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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 link was very accessible. I clicked the link through my laptop and had minimal delay with accessing the website via the link. As soon as I clicked the link there was immediate content visible which made it clear that it was in fact a ‘Professional Cleaning Services in London’ and there was responsive pages which is very efficient from a business perspective and as a prospective customer as this provides great customer satisfaction.
 

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

	Answer: 
 
The website has a clear service structure with 5 sub-pages at the top of the page which customers see instantly: the first being ‘Services’, the second sub-page ‘Prices’, the third sub-page ‘About Us’ the fourth ‘Contact Us’ and the final sub-page at the top of the site is 
‘Book a Service’- there are many more throughout the site however these are the instant eye grabbing sub-pages. A prospective customer can navigate these through internal links and minimal clicks as it is service based organised,
 
 

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

	Answer: 
 
A prospective customer can make a instant booking through the sub-page ‘Book a Service’. There are clear instructions and a step by step booking system which allows you to complete a booking and receive instant confirmation. The booking system is automated and is focused on simple input fields which allows a prospective customer flexibility providing the customer with that satisfaction. It makes it clear at the bottom of the website what happens next once the booking is complete which is great communication between the business and customer
 

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

	Answer: 
 
Although the website was great, one feature that would improve the usability of the website would be a live chat feature. A live chat is a fast way to communicate with customers- receiving instant support.
 

	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 has clean design and professional appearance. There is a clear modern design to the site which is great for customer experience. There is smooth transition when scrolling down the page and accessing sub-pages. The font is readable and there is images on sub-pages to provide with more detail as to what the different cleaning services are. There are no noticeable differences on appearance from a mobile phone vs a computer.
 

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

	Answer:
The website uses images effectively on the services sub page making it clear what each service looks like providing a potential customer with visuals on expectations. There is a clear theme through the site on three colours navy,green and black which allows for visual consistency.
 

	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 live online chat tool available on the site which I could find however there is a sub-page to a contact section which provides business hours. This would be a effective tool as it would allow for instant communication providing the potential customer with real-time assistance essentially increasing sales and profit.
 

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

	Answer: 
Social media is a great tool for a business as it allows for a wider audience reach on different social media platforms. Another advantage of it is customer engagement as social media is a great tool to keep up to date in a industry as active as checking especially in London with many competitors. When you scroll down on the website there is a sub title ‘GET SOCIAL’ which has small icons for 7 different social media platforms making it easily accessible to visit the different platforms of the company.

	 
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 offered clearly by the company. On the website when you select ‘Menu’ it brings a dropdown list of sub-pages – one of them being ‘Services’. From there it provides the reader with 7 different services.
1.     End of Tenancy
2.     Domestic
3.     Regular Cleaning
4.     One-Off
5.     Deep 
6.     Carpet
Upholstery
 
 

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

	Answer:
Customer reviews are made available by Trustpilot. This is one of the first things which you can see once you press on the website. The website provides credibility as the third party company are known to be reliable worldwide. By pressing on ‘280+ reviews’ a potential customer can see customer opinions on the company.
 

	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 from the instant quotes, flexible pricing and the clear no hidden fees stated on the site. I would use the company’s service as there is clear professional branding throughout the site.
 

	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:
The prices are clear to customers once you reach the booking section. The prices reflecting the quality is based on a individuals opinion for me I would say yes as the pictures show a good quality clean.
 

	Section 4 – Searchability
 

	Question 4a - What three words would you type into Google to find this type of service? 
	Cleaning 

	
	Professional

	
	3.  House London Cleaning

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

	Answer: When you type all these words into google, it does come up.
 

	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: 
 
There is relevance in the cleaning industry as it is hard to find a company with online presence. The online presence is a major thing for customers in 2025 finding a service which provides instant confirmation and pricing. There is clear competitive advantage with the search engine visibility.
 

	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: 
 
The only recommendation I would recomened would be the live chat feature as that would lead to greater customer satisfaction. Customer satisfaction is one of the biggest important factors in such a competitive industry.
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