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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 Hollywood Bowl website demonstrates strong loading performance with pages loading quickly and content performing smoothly. The interactive elements and images load without lagging, showing the website is well optimised for performance. This makes it easier for users, as efficient loading contributes significantly to usability, as slow websites can cause customers to leave faster than expected (Mullenweg, 2021). The homepage is streamlined, allowing key features such as booking and location search to be accessed instantly, enhancing overall user satisfaction.


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


	Answer:
The website includes a wide range of sub-pages, such as booking options, offers, food and drink, parties and location-specific information. They are facilitated at the top of the page and organised through a navigation bar, supported by dropdown categories and clear call-to-action buttons, allowing users to move around the site easily and find information quickly without confusion. In addition, users can locate their nearest centre using a postcode search feature which further improves navigation. Overall, this clear and well-structured layout enables efficient browsing and demonstrates effective website design.


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

	Answer: 
Yes, the website fully supports online bookings. Users can select a location, date and time, and customise their experience through a guided booking system. The process is standard, with step-by-step instructions that reduce the likelihood of user error. The presence of multiple “Book now” buttons across the site increases accessibility and encourages engagement. This reflects how businesses streamline booking through self-service systems, saving time and improving convenience for customers (Morris, 2025).


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


	Answer:
While the website performs well overall, improvements could include simplifying the booking process by reducing steps and adding a progress indicator to enhance navigation and user control. In addition, clearer pricing and availability information should be shown earlier to minimise confusion and increase transparency, helping to build user trust. Furthermore, the website lacks visible customer reviews, which is a significant limitation, as they strongly influence user decisions; according to Loiselle (2026), 93% of consumers read online reviews before making a purchase and reviews can produce an 18% uplift in sales, meaning their absence may reduce user confidence and engagement. 

	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 website is visually appealing, using vibrant colours and engaging images that reflect a fun, social atmosphere as well as an entertainment focused nature of the brand. The design feels modern, energetic and creates a sense of excitement and social interaction. On mobile, the layout becomes more compact, with menus simplified into icons. While still functional and visually appealing, some content is more condensed and vertically structured compared to a desktop but still easy to use. Overall, both versions are pleasant, but the desktop version provides a more detailed and immersive experience. 


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


	Answer:
Imagery plays a central role in the website’s design, with high-quality photographs showing bowling, food, arcade games, and social activities. These visuals effectively communicate the experience offered and help users imagine themselves at the venue, appealing to a broad audience. Bright, neon-inspired colours reinforce the entertainment theme and create a lively, energetic atmosphere. The use of video and subtle animated elements further enhances engagement. This combination of imagery and colour supports the brand identity while promoting fun, social interaction, and an inviting user experience.


	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 clearly offer a live chat feature, instead customers rely on FAQs and contact pages for support. While these resources are useful, they do not provide immediate assistance, which may make it harder for users to resolve queries quickly, particularly during bookings. Introducing a live chat tool could significantly improve customer support and user satisfaction by enabling real-time responses; according to Sottrup (2026), live chat allows businesses to deliver faster, more efficient customer service.


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


	Answer: 
The website integrates social media through links and Instagram content displayed directly on the site, showcasing real customer experiences and keeping content fresh and engaging. This helps build authenticity, making the brand feel more relatable while encouraging users to interact beyond the website. Using social media as a form of direct marketing, offers businesses and brands a range of advantages (Kotler et al., 2018). However, these links could be more visible to maximise engagement, although overall they contribute positively to brand awareness. 

	
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 website clearly communicates its services through structured headings, concise descriptions, and visual elements. Key offerings such as bowling, food, drinks, and arcade activities are highlighted on the homepage, making it easy for users to understand what is available. Additional sections provide further detail, helping users explore the full range of services. The use of simple language and engaging visuals enhances clarity and accessibility, ensuring even first-time visitors can quickly understand the experience offered. 

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


	Answer:
Customer reviews are not clearly displayed on the website, with the company relying more on promotional content and social media to reflect customer experiences. While this provides some insight, it lacks the credibility of structured reviews with ratings and timestamps. As a result, users may need to visit external platforms for more detailed feedback. Including up-to-date reviews directly on the website would improve transparency, increase trust, and provide more reliable information for users making decisions. 


	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 presents the service as high quality through professional images, modern facilities, and descriptions of advanced bowling lanes. It highlights a full entertainment experience, including food, drinks, and additional activities, suggesting strong value for customers. I would recommend the service because it offers a versatile and social experience suitable for families, groups, and events. The wide range of activities makes it an appealing option for different occasions, from casual visits to celebrations.


	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: 
Pricing is partially transparent, with offers such as “2 games and a drink from £10” clearly displayed. However, full pricing often varies by location and requires additional steps to access, which may cause slight confusion. Despite this, the deals suggest good value for money, particularly for groups and families. Overall, the pricing appears reasonable and consistent with the range and quality of entertainment services provided.


	Section 4 – Searchability


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

	
	2. Bowling Alley UK

	
	3. Family entertainment

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


	Answer: 
The website is highly likely to appear within the top search results due to its strong brand presence and extensive network of locations across the UK. Effective use of keywords and search engine optimisation contributes to its visibility. This ensures that potential customers can easily find the website when searching for relevant services. Hollywood Bowl appears in the top ten searches for the first 2 options, however when family entertainment is searched, it comes after meaning that the word “bowling” needs to be used to find their website.

	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:
Websites remain highly relevant in modern UK business as they provide a central platform for information, bookings, branding, and transactions. While social media supports marketing, websites offer greater control, reliability, and professionalism. For companies like Hollywood Bowl, the website allows customers to explore services, locate venues, and make bookings efficiently. Without a website, businesses would struggle to provide a complete and consistent customer experience, highlighting its essential role in engagement and operations.


	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:
A key improvement would be implementing a live chat feature, allowing customers to get instant help with bookings, prices, or questions. This real-time support would reduce frustration, improve satisfaction, and make the booking process easier. As users increasingly expect immediate assistance, a live chat would modernize the website, enhance user experience, build confidence, and encourage engagement, ultimately increasing conversions and helping the business remain competitive in a technology driven market.
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