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	Student Number
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	Student Name
	Atoumane sall

	

	Website Chosen 
	Hollywood Bowl UK

	Insert hyperlink to website
	https://www.hollywoodbowl.co.u k

	

	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 quickly and smoothly, taking only a few seconds to display the main content

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


	Answer: Yes, the website contains several sub-pages that provide additional information such as services, products, pricing, contact details, and support.


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

	Answer: Yes, a customer can make a booking via the webpage if the website includes an online booking system. This is usually done through a dedicated “Book Now,” “Appointments,” or “Reservations” button. When the customer clicks on it, they are taken to a booking form where they can choose a date, time, service, and enter their personal details.


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


	Answer: 
1. Clearer Navigation
The menu could be simplified or reorganised so customers can find key pages (e.g., services, prices, booking) more easily.
2. Improved Layout and Visual Structure
Using more consistent fonts, colours, spacing, and headings would make the site easier to read and navigate.
3. Faster Loading Times
Optimising images or removing unnecessary elements could help the website load more quickly on all devices.
4. Mobile-Friendly Design
Ensuring that all pages are fully responsive—buttons, text, and images adjusting neatly on mobile—would improve the user experience.
5. Better Call-to-Action Buttons
Adding clear buttons such as “Book Now,” “Learn More,” or “Contact Us” would guide customers effectively.
6. Search Function
Including a search bar would help users find information faster, especially if the site has many pages.
7. Improved Accessibility
Adding features like alt text for images, readable font sizes, high contrast, and keyboard navigation would make the website accessible to all users.
8. More Consistent Information
Keeping content up to date and reducing overcrowded text would help customers quickly understand the services offered.


	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 a generally pleasant and clean appearance. The colours, images, and layout work well together, giving the site a professional and organised look. The text is easy to read, and the design feels modern without being distracting.
However, there are some differences between viewing the site on a mobile phone versus a computer:
On a Computer
The layout appears wider and more spaced out.
Images and text blocks are larger and easier to view side by side.
Navigation menus are fully visible across the top of the screen.
The page feels more open and comfortable to browse.
On a Mobile Phone
The layout becomes narrower and more compact.
Menus may turn into a “hamburger” icon (three lines) to save space.
Some images or text may shift position or resize to fit the screen.
Scrolling is required more often because content stacks vertically.
Overall, the webpage still looks pleasant on both devices, but the computer version tends to feel more spacious, while the mobile version is designed for convenience and readability on a smaller screen


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


	Answer: The webpage has a generally pleasant and clean appearance. The colours, images, and layout work well together, giving the site a professional and organised look. The text is easy to read, and the design feels modern without being distracting.
However, there are some differences between viewing the site on a mobile phone versus a computer:
On a Computer
The layout appears wider and more spaced out.
Images and text blocks are larger and easier to view side by side.
Navigation menus are fully visible across the top of the screen.
The page feels more open and comfortable to browse.
On a Mobile Phone
The layout becomes narrower and more compact.
Menus may turn into a “hamburger” icon (three lines) to save space.
Some images or text may shift position or resize to fit the screen.
Scrolling is required more often because content stacks vertically.
Overall, the webpage still looks pleasant on both devices, but the computer version tends to feel more spacious, while the mobile version is designed for convenience and readability on a smaller screen



	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:
Some websites include an online chat tool, usually shown as a small chat bubble in the bottom corner of the screen. If the website you are reviewing uses an online chat tool, it can be very effective for customer enquiries.
Use of Online Chat
If the website does have an online chat tool:
Customers can ask questions instantly without sending an email or making a phone call.
Responses are usually quick, either from a real staff member or an automated chatbot.
It makes the website feel more interactive and supportive.
If the website does not have an online chat tool:
Customers must rely on email, phone, or contact forms instead, which may slow down communication.
Adding a chat tool could improve customer service and make enquiries more convenient.
Effectiveness
When used well, an online chat tool is very effective because:
It provides immediate answers to questions about products or services.
It reduces waiting time compared to emailing.
It can help guide customers to the right product, service, or booking option.
It increases customer confidence by offering support in real time.
However, its effectiveness depends on:
How quickly the business replies.
Whether the chatbot understands questions properly.
Whether real staff are available when needed.


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


	Answer: 
The social media links on the website are generally effective, depending on how well they are placed and how actively the accounts are maintained.
Effectiveness of the Links
The icons are easy to spot, usually located at the top or bottom of the webpage.
They allow visitors to quickly access the business’s social media pages with one click.
This helps customers find updates, promotions, photos, or reviews more easily.
Factors That Improve Their Effectiveness
Working links: Links that open correctly and lead to active social media pages are highly effective.
Regular updates: If the social media pages are frequently updated, they help build trust and keep customers engaged.
Consistent branding: Matching colours, logos, and tone across platforms make the business appear more professional.
Customer engagement: When customers can comment, ask questions, or see other feedback, it supports better communication.
Potential Issues
If the links are broken, hard to find, or lead to inactive pages, they become much less effective.
If the icons are too small or hidden, customers may not notice them.
Overall
When used properly, social media links are an effective tool for improving communication, promoting services or products, and increasing customer trust.


	
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 company are made clear to customers through several elements on the website:
1. Dedicated Services Page
Most websites include a clearly labelled “Services” or “What We Offer” page. This page usually lists each service with a short description, pricing details, or what is included.
2. Clear Headings and Sections
The homepage often highlights key services using bold headings, icons, or short summaries. This helps customers quickly understand what the business specialises in.
3. Visual Aids
Images, graphics, or infographics are often used to show what each service involves. These visuals help make the information more engaging and easier to understand.
4. Call-to-Action Buttons
Buttons such as “Learn More,” “View Services,” or “Book Now” guide customers to detailed service information.
5. Simple and Direct Language
Descriptions are usually written in straightforward, customer-friendly language so visitors know exactly what they can expect.
6. Pricing or Packages
Some websites include pricing tables, packages, or comparison sections to clearly show the options available.
7. Contact or FAQs Section
Additional details may be explained in the FAQ section or customers can easily contact the business if they need more information.



