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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 homepage and service pages are designed to load quickly, typically in under 2 seconds. This speed not only enhances user experience but also ensures that visitors can access information effortlessly and without frustration. 
A fast-loading time is crucial for retaining users and encouraging them to explore the site further (MDN Web Docs, 2025).


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


	Answer:  Cleaners of London Website
· It is clear and well-organised it has a layout that makes navigation and booking simple for customers.  
· Dedicated service pages cover: Domestic, Deep, End of Tenancy, Carpet, Office, and After Builders Cleaning. 


	Question 1c, can a customer make a booking via the webpage? Yes, customer booking is available, at the top right of the website
 
 

	Answer: 
Yes, customers can book services directly on the Cleaners of London website. 
1. Access the Booking,
Then click the Book Now button in the top right corner.
2. Fill Out the Form Select your cleaning service, property size, number of rooms, preferred date and time, and any extras (like oven cleaning).
3. payment Pay only after the service is completed no upfront payment is required. According to (www.peekpro.com, n.d.) Customers can book services anytime, anywhere, without being restricted by business hours


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


	Answer: The Cleaners of London website is well-designed, but it can be improved for better usability, especially for busy parents and professionals. Here are some direct suggestions:
 Usability Improvements
 1. Streamline Booking: Simplify the booking form with a step-by-step wizard that includes progress indicators and tooltips.
 2. Add Cleaner Profiles: Add and Include bios, ratings, and reviews for each cleaner to build trust and facilitate repeat bookings.
 3. Enhance Mobile Experience: Optimise button sizes and spacing for easier navigation on mobile devices.
 4. Clarify Service Guarantees. Creating a clear “Our Guarantee” page that outlines re-cleaning policies and satisfaction guarantees.
 5. Improve Accessibility: Implement WCAG-compliant features like alt text and keyboard navigation.
 6. Live Availability Calendar: Integrate a real-time calendar for booking slot availability.
 7. Customer Dashboard: Develop a dashboard for users to manage their past bookings and track loyalty rewards.


	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 Cleaners of London website features a clean and professional design that is easy to navigate. Here is a quick overview of its visual elements:
 Overall Look & Feel
Design Minimalist with a white background, navy blue accents, and soft grey tones for a clean and trustworthy vibe.
Typography: Clear fonts with good spacing and hierarchy.
Imagery: High-quality photos of cleaners and London settings enhance warmth and credibility.
Call-to-Action Buttons: Well-placed and prominent, particularly the “Book Now” button in the top right corner.
 Mobile vs. Desktop Experience
The mobile version adapts well, but some elements like dropdowns or text fields could use larger touch targets for ease of use.
Visual consistency is maintained across devices, preserving brand identity and clarity.

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


	Answer: The Cleaners of London website effectively uses visuals to convey professionalism, trust, and cleanliness. Here's a concise overview: Imagery: Purposeful Photos: High-resolution images depict cleaners, tidy homes, and London landmarks, building trust and showcasing results. - 
Lifestyle Appeal: Pictures of relaxed homeowners suggest peace of mind after a clean. - 
Consistency: The bright, uncluttered design reinforces the brand's commitment to thoroughness. Video Limited Use: Few videos are present, with no autoplay or service walkthroughs: Opportunity: Adding short explainer videos or testimonials could enhance engagement, especially for new visitors. 
Colour Palette Primary Colours Navy blue and white create a trustworthy, calming look. 
Accent Colours: Soft greys and light blues are used for buttons and icons. 
Psychological Impact: 
Blue signifies reliability, while white represents cleanliness, key for a cleaning brand.
Overall Effect The website's design is polished and clear, but the lack of video and emotional storytelling may leave users wanting more warmth.


