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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 website loads very quickly and efficiently when I tested it loaded in
approximately 1-2 seconds. Which shows it would be easy to navigate the website.
Fast loading times are necessary for a first-time impression that helps users not leaving 
The website due to frustration. if a websites performance fast it will help with customer satisfaction, they can navigate the website effortless. Fast-performing websites significantly enhance user experience reducing frustration and increasing overall satisfaction.

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


	Answer: Yes, the website has several sub-pages, like sections for different services,
pricing, and an About Us page. Users can easily move between these using a navigation
bar that stays at the top of the screen as they scroll. This makes it simple to find important
information. The site is also organised into clear categories and uses internal links, which
helps users move smoothly from the homepage to booking a service.


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

	Answer: Yes, the website has a clear Book a Service button that takes users to an online
form. To make a booking, customers need to enter details like the type of service and then contact information. There’s also a phone number available for anyone who prefers to book by speaking to someone directly.

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


	Answer: The website could be improved by clearly explaining how the cleaning is done
and what products are used. Adding more detailed service descriptions would help
customers know what to expect. It would also be helpful to include a section for customer
reviews or testimonials, as this would build trust and make people feel more confident
about the quality and safety of the services.

	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 website looks clean and professional, using mainly green and white with
some dark blue accents, which gives it an eco-friendly feel. On a computer, the layout is
wide with content placed side by side. On a mobile phone, it adjusts to a simpler, stacked
layout that’s easier to use with one hand, and includes a “hamburger” menu for
navigation.


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


	Answer: The website uses clear, high-quality images of clean homes and professional
cleaners to show the quality of their work and build trust. There are no main videos, but
the green and white colours give it a fresh, eco-friendly feel. Icons like green checkmarks
and Trustpilot stars help highlight important information and make the company seem
reliable.


	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 doesn’t have a live chat or chatbot. Instead, it uses an Instant Price booking system and a clear phone number for enquiries. While the booking system is great for getting prices quickly, not having a chat option could be a downside for people who have quick questions but don’t want to call. Adding a chat feature could make it easier to get help in real time.


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


	Answer: The website includes links to social media platforms like Facebook, X, and Instagram, usually found at the bottom of the page. These are somewhat helpful because customers can see before-and-after photos and check that the company is active online. However, they are less useful if the pages aren’t updated often. While they help build some trust, the website mainly relies on Trustpilot reviews, which are a stronger way to show customer feedback for this business.



	
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: The website clearly explains its services through an “Our Services” menu and separate pages for things like home, office, or end-of-tenancy cleaning. Each page uses bullet points to show exactly what’s included, such as vacuuming, dusting, and kitchen cleaning. The Instant Price tool also helps by letting customers choose rooms and extra tasks, so they know exactly what they’re paying for.



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


	Answer: Customer reviews are easy to see on the homepage through a Trustpilot widget and on a separate Reviews page. They are very up to date, with feedback as recent as March 2026. Showing real, third-party ratings (4.5/5 stars) helps build trust and is more convincing. "The inclusion of verified Trustpilot reviews serves as powerful social proof, which is essential for reducing consumer anxiety in the service industry (The Decision Lab, 2025)."



	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 shows quality by having professional certifications, £5 million insurance, and trained, experienced staff. They also offer a 7-day satisfaction guarantee, which shows they stand by their work. I would recommend them because they feel secure and reliable, and the Instant Price tool makes things easier by avoiding hidden costs or the need to negotiate prices.



	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. "By offering an automated price calculator, the company reduces the time spent on manual administrative tasks and increases customer convenience (Reservio, 2026). "


	Answer: Prices are very clear. The website uses a booking tool where customers enter their property details to get an instant fixed price. The rates (£18–£30 per hour) are higher than independent cleaners, but this includes insurance, trained staff, and a satisfaction guarantee. This makes it a better choice for people who want reliability rather than the cheapest option.



	Section 4 – Searchability


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

	
	2. Services

	
	3. London

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


	Answer: Yes, the website usually appears in the top ten search results, although its exact position can change between ads and normal listings. It often shows on the first page because of its high Trustpilot rating (4.6/5) and use of a local domain name. The company also uses SEO well by including London in its name and headings, helping it competes with other cleaning companies in the city.


	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 are still very important for UK businesses because they act as a main place for trust and information. For a company like Cleaners of London, a website can offer features like the Instant Price tool, which social media can’t fully provide. In 2026, people may first find a business through apps or social media, but they usually make their final decision on the website. It works like a professional shop where customers can check insurance, read about services, and see guarantees. Without a website, a business has less control over its image and can’t give detailed information, which may make some customers feel unsure.


	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 suggest adding a live chat feature or a direct WhatsApp Business link. Right now, relying on phone calls and emails can put off younger customers who prefer quick, text-based communication. A live chat would let people ask simple questions like what products are used or parking details without leaving the website. This could keep more users on the site and increase bookings, especially for those who are almost ready to book but just need one quick answer.
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