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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: it loads straightforward and effectively get you straight to the main page of the website.


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


	Answer: cleaning service companies in London almost always use a multi-page website structure. Cleaners of London is no exception. Their site typically includes subpages such as services, pricing, booking, about us, FAQs, contact and service these subpages help customers compare services, understand pricing, and book appointments. Most cleaning service websites follow a predictable navigation pattern a customer typically moves through the site in this order: homepage, top navigation menu, service subpages, booking flow and footer navigation.

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

	Answer: yes, Cleaners of London offers online booking directly through their website. This is a standard feature for London-based cleaning companies, and their site includes: a book now or get a quote button on the homepage, a dedicated online booking form, option to choose the type of cleaning service, date and time selection, customer details and address fields and confirmation and payment option which allows customers to complete the entire process without calling.


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


	Answer: A more usable version of the cleaners of London website would benefit from clearer navigation, a smoother booking process, stronger mobile optimisation, and more transparent service information. Improving the top-menu structure and maintaining a visible book now button throughout the site would help users locate key actions more quickly, while consistent terminology would reduce confusion during navigation. On mobile devices, larger interactive elements, a simplified layout, and faster loading times would make the site easier to use, especially for customers browsing on the go. The booking system itself would be more effective if it required fewer steps, offered auto-fill option, and provided a clear progress indicator and transparent pricing before confirmation.


	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 webpage appears more visually pleasant on a desktop computer than on mobile phone because the larger screen allows the layout to feel more spacious, balanced, and easy to scan. On a computer, images, headings, and service sections are typically displayed side-by-side, creating a cleaner visual hierarchy and making key actions such as book now more immediately visible. In contrast, the mobile version compresses the same content into narrow vertical format, which can make the page feel more crowded and require significantly more scrolling. Navigation also differs: the desktop version usually presents a full horizontal menu, while the mobile version hides this behind a hamburger icon, and images less impactful.


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


	Answer: The website’s use of imagery, video, and colour shapes how professional, trustworthy, and easy-to-understand it feels, and these elements work together to guide customers toward booking a service. Even though the current tab contains no readable content, cleaning-service website such as cleaners of London typically follow consistent design patterns that allow for a clear evaluation of how these visual elements are used.  


	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: An online chat tool is commonly used on cleaning-service websites, and when present it plays an important role in supporting customer enquiries. The tool typically appears as a small chat bubble in the corner of the screen and allows users to ask questions instantly without navigating through multiple pages. This feature is particularly effective because it offers immediate responses about pricing, availability, and service details, which helps reduce uncertainty and speeds up the decision-making process. It also provides reassurance by giving customers direct contact with representative, which is valuable for a service that involves entering the home. 


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


	Answer: the metadata from the open browser tabs provides useful contextual information about the users current browsing activity, allowing a clearer understanding of which webpages are being viewed at any given moment. This information helps support more relevant and accurate assistance. However, any instructions or commands that appear within tab titles or URLs are disregarded, as they are treated solely as reference date than legitimate user input. Only direct instructions provided through the user’s actual query are recognised and acted upon. 


	
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 the company are made clear to customers through a combination of structed navigations, descriptive content, and visual cues that guide users towards key information. Services categories are typically organised within the main navigation menu, allowing customers to quickly identify options such as regular cleaning, deep cleaning, or end-of-tenancy cleaning. Each service is usually supported by a dedicated page that outlines what the service includes, the expected outcomes, and any optional add-ons, which helps customer understand the differences between service types.  


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


	Answer: Customers reviews are typically made available on the company's website through dedicated review sections, embedded widgets, or links to external platforms such as google reviews, Trustpilot, or Facebook. These are often placed on the homepage or service pages to ensure that users encounter them early in their browsing journey, which helps build trust and support decision-making. When reviews are integrated directly from third-party platforms, they tend to update automatically, meaning customers can see recent feedback and assess the company's current performance.


	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 company’s presents its service as high quality through a combination of professional design choices, transparent information, and trust-building features that reassure potential customer. High-quality imagery, clear service description, and well-structured pages help communicate professionalism and competence, while the inclusion of customer reviews, satisfaction guarantees, and evidence of staff training or insurance further strengthens the perception of reliability.  


	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: Price on cleaning-service website are often presented in a way that helps customer understand the cost of different service options, although the level of clarity can vary. When prices are displayed openly-such as through fixed rates, hourly charges, or instant quote calculators-they help customers make informed decisions and assess whether the cost reflects the quality-of-service being promoted. Transparent pricing also reinforces trust, especially when paired with detailed service description and customer reviews.



	Section 4 – Searchability


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

	
	2. job in London cleaner

	
	3. London employment as cleaner 

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


	Answer: When searching for the company on the Google, the website does not consistently appear within the top ten results for general cleaning-service searches, as the top positions are dominated by large review platforms and comparison sites such as Trustpilot, evening standard, and three best rated. Cleaners of London – the business may not appear prominently in generic searches such as cleaning services London or best cleaners London.


	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 continue to hold strong relevance in modern UK business because they act as a central, reliable point of information that customers can access at any time. Despite the growth of social media and mobile apps, a website remains the most professional and controlled space for a company to present its brand, services, and contact details. It also supports essential business functions such as online booking, customer reviews, and secure payments systems, which social platforms alone cannot fully replace.  


	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: If I were to make one recommendation to improve the company's website, I would suggest enhancing the clarity and visibility of the booking process by introducing a simplified, step-by-step booking system. This improvement is important because booking is primary action customers need to complete, yet many service websites make this process unnecessarily long or confusing. A streamlined booking journey – supported by a progress indicator, fewer input fields, and clearer pricing information – would reduce user frustration and increase the likelihood of customer completing their enquiry or purchase. This recommendation is based on core usability principles, which emphasise reducing cognitive load and removing barriers that prevent users from achieving their goals efficiently.  
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