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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 loads very easily, and everything appears as soon as you click on it.


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


	Answer: The website does not contain many sub-pages, it has a few only, I think this is because it is a straightforward website so customers can access it easily. A prospective customer would be able to navigate the website effortlessly and comfortably as it is divided into sections of what the customer would like to access related to the main topic of the website (cleaning services in London).


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

	Answer: A customer can book a service via the webpage, right in the top right corner of the page there is a rectangular box called BOOK A SERVICE that is visible.


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


	Answer: The site would benefit most from tightening its homepage messaging, making the value of its services clearer and easier to scan. Improving navigation and adding more visible “Book Now” button throughout the site would help users get where they are trying to go faster. The booking process itself could flow more smoothly with clearer steps, stronger trust signals like reviews and guarantees placed more prominently to make scrolling easier. They could also add a live chat tool or automated chatbot for quick enquiries, especially customers who are unsure which type of cleaning service to choose.


	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 website has a clean, modern and professional layout that is visually appealing. The colour scheme is calm and suits a cleaning brand, using white space effectively to keep the pages tidy. The design is responsive, meaning it displays well on both mobile and computer screens. On mobile the menu collapses neatly, and buttons remain easy to tap, although some sections require more scrolling than on desktop. Overall, the pleasant design builds customer trust and encourages further engagement.


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


	Answer: They use high-quality images of clean, stylish homes that reflect their premium service. The colours are neutral and calming (whites, greys, soft greens) which fit a cleaning company’s brand.


	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- I did not find a live chat widget. This means users must call or email for quick clarifications, which could slow down inquiries or bookings.


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


	Answer: I did not clearly see social media profile links on the homepage which makes it harder for users to check their social presence. Adding visible links to Instagram or Facebook would boost trust and engagement. The social profiles are all the way down when you scroll so customers might not scroll and they would think they don’t have.


	
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: Services are explained clearly on dedicated sub-pages that describe what each type of cleaning includes. The site also lists benefits such as trained, vetted cleaners and flexible appointment scheduling. The services menu helps customers find the correct option and services descriptions include the areas covered and optional extras. 


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


	Answer: Customer reviews are provided through Trustpilot, which the website links to, showing an impressive number of positive ratings. Many reviews appear recent, which gives confidence that customers are actively using and recommending the service.


	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 service is presented as high quality through professional branding, clear value statements, vetted and I and insured cleaners, and strong customer reviews. I would recommend Cleaners of London because the business appears trustworthy, well-established, and focused on delivering excellent results.


	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, prices are made reasonably clear to customers, with starting rates shown for different services such as regular cleaning and end of tenancy cleaning. The price reflects the quality of service because the website explains that cleaners are vetted, insured and professionally trained.


	Section 4 – Searchability


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

	
	2.professional cleaners 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, when searching phrases such as “London cleaning service” and “professional cleaners London,” Cleaners of London appears on the first page of Google search results. The business is also listed highly for “end of tenancy cleaning London,” which is one of its most popular services. This suggests the website is well optimised for search engines and uses effective keywords. Having a strong search position helps the company attract local customers who need trustworthy cleaning services.


	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 still highly relevant for modern UK businesses because customers expect to find professional, trustworthy information online before buying a service. A website provides a central place for business details, pricing, booking, reviews, and customer support. It also helps companies appear in Google searches, which is essential for attracting new customers. Websites support brand credibility, allow 24/7 access to services, and reduce the need for phone calls. Even though social media is popular, many people prefer websites for clear, organised information. For a service-based company such as Cleaners of London, having a well-designed website is an important advantage over competitors and makes booking easier for customers.
 


	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 for improvement would be to add a live chat feature or AI chatbot. This would help customers receive instant answers to questions about pricing, service areas, or booking changes without needing to call or wait for an email response. Many cleaning customers want fast information when comparing companies, so live chat would improve customer satisfaction and reduce missed bookings. It would also help first-time users understand which type of cleaning service suits them best. By offering quicker communication, Cleaners of London could increase conversions and strengthen trust.
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