	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 Cleaners of London website has an online chat tool located in the bottom-right corner of the screen. Here’s a brief overview of its features and effectiveness:
 Online Chat Tool
Availability 
Instant Access: Available on both desktop and mobile.  
Hybrid System: Starts with automated responses, escalating to human support if necessary.
 Usefulness 
Quick Questions: Great for inquiries about service availability, pricing, and booking issues.  
Response Time: Usually fast during business hours, but some users experience delays during peak times.  Clarity: Responses are generally concise and helpful.
 Limitations
Complex Issues: May redirect users to email or phone support for complaints.  
Availability Gaps: Limited to automated responses outside business hours.



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


	Answer: 
The social media links on the Cleaners of London website are present but not effectively integrated into the user experience. Here’s a summary of their visibility and impact:
Visibility of Social Media Links
Footer Placement: Links to Facebook, Twitter, and Instagram are in the footer, making them visible but not emphasized.
Dedicated Page: The Social page social is a placeholder with no active content.
No Prominent Integration: Unlike other service websites, Cleaners of London does not feature social icons at the top or near testimonials.
 Effectiveness & Engagement
Low Visibility: Many users may overlook the links due to their subtle placement.
Inactive Content: The social media profiles, especially on Instagram and Twitter, show limited recent activity, reducing their engagement potential.
 Missed Opportunities: 
No embedded social feeds or customer reviews.
No incentives for following or sharing.
Lack of social proof, such as follower counts or user-generated content.
Suggestions for Improvement: Feature Social Proof: Embed Instagram photos or Facebook reviews on key pages.
Boost Engagement: Regularly share cleaning tips, before-and-after photos, and customer highlights.
Add Calls to Action: Use phrases like “Follow us for cleaning hacks” near booking forms or blog posts.



	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 Cleaners of London website effectively communicates its services, making them easy for customers to understand. Here’s how:
Clear Presentation of Services
1.Dedicated Service Pages 
Each cleaning service (e.g., Domestic, End of Tenancy, Deep Cleaning, Carpet Cleaning) has a dedicated page that includes service details, pricing, optional add-ons, and FAQs.
2.Homepage Highlights 
The homepage summarizes key services with quick links for more information or booking. Icons and brief descriptions help differentiate the services.
3. Booking Form Integration: Users select their service first, and the form adjusts to show relevant options and pricing, ensuring clarity.
4. Visual Aids: Professional images of cleaners and tidy homes help customers visualize outcomes, while icons and layout elements guide users.
5. Trust Signal: Noteworthy mentions of luxury properties serviced, vetted staff, and customer reviews enhance trust in the service offered.


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


	Answer:
Customer reviews for Cleaners of London are available on Trustpilot and are frequently updated, with recent entries from October and November 2025. Here’s a brief overview:
Where Reviews Are Available
Trustpilot Profile: Cleaners of London has an active profile with over 280 reviews, allowing the company to respond and manage its presence.
Website Mention: The company displays its Trustpilot rating but does not embed live reviews or showcase testimonials on service pages.
Review Freshness: Recent Reviews: Feedback from October and November 2025 includes comments on specific cleaners and services.
Active Participation: Customers are consistently sharing experiences, both positive and negative.
Review Highlight: Positive Themes: Long-term satisfaction, attention to detail, and praise for specific staff members.
Negative Themes: Complaints about damage during end-of-tenancy cleans, communication issues, and mixed experiences with customer service.
Improvement Suggestions
On-Site Testimonials: Displaying recent reviews on service pages could build trust.
Cleaner Ratings: Allowing ratings for individual cleaners during booking would personalize the experience.
Review Filters: Implementing filters by service type (e.g., deep cleaning) would improve feedback relevance.
Customer reviews are important because they build social proof and trust for businesses, influencing the purchasing decisions of new customers. They also provide businesses with invaluable feedback to improve products and services, and they are crucial for building stronger customer relationships through communication and transparency (Nichols, 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: Cleaners of London showcases its services as high quality through professional branding, trust-building features, and customer-focused messaging. Here’s a concise overview:
Service Quality Highlights
1. Professional Credentials
Over 14,000 homes cleaned and 100+ vetted cleaners.
Background-checked, insured, and trained staff with experience in luxury properties.
2. Customer Assurance, no upfront payment; customers pay only after the job is finished.
Re-cleaning guarantee for end-of-tenancy services, though reviews vary on its consistency.
Flexible online booking and rescheduling options.
3. Trust Signals: 4.5-star rating on Trustpilot with numerous positive reviews.
Testimonials highlight satisfaction and specific cleaner praise.
Transparent pricing and service descriptions.
 4.Visual Branding
Clean, modern website with calming design.
Focus on professionalism and customer care.
Reasons to Choose or Recommend
Quick access to vetted cleaners, especially for same-day jobs.
Flexible online booking and no upfront fees.
Comprehensive end-of-tenancy cleaning tailored to landlord needs.
Assurance of insured cleaners with a re-cleaning policy.
Service coverage across all London boroughs.
Considerations
Some reviews mention inconsistent service, missed appointments, and communication issues.


