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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’s business loads quickly and in an efficient way on computers, laptops and mobile devices. Pages are opening without long waiting times, and the images are loading smoothly. The website has simple layout and limited use of lots of animations help improve performance. Fast loading times are important for usability and user satisfaction, as slow websites can discourage users from continuing.  (Nielsen, 2012)

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


	Answer: The website has several sub-pages that are covering different cleaning services. Navigation is straight forward through the top menu, allowing users to easily find specific services such as domestic, carpet, after builder or office cleaning. This layout supports usability principles by helping users to find information easily. (Nielsen, 2012)


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

	Answer: Yes, customers can make a booking online, directly on the website. The form is easy to locate and guides users through the process, making it convenient to request a service at any time.  (Cleaners of London, 2025)


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


	Answer: Usability could be improved by adding a progress tracker to the booking form and reducing the amount of information required initially. Another improvement that might facilitate the experience is adding a live availability calendar so the booking process could be faster and more user-friendly. All would reduce user effort and improve task completion (Nielsen, 2012)


	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 tailored appearance with a simple colour scheme. Accessing the website from a computer, the content is well spaced and easy to read. The appearance on the mobile phone, is good as the layout adapts well, menus collapsing effectively, although some scrolling is required to view service information details. 


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


	Answer: The website uses relevant images that show cleaning environment and the staff members, which helps build trust. The website’s colours are neutral and consistent, upholding a professional brand image. There is a minimal use of video, which in a way keeps lad times fast, but slightly limits visual interaction. 


	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 appear to have an online chat tool. The website has contact forms and phone details, but a live chat feature could improve customer interaction by allowing instant response to any enquiries, especially for the users that want quick information before bookings. 


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


	Answer: The links for social media platforms are present and accessible, allowing users to view company’s online presence. The links are helping to reinforce credibility; however, the links could be made more prominent to encourage engagement and trust and the social media platforms could be more active in relation with company activity.  


	
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 services offered by company are clearly listed on separate pages and each has a brief description, explaining what each service includes. The website has also a customer review sub-page and reviews are displayed, which helps with building trust of any potential customers. 

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


	Answer: Customers reviews are displayed on the website and help reassure potential customers. The reviews suggest the company regularly updates feedback and values customers opinions. (Cleaners of London, 2025)


	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 positive reviews, professional language on the website and clear service description. The website suggests reliability and experience, which makes it a service that I would feel comfortable recommending to others. 


	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 don’t always show clearly and are often provided after making an enquiry. This might be because the company can offer customised pricing depending on the customers enquiry but also might discourage potential customers who might like to know upfront costs.  


	Section 4 – Searchability


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

	
	2. Cleaning services London

	
	3. Domestic cleaning London

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


	Answer: The website does not always appear in the top of ten results for general searches due to high competition. However, it is more visible when using specific search terms, showing that search engine optimisation could be improved. (Google, 1998)


	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 are still very important for modern UK businesses. They allow customers to find any information quickly, to read reviews, to compare services, to get any contact details and build trust before making contact. For service-based businesses, a professional website is often the first impression and plays a key role in attracting customers. 


	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 to the online platform, live chat feature, allowing potential and existing customers to receive an instant response to any queries. This would improve customer engagement, increase convenience and potentially lead to higher booking rates. A clear and usable website helps businesses remain competitive and trustworthy. (Nielsen, 2012)
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