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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: Upon clicking the link, there is no noticeable lag and accessing the website is instantaneous. This is similar across both my laptop and my phone.  


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


	Answer: The website has many different sub-pages, which can be split into multiple categories:
· Cleaning services provided
-----This section can be pressed and expanded to show the different types of cleaning services available.
· Pricing
· Background about the business
· Contact information

The customer can access them easily on the computer by clicking on the respective section at the top of the page, or pressing 3 lines if they are on phone.


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

	Answer: Yes, the customer can make a booking by clicking the “Book a service” button on shown on the main page. Alternatively, the customer can also request a direct quote based on their post code.
When making a booking, the customer can select the service, size of the property to clean etc. with the price updating as they select different options.


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


	Answer: The website lacks certain features such as text-to-speech service or an option for high contrast colours which would make it much more accessible to people with visual impairments. 
To improve the service, it would be beneficial for the business to add these features to that they can reach a broader audience.


	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 has a very professional appearance and inspires a lot of confidence in the business by showing the reviews and phone number as the first things you see.

The website is more pleasant on the computer, and it becomes easier to navigate due to the addition of the top bar which is easily accessible. On mobile, the top bar is found behind a button in the corner, which makes the website feel more crammed.


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


	Answer: The website uses bright colours with little contrast, which positively affect the customer mood (Pelet and Papadopoulou, 2012). Throughout the site, images of cleaners are present to show that the business is a professional cleaning service, the website also uses screenshots to present how easy the booking service is for users who might be intimidated by using an electronic device.


	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 does not make use of an online chat tool. The only way to contact the business is by calling or directly emailing them. This makes is more difficult to get direct answers if a customer wishes to enquire. However, the website does have a commonly asked questions section and they promise a 30 minute response time if emailed during business hours.


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


	Answer: The social media links, while present, are not effectively utilised by the website. They are only at the bottom of any given page, which often requires a lot of scrolling to get to. The business could make a more effective use by including them at the top of the page or having them shown in the contact us section of the page to encourage more ways of reaching or enquiring about the business itself.


	
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 first page seen by the customer has a short summary of what the business offers, there is also a very clear top bar which allows for a section to be expanded to show all business available. Users are also able to scroll down and read more about each service on the main page, with a link to receive a quotation as needed.


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


	Answer: Customer reviews are not shown until the user goes to the booking page. On the booking page, the user can see multiple positive reviews from Google and Trustpilot.
The website also displays their trustpilot score on many of the webpages. This score is displayed accurately and is up-to-date with what trustpilot currently displays.


	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 website itself is presented in a very professional manner. The immediate summary of what the business provides with an invitation to request a quote and a trust pilot score inspires confidence that the service will be of high quality.
The showcase of the cleaners with guarantees of insurance and no hidden fees makes shows this is a service worth using and recommending to friends and/or family members.


	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: Prices are made clear to customers and are reflective of the quality promised.
The customer can not only request an instant quote, but can also see the average prices by checking the sub-pages of each individual service, and also start their own booking process which will show the price per hour that they will need to pay for the service provided.


	Section 4 – Searchability


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

	
	2.Cleaners

	
	3. London

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


	Answer: It does not appear in top ten websites, but it does show up on the first page.


	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 still have relevance in modern UK business. Websites and social media play a pivotal role in business, considering that 65% of adults use social media (Perrin, 2015) and 73.3% of the world uses the internet (International Telecommunication Union, 2025). Without a website, a modern UK business sacrifices the ability to promote itself to people from all parts of UK and the world (if applicable). However, it is also important to employ a website in a smart way, as a poor strategy can lead in the business to fail and not get enough traction (Hernández, Jiménez and Martín, 2009).



	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: The website should add more accessibility features, such as high-contrast or narrator. This would allow the website to be used by people with visual impairments which can increase the amount of business the service receives. This is because:
· People with visual impairments can use the website without assistance and use the service provided
· Accessibility features can be used as point of sale on social media by stating that the service is made accessible for anyone. Which can also lead to increase of popularity due to word-of-mouth.
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