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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 site itself loads fast and the home page gives essential information like services, price choices and booking buttons as quickly as possible. Such key elements as Book a service and Check availability can be seen without over scrolling, and the user can start interacting with the site immediately. The high speed of loading and the ability to find functions enhances user experience and minimizes frustration which is critical in customer retention (Sharma, 2023).

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

	Answer: Yes, the site has various sub-pages that contain various services including domestic cleaning, deep cleaning, end of tenancy cleaning, pricing, frequently asked questions, reviews and contacts. The navigation is primarily done by way of top navigation bar, with clickable sections of services on the home page, and footer links. This hierarchical structure assists users to access the information needed in a convenient way plus aids in making decisions by having the services grouped together.

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

	Answer: Yes, the customers have an opportunity to make a booking via the site using the buttons like Book a service, Get Instant Price. These features take the user to an online booking system where the user can personalise services, select dates and book their services fast. This feature makes them convenient and facilitates conversion since buyers are able to do their shopping process without moving out of the site.

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

	Answer: A comparison table with clearly defined variations in different services, prices and suggested usage could be mentioned as one of the ways to improve it. The information is currently distributed on several pages and thus it might be more demanding to the users. The layout should be made simpler and more centralised, which would decrease cognitive load and increase the usability of the entire site.

	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?

	Answer: The site is simple with clean and professional look, headings and effective layout. This design gives a good impression at the first glance and shows the emphasis on cleanliness and reliability which the brand is aimed at. The layout on desktop is visual and spacious, whereas on mobile gadgets, the information is presumably placed in a vertical layout to fit smaller screens. This makes it accessible on any device though mobile users might require scrolling further.

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

	Answer: The site also features appropriate images like cleaning personnel, equipment and clean surroundings to support the service provision. These images allow users to get familiarized about the kind of service offered and trust the firm. Nevertheless, video or interactive media are not very used and could be introduced to make the process more interactive and add more dynamism to the effect.

	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 site applies multiple engagement tactics such as explicit call-to-action buttons, reviews of customers, and markers of reliability such as satisfaction guarantees and professional service claims. These factors instill trust and perceived risk and lead to users making a booking. This is also supported by the fact that there is instant pricing and fast booking services that facilitate quicker decision making.

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

	Answer: To enhance the customer experience, it is possible to introduce video testimonials or demonstrations of before and after the service to promote their trust and interest. Also, live chat support would be added to enable the customers to pose questions in real time which enhances responsiveness and satisfaction.


	



	Section 3 – Perceived Value


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

	Answer: The site is fairly easy to navigate with readable text, organized headings and easy navigation. Nonetheless, few evidence of advanced accessibility is provided like screen reader optimisation, the ability to resize text, or alternative description of images. These characteristics are necessary to make it inclusive to disabled users.

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

	Answer: Although the site does not seem to be challenging to use, it is not evident that it has been designed to satisfy the recognised standards of accessibility, including the Web Content Accessibility Guidelines (WCAG). The fact that accessibility tools are not visible enough is an indication that more can be done to accommodate more users.

	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 features that would facilitate accessibility might include changing fonts, high-contrast viewing and compatibility with a screen reader. Providing alternative text to all pictures and ensuring that it is key board navigable would further improve its usability to those who have visual/physical disabilities.

	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 made comparatively transparent to the customers on the Cleaners of London site. The company also offers an instant price feature in which users can key in their requirements and be quoted a fixed price after which they can book the ticket. Moreover, pricing and pricing structures and transparency are mentioned, and those contribute to the minimization of uncertainty and establishment of trust. This is the best strategy since clients can make the decision based on the price beforehand, which contributes to the informed decision-making and minimizes the perceived risk during online shopping (Lemon and Verhoef, 2016).

	Section 4 – Searchability

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

	
	2. domestic cleaning London

	
	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: Yes, once the corresponding keywords like cleaners in London, domestic cleaning London, or end of tenancy cleaning London are typed in Google, the Cleaners of London site is bound to be included in the top ten search results, but the precise position might be different depending on the location, device used, and search history. Some of the search engine optimisation (SEO) methods enable the site to be visible. These are using location specific keywords (e.g., areas in London), service oriented content page and organized headings which reflect frequent customer search terms. The site also has several pages that address various cleaning services, which enhances the likelihood of featuring in search engines in a broader scope of keywords.

	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: Yes, websites are not out of place in the contemporary UK business. A web site can serve as a hub of the online presence of the company, as important information can be found, credibility is established and customer service is accessed 24/7. Though social media are significant in terms of marketing and engagement, they are unable to perform the full activities of a site, especially in terms of booking, information on services, and gaining trust. In service industries customers will tend to check through the websites to ensure legitimacy before making a purchase. Hence, the properly implemented web site remains one of the most important aspects to attract customers, facilitate decision-making, and ensure image of professional 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: Among the suggestions that can be made is the inclusion of a live chat service on the site. It would enable customers to pose their questions instantly and get immediate assistance and ask any questions about the services before making an appointment. The existing site has good information and booking facilities, however, there is no immediate communication. Live chat would enhance interaction with the customer, minimize the ambiguity, and boost the conversion rates since users would make the decisions faster. It would also improve customer experience, through offering personalised service, especially in the service based business where customers might have particular needs.
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