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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 is quick to load from both the assessment brief and when typed into Google search. There is no lag and it takes around two to three seconds to load properly, after which browsing through the website is possible. 


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


	Answer:
There are 4 subheadings on the banner to choose from via the landing page, and a large button that leads to booking the service provided. There is also a button that leads to checking prices and availability on the landing page. It is easy to navigate; there is a drop-down menu on the first subheading page titled “Services” where prospective customers can choose from a number of different services the business offers. 



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

	Answer: 
Yes, customers are able to book services through the webpage by clicking on the button on the top right corner of the page.


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


	Answer: 
I would potentially move the coverage of the service up nearer to the top so that prospective customers can decide whether the company serves their area in the first place. 

	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? 


	[bookmark: _Hlk214437025][bookmark: _Hlk214437503]Answer: 
The webpage has a clean colour scheme – white and green, and it looks professional. The website seems to be better suited for browsing on phones because browsing on mobile phones seems to be the preferred method of searching for services, according to Statista. The colour scheme and visual elements, however, stay the same across both platforms.

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


	[bookmark: _Hlk214438098]Answer:
It uses a minimalist colour scheme, has a white background and easy to read black font. The ascent colours are green and navy. The site reads as very clear and professional. The images used show professional cleaners working, there is also a map showing the coverage and graphics that inform the customers of how the business operates. 


	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, it does not use a chatbot. Instead, it has a listed phone number, an email address and a button where customers can get a quote of how much the service would cost. They can also directly book on the website and have their headquarters address listed as well, which bolsters their legitimacy as a proper website offering a service. 


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


	Answer:
The social media links all work when clicked on the bottom of the page, however the company has not leveraged social media for advertising their services and marketing themselves for engaging more customers. They seemingly rely primarily on their website to generate business. 


	
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:
Customers are clearly notified of the services provided by the company in two ways: by the company’s name – Cleaners of London, and by listing their services on the website itself clearly. It cannot be confused for a business providing a different service. 


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


	[bookmark: _Hlk214439435]Answer:
The website is rated 4.3 stars on Trustpilot when searched, however on the website it says it is rated 4.2 stars on Trustpilot on the landing page, meaning that they do not update that regularly. There is a total of 288 reviews on Trustpilot, the most recent one being published 12 hours ago (www.trustpilot.com). Just one of these reviews come from a verified profile which means that the customer has either verified their identity on Trustpilot by providing their ID or that the business had invited them to review upon completed service according to Trustpilot’s help page, which means that some of these reviews might not be genuine at all.


	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 website is professional, they have provided both an address to their headquarters office that is searchable on Google and a telephone number that can be called, which points to its legitimacy as a business. However, the fact that their reviews might not be legitimate would steer me away from booking a service and I would not recommend it to family and friends. 

	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:
The business has listed three of their most popular services and their prices. The pricing is transparent in that aspect. Compared to three other websites offering cleaning services (ideal.cleaning, well-polished, and fantasticcleaners) , where the prices for domestic cleaning are between £18 and £25, the pricing is both fair and on par with competition. 


	Section 4 – Searchability


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

	
	2. Cleaners

	
	3. Housekeeping

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


	Answer:
Yes, for option one and two, but not for option three. With option one, the company’s website is the first suggestion after sponsored links, and for the second it is the fifth after sponsored links. For option three, housekeeping, it does not come up on the first page at all.


	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: 
[bookmark: _Hlk214442427][bookmark: _Hlk214443104]Websites are still a relevant fixture in modern UK business. It is often the first point of contact a customer will have with a company and a well-made website with accurate, up-to-date information can be the deciding factor whether a potential customer will use their services. Information is meant to be clearly accessible, the user interface of the website should be easy to navigate, and a company providing a service will have multiple ways of being contacted via their webpage. A quality website will raise brand awareness, and user engagement through websites can be tracked and analysed to improve it for customers in the future if there are reported issues. The use of chatbots to field customer questions about the service leads to the creation of quality FAQs that address customers’ queries in an efficient manner (Sharma, Tripathi 2023) For these reasons, websites are still a relevant resource to utilise in the professional landscape of UK 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: 
This website’s review link that is meant to show their good standing in their field is not up to date, therefore that would need to be regularly updated to stay congruent on both the website and the website it leads to (Trustpilot). Another change I would make is to add a chatbot to the company’s website to provide an insight into FAQs that would also have to be regularly updated after analysis of these conversations. Finally, after visiting the company’s blog, it has been established that the articles there need a consistent publishing schedule and would benefit from being higher up instead of on the bottom of the webpage to further utilise customer engagement with the website alongside their up-to-date social media links. All these changes could lead to better customer engagement and feedback, and potentially provide an edge over the company’s competition. 
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