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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 has opened well within a split of a second and has loaded without any issues.

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


	Answer: It is easy to navigate, the main page layout is clear and contain all the relevant information such as, services provided, price list, company description and contact details.


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

	Answer: Booking is possible via the website following a series of questions regarding what type of cleaning is required, for what type of property, how many bedrooms bathrooms. Once choosing the required service the price availability is clear and easy to make the right choice.


	

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


	Answer: Incorporation of Chatbots. According to (Araujo, 2018, Luo et al., 2019; cited in Ashfaq, Yun  and Loureiro, 2020 Telematics and informatics, 54, p.101473.). “Chatbots should enhance their information and service quality to increase users’ satisfaction. The findings imply that digital technologies services, such as chatbots, could be combined with human service employees to satisfy digital users”. (Malaník 2024) Customer satisfaction rate relies mainly on the responsiveness of the support associates to the customers enquiries. From the interviews data suggested, that from a business point of view, on-call support prevails due to cost efficiency, however from a customer point of view, which is more relevant to the topic, live chat service type receiving most customer enquiries due to conveniency.


	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 looks pleasant; there seem to be no apparent differences when using different devices. For example, mobile phone vs computer, on both devices the website opens well, and navigation is easy and clear with quick references to finding services, price list and availability.


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


	Answer: Background in in neutral colour with bright green highlights to quick links making it stand out.


	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:
There is no online chat tool available, however there are clear information on how to contact the company via phone or email address. The website also displays information that there are no call centres, and the phone is directly answered by the business or if you contact them via email, they typically response within 30 minutes on a business day.

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


	Answer: 
No social media links on the website.

	
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: Price list is available and clear upon answering what level of cleaning is required, what type of properly the cleaning if carried out on and how many rooms are in the property.


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


	Answer: Customer reviews available at the bottom of the page and trust pilot website with 299 reviews in total. The company’s trust pilot rating is 4.6 what is an excellent rating. All feedback seemed up to date and relevant.





	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: Based on 299 reviews on trust pilot and an excellent rating of 4,6 has a high success rate.


	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 list is clear and based on level of cleaning required. The website has a good tool to allow its customers to create an accurate quote eliminating grey area, so customer is clear on what to expect .


	Section 4 – Searchability


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

	
	2.Domestic cleaning services 

	
	3.Residential cleaning services 

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


	Answer: Yes, after searching for Residential cleaning services the company appears it the top ten. This makes it easily accessible and available for potential customers.


	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 remain highly relevant in modern UK business. Websites are like a place where customers can go to get all the details, they need book something and see if a company is real. This is different from media because with a website you are, in charge of what people see and how your company looks. Websites help people find the relevant business; this is great way for companies to get new customers and look professional on the internet.

	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 recommendation that Cleaners of London should consider is to add a chat tool. This online chat tool would let customers get answers to their questions in more efficient way. With the increase in human–chatbot interaction in recent years, users can now communicate with chatbots using a variety of devices—smartphones, laptops, tablets, or desktops (Araujo, 2018, Luo et al., 2019; cited in Ashfaq, Yun  and Loureiro, 2020).That would make the customers happy. This maybe even help the company to increase more bookings and customers might prefer chatbots because it is faster than calling on the phone or sending an email. So, this online chat tool would make the service easier to use. 
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