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	Student Number
	2525320
	Student Name
	Reace Reid

	

	Website Chosen 
	Cleaners of London

	Insert hyperlink to website
	Cleaners of London

	

	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: When clicking on the website, it loads almost instantly, which provides a smooth user experience. When I was on the homepage, I found that there was no perceived delay that was noticeable. The website layout avoids heavy, slow loading elements and is very well optimized which makes it easy for the customers to make bookings without having to worry and go straight to finding out information and less worry for waiting times. 


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


	Answer: The cleaners of London website is organized into several clearly defined sub-pages, such as commercial and domestic cleaning services. A prospective customer can navigate these easy in the main menu to the top of the screen or to use the clear link that is found in the footer. This structure is straight forward and gives detailed information about a particular service instead of you needing to go through irrelevant content.


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

	Answer: The cleaners of London website is set up for direct bookings. The customers are allowed to easily schedule a service by using the “Get a Quote” or the booking buttons that are found throughout the website. A digital form “That is simple to fill out” will pop up which you can input your contact details and other specific needs, making the whole process paperless and at a quick pace instead of receiving a phone call back.


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


	Answer: Cleaners of London can make improvements by adding a “live chat” box to get instant help for quick questions. They could also improve their services by adding a search bar at the top instead of users having to go through the menus to find a specific service they need. An interactive price estimator would be a great idea, as this gives customers their total costs before continuing to the booking process.


	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 have a fresh professional appearance, by using a white and blue theme that makes it feel “Clean”. A computer has everything layed out across the wide screen for you to access easy viewing. A mobile phone lets the website automatically adjust, making the menus go smaller and the text vertically, to make it easier to read.  


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


	Answer: 


	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: Currently, there isn’t a live chat feature on the website for real-time messaging but instead, it only relies on a displayed phone number and a standard contact form to fill out for all their service enquiries. These methods do work well, however, the idea of having an instant chat tool means that the customers will have to wait for an email reply or a call back, which isn’t ideal for someone needing an immediate response back.


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


	Answer: The social media links are very effective which is placed in the footer to verify the company’s reputation. The profiles which they connect to are active, giving the customers results with interactions and real-life solutions. To have these links makes it much easy to build trust with customers and for customers to stay updated on the latest cleaning tips and any special offers given to the customers. 



	
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: 


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


	Answer: The way customers reviews are made available is easily found through an integrated trust pilot feed which is located on the main page. The business shows by linking to third-party review platforms, shows that they don’t have anything to hide. This proves that the team is working actively hard across London to maintain high standards of service to their customers.


	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 by highlighting their use of products and offering a guarantee. The reason why I would recommend this company to a friend is because they have a proven track record for helping customers get their deposits back and they are fully insured. Having professional equipment and having positive feedback gives the company credit and is a reliable choice for anyone that’s looking for any deep cleaning.



	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 through the online quote generator, and it gives a clear list for the hourly rates. The prices show the level of professionalism and that their insurance coverage provided. The company is upfront about the costs, and they don’t have any hidden fees. This helps to build trust with the customers with the first time a customer visits the website which can make the booking process much better.


	Section 4 – Searchability


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

	
	2. Professional Cleaners

	
	3. Best London Cleaners

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


	Answer: When i type these words into google, the cleaners of London website consistently show up in the top ten results. The company also appear so high in the results, which gives them the chance to be one of the first companies that the customer would click on to get a professional cleaner.



	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: Today, I do believe that websites are still relevant in the UK businesses and that's because they act as a formal “digital” headquarters which can build the customers and the businesses trust. The website’s gives a professional space so customers can find insurance details, secure bookings tools or even service detailed lists that’s all-in-one place. The business controls its own narrative which provides 24/7 accessibility, which shows the credibility the company must have to its local competitors that might just have the basic social media platforms.  

 


	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 way I would improve the cleaners of London website is by making an “live chat” function or an AI assistant to give faster responses to the customers. The reasons to why I am suggesting this is because many customers prefer to get an answer back straight away instead of waiting for a response by email or waiting on a phone call back, especially professionals in London. “Live Chats” feature reduces “friction” to a customer's journey, which allows the company to keep leads while customers are still on their website. This upgrade will make the service more responsive, which will help the cleaners of London business become more reliable on approach, which attracts loyal clients.
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