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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: Cleaners of London's website loading speed can vary, It depends on factors like your internet connection, the device you're using, and how optimised the website is at that moment. Generally this site should load in just a few seconds and is very easy to access 


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


	 Yes, the Cleaners of London website contains many sub-pages. There are multiple pages like Home, About Us, Contact Us, FAQ, and separate pages for their main services for example (deep clean, regular cleaning, end-of-tenancy). A prospective customer navigates via a top-menu (or homepage links) to choose the service they want, then uses “View” or “Book now/Request a quote” buttons to drill into details and place an order.


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

	Answer: Yes, a customer can book a clean via Cleaners of London directly through their website. The site advertises a “Book Online in 60 Seconds” option for regular, one-off and end-of-tenancy cleans. You select your service, date and time on their booking form  no need to phone up. Then they will find someone that has availability for you and then finally send you a confirmation of the date and time through email on the same day you sent your booking detail. 


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


	Answer: Cleaners of London’s website could improve usability by simplifying navigation, adding clear “Book Now” or “Get a Quote” buttons, and enhancing mobile responsiveness. Using real team photos and having stronger customer reviews builds trust. Faster load times, clearer service descriptions, and a streamlined booking form reduce friction. Consistent design, better spacing, and a cleaner layout help users scan information quickly, while a FAQ and optional live chat make it easier for visitors to get answers.  


	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: A pleasant webpage looks clean, well-spaced, and visually consistent, with readable text, clear colours, and tidy layout. On a computer, pages often appear wider with multiple columns and larger images. On a mobile phone, the layout typically shifts to a single column, with resized text and images, larger tap-friendly buttons, and simplified navigation. If the site is fully responsive, both versions feel smooth and attractive; if not, the mobile view can look cramped or misaligned so I would recommend using a computer.


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


	Answer: A well-designed cleaning website typically uses bright, clean imagery to convey freshness and professionalism, often featuring tidy rooms, teams at work, or before-and-after photos. Videos, when used, highlight services or showcase results to build trust. Colour schemes usually rely on light, calming tones like whites, blues or greens to suggest cleanliness and reliability. Images and colours should remain consistent across pages, guiding the user’s attention without overwhelming them and reinforcing the brand’s trustworthy, clean appearance 


	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: If the website includes an online chat tool, it provides immediate, convenient support, allowing visitors to quickly ask about services, availability, or pricing. This can significantly improve user experience by reducing response time compared to email or phone. Effectiveness depends on responsiveness and clarity; automated bots are helpful for basic queries, but live agents increase trust and conversion. A well-implemented chat tool can turn inquiries into bookings efficiently, enhancing both engagement and customer satisfaction.


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


	Answer: The effectiveness of social media links depends on their visibility, placement, and functionality. Ideally, they should be prominently displayed (header, footer, or sidebar) and clearly recognisable with platform icons. Clicking should open the brand’s active social profiles without errors. Effective links allow visitors to verify credibility, view updates, and engage with the business. If links are hard to find, inactive, or lead to rarely updated accounts, they reduce trust and miss opportunities for engagement and conversions.


	
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 company typically clarifies its services through dedicated sections or pages, listing each service with concise descriptions of what’s included. Clear headings, bullet points, and organised layouts help visitors quickly scan offerings. Some sites include pricing guides, packages, or “before-and-after” examples to illustrate results. FAQs or service details explain processes, timing, and any special considerations. This structured presentation ensures customers understand exactly what the company provides, making it easier to choose and book the right service.


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


	Answer: Customer reviews are usually displayed on a dedicated testimonials page or integrated into service pages, often accompanied by names, dates, or photos to enhance credibility. Up-to-date reviews show ongoing customer satisfaction, which builds trust with potential clients. If reviews are outdated or sparse, it can make the company seem inactive or less reliable. Frequent, recent reviews demonstrate consistent service quality and encourage visitors to engage or book confidently.


	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 presented as high quality through professional imagery, clear descriptions, and customer testimonials showcasing reliable results. Highlighting trained staff, modern equipment, thorough cleaning processes, and attention to detail reinforces trust and competence. I would use or recommend the company because it conveys professionalism, transparency, and consistent results, making it easy to understand what’s included. Positive reviews, convenient booking options, and visible customer care also signal a trustworthy, dependable service worth choosing.


	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:If prices are displayed, they are usually shown per service or package, helping customers gauge affordability and compare options. Transparent pricing that aligns with professional imagery, detailed service descriptions, and positive reviews reinforces perceived quality. If prices aren’t listed, the company may prefer personalised quotes based on property size, service complexity, or scheduling, allowing flexibility and avoiding sticker-shock. This approach encourages direct contact, letting staff explain value and tailor solutions while maintaining a professional, premium image.


	Section 4 – Search-ability


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

	
	2.cleaning 

	
	3. Services 

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


	Answer: 


	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 remain highly relevant for modern UK businesses. Even with the rise of social media, a website serves as a company’s central, trustworthy home online. It provides full control over branding, content, pricing, and customer journeys, something social platforms can’t guarantee. UK customers still expect businesses to have a professional website for credibility, clarity, and contact information. Websites also boost visibility through search engines, which remain a primary way people find local services. They support online booking, e-commerce, reviews, and customer support. Overall, a well-designed website continues to be essential for building trust, generating leads, and standing out in a competitive UK market.


	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: If I were to make one recommendation to improve Cleaners of London, it would be to strengthen and modernise their online customer experience, especially through clearer service explanations, faster booking options, and more visible customer reviews. Many customers choose cleaning services based on ease, transparency, and trust. Streamlining online booking and showcasing verified reviews would reduce hesitation and increase conversions. This improvement matters because most UK consumers now research and book home services digitally. A smoother, more reassuring online journey can significantly boost customer confidence, improve satisfaction, and differentiate the company in a crowded London cleaning market, ultimately leading to more repeat business and stronger long-term growth.




Reference List 
	
https://www.cleanersoflondon.co.uk/about-us/ accessed on 10th December 2025
And I used to work for this company and have been in the cleaning industry for 3 years so a lot of the answers are from my own personal experience and knowledge 