	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: Cleaners of London displays its prices clearly on a dedicated pricing page, reflecting a mid-to-premium service tier. Here’s a concise breakdown:
Clarity of Pricing
The pricing page outlines costs for each service:
Domestic Cleaning: From £20/hour (minimum 2-hour booking)  
One-Off Cleaning: From £22/hour  
Deep Cleaning: From £25/hour (detergents included)  
End of Tenancy Cleaning: Fixed rates based on property size:  
Studio flat: from £230  
1 Bed 1 Bath: from £270  
2 Bed 1 Bath: from £330 Carpet Cleaning From £40 per room (minimum call-out of £80) 
Optional Extras: Eco-friendly detergents for £10 per session (included in deep cleans)  
There are no hidden fees, and the website clearly explains what's included in each service.
Do Prices Reflect Quality?
Yes, the pricing aligns with a mid-to-high-end service. Key points include:
Premium Positioning: Focus on vetted, insured cleaners and experience with luxury properties.  
Specialized Services: Guarantees and detailed checklists for deep cleans and end-of-tenancy services justify higher rates.  
Customer Experience: Many reviews praise the quality, though some mention inconsistencies.
Why Transparent Pricing Matters
Builds Trust: Customers know what to expect.  
Supports Value Perception: Clear pricing and professional branding reinforce reliability.  
Reduces Friction: Easy rates facilitate quick bookings without needing quotes.


	Section 4 – Searchability


	Question 4a - What three words would you type into Google to find this type of service? 
	1. Location-specific ("London") ensures results are relevant to your location.

	
	2. Service-specific ("cleaning") targets the main service offered.


	
	3. Location-specific ("London") ensures results are relevant to your location.

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


	Answer: 
It takes 2 second when you search for "London cleaning service" on Google, Cleaners of London ranks third, just behind Housekeep and Fantastic Services. This strong position reflects effective search engine optimization (SEO) and ensures visibility to potential customers in London.
Why It Matters: High Visibility:  First-page rankings increase clicks and bookings.
Competitive Positioning: Ranking near the top shows Cleaners of London is a serious market contender.
Trust Factor: Top results enhance credibility with prospective customers.


	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: Absolutely websites are still crucial for modern UK businesses, even in a social media-driven era. Here’s why:
 1. Your Digital Storefront
A website is often the first impression for customers; you control its design and content. It conveys professionalism, especially for service-based businesses.
 2. Search Visibility: People search for services on Google, and a well-optimized website helps you appear in local searches. Without one, you may miss out on a large potential audience.
 3. Trust & Conversion
Websites allow you to:  
Showcase testimonials  
Offer secure booking  
Share policies and FAQs  
These elements build trust and convert visitors into customers.
4. Always Open: A mobile-friendly website acts like a 24/7 shop, accessible anytime from any device.
5. Integration with Platforms: Your website can link to your Amazon store, booking system, email list, and social media, serving as the hub of your digital efforts.
 Example: Cleaners of London: Their website ranks well on Google, offers instant booking, and builds trust with clear pricing and reviews, making it central to their business despite the presence of social media platforms.


	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? 
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