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


	Answer: Dedicated Reviews or Testimonials Page Many websites include a separate section titled “Reviews,” “Testimonials,” or “What Our Customers Say.”
Homepage Review Section A small selection of reviews is often placed on the homepage to build trust immediately.
Google or Social Media Integration Some websites embed Google Reviews, Facebook Reviews, or Trustpilot widgets directly into the site. These automatically show real and verified customer feedback.
Service Pages Individual service pages may include specific reviews related to that service.
Are These Reviews Up to Date?
To judge if the reviews are up to date, you look for:
Dates on the reviews This shows how recent the feedback is.
Linked review platforms Google/Facebook widgets stay current automatically.
Frequency of new reviews If you see reviews from the last few weeks or months, the company is actively gathering feedback.
If the reviews are old or undated, it may indicate the business is not regularly updating them or collecting new feedback.
Overall
Up-to-date reviews improve trust and help customers make informed decisions, while outdated ones may seem less reliable.



	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 several features on the website:
1. Professional Presentation
The website uses clean design, clear images, and organised layouts, which gives a professional impression and builds trust.
2. Detailed Service Descriptions
Each service is explained clearly, including what is included, benefits, and why it stands out. This shows transparency and expertise.
3. Customer Reviews and Testimonials
Positive reviews highlight real experiences from previous customers, showing that others have received reliable and satisfying service.
4. Qualifications and Experience
The website may display certifications, years of experience, awards, or staff expertise, all of which communicate high standards.
5. High-Quality Images or Examples
Before-and-after photos, portfolios, or examples of work help customers visually judge the standard of the service.
6. Clear Communication
Easy contact options, quick responses, and clear information show that the company cares about customer service and professionalism.
7. Guarantees or Promises
Any mention of satisfaction guarantees, refund policies, or quality checks further supports the idea of a trustworthy service.



	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 are made clear to customers. They are typically displayed on the company’s website, menu, or promotional materials. The prices generally reflect the quality of service offered, as higher-quality or premium services are priced accordingly, signaling value and professionalism to the customer.
If the answer were no, possible reasons a company might choose not to include prices could be:
The service is highly customized, so prices vary depending on customer needs.
The company wants to encourage direct contact with sales staff, allowing for negotiation or upselling.
The pricing strategy is flexible, changing with market demand or seasonal offers, making a fixed price list impractical.



	Section 4 – Searchability


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

	
	2.activity at 02

	
	3. bowling with friends

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


	Answer: yes when I taping this tree words on google Hollywood bowl uk appear


	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 absolutely still have relevance in modern UK business, though the way they’re used has evolved. Here’s why:
1. Ownership and control
Social platforms (Instagram, TikTok, LinkedIn, etc.) are powerful, but businesses don’t own those spaces. Algorithms change, reach fluctuates, and accounts can restricted or removed. A website, by contrast, is a permanent, controlled asset where the business sets the rules, the design, and the customer journey.
2. Credibility and trust
In the UK, consumers expect a legitimate business to have a website. A site provides:
clear contact details
policies (returns, privacy, terms)
testimonials
detailed product/service information
This builds trust in ways social media alone usually can’t.
3. Search visibility (SEO)
Google remains the primary place UK consumers look for information. Without a website, a business has limited ability to appear in search results or compete for local and national traffic. SEO continues to be one of the strongest, most sustainable routes to customers.
4. Conversion and accountability
Websites support:
full analytics
structured funnels
online booking systems
e-commerce functionality
These features enable consistent, trackable customer journeys that social media can’t fully match.
5. Brand identity
A website provides a central “home” for a brand’s story, design system, and messaging. It’s where businesses can present themselves exactly how they choose, without the constraints of platform templates.
6. Integration with modern tools
Modern UK businesses often integrate their site with:
CRM systems
email marketing
automation tools
payment processing
live chat / AI support
This creates an ecosystem that supports long-term customer relationships.


	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: Recommendation: Improve product-page clarity with more prominent, simplified delivery and returns information
What the improvement would involve
On John Lewis product pages, information about:
delivery options
delivery times
return policies is often placed lower down the page or displayed in expandable sections. I would make this information:
clearer
more prominent
visually highlighted
summarised at the top of the product page
For example, a small, consistent panel near the price stating:
Free returns | Standard delivery 3–5 days | Next-day available

Why this improvement would help
1. Reduces customer hesitation
Delivery time and returns policy are two of the biggest factors affecting online purchase decisions. When customers can see this information instantly, they feel more confident buying without having to scroll or hunt for answers.
2. Increases conversion rates
Clear delivery and returns details reduce friction. Fewer doubts at the decision point usually lead to more completed transactions, especially for higher-value items John Lewis is known for (homeware, tech, furniture).
3. Matches modern online shopping expectations
UK shoppers increasingly expect Amazon-level clarity. Competitors like Argos and Currys display delivery and collection options more prominently. Improving this area helps John Lewis stay competitive.
4. Strengthens brand trust
John Lewis emphasises customer service and fairness. Putting key policies front and centre reinforces those values and enhances perceived transparency.





Reference List 
	
Hollywood Bowl UK: https://www.hollywoodbowl.co.u k






