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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: I accessed the page mentioned above from my laptop connected to the WI-FI and I realized that the website boasts excellent and efficient loading performance, taking less than 2 seconds on stable connections. Researches indicate that the availability of feedback the acceptable waiting time for web users should be roughly two seconds (Nah, 2004). I believe that the website offers a fast and easy load service within expectations.


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


	Answer: Yes, the website has subpages for each service provided by the company also has subpages for different areas of London, where the services are available what helps the clients find the exact service in each location. The navigation is easy and intuitive, the main page shows all the menu bar which can accessed with just one click. Although there are many pages, this fact does not make the navigation confuse.



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

	Answer: Yes. There are different ways to make it but the easiest one to schedule it is by clicking on the green box located in the upper right corner of the home page and the entire process takes under two minutes” according to the website. I went through the whole process for the first time, from the beginning, and I noticed it takes about four minutes; however, the process is really fast and easy.


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


	Answer: 


	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 appearance of the website is professional and featuring a clean aesthetic with few colours and light tones, easy-to-read fonts and simply accessible icons facilitate the navigation. A website design focused on simplicity and ease of navigation delivers clear, quick and precise information throughout its content, along with visually interesting appearance that captures the user’s attention (Flavian, et al., 2009)
The appearance of both version, mobile phone versus computer, is relatively similar, with emphasis on the adjustments needed to adapt to the screen size while maintaining functionality and ease of use.


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




	Answer: 
The website uses images and colour in harmony to build trust, professionalism and shows happy employees, creating a clean atmosphere. The photos are clear and high-definition, helping to show the services provided quality with some options to compare “before and after” results. Additionally, a website’s overall aesthetic harmony, which includes the harmony of colours, image and layout, has major impact on the user happiness and overall experience (Seifi & Moshayer, 2024)
The colour palette used does not vary much, with white, black/grey and blue predominating, and the more vibrant green is used to draw the user’s eye. Videos are not available on this website.


	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:
The website does not use any online chat tool, however is possible to contact the company through a phone number and an email address during business hours, which are Weekdays from 8 a.m. to 8 p.m. and weekends from 8 a.m. to 4 p.m. 


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


	Answer: 
The links found are: Facebook, Instagram, X, YouTube, LinkedIn and TikTok, all the links work quickly and effectively, they are located at the end of the Homepage without much prominence and all in a single same grey colour.


	
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 services offered by the Cleaners of London website are easily found and accessed through the Homepage by the navigation menu in the SERVICE option. The services are clearly defined by a detailed checklist, transparency of prices and clear categorization. Services include regular home cleaning, deep cleaning, office maintenance, end-of-tenancy cleaning and specialized services as a carpet and upholstery cleaning.


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


	Answer:
Customer reviews are made available at the bottom of the Homepage under the COMPANY menu or when making a booking, where is possible to find 24 testimonials that reflect customers satisfaction, service quality and the professionalism of employees. It appears that the website may not to be completely up to date, as only one review is dated August 20, 2023.


	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 website communicates a hight-quality services that are shown through easy access to the transparent pricing, deposit and satisfaction guarantee, personalized customer attention, extensive positive customer feedbacks, specialist services, evidence of reliability and quality, credibility and experience over 14,000 bookings since 2016.
I would use the company’s services and recommend it for the ease of scheduling, for assigning trust and professionalism, for the variety of services offered and for the affordable prices.



	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 can be found easily, clear with detailed costs information for each service provided. Is possible to verify the prices before booking or/and have an online instant quote. The relationship between price transparency and customer loyalty is mediated by customers perceptions of price fairness and ethics (Sharma & Singh, 2026). The rates reflect the service quality offering affordable cost, various options of services provided supporting good value for money. 


	Section 4 – Searchability


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

	
	2. Services

	
	3. London

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


	Answer: No, unless the SPONSORED RESULTS are disregarded; otherwise, it will appear in the top fifteen websites.


	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 the modern UK business environment due to their ability to reach the inclusive audience, strengthen brand presence, provide essential information to clients and given a support digital marketing strategy. More than ever, people continue to use the internet to facilitate daily lives, and it can be a tool for finding services and providers. A well-designed website allows users to save time, accesses to services and information efficiently, quickly and effortlessly.    


	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: 
My Recommendation would be about:
· Possibility of greater interaction with the imagens;
· Inclusion of short videos showing the services offered by the company;
· Contact via WhatsApp or online chat;
· More emphasis on the social media icons keeping their original colours;
· Up-to-date reviews and a possibility to leave feedback on the website;
· Subscription plan offers.
I believe that these changes can promote a more complete navigation on the website, providing more effective online support to the customers, encouraging the clients to connect to the social medias improving the engagement and offering a loyalty service with discounts aimed at increasing sales. 
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