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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 Clearence of London website loads relatively quickly and provides a clear initial layout. The homepage presents service categories without excessive visual clutter, which supports user orientation. Fast loading is particularly important for local service searches conducted on mobile devices. Overall, the site performs adequately, although further optimisation could improve loading speed and user experience.



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


	Answer: The website includes several service-related pages that allow users to explore different cleaning options. Navigation is relatively straightforward, as categories are visible and organised logically. However, some important information, such as detailed pricing or booking pathways, is not immediately prominent. This may require users to search more actively for key information, which can increase cognitive effort during the browsing process. 
 



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

	Answer: The website provides options for customers to request or arrange cleaning services through online contact forms and booking options. These features allow users to initiate communication with the company. However, the booking process could be made more visible and direct in order to encourage quicker engagement and improve the overall customer journey. 
 



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


	Answer: Usability could be improved by making key information more visible and simplifying the booking pathway. Clearer navigation menus and stronger call-to-action buttons would help guide users more efficiently through the website. In addition, further optimisation for mobile devices would improve accessibility, as many customers search for local services using smartphones. 


	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 clean and simple layout that avoids excessive design complexity. This creates a professional and accessible visual impression. On both desktop and mobile devices, the structure remains clear and readable. However, mobile optimisation could be further improved to ensure smoother navigation and faster interaction, as many users access local service websites through smartphones.


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


	Answer: The website uses a simple colour scheme and limited visual elements, which helps maintain clarity and readability. Images support the presentation of cleaning services and contribute to a professional appearance. However, the visual design could be enhanced with more engaging imagery or short explanatory videos to better demonstrate service quality and improve user engagement. 


	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 primarily provides contact forms and standard communication options rather than a live online chat tool. While these features allow customers to make enquiries, a real-time chat function could improve responsiveness and customer support. Instant communication tools often increase user satisfaction and help potential customers receive quick answers before making a booking decision. 


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


	Answer: Social media links can help businesses increase transparency and build customer trust. On the Cleaners of London website, these elements appear limited or not strongly emphasised. Integrating visible links to active social media platforms could strengthen credibility, allow customers to view real experiences, and enhance engagement with the brand beyond the main website.


	
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 website provides an overview of available cleaning services and basic descriptions of each option. This allows customers to understand the types of services offered by the company. However, additional details about service standards, guarantees or specific processes could further improve clarity and help potential customers better evaluate the value of the services. 


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


	Answer: Customer reviews and testimonials are important signals of service quality and reliability. On the Cleaners of London website, visible social proof appears limited. Including verified reviews, ratings or recent customer feedback would improve credibility and reassure potential customers. Up-to-date testimonials help demonstrate consistent service quality and strengthen trust in the company. 
 

	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 presents its services through clear descriptions and a professional layout, which supports a positive initial impression. However, stronger evidence of quality could be provided through guarantees, certifications, or detailed explanations of cleaning processes. These elements would help customers better understand the value of the service and increase confidence when choosing the company. 


	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: Pricing information is not strongly emphasised on the website, which may create some uncertainty for potential customers. While service descriptions are available, clearer pricing structures or estimated service costs would help potential clients evaluate affordability. Transparent pricing is particularly important in-service industries because it reduces perceived risk and supports informed decision-making before booking. 



	Section 4 – Searchability


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

	
	2.Professional cleaners London

	
	3. House cleaning London

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


	Answer: Search engine visibility is essential for attracting new customers. When typical service-related keywords are entered into Google, websites that are well optimised for search engines usually appear higher in the results. If the company’s website does not appear within the first results, stronger SEO strategies may be required to improve discoverability. 


	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: Websites remain highly relevant in modern UK business because they provide customers with essential information about services, pricing and contact details. For service-based businesses, websites act as a key trust-building tool, especially when customers cannot evaluate the service before purchase. A well-designed website can influence customer perceptions, improve credibility and support online bookings. In addition, websites play an important role in digital marketing by helping businesses appear in search engine results. Although social media platforms are increasingly popular, websites remain a central digital hub where companies can present detailed information and control their brand image. 


	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 important recommendation would be to improve transparency by clearly displaying pricing structures and service guarantees. Providing estimated prices or package options would help customers better understand the value of the service and reduce uncertainty before booking. Transparency is particularly important in-service industries because customers cannot physically evaluate the service in advance. Clear pricing information would also make the website more competitive compared with other cleaning companies in London. In addition, transparent information can increase customer trust and encourage faster decision-making. By making pricing and guarantees more visible, the website could improve user confidence and increase the likelihood that visitors convert into customers. 
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