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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 UK website loads quickly and provides a clear homepage with images, offers and booking options. The layout is organised, allowing customers to identify important information such as locations, offers and booking options without difficulty. However, because the website contains many images and promotional content, loading speed may depend on the user’s internet connection and device. Overall, the website provides an efficient experience for most customers.


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


	Answer:  The website contains multiple pages covering bowling, offers, food and drink, locations, parties and customer information. Customers can navigate through the website using the main menu at the top of the page and clear buttons such as “Book now”. The navigation structure is effective because users can quickly move from searching for information to completing a booking.


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

	Answer: Yes, customers can make bookings directly through the website. Booking buttons are clearly displayed throughout the website, allowing users to select a centre, activity and available time. Online booking improves customer convenience because customers can arrange visits before arriving. The company also promotes online booking as an important part of the customer journey.


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


	Answer: One improvement would be creating a more personalised homepage where customers can immediately enter their location and receive relevant centre information. The website could also improve accessibility by providing more visible options for users with disabilities, such as clearer accessibility information and adjustable text options. These improvements would make the website easier for a wider range of customers.


	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 has an attractive and modern appearance. It uses large photographs, promotional banners and bright designs to create an exciting leisure experience. The mobile version is responsive and adjusts content to fit smaller screens. However, mobile users may need to scroll more because of the amount of visual content displayed compared with desktop users.


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


	Answer: Hollywood Bowl uses high-quality images showing groups of friends, families, food and entertainment activities. The use of bright colours and action-based photographs supports the company’s fun and social brand image. Images help customers understand the experience before booking. This is effective because leisure businesses rely heavily on creating an emotional connection with customers.


	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 prominently display an online chat tool during evaluation. A live chat service could improve customer communication by allowing visitors to quickly ask questions about bookings, accessibility, offers or events. Adding chatbot support could reduce customer waiting times and improve the overall digital customer experience.


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


	Answer: The social media links are effective because they allow customers to interact with the brand beyond the website. Hollywood Bowl encourages customers to share experiences through platforms such as Instagram, helping create customer engagement and promote the business through user-generated content. Social media is useful for advertising offers and maintaining relationships with customers.


	
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 explains the services available, including bowling, food and drink, arcade games and special offers. Customers can easily understand that Hollywood Bowl provides a complete entertainment experience rather than only a bowling activity. The website also highlights different offers, making it easier for customers to choose suitable packages.


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


	Answer: Customer reviews are available through external review platforms such as Trustpilot. These reviews provide potential customers with evidence of previous experiences and help build trust. The reviews appear regularly updated, although customers should consider that online reviews represent individual opinions rather than every customer experience.


	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 company presents its service as high quality by promoting modern bowling facilities, food options, entertainment activities and family-friendly experiences. I would recommend Hollywood Bowl because it provides a convenient social activity suitable for different age groups. The combination of bowling, food and games creates additional value compared with a basic bowling experience.


	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: Prices are displayed through offers and booking information, although prices can vary depending on location and availability. The pricing structure reflects the additional services provided, including food, drinks and entertainment options. Showing prices clearly helps customers compare offers and make informed decisions before booking.


	Section 4 – Searchability


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

	
	2. Ten pin bowling uk

	
	3.  Family entertainment centre

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


	Answer: For searches related to Hollywood Bowl and ten-pin bowling services, the company website appears highly visible because of its strong brand recognition and search engine optimisation. For broader searches such as “bowling near me”, results may depend on location and competing local businesses. Improving local SEO would help individual centres attract more nearby customers.


	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 important for modern UK businesses because they provide customers with reliable information, online services and direct communication channels. For companies such as Hollywood Bowl, the website supports online bookings, marketing campaigns and customer engagement. Although social media is important, a professional website provides greater control over information and improves customer trust. Digital platforms allow businesses to compete effectively by making services available at any time.


	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 main recommendation would be to introduce a more advanced personalised booking experience. The website could use customer location data to immediately show the nearest centre, available activities and relevant offers. This would reduce the number of steps required to make a booking and improve usability. A more personalised website experience could increase customer satisfaction and encourage repeat visits.
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