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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 loaded in less than 3 seconds with a stable Wi-Fi internet connection. As stated by (Anderson, 2018), if a website loads less than 2 seconds, it can be considered as an acceptable loading time. However, some website normally takes up to 3 seconds. 

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


	Answer: 
Yes. The website has a user-friendly structure with key pages such as "Services," "Prices," and "Order a Service." There are also additional pages. The number of subsections prevents overwhelming users and maintains a simple hierarchy.

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

	Answer: 
Yes. The website has button "Order a Service" and "Check prices & availability".
However, the questionnaire requires a large amount of data, which overwhelms the client and encourages them to use another company.
The website offers alternatives such as calling or emailing, but limited hours may also discourage customers.

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


	Answer: 
Put section “Popular cleaning services booked by Londoners” on the top.
A 24/7 customer support service would significantly strengthen the company's position. A 24/7 support service could also process customer orders and be an alternative to filling out a form.

	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 looks good. However, the mobile version of the site is different from the original and not as user-friendly.
As stated by Statista (2023), with mobile devices generating over 60% of global web traffic in 2025.
Although desktop users may engage more deeply, mobile devices dominate in terms of visits, making a mobile-friendly design essential for most websites, especially in mobile-first markets.

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


	Answer: 
The website uses black text and green to highlight certain areas, such as "bookings," "reviews," and so on. The background color is white. This color combination doesn't overwhelm the eye. However, the photos aren't too large. 

	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: 
No, there's no live chat. This weakens the website's position. A well-organized live chat can simplify and speed up communication with customers.
However, it's worth noting that alternative communication channels such as Facebook, Twitter, and Instagram are available.  

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


	Answer: 
Social media links increase brand awareness. They help generate social signals, such as shares and likes, which can boost link authority and enhance your online presence.
The social media links are work normally. 
But links need to be visible. They should be placed prominently so users can easily click them. However, on the website, they are placed at the very bottom, which negatively impacts their frequency of use.

	
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:
Detailed information about its services is available on the website. Consultations are also available by phone and email. The phone number and email are easily found on the website. The website does not have a live chat or a separate "support services" section. However, it does have links to social media, allowing clients to obtain additional information.

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


	Answer: 
Yes, the site has reviews and they are up-to-date. The last review was left 5 days ago. But in 2025 there were only three reviews, which may cause clients to distrust this company.
On average, local businesses have 39 Google reviews and a 4.42-star rating, but businesses appearing in the top 3 Google local positions have an average of 47 Google reviews. Rep.co. (2023). 

	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: 
Firstly, the Company says that her experience for over twenty years. 
Secondly, the company fully insured and 100% guaranteed. 
Thirdly, fast availability across London.
However, reviews and recommendations are insufficient, which reduces the likelihood of recommending it to another client.

	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:
Yes, the prices are clear. However, there's also enough data to quickly navigate the prices. Analyzing such a price list requires a significant amount of time, which can be off-putting. Since the website doesn't offer instant chat, customers can't quickly clarify prices or services. This negatively impacts the company's market position. 
Analyzing the company's experience and the number of reviews, we see that in 15 years of operation, the company has only 286 reviews. This may indicate a mismatch between quality and price. 

	Section 4 – Searchability


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

	
	2. Cleaning

	
	3. London

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


	Answer: 
No, it is not on the top ten websites.

	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: 
A website may be relevant for a modern business in the UK, but it depends on the type of business. Amazon is a good example of online sales. However, cleaning businesses should use internal modern messaging apps or external messaging apps with bots, such as Facebook, WhatsApp, Instagram etc.
On the other side, around 85% of the UK population shops online. According to a survey by Forbes Advisor, 78% of small business owners in the UK currently have a website for their business. 83.5% of those said that their website plays a big part in their business. Pratt, K. (2024).
A website can perform several important functions for a business, such as general information about the company, a list of services or products, prices and terms of service, contact information, etc. All this helps customers learn more about the seller. As a result, people are more likely to trust and interact with businesses that have a website.
Yes, today having a website is an important component of business.

	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: 
Pay more attention to website search engine optimization. Your website may be user-friendly, but if customers can't find you through search, it defeats the purpose. The website is well-designed and informative. It can be improved, but the main goal is to rank in the top three search results for this service. Adding a live chat can streamline processes such as placing an order, inquiring about cost and delivery time, and handling technical and logistical questions.
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