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	Evaluation
Respond to each question 

	
Section 1 – Usability


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


	Answer: With the minimal delay, the website loads relatively quickly. Navigation menu and the logo load fast and quickly display main visual elements (which don’t have much lag). Quick loading times are vital for UX, and Ramotion (2024) agrees on that, stating that users make an impression about the websites within a fraction of a second, which therefore, is another advantage for Acocks Green Bowl’s website to hold in favor of retaining visitors.


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


	Answer: Broadly speaking, the website consists of a number of key subpages on the site, accessible from the top via a horizontal navigation menu, comprising Bowling, Party Packages, Latest Offers, Food & Drink, Leagues, Find Us, Jobs, Contact Us. Furthermore, as stated by Baymard Institute (2021), 'clear navigation hierarchies help users understand site structure' and Acocks Green Bowl may prove the fact as it is very easy for us to get through the top level navigation and find the information we want.


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

	Answer: Yes, a customers can book through the website using a prominent ‘Make a Booking’ section with date and time fields and a nearly obvious ‘Book Now’ button. According to Zendesk, frictionless booking processes have a great impact on conversion rates; therefore, direct booking functionality is an excellent feature for both business operations and customer experience.


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


	Answer: Additional functionality like real-time showing availability and inclusion of fields for party size can, however, be added to the booking form. As stated by Brandignity (2023), intuitive form design can make form completion rates reach as high as 25%. Also, including breadcrumb navigation would assist users to know their location in the site structure, as advised by Baymard Institute (2021) on how to improve navigation clarity.


	Section 2 – Pleasure – Customer Experience

	Question 2a – How pleasant does the webpage look?  Are there any differences in appearance on a mobile phone versus a computer? 


	Answer: They make use of vivid colours such as blue, pink, green and images related to bowling, which makes the webpage bright, entertaining and suitable to a bowling place. This aligns with Ramotion (2024) stating that, “visual appeal leads to favourable emotional reactions which encourage engagement.” In mobile devices, the navigation menu will likely be collapsed into a hamburger menu and the content is stacked vertically where the booking form will become more prominent but may cause more scrolling to see all content.


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


	Answer:A bright pink, blue, and green theme of bold colours brings excitement and fun to the website. Bowling pin imagery and a clear graphic of "BOWLING" tapped frequently into the service they are offering. According to Huemor (2023), "The use of visual elements that correlate with brand personality helps to build an emotional connection with the visitors." The depth of videos is lacking, videos that include the bowling experience in action would be attractive to maintain the engagement.


	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:While there does not seem to be an online chat tool added to the visible part of the website. Zendesk (2025) suggests that when an establishment adds live chat, not only does it allow for the possibility of resolving customer queries on the spot, but also increases the conversion rate by 40% while reducing customer service service costs suggesting adding the feature could significantly improve customer service capabilities.


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


	Answer: The social media links are not very prominent in the shown part of the website. Clearly, according to Seek Social (2024), social media links that are visible boost brand credibility and serve as another outlet to engage with visitors. The fact that they are absent or not readily visible is a missed chance to expand customer engagement off the website and create a community around the bowling center.


	
Section 3 – Perceived Value



	Question 3a -  How are the services offered by the company made clear to customers?


	Answer:Core offerings are only a click away through the navigation menu items (Bowling, Party Packages, Food & Drink, Leagues) because they indicate the services. As commented by Huemor (2023), clear service categorization makes it easy for the visitors to get quickly aware of value propositions and this website achieves such in its way of choosing simple menu architecture. But the value perception would be higher with more detailed description of each service.


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


	Answer:Customer reviews are not noticeable in the visible portion of the website. This makes it a significant oversight as according to WebAppick (2024), 92% of consumers read online reviews to make purchase decisions. Without any visible testimonials or any review integration (such as a Google or TripAdvisor widget), social proof that might otherwise build trust among potential customers is missing.


	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: In the visible portion, the service quality presentation is restricted in the width and concentrates much more on functional aspects, such as booking, than on indicators of quality. Zendesk (2022) states, ‘by accentuating the unique service features, perceived value is increased.’ As a casual entertainment provider for friends visiting Acocks Green, I would recommend Acocks Green Bowl and its easy booking capabilities, however more quality indicators such as facility photos or descriptions of services would improve this recommendation.


	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 portion of the website that is shown provides no visibility of the prices. Omnia Retail (2024) indicates that "businesses may hold off on pricing to spark conversation or avoid price comparison, but doing so will only frustrate the customer looking to answer a quick question." The company may be employing this treatment to either allow for seasonal pricing flexibility or to treat quotes differently depending on the size and additional services of the party.


	Section 4 – Searchability


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

	
	2.Family bowling center

	
	3. Ten-pin bowling near me

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


	Answer: Exact rankings can only be confirmed without actually performing the search. But, as per Backlinko (2025), businesses with full Google Business Profiles and location specific keywords get the top rank for the local search. However, if Acocks Green Bowl receives proper keywords, business listings, and location info on the site for local SEO, you will probably find it on top results for Birmingham area bowling searches.


	Section 5 – Reflection and conclusion

	Question 5a - Do you feel that websites still have relevance in modern UK business? Explain your answer. 

	Answer: Despite the boom of social media and other digital platforms in recent times, websites are still very valid for UK businesses. According to Backlinko (2025): "websites represent the authoritative digital headquarters where businesses dictate how the customer journey and business narrative will unfold." Social media, on the other hand, only gives them essential information access, booking functionality and brand establishment that technology platforms alone cannot create. Websites allow service-based businesses like bowling alleys to book a spot and also plan events for parties of all kinds, but also give all the information on all the facilities and properties, otherwise spread across various services such as the names of bowling alleys (Baymard Institute, 2021).


	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: Finally, I would add customer reviews and testimonials prominently in to the site. WebAppick (2024) explains that “displayed reviews correctly can improve a conversion ratio by up to 270%.” If this improvement were made, the social proof would be the current lack thereof, and is very important, especially for recreational venues, a customer’s experience being very much a factor in a decision. With authentic customer experiences on display, Acocks Green Bowl would be able to establish trust with potential customers and stand out from competitors. This, as noted by Omnia Retail (2024), is credibility and conversion boosting feedback that demonstrates confidence in the quality of service.
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