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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 in just a few seconds, which is important for visitors because it creates a positive first impression and a good user experience.


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


	Answer: The website has several sub-pages, for the costumer to choose specifically what they want. Users can navigate these pages easily through the main menu at the top of the homepage, which clearly lists options such as services, pricing and booking.


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

	Answer: Customers can make a booking online. Users can select the date, time, specific service and customer will get a full quote for the service requested.

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


	Answer: This website contains demonstrates several key strengths, including fast loading speed, responsive design, simple and objective navigation, relevant and clear content. it also provides easily accessible contact information such as a phone number, email address, and enquiry forms. The use of a green and white colour scheme helps to communicate clarity and trust. The website could be improved by adding videos demonstrating how the cleaning services are carried out, ideally showing the use of environmentally friendly cleaning products. Including customer testimonials would also increase trustworthiness. Research by Spillinger and Parush (2012) found that customer testimonials significantly enhance user trust, particularly among less experienced online shoppers, and that they have a stronger influence on perceptions of price than on perceptions of product quality or tangibility.

	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 features a clear and well-structured layout. There are noticeable differences between the mobile and desktop versions of the website, with the mobile version being more compact and optimised for easier access and navigation.


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


	Answer: The website includes images designed to attract potential clients, such as before-and-after photos that provide evidence of the quality of their work. The chosen colour scheme is also intended to be visually engaging and attention-grabbing. Jonauskaite and Mohr (2025) suggest that colour plays a fundamental role in both natural and built environments, and is often linked to visual appeal, with certain colours perceived as more pleasing than others.



	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:This website does not offer an interactive chat function. However, all prices and services are clearly displayed, and customers can contact the company via email or phone. A quote can be obtained within approximately two minutes, and the booking process is equally efficient.

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


	Answer: The social media links on the website are not very effective because they are not clearly visible or strongly promoted. As a result, customers are unlikely to use them, and the company mainly relies on direct contact methods such as phone and email instead. his means the social media links are more of a secondary feature and are unlikely to strongly influence customer decisions.


	
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 service offered to new customers are clearly presented and easy to understand. The booking system and quote requests process are straight forward and provide with clear information about the service provided. Within a few simple steps, customers can receive a personalised quote tailored to their requested service, with all details clearly explained.

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


	Answer: On the website we can see the company’s star rating and some reviews made by customers, these reviews do not have the date that have been created, after accessed Trustpilot, we can have access to reviews and the dates it was rated, on Trustpilot the reviews are updated.

	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 supported by strong customer ratings 
(around 4.5 stars) and positive reviews. The website suggests that they employ reliable cleaning professionals, and I would recommend it based on this feedback, which indicates consistent service quality. The prices charged are in line with the average with the market rates in London. 


	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 clearly displayed on the website, which helps costumers understand cost before booking. However, the pricing may not always reflect quality, as some customer reviews mention inconsistent service. One reason they include clear pricing is likely to build trust and transparency, allowing customers to see costs upfront before booking.


	Section 4 – Searchability


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

	
	2. London

	
	3. Services

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


	Answer: The website appears in the top 10 results, ranking 10th on the list. This may be related to the number of reviews, which is approximately 14,000.


	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: In today’s world, a company website is essential as a virtual storefront and communication hub. Customers value 24/7 access without needing to travel or wait in queues, while businesses can reach a global audience and increase success.

	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: One recommendation would be to add an online chat function, that for more detailed questions customers must call the telephone line. Nowadays, people expect immediate responses and do not want to wait for answers. For this reason, an online chat option is a key feature for any company’s website.
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