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Section 1 – Usability
Question 1a - How quickly and easily does the website load?
Answer: The website opens promptly and the main content is shown without delay, so visitors can start using the site straight away. Key information, including the booking function and details about the cleaning services, is easy to notice on the homepage. A quick-loading website is important because it helps keep users interested and lowers the chance that they will leave the page too soon (Krug, 2014). Overall, the Cleaners of London website seems to be well arranged and technically efficient, which supports a smooth browsing experience for customers (Cleaners of London, 2026).

Question 1b - Does the website contain many sub-pages? How does a prospective customer navigate these?
Answer: The website contains a number of separate pages covering different services, including domestic cleaning, deep cleaning and end-of-tenancy cleaning. Customers can move around the site using the main navigation menu and clearly organised sections such as the “How it works” information. Good navigation helps visitors locate what they need quickly and makes the website easier to use (Nielsen, 2012). The general structure is straightforward and suitable for prospective customers (Cleaners of London, 2026).

Question 1c - Can a customer make a booking via the webpage?
Answer: Yes, the website allows customers to arrange a booking online. Users can add their details, select or adjust the service they require and complete the booking process through the webpage. The site also explains that booking can be completed quickly and that payment is made after the service has been delivered (Cleaners of London, 2026). Online booking improves accessibility and makes the service more convenient for customers (Chaffey and Ellis-Chadwick, 2019).

Question 1d - What improvements could be made to the usability of the website?
Answer: Usability could be strengthened by reducing some of the longer text sections and replacing parts of the information with clearer visual features, such as icons or short summary boxes. Another useful improvement would be the introduction of a live chat option, as this would allow customers to ask questions immediately. Simple, clear and accessible design normally improves customer engagement and makes a website easier to follow (Krug, 2014).

Section 2 – Pleasure – Customer Experience
Question 2a – How pleasant does the webpage look? Are there differences on mobile?
Answer: The webpage looks tidy, modern and professional, with a clear layout and effective spacing between different sections. The design appears suitable for mobile use, as the content is likely to remain readable and easy to access on smaller screens. A mobile-responsive layout is important because many customers now browse and book services using smartphones (Statista, 2024).

Question 2b - How does the website use imagery, video and colour?
Answer: The website uses photographs connected to clean homes and domestic spaces, which helps create a trustworthy and professional image. Its colour choices are mainly neutral and simple, helping the site look calm, clean and organised. Images, colour and other visual design features can influence how users judge a website and how engaged they feel while browsing (Lidwell et al., 2010).

Question 2c – Has the website made use of an online chat tool?
Answer: A live chat tool does not appear to be clearly available on the website. Customers mainly seem to contact the company through the booking system or other contact options. Adding a live chat feature could make the website more responsive because users would be able to receive quick answers while deciding whether to book (Chaffey and Ellis-Chadwick, 2019).

Question 2d – How effective are the social media links?
Answer: Social media links can be useful because they help a company build brand awareness, communicate with customers and support online marketing activity (Tuten, 2020). However, their real value depends on how easy they are to find on the website and whether the company keeps its social media pages active and updated.

Section 3 – Perceived Value
Question 3a - How are the services made clear?
Answer: The services are presented clearly through short descriptions and a step-by-step booking process. This helps customers understand what each cleaning option includes and decide which service is most suitable for their needs (Kotler et al., 2019).

Question 3b - How are customer reviews made available?
Answer: Customer feedback is available through Trustpilot, where users can view both positive and negative reviews. This helps make the business appear more transparent because potential customers can read real experiences before making a booking (Trustpilot, 2026).

Question 3c – How is the service presented as high quality?
Answer: The service is presented as high quality by emphasising professional features such as vetted cleaners and insurance cover. These details help reassure customers that the company is reliable, safe and professional (Cleaners of London, 2026).

Question 3d - Are prices made clear?
Answer: Prices are made clear during the booking process, where customers are shown estimates based on the service they select. Clear pricing is important because it supports customer trust and reduces uncertainty before purchase (Kotler et al., 2019).

Section 4 – Searchability
Question 4a - Three search terms:
1. House cleaning London
2. Cleaning services London
3. End of tenancy cleaning London

Question 4b - Does it appear in search results?
Answer: The website may not consistently appear among the highest search results because the cleaning market in London is very competitive. Search engine optimisation is therefore important, as it can improve the site’s visibility and help more potential customers find the business online (Chaffey and Ellis-Chadwick, 2019).

Section 5 – Reflection and Conclusion
Question 5a - Do websites still have relevance?
Answer: Websites are still highly relevant for businesses because they provide a central place for information, brand identity, customer communication and online transactions. Even when companies use social media, a website remains important because it gives customers a more reliable and complete source of business information (Chaffey and Ellis-Chadwick, 2019).

Question 5b - One recommendation for improvement?
Answer: One key recommendation is to add a live chat feature to the website. This would improve the customer experience by allowing visitors to ask questions and receive quick support before completing a booking. Faster communication could increase customer confidence and satisfaction (Chaffey and Ellis-Chadwick, 2019).
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