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Section 1 – Usability


	Question 1a - How quickly and easily does the website load? 


	Answer: 
The website took around 4-5 seconds to land on the main page. After it is loaded, the page runs smoothly, with no major delays as such.

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


	Answer: 
Yes, the page has many subpages where mainly the cleaning services and pricing lists and ‘about us’ and ‘contact us’ headings can be found (Cleaners of London, 2025). 
For referring to a certain option, the customers need to navigate through the drop-down menus, which are shown at the central top part of the page. This makes it easy for customers to go through the process in an accurate manner. 

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

	Answer: 
On the main landing page ‘Book A Service’ option is available through which the customers can digitally book services. Home cleaning and housekeeping services have been revolutionised in the 21st century due to the growing technology demands and adaptations (CIJ, 2024). Now that consumers want all services at home, it is necessary to clean the business scene to offer services through which these needs and demands can be fulfilled. 


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


	Answer: 
Some pages of the website are too text-dependent; this is not necessary, and it may confuse the users about what they need to read first. To make it more user-friendly, less text and more pictures can be given. Limited words, a clear layout of the page with more call-to-action signs can make it more engaging. This will also ensure that they are more competitive against other competitors in the UK. There needs to be a blend of accessibility, navigation, responsive design, content, and the right visual on the website to make it user-friendly (Reniers, 2024).


	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 website looks very clean and professional on the desktop, but on the mobile, it looks crooked and sometimes may also look distorted, while some parts cannot be seen. Even sometimes the letters cannot be clearly visible on the mobile site.  


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


	Answer: The colours of the website have been kept a white background with green and blue combinations, which not only portrays clarity but also trust. There are limited images on the webpage, but the ones available are of cleaners and happy customers. 


	Question 2c – Has the website made use of an online chat tool on the website? How effective is this in enquiring about the product or service? 
 

	Answer: Online chatbot options have not been given yet by the Cleaning Services Company (Cleaners of London, 2025). This reduces the chances of engagement and quick issue resolution, preventing deeper customer relationships (Ranieri, Bernardo and Mele, 2024). 


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


	Answer: 
The social media links on the main pages are all working. They have the presence of YouTube, Instagram, Facebook, Twitter, LinkedIn, TikTok, Pinterest, etc. Being so active on social media helps consumers seek reels, posts, and videos, which helps in increasing awareness and also quick customer grievance redressal. Social media marketing allows for influencing customers' purchase intentions and decisions (Jamil et al., 2022).

	
Section 3 – Perceived Value


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


	Answer: The options on the main page, when clicked, lead to a detailed page of the option. For example, clicking on pricing results in details about pricing, based on the type of cleaning, and how long it may take to clean and so on (Cleaners of London, 2025). This means that consumers get details about that option on a particular page. 


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


	Answer: The review section is present on the lowest part of the website, where the positive reviews are listed. The reviews are shown in a snapshot of what the customer gave feedback on sites like Trustpilot and also on their own Google pages. The reviews have the names of the consumers and the location where they received the services. For example, ‘C Trent, Streatham SW16’ (Cleaners of London, 2025).


	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 site mentions “Every cleaner is trained to meet our high standards”, indicating that their service providers are experienced and trained by them. Even the reviews are a positive indication that they are happy with the services provided by them. I will recommend these services to friends based on the positive attributes mentioned on the website, like 7-day re-clean guarantee, priority scheduling for partners and being trusted by London’s leading agents and residents, to name a few Cleaners of London, 2025). 


	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: Most of the services require getting a quote from them first. This shows that the prices are not really transparent, but it is personalised depending on the needs of the customers. So the exclusion of the prices is more justified; however, the basic service prices should be mentioned. 

	Section 4 – Searchability


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

	
	2. Best home cleaners  in the UK 

	
	3. Professional London cleaning services 

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


	Answer: No, they do not appear on the top lists, which shows that their visibility is not strong and they need to work on their Google SEO ability. 

	Section 5 – Reflection and conclusion


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

	Answer: 
Yes, in the modern UK business, websites are very important. Without them, people will not get to know about the existence of the business in the first place, considering the fact that most people arrive from online platforms only. Moreover, the website shows the details so people are able to judge whether the business is genuine, authentic and does good service or not. Additionally, websites help consumers to book services and can check reviews and service lists again, without which, the early booking will not be possible. Websites are more essential for small-scale businesses in order to reach out to the desired target audiences and beyond. Overall, it shows the professionalism of current businesses. 

	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: 
I would include a recommendation of integrating a chatbot, so that people not have to search for options and can make a quick inquiry. Additionally, it will also support resolving consumer issues in real time and 24*7. They will also be able to spread positive word of mouth through this approach. This not only shows how much they care for the customers, but also shows how they are technologically advanced in serving people. Apart from this, another recommendation would be to make the look and feel of the website smoother, yet engaging, less wordy, with more pictures and videos. This will quickly attract the attention of the consumer who is searching for specific call to actions. 
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