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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 loads fast and displays information almost instantly, and offers a fast way of browsing. The pages are smooth, and there is a rapid transition between different sections, which keeps the customer focused. Specifically, the home page loads without any perceivable delay, which contributes to the impression of the professionally run service site that has been optimised in terms of its technical aspects (Cleaners of London, 2025).


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


	Answer: Yes, the site has several sub-pages, such as descriptions of services, prices, reviews and reservation pages. These are navigated by customers via a clear top menu and visible buttons located on the homepage. This design allows users to navigate between sections with ease and locate important information without having to mix them up, and promotes simple and structured browsing (Cleaners of London, 2025).


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

	Answer: Yes, the customers are able to make reservations via the site. The reservation section provides a client with the opportunity to choose the nature of the cleaning service, a convenient date and contact information. This is packaged as fast and simple and establishes a smooth flow between interest and a confirmed booking. This will make the services more accessible and satisfy the customers (Cleaners of London, 2025).


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


	Answer: The site can be enhanced with the live chat feature that would offer real-time services throughout the booking process. The mobile layout could also be improved with a more understandable layout, which means bigger buttons and easier menus. Moreover, a progress indicator would be a good idea to implement when making an online booking to help customers feel more assured about the process and less hesitant about entering the information (Cleaners of London, 2025).


	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 appears contemporary and professional, featuring a clean layout and straightforward design. On a computer, pages will be spacious and easy to scan, whereas on mobile, the layout will be more compact and vertically organised. Mobile navigation is still clear, but it takes more scrolling, so the desktop version seems to be a bit more balanced in terms of the visual aspect (Cleaners of London, 2025).


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


	Answer: The site has quality pictures of houses and domestic workers to make it seem credible. The colour palette consists of whites, accents of grey and blue that favour a fresh and clean environment. Video content is minimal or absent, and the user experience is not based on multimedia engagement but mostly on still images and clean design (Cleaners of London, 2025).


	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: The site does not seem to have a live-chat tool. Enquiries have to be done by phone or email. Although these avenues are sure, the lack of instant messaging can be a hindrance to prompt response to urgent inquiries. A chat feature would also be an excellent addition to enhance the speed of communication and general convenience among potential customers (Cleaners of London, 2025).


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


	Answer: The social media connections are existing but not very visible, which can minimise customer interaction with the external platforms. These links can be made more conspicuous to enhance online connections and brand visibility. The company does have social profiles, but their current position fails to make them more efficient at motivating customers to read more (Cleaners of London, 2025).


	
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 explicitly laid out on separate pages, which describe the services like domestic cleaning, deep cleaning and end-of-tenancy cleaning. All the descriptions explain what customers should expect, assisting them in knowing the difference between services. The transparent organisation and elaborate descriptions make it transparent and enable customers to make informed decisions (Cleaners of London, 2025).


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


	Answer: The customer reviews are offered in a separate reviews section and on the external review sites. It has numerous recent comments, which can also prove customer satisfaction and activity. Recent reviews increase the level of trust and encourage new clients to believe that the business is well-established and that it is functioning at the highest level at the moment (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 it to a friend or family member? 


	Answer: The company advertises satisfied, insured cleaners, length of experience and satisfaction guarantee, focusing on quality and professionalism. These factors imply a reliable service. It would also be appropriate to refer the company to other people due to its reliability, clarity of communication and reputation that have led to high confidence of its customers (Cleaners of London, 2025).


	Question 3d -   Are prices made clear to customers? If yes, do the prices reflect the quality of service shown? If not, why do you think the company has chosen not to include prices? 


	Answer: The prices are well displayed on the website, and initial prices are provided for major services. This openness aids customers in evaluating affordability prior to booking. The prices are seen to be in line with the quality of the communicated quality in terms of reviews, explanations and guarantees of the services. The pricing is transparent, which makes the company more trustworthy and helps to build the overall value (Cleaners of London, 2025).


	Section 4 – Searchability


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

	
	2. Domestic cleaning in London

	
	3. London professional cleaners

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


	Answer: Yes, the site is ranked on the first page of the search results for cleaning-oriented keywords. It is visible, which implies good search engine optimisation and a powerful online presence. Placing on the first page enhances traffic and the chances of the customer engaging in the service (Cleaners of London, 2025).


	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: Internet sites are very much relevant in business in the UK today as people demand easy access to information, the possibility of making their booking online and professionalism. A site serves as a hub of communication, which creates brand trust, displays services and gives evidence, including reviews. Websites are the initial touch point of many customers, and this implies that a company that lacks an efficient site is likely to have less visibility and reputation. Thus, websites remain an important factor of customer interaction and business results (Kotler and Keller, 2016).


	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 of the additional features that would be valuable would be the introduction of a live-chat tool. This would enable the customers to get answers instantly by posing queries, clarifying prices or stock availability and getting support without calling. Quick feedback can persuade the indecisive clients to make reservations to decrease turnover. Live chat also enhances customer satisfaction as it demonstrates that support is readily available. In a service business where trust and efficiency are crucial factors, this would enhance engagement and conversions to a great extent (Chaffey and Ellis-Chadwick, 2019).
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