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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 Acocks Green Bowling website demonstrates a good and efficient loading time, as there are no noticeable delays. This provides a good user experience on desktop devises. According to Nielsen (2012), fast loading times helps significantly with user retention, and the Acocks Green website applies well to that principle. The overall website design is straightforward and simple, and that helps with an easy website navigation. Also, is important to note there are no intrusive pop-ups or advertisements, and that is helping to reduce potential distractions for people that access the site. 

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


	Answer: 
The Acocks Green website has 11 sub-pages, including: Bowling, Laser Quest, Party Packages, Latest Offers, Food & Drink, Leagues, Find Us, Jobs, and Contact Us. 
These subpages are accessible as they are placed on top right menu, which aligns with best practices in website navigation principles (Krug, 2014). That also helps customers to easily find and move between sections without confusion or getting lost. That supports a good user journey when navigating the website. 

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

	Answer: 
The website has a functional booking system, placed on the main page, and that allows users to select a date, time, and number of participants. Also provides a clear pricing for each game selected. The booking process is simple and intuitive, helping to simplify customer interaction, and avoid further contacting processes. 

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


	Answer: Improvements to the website’s usability could include:
Even if the website is functional and easy to navigate, one thing that perhaps can be improved is the website’s overall aesthetic, which could be modernized. A good website must be easy to navigate, but also visually appealing, with a good use of consistent fonts, colours, as this impacts directly its branding.  Increasing font sizes and incorporating larger images would improve the overall look and how ease can be read and followed , particularly for users with visual impairments (Smith & Jones, 2020). Additionally, it could be implemented a search bar for a better accessibility, that will reduce the load as described by Norman (2013). 
One more suggestion, can be useful to be  added a call-to-action buttons (e.g., “Book Now,” “Contact Us”) this would likely increase conversion rates by guiding users more effectively through the customer journey. 

	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:
While the website’s layout is clean and functional on desktop, when we try to access it on mobile the website  changes its accessibility. Starting with the text size is smaller on phones, this affects engagement and readability. Studies suggest that aesthetically pleasing designs improve user satisfaction and increase return visits (Loiacono, Watson & Goodhue, 2007). It is recommended to add a more vibrant colour scheme and dynamic images This will make the Acocks Green website more visually appealing and engaging. Colours can help designs to significantly change user emotions and behaviours. For example, vibrant, warm tones often give us the feeling of excitement and friendliness, and this encourage longer website visits and increased bookings (Loiacono, Watson & Goodhue, 2007). 

Mobile devices require responsive design that adapts layouts dynamically to fit smaller screens without losing its functionality. Also, responsive design will improve our website usability, as it maintains visual hierarchy and touch target sizes. These simple actions will reduce user frustration. Research shows that visually pleasing and well-functioning websites build a better user trust, and this  promote a repeat visit (Garrett, 2010).

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


	Answer:
The website mainly uses images that show the bowling alley and some of its activities, but it does not include any videos. Adding short videos of the venue and people playing could make the website feel more engaging. Videos help people get a better feel for the atmosphere and the fun experience they can expect, and this can encourage them to book a visit (Mayer, 2009). Compared to photos, videos create a stronger connection by allowing users to imagine themselves there. This can make them more interested in visiting. It is important, though, to make sure the videos are properly optimized so they load quickly, especially on phones, as slow-loading websites can distract users and make them leave the page.

	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 have a live chat or chatbot option, and that usually means customers cannot get quick answers to their questions or concerns. This can make it harder for people to get the information they need, especially if they are needing a fast response. Research by Johnson (2023) shows that websites with chatbots see a big improvement in customer satisfaction, with quicker replies and less waiting time.  Adding a chatbot would make it easier for customers to ask about bookings, opening hours, and services without having to call or wait for an email reply.

