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	Evaluation
Respond to each question 

	This website is selling a package to learn the skill of cooking. It is easily accessible and has many options to choose what meals you can learn.
Section 1 – Usability

(75 words maximum for each answer)

	Question 1a - How quickly and easily does the website load? 


	Answer: 

The Cleaners of London website loaded quickly and is easy to use. Information about services and prices is clear, and booking a cleaner is simple and fast, making the site convenient for customers.


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


	Answer: 

Yes, the Cleaners of London website does contain several sub-pages for different services. A clear menu lets users easily click between pages, check prices, and book a cleaner, making navigations simple and straight forward for customers.  


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

	Answer: 

Yes, a customer can make a booking directly through the webpage. They select the type of cleaning, enter details like the number of rooms, and see the price instantly. Then they choose a date and time and confirm the booking online. The process is simple, quick, and does not require calling, making it easy and convenient for you to arrange cleaning services.


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


	Answer: 

The website could improve usability by adding a search bar to quickly find services and including more images or videos to show cleaning results. Clearer buttons and a step by step booking guide could also help first time users. These changes would make the site easier to navigate, more engaging, and faster for customers to find information and complete a booking.

	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 Cleaners of London website looks clean and professional. On a computer/ laptop, it appears spacious, while on a mobile phone it adjusts to a smaller screen. The layout is still clear and easy to navigate, though some buttons and images are smaller and require scrolling. 

A study conducted in 2022 by multiple academics found ‘a highly attractive visual design leads to users to perceive the system as more usable’ (Jongmans et al (2022)). This website has an attractive, sleek design, which could lead customers to find it usable on a mobile phone even though some features don’t translate as well.


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

	Answer: 

The Cleaners of London website uses images to show clean homes and services. The colours are simple and professional, mostly green, black, and white making it easy to read. There is no video, but the images help the site look trustworthy and clear for users.


	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 have an online chat tool. Customers must use email, contact forms, or phone to ask questions. However, a live chat would make enquires faster and easier, giving immediate answers and improving the overall customer experience. Especially considering how useful and frequent online chat tools are used by other businesses through their websites.

Although, it is important to consider Cleaners of London are a ‘family-run’ business built on ‘decades of experience in the London cleaning industry’ (Delchev, 2025). Therefore, an online chat tool may not be appropriate with how they have run their business and continue to. They may prefer the personal connection that can be made with a customer through the phone. 


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


	Answer: 

The website has social media links, but they are not very noticeable. They let users see more information and reviews, but don’t encourage much interaction. Making the links clearer or adding live feeds could improve engagement and customer connection. 

Improving this aspect could be highly beneficial for them as social media platforms, such as Instagram, may be used more by their target clientele.


	
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 clearly shows its services using sub-pages for each type of cleaning, with descriptions and prices. Headings and booking options guide customers, making it easy to understand what is offered and choose the right service before booking. 


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


	Answer: 

Customers reviews for Cleaners of London are shown on Trustpilot, not the website main page. They give feedback on service quality and professionalism are mostly up to date. Displaying some reviews directly on the main page could make it easier for visitors to see feedback without leaving the website.


	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 shows high quality through experienced cleaners, clear pricing, and professional service descriptions. Positive customer reviews and an easy booking system add trust. I would use or recommend their service because it is reliable, convenient, and ensures professional cleaning without hassle. 


	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 for the most popular cleaning services are made clear to customers when scrolling through the website. However, for more accurate or detailed price you must start the booking process. This means selecting what type of clean it is, and further questions. This is mostly clear to customers in my opinion, service costs are shown up front based on property size and type of clean required. 

Compared to other London cleaning services, their prices are slightly higher than ‘Wecasa’. This can be an indication of higher quality cleans. However, other competitors such as ‘cleaningservice’ don’t show any clear prices for customers. I think the transparency of price does not decrease any perceived value, and instead increases customers trust. 


	Section 4 – Searchability


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

	
	2.Cleaning

	
	3.Service

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


	Answer: 

Typing these three words “London cleaning service” into google did not necessarily show ‘Cleaners of London’ in the top ten results, because larger websites pay google to promote them more and companies with more business reviews show up because of their popularity. London is also a very large city and has a lot of demand for cleaning companies so there would be far too many to compete with to be in the top ten.

Cleaners of London could increase their visibility to customers within London though promotion with Google. This would mean their business would show up sooner when customers search ‘London cleaning services’.


	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 are still very important for businesses in the UK today. They allow customers to find information about services, check prices, and make booking easily, like Cleaners of London does. Even though social media and apps are popular, a website helps a business look professional and trustworthy. It also gives customer confidence that company is real and organised. Overall, websites remain a key part of running a business because they help attract customers, provide important information, and make it simple for people to use the service.


	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: 

I would suggest adding customer reviews more clearly on the website. Seeing positive feedback from other people makes the company look more trustworthy and reliable. It helps potential customers feel confident about booking a service. Showing real experiences directly on the site can also encourage more people to use Cleaners of London.

Showing these on the main website page will incentivise customers to trust Cleaners of London for their services.
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