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[bookmark: _Hlk213073520]Section 1 – Usability


	[bookmark: _Hlk213073529]Question 1a - How quickly and easily does the website load? 


	[bookmark: _Hlk213076301]Answer: The Cleaners of London website loads very quickly while the text and images appear almost instantly which offers a perfect navigation. It is important for companies to have a good website that load fast because it improves customer satisfaction and reduces rejection rates. The recent studies demonstrated that 53% of people leave if a website doesn’t load in three seconds (Kirkpatrick, 2016). For this company, a good loading time improves the trust of users and encourages them to stay longer or to complete bookings.


	[bookmark: _Hlk213073539]Question 1b - Does the website contain many sub-pages? How does a prospective customer navigate these? 


	[bookmark: _Hlk213076308]Answer: Yes. The site includes a lot of sub-pages such as Services, Prices, About Us, Contact Us, Online Booking, and Areas We Cover. The navigation is clear through a fixed menu at the top of the page and there are a lot of buttons that call for actions. All of these align with the usability principles which recommend to companies to create a consistent and predictable layouts to help users find information very easily (Standford University, 2025).


	[bookmark: _Hlk213073546]Question 1c - Can a customer make a booking via the webpage? 
 

	[bookmark: _Hlk213076314]Answer: Yes, and it is very easy for the customers to book a cleaning session by entering their postcode, service, date, and time. The online booking system is very beneficial because it improves the convenience for customers and increases the conversion rates. This happens because people prefer to make transactions without any phone calls or external forms.


	[bookmark: _Hlk213073560]Question 1d - What improvements could be made to the usability of the website?


	[bookmark: _Hlk213076320]Answer: The website is very easy to use but there are still some improvements that could be made to improve the overall performance. For example, the company can simplify the booking form, add clear confirmation messages, and an account page where users can track their bookings and the progression stage. In addition, it should ensure that all buttons are visible on the mobile devices. These changes will make the navigation smoother and ensure that all visitors can complete a booking regardless of their device or ability.






	
Section 2 – Pleasure – Customer Experience


	Question 2a – How pleasant does the webpage look?  Are there any differences in appearance on a mobile phone versus a computer? 


	[bookmark: _Hlk213076979]Answer: The website has a clean and modern design that includes enough spaces and professional images. It looks very good on both desktop and mobile as it has a responsive design. There are some minor compressions on the layout when the website is opened on smaller screens but the navigation is still very good. The aesthetic characteristics are very important for websites because they increase credibility and customer trusts especially as people usually form their opinion in 50 milliseconds (Lindgaard, et al., 2016).


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


	[bookmark: _Hlk213076985]Answer: The site uses good images with a high quality in which users can see beautiful homes and professional cleaners that reflect the quality of the services. The website usually uses different shades of blue and green on a white background to inspire trust and cleanliness. It does not use videos to keep the page lightweighted and to maintain a quick loading time. This consistent design strengthens the brand image of the organisation and create a feeling of professionalism in people’s mind.


	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 a live chat tool but instead it offers phone and email contact options. In addition, it promises that its support team will answer in approximatively 30 minutes from placing the query. Although these are good communication method, a live chat would improve the customer satisfaction as 79% of users prefer a chat where they can communicate in real-time with customer advisors and get quick answers for their inquiries (GoSquared, 2025). 


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


	Answer: In the footer of the page, all the icons for social media accounts are visible like Facebook, Instagram, and LinkedIn. In this way, users can have an easy account to the companies’ accounts which increases transparency and credibility. These links also improve SEO and customer retention because it connects users with reviews and updates. However, the company can add some live feeds to increase engagement and provide social proof.


	
Section 3 – Perceived Value



	Question 3a -  How are the services offered by the company made clear to customers?


	[bookmark: _Hlk213080496]Answer: Under the “Services” menu, the company provides a clear list of its services which include domestic, deep, end of tenancy, carpet, or office cleaning. For each one, the business offers all the needed details and pictures with before and after the job is done. This also aligns with the usability best practices because clear categorisation of information improves the decision-making process of customers (Standford University, 2025). In addition, there is a link for each service where users can check prices and available slots to ensure that they easily understand what is offered and how to proceed. 

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


	[bookmark: _Hlk213080824]Answer: Yes, the customer reviews are available in multiple places on the website through a badge from Trustpilot which display a 4.5 rating from over 280 verified reviews. This ensures that everyone can see real and updated feedback from customers which improve the user trust and the conversion rates. This is especially important as younger generations rely more on peer feedback when choosing a service (Prasanna & Priyanka, 2024).


	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? 


	[bookmark: _Hlk213081209]Answer: The company presents its services as high-quality as they have an extensive experience in a wide range of properties and over 14,000 satisfied customers across London. They also strengthen the reliability through testimonials, professional images, and clear descriptions which demonstrate that they have a very good knowledge about what they do. I would definitely recommend this company to friends or family because it has a proven experience, a transparent communication, and a guaranteed re-clean policy. These are true indicators that the business is very professional and it offers very good services.


	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? 


	[bookmark: _Hlk213081583]Answer: Yes, the prices are very clearly shown and explained. For example, a domestic cleaning starts at 20£ per hour while an end of tenancy cleaning at £230. The company adopted a transparent approach in this area to reflect that its prices are neither low or high but in line with the quality and trust promoted on the site. The companies that display they prices have a good effect on confidence and minimise uncertainty (Chung & Saini, 2022). The business wanted to create a strong image and position itself as a professional cleaner in London but also accessible.


	Section 4 – Searchability


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

	
	2. Domestic cleaning

	
	3. End of tenancy cleaning London

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


	Answer: No, the website doesn’t appear in the top ten results for these basic keywords. It usually ranks a little lower at the bottom of the page or on the second page. This suggests that the competition in this sector is very high especially from larger cleaning companies. In addition, the business should also improve its SEO by using localised keywords, structured data, and content updates to increase its visibility in the online environment. 


	
Section 5 – Reflection and conclusion


	Question 5a - Do you feel that websites still have relevance in modern UK business? Explain your answer. 

	Answer: Yes, the website is still very relevant in the modern business world. Although the social media is more important nowadays, a professional website remains the most credible platform where businesses can present their identity, services, and contract information. According to Statista (2025), over 50% of consumers in UK search a brand only before making a booking or a purchase. The social media cannot cover everything that people needs while the website provides trust signals like reviews, prices, and certifications. It usually helps a business to be more visible and to allow online booking which is essential for its growth and competitiveness in the long term.  


	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: One key recommendation would be to introduce a live chat tool to provide instant communication to the customers to increase their satisfaction and conversion rates. At the moment, people can only contact the company by phone or email which sometimes delay the response. In addition, studies demonstrated that 79% of consumers prefer a live chat option because it offers quick assistance (Charlton, 2023). For a business like Cleaners of London, this types of communication can help them to increase people’s trust and to reduce their hesitation.  
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