consider improving its metadata, refining the keyword targeting strategies, and continuously maintaining a relevant blog to support the improved search engine rankings (Chaffey and Ellis, 2019).


	Section 5 – Reflection and Conclusion

	Question 5a - Do you feel that websites still have relevance in modern UK business? Explain your answer. 

	Answer: Yes, the website of Suited Cars remains extremely relevant for the businesses of the UK, despite the increased and strong presence of social media platforms. A professional website acts as one of the central hubs where customers can learn about the services of the company, make bookings, and verify its legitimacy. According to Statista (2024), more than 80% of the customers in the UK regularly visit a business’s website before making the ultimate purchasing decision. For service-oriented businesses such as Suited Cars, the inclusion of a website can help to improve trust and brand image. It also helps the customers get 24/7 availability and accessibility to the services. Along with this, it also allows for the integration of customer reviews, direct communication, and search engine visibility.


	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 of the key recommendations for the improvement of the website can be considered as the integration of a real-time booking as well as availability system. Currently, users need to submit their details without receiving instant confirmation from the end of the company, which might cause uncertainty or hesitation. A live system would improve efficiency, align with the demands and expectations of the consumers regarding seamless digital experiences, and provide the users with instant feedback. It would also help in reducing the workload of the administration by decreasing the need for back-and-forth communication, automating responses, and likely increasing customer experiences and satisfaction. In turn, this could also help in leading to increased conversion rates as well as reinforce the professional image of the brand (Laudon and Traver, 2021).
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