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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 quickly and the pages open without any waiting time. It is easy to move from one page to another page and everything works without any problems. However, the speed may rely on your internet connection, but overall, the cleaners of London’s homepage is accessible fast and the booking page, price quotation page load quickly. It also loads fast on a mobile device and is easy to use.


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


	Answer: The website has different pages for service, prices, categories, contact info and terms and conditions. Users can click the menu at the top or press on the categories and select to open the page with just a click and they can move around the page easily. From the homepage, users can quickly go to the services page or booking page and this will allow them to book or get quotes easily. 



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

	Answer: Customers can book directly on the website, it is well instructed. They can browse from the options available and choose the cleaning services they need. They can add their details and can see straight away a quote and confirm the booking online. The booking system is connected to the main website and lets customers explore online booking options. They can email the company if they have any further queries for booking.



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


	Answer: The website could be improved by making the booking button more visible and easier to locate on the home page. The mobile app menu should also be clearer and more user-friendly, which would make navigation simpler. Adding a search bar for common questions and providing clearer pricing information would help new customers. Having new customer offers on the main page would be a good improvement to the usability of the website.

	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 on a computer looks clean, simple and professional in appearance. It is presented well and looks more open and organised. However, on a mobile phone device, although the layout fits the screen, the display is smaller, crowded, and confusing. You can view the services and images on both devices easily but there is a big difference in the look on each device, which could make it hard for some users.


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


	Answer: The website uses modern technology with displaying clear images related to the cleaning services provide by Cleaners of London, such as pictures of cleaners and service icons. However, there are no videos to show as adverts for users to get an idea of past jobs completed. The colours are simple, professional, and the buttons are easy to see and click. Adding a few videos could make it look more attractive. 

	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: There is no clear chat tool on the website for customers to make enquiries. Customers are asked to call or send an email instead if they want any questions answered. Even though, the contact details are easy to find, a live chat tool would make it quicker and easier for users to ask questions. A chat tool can help answer requests during business closing times and users can go ahead and make bookings.


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


	Answer: The website mainly focuses on contact details and booking services rather than social media. The social media links are difficult to find because they are placed at the bottom of the page, so users must scroll down to access them. Social media helps customers focus on bookings, it gives them fewer ways to connect through these links to get answers they require, and this can be negative for customers (Yahia Shams Eldin et al., 2025), 


	
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 services are clearly listed on the website with separate pages for different types of cleaning, such as regular cleaning, deep cleaning and end of tenancy cleaning. Each service has a short description explaining what is included in the different cleaning service provided. This will help users to understand and know what they are paying for and if they are happy with the service options they can make a booking.


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



	Answer: There are no clear customer reviews shown on the Cleaners of London website to help new users understand feedback from previous customers. Reviews are important for websites this helps build trust (Sudaryanto et al., 2025). However, there are some shown as customer comments. It is not always clear when each review was posted, so it is hard to access reviews but they are available on other review sites and they are fully up to date. 


	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 shown as high quality by using professional language, clear description, guaranteeing excellent services, having qualified staff and positive customer reviews on other sites. Yes, I would recommend the company to friend and family members as they present themselves as reliable, friendly and trustworthy. Their website is easy to access, choose services, booking is made easier and they have good prices that will suit everyone.



	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: The prices are seen through the online booking system where customers get quotes and yes, the prices are made clear before booking any service. Yes, the prices do match the quality of work and the services provided by the company. Which show they prices are fair and are comparable with other services provided.


	Section 4 – Searchability


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

	
	2. House cleaners London 

	
	3. Domestic cleaning London

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


	Answer: When typing these three words into Google, the company’s websites does appear, however the website will probably show near the top ten of the search results when users search for cleaning services in London, especially for local searches. However, the results can change depending on your location and past searches. This just show that there is a lot of competition and search results can change.



	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, I feel websites are still important and have relevance in modern UK businesses. Most customers use online search engines to find services, which allows them to see different options before choosing a company. A website can help a company look professional, reliable and trustworthy. It allows customers to find information, compare prices, read reviews and make bookings at any time of the day. For cleaning companies, a website makes it easier to get bookings quickly. Even with social media being popular, a website is still the main place where customers expect to find clear information. Some customers may not feel confident using social media and prefer websites because they are simple, easy to access, and feel safer to use.


	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 recommend that the company should add a live chat tool on the website page. This will improve the selling of services and would allow customers to ask questions, get quick replies without needing to rely on call or email, as they would have to wait longer for a response. Many customers prefer fast online communication, especially when booking services like cleaning. Therefore, having a chat to will improve business for Cleaners of London and will get more customers visiting their website and buying their services. A live chat tool can increase bookings, improve customer confidence and make the company seem more modern and responsive (Andika et al., 2025).
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