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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 time of the website is very quick, especially when opened on a desktop. One can find an easy appearance of all the images and texts. This suggests that the website is lightweight and not overly cluttered. In addition, Kanaan and Moacdieh (2021) also mention that when websites are not overly cluttered with images and text, they seem to load faster. However, the load time of the different service pages is quite slow. 


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


	Answer: Yes, there are numerous sub-pages, such as prices, about us, contact us, and the services page, which includes more pages for different types of services like one-off cleaning, carpet cleaning, etc (COL  2025). Hence, navigating all these pages is intuitive for a prospective customer, which means that there are different pages for different services. This will allow the user to directly navigate the website without being confused. This highlights that the website is structured simply.


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

	Answer: Yes, direct bookings can be made via the webpage. The customer can click on ‘book online in 60 seconds’ right on the homepage for bookings. Further, for different services required, there are dedicated sub-pages where the customer can make a booking for the service they are looking for. This indicates that the website has a hassle-free booking process for its customers, which is extremely important for increased customer satisfaction.


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


	Answer: Firstly, the loading speed of the sub-pages shall be improved. This can be done by having a placeholder for images in the service pages to ensure that loading is not delayed. Live chatbots provide an interactive experience for customers (Qourny and Gharib, 2025). Hence, a live chat widget shall be added to the website to make the personal experience better. Further, some accessibility features like text resizing can be added, considering the older customers.


	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 look and feel of the webpage is extremely professional and pleasant. The colour palette of the website looks pleasant with great typography, images and background. Further, the layout of the website is extremely balanced, and the call-to-action, like ‘book now’, is placed perfectly. 
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Figure: Screenshots of the webpage on both a computer and a mobile device
(Source: COL, 2025)
Well, as indicated above, the website feels very spacious on a computer and condensed on a mobile. Apart from that, in both the computer and mobile devices, the design adapts very well.


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


	Answer: The website utilises very professional photos that speak for their services. For example, for domestic cleaning services, they have provided workers who clean domestic homes wearing company uniforms (COL, 2025). This conveys authenticity, professionalism and cleanliness. 
The website utilises neutral tones like white, grey, and green, which reinforce a feeling of freshness. The website does not have any such videos. However, having short videos where the workers are providing different services shall be added to improve engagement.


	Question 2c – Has the website made use of an online chat tool on the website? How effective is this in enquiring about the product or service? 
 

	Answer: No, the website has not used any online chat tool. Well, there is a dedicated ‘Contact us’ page, which can be used by the customers to submit their queries. Ilk and Shang (2022) mentioned that a live chat option is very important for customers to resolve their immediate queries about a product or service. Therefore, an online chat tool is critical in terms of reducing friction and improving the responsiveness of a website.


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


	Answer: There are several social media links on the website, like Facebook, Instagram, YouTube, etc. All these social media links are very effective. For instance, the Facebook link is important for customers to check videos, photos and reviews of the services provided. Further, the YouTube link also showcases different short videos of cleaning, which is helpful for the customers (YouTube, n.d.). However, it is important to enhance the social media preference more to improve social proof.


	
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: Cleaners of London very clearly and precisely lists all its services on the menu to educate customers about its offerings. Each service offered has been made clear by detailing in the sub-page what is included. This helps the customers to know exactly and understand what they are booking. Apart from that, the Frequently Asked Questions (FAQ) page is also provided to answer all the queries of the customers (FAQ, 2020). 

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

	Answer: Customer reviews, as per Zhang, Lee and Tamyez (2025), are very important in terms of reinforcing brand, trust and credibility. Therefore, at Cleaners of London, the customer reviews about different services provided are generally made available on Trustpilot (Trustpilot, 2025). All these reviews are highly updated and come from genuine customers who have taken different services from the company recently. The availability of these reviews helps the new customers make choices with regards to taking up the company’s services. 

	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 company, Cleaners of London, focuses on reinforcing trustworthiness and credibility. Thus, their services are of very high quality because they have professional cleaning experts, and they also use products that are safe for children and pets. 
There are various reasons why I would use the company’s services and recommend it to others, is the array of services provided, along with their professionalism and dedication in which they manage bookings online and offering high-quality services.


	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: Yes, the prices are made very clear and transparent to the customers. The ‘prices’ page on the website showcases the rates of different services provided. For example, carpet cleaning, upholstery cleaning, etc. 
The prices are broken down on the prices sub-page as per the premises type, property type, upholstery type, etc (COL, 2025). All these prices are fairly aligned with the high-quality, insured and high-standard services provided by the company, through the utilisation of extremely safe products.


	Section 4 – Searchability


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

	
	2. House cleaners in London

	
	3.   Professional cleaners near me in London

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


	Answer: Yes, whenever I type the above-mentioned keywords into Google, the company website appears on the top ten websites of the Google Search Results Page (SERP). For example, when I searched for the phrase ‘house cleaners in London’, it appeared in the third position of SERP. This also highlights that the website ranks highly in London.
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Figure: Third position rank of the website on Google 
(Source: Google search)

	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, absolutely. I believe that websites are still very relevant in the modern business landscape in the United Kingdom (UK).  Jamporazmey, Ghamkhari and Eidi (2024) denoted that websites are central for providing information and improving customer trust for a product or service. Customers still expect businesses to have an easy and professional website that they can check for pricing, product information, reviews, and other queries. 
From a business standpoint, a website ensures that the visibility of a company is improved, which also helps it to rank at the top on Google. This helps in attracting organic traffic to the website that can be converted into real customers.

	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? 

	My recommendation in terms of improving the website would be to add a live chatbot. Today, customers demand quick responses about their queries related to a product, its pricing, cleaning requirements and availability, before they make a booking. Therefore, a live chatbot on the website would help customers resolve their queries instantly (Vashishth et al. 2024). This would also help them make up their mind whether or not they should purchase services from Cleaners of London. Moreover, this would also improve customer experience and increase bookings, which can enhance profits as well. 
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Best Domestic Cleaning London | Regular House ...

Our cleaners in London can tackle all areas, from kitchens and bathrooms to living
rooms and bedrooms, focusing on your specific needs and priorities. Need a ...
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Housekeep.com
https://housekeep.com

Housekeep.com: Try London's Best House Cleaners ...
Find a house cleaner near you now. Book a one-off, weekly or fortnightly home clean from just

£18.50 per hour. London's best domestic cleaning service.

Home cleaning in East London | Home cleaning in West London  Login | Contact

Cleaners of London
https://www.cleanersoflondon.co.uk

Cleaners of London: Professional Cleaning Services in London
16 Sept 2025 — Professional cleaners near you in London. Book house cleaning services online —
domestic, deep & regular cleaning. Trusted local cleaners ...
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