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Respond to each question 

	
Section 1 – Usability

(75 words maximum for each answer)

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


	Answer: Both websites load quickly and are user-friendly. “Cleaners of London” loads slightly faster thanks to its simple design and minimal heavy graphics, allowing you to see the main content instantly. “Swift Cleaning” also has a good loading speed, but due to the larger number of images, the initial page display may be slightly slower, although this does not cause any significant difficulties in use.


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


	Answer: Yes, the website has a significant number of subpages. Each subpage is dedicated to a specific service and useful and informative information such as: general cleaning, carpet cleaning, post-rental cleaning, regular cleaning London, one-off cleaning, deep cleaning. This allows customers to choose the service they need. There are also subpages about services and prices, as well as reviews. The website navigation is logical and structured, so customers can easily find answers to all their questions.


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

	Answer: Of course, the customer can make a booking directly on the online website using the special “book a service” form. After that, several questions appear, such as: you need to select the type of service (i.e. the type of cleaning the customer needs, specify the type of accommodation, additional options that need to be cleaned, select the day, month and time, contact details and address). The form is very simple and easy to use, even elderly people or those who are using online ordering for the first time will be able to fill it out.


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


	Answer: At the moment, the website is quite modern and convenient, but there is still potential for improvement. Several aspects and services could be added to enhance the website's functionality, making it even easier for people to use. In my opinion, I would like to add an online chat feature so that users can contact an assistant without having to call the helpline, as many customers need quick answers regarding cost, duration and availability.


	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 looks professional and appealing thanks to its light colours and high-quality professional photographs. On a computer, the site looks spacious and the elements are conveniently spaced with large margins. When using this site on a mobile phone, the menu is compressed into a compact icon, the photos are scaled, and the text remains legible. There is a difference, but it is positive: the mobile version is well optimised and provides the same quality of use as on a large screen.


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


	Answer: The website uses high-quality images of clean home interiors, which builds customer trust and demonstrates the company's results. The colour scheme is quite calm, consisting of white, grey, and blue colours. This creates an impression of cleanliness, order, and reliability. There are not many videos on the website, but the visual content is quite relevant and informative. The images do not overload the website; on the contrary, they make it pleasant and professional for potential customers.


	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: Unfortunately, there is no online chat on the website, so it is not possible to get an immediate response. The only way to get in touch is by phone or via the contact form, which may be less convenient for those who want a quick consultation without making a call.


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


	Answer: As for links to social networks, they are either not available on the website or are posted in such a way that they do not fulfil their full function. Social networks could include accounts on Instagram or Facebook, and YouTube could show more real photos, reviews and examples of work to increase customer confidence. Due to the lack of visibility of these links, users may not even realise that the company has social media pages. Social media could be used to launch an advertising campaign, which would increase the customer base and brand reputation.


	
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: The company describes its services in detail through a structured menu, where each type of cleaning has its own page with an explanation of what is included, how long it takes, and who it is suitable for. There are also pages explaining regular, general, and commercial cleaning services. This structure helps customers quickly understand the difference between the types of services and choose exactly what they need. The information is presented clearly and without complex terminology.


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


	Answer: Customer reviews are presented through integration with Trustpilot, where the company has a rating of 4.4/5 based on over 280 reviews. This creates an impression of transparencia and increases trust. On Trustpilot, it is clear that reviews are updated regularly, even including entries from 2025. This relevance is important because customers want to see other people's recent experiences. The presence of reviews from an independent platform adds to the company's credibility and shows real results.


	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 company presents its services as high-quality, emphasising its verified and insured employees, extensive experience, and thousands of satisfied customers. The website also highlights the guaranteed stability of the service, the possibility of getting the same cleaner and a flexible schedule. I would recommend this service to friends or family because it looks professional, responsible and customer-oriented, which is rare in the cleaning industry.


	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 on the website are clear and well structured: rates are specified for regular cleaning, deep cleaning, post-rental cleaning and other services. For example, regular cleaning costs from £20 per hour, and deep cleaning from £25. These prices are typical for London and correspond to the level of professionalism demonstrated by the company. Clear pricing helps customers estimate their budget and creates a sense of transparency and trust.



	Section 4 – Searchability


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


	
	2. high-quality home cleaning

	
	3. fast and high-quality cleaning in London

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


	Answer: For example, the Cleaners of London website appears among the top results on Google for all major search phrases related to cleaning in London. This means that the site has good SEO optimisation, is regularly updated, and meets the search intentions of users. A high position in search results increases the chances of the company getting more customers through organic queries and strengthens trust in the brand.


	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 continue to be an essential part of business in the UK, as most customers search for information and place orders online. A website allows a company to present its services, display reviews, provide booking options, and maintain the image of a professional organisation. The site operates 24/7, so customers can obtain information without making phone calls. In a competitive service market, a website is a key element for trust and successful marketing.


	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 recommend adding an online chat or interactive assistant for instant communication with customers. This will improve the user experience, as people often want answers to questions about prices, cleaning times or availability without having to wait too long. Online chat would increase order conversion, especially among new customers who are still hesitant. Such a tool will make the website more modern and convenient, which will have a positive impact on the company's reputation.
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