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


	Answer: 
The website does have social media links included, but they are quite small and easy to miss. Just by making these links bigger and more noticeable would help encourage people to click on them and follow the business on social media. I also noticed that their Facebook page is active, which is great because it shows they are engaging with their audience. By making the social media links easier to find, also clickable and directing user to the social media accounts, it could help build a stronger connection with customers and keep them updated on offers and events (Kaplan & Haenlein, 2010).


	
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 Acocks Green website does explain what they offer, like bowling games, party packages, leagues, and a small café. It also mentions useful extras like free parking and access for people with disabilities, which makes it more appealing. It is important that everything is explained clearly because people like to know exactly what is available before booking. When services are easy to understand, it makes the business feel more trustworthy and encourages people to choose them (Zeithaml, 1988).

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


	Answer: Now, the website does not include a page with any customer reviews. Instead, it included directs links out to platforms like Facebook and TripAdvisor where people have left recent positive feedback. Just by adding a section with reviews or testimonials directly on the website would make it feel more trustworthy. Seeing genuine feedback without leaving the page helps people feel more confident about booking. Plus, it can help with SEO because fresh, user-generated content keeps the site active. This relies only on outside sites could cause people to lose interest or get distracted. In conclusion, having reviews visible straight away would be a simple way to improve the experience (Cialdini, 2009).


	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 business really highlights its family-friendly vibe and long-standing reputation, having been around since 1963, which definitely helps build trust and a sense of local connection. With all the positive reviews online and their involvement in the community, I would  personally feel confident recommending Acocks Green Bowling to anyone looking for a fun, welcoming place to spend their free time.

	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 displayed only when you start making a booking and choosing the number of games. Not having any pricing information beforehand, on the website, makes it harder for people to make a quick decision about booking. Many users prefer to know at least a rough idea of how much things cost before reaching out. When they have to call or go through the booking process just to get this basic information, it can be a turn-off and lead them to leave the site. According to Harris and Goode (2010) shows that having visible prices can build trust and make people more likely to buy. Even if the prices vary, depending on time or package, just by adding sample prices or starting prices would really improve the overall user experience, and encourage more bookings by making things clearer and more straightforward.


	Section 4 – Searchability


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

	
	2. Alley

	
	3. Birmingham

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


	Answer: 
Yes, when you search for "bowling alley Birmingham" on Google, Acocks Green Bowl's website appears in the top 10 results. This strong ranking indicates effective search engine optimization, and a solid online presence. The website is also featured on reputable platforms like TripAdvisor. This also improves visibility and credibility. This prominence makes it easy for potential customers to find and book services online.

	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: 
It is important to note that websites remain super relevant in modern UK business, marketing practices. Every business must have a website as it serves as a central hub where customers can learn about your products or services. Additionally make bookings and engage with your business directly. A well-designed website will build credibility and trust and will showcase professionalism and brand identity. Even with the rise of social media and apps, websites offer complete control over content and user experience, unlike platforms that restrict customization. Additionally, search engines like Google prioritize websites for local and relevant searches, driving organic traffic. For businesses like Acocks Green Bowl, a website ensures easy access to essential information and online bookings. This make is a highly important attribute for attracting and retaining customers in a competitive market. 

	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 most important change for Acocks Green Bowling would be to make sure the website is easy to use on phones. Since many people now book things and look for information on their phones (Smith, 2023), having a simple, clear, and easy-to-read website will help people find what they need quickly. Making sure text is easy to read, buttons are big enough to tap, and pages load fast will make customers happier and more likely to book a visit.
According to recent studies, over 60% of web traffic now comes from mobile devices, and this trend continues to grow. Many people now use their phones to browse the internet and look for services, and this number keeps going up (Smith, 2023). If a website is not easy to use on a phone, people will often leave quickly because it is hard to use on a small screen. A good mobile-friendly website has bigger buttons, simple menus, and loads fast so people can use it easily. If Acocks Green Bowling improves how their website works on phones, they can get more customers and avoid losing people who leave because the website is frustrating.
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