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Section 1 – Usability



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

	[bookmark: _Hlk203297701]
Answer: The Acocks Green Bowling website loads in approximately five seconds, which is acceptable for both desktop and mobile users with standard internet speed. Speed tests show its HTML file size is reduced from 80KB to 15KB via gzip compression, contributing to faster load times and reduced data consumption. According to web usability standards, load times under 5 seconds improve user retention and satisfaction significantly (Pingdom, 2024). Navigation elements are rendered quickly, allowing users to interact without delay.


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

	
Answer: Yes, the website contains a number of clearly structured sub-pages, including “Just Bowling,” “Families,” “Parties,” “Groups,” “Schools,” “Special Offers,” and “Leagues.” Users navigate these via a horizontal navigation bar at the top of the main page. The layout follows conventional information architecture, helping first-time users find relevant services quickly. The “Leagues” section, although not in the main header, is accessible via a separate text link. These design choices facilitate intuitive exploration and reduce cognitive load during navigation.


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

	
Answer: The site provides a fully functional booking system. Users can select a time slot by clicking the “Book a lane-book online here” button, which redirects to a booking engine. This system allows customers to pick their preferred date and time and mandates payment to confirm the reservation.The 24-hour advance booking policy is clearly stated. Including real-time booking status enhances trust, and having a secure payment gateway aligns with digital commerce standards (Cloudactive Labs, 2024).

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

	
Answer: While navigation and loading speed are strong, the site could be more mobile-friendlier. Interactive buttons are relatively small on smartphones, increasing mis click risk. Optimal touch targets should be between 9-16mm with spacing of 12-48px to accommodate finger tap zones (UXcel, 2023). Additionally, a visual indicator for available booking slots would prevent user confusion. Including a simple calendar or colour-coded availability chart would make the booking process more transparent and reduce customer friction during checkout. 


	
                         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: The design offers a retro but friendly aesthetic with a clean layout and vibrant visual theme. The use of bold colour contrasts like neon pink, blue, and black offers a nostalgic arcade-like feel. On desktop, elements are well spaced and clearly labelled, while on mobile, the layout simplifies into vertical blocks with easy access buttons such as “Call Now” and “Book Here.” This responsiveness caters to different browsing preferences and supports cross-device consistency, improving customer experience.


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

	
Answer: The website successfully uses high-quality static images to represent its services and environment. Bowling lanes, multicoloured pins and balls are featured, projecting a fun, family-oriented venue. However, it lacks video content, which could help modernise the site and offer a dynamic preview of the customer experience. The colour scheme bright neon accents on a dark background is visually striking and consistent throughout the site, aligning with the brand identity and evoking a fun, energetic atmosphere.

	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: Currently, the website does not include a live chat tool. It only offers a “Call Now” option and a contact number. Although this provides a basic channel for communication, it limits customer interaction outside of business hours. Live chat systems have been shown to improve customer satisfaction by over 70% due to instant responses and personalised assistance (Gartner, 2023). Implementing a chatbot or human-powered chat feature would significantly enhance user experience and service accessibility.


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

	
Answer: Social media integration is minimal. No visible buttons or links are present on the main bowling page, which reduces the chances of cross-platform engagement. This is a missed opportunity since platforms like Facebook and Instagram could attract younger audiences, share promotions, and build community trust. Adding clearly identifiable social media icons and a regularly updated feed could improve visibility, enhance digital marketing efforts, and foster more meaningful connections with potential customers.

	

Section 3 – Perceived Value



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

	
Answer: The site clearly communicates its services: tenpin bowling, party bookings, bumper lanes, and wheelchair accessibility are easy to find via distinct headings and visual cues. This approach caters to various demographics including families, schools, and special needs groups. Each section describes the offering in concise terms, enabling users to identify suitable options. The structure ensures inclusivity and makes the venue appear versatile and accommodating, which enhances overall value perception.

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

	
Answer: No direct customer reviews are featured on the site. Reviews must be sourced externally from Trust burn and Yelp. Most reviews are positive but outdated, with the most recent from over a year ago. They commend friendly staff and clean facilities. However, the lack of fresh testimonials or on-site ratings may cause trust issues. Displaying recent reviews or embedding Google Ratings would increase transparency and align with modern consumer behaviour which heavily relies on peer feedback (Trustpilot, 2023).


	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 positions its offering as high quality by highlighting features such as automated scoring systems, twenty well-maintained lanes, and inclusive facilities. The messaging suggests a safe, family-friendly environment that is suitable for people of all ages and abilities. The emphasis on service consistency, clean facilities, and professional presentation builds confidence in quality. These attributes, along with fair pricing, make it a venue that could easily be recommended to friends or family.

	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, prices are clearly displayed and broken down by time of day and number of games. For instance, adults pay £7.75 for one game before 6 pm on weekdays, £14.50 for two, and £17.75 for three. The pricing is competitive for the Birmingham area and reflects the quality of the experience offered. Clear pricing supports informed decision-making and improves trust. It also reflects the venue's commitment to transparency, which is key in building repeat business.

	

Section 4 – Searchability


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

	
	2. Birmingham

	
	3. Acocks

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

	
Answer: Yes, using the keywords above returns the official site within the first Google result. This indicates strong SEO alignment. Being on the first page greatly increases visibility and builds user trust, as many customers interpret top results as the most reliable. Maintaining this ranking is essential for long-term brand awareness, especially for a local, experience-based business such as a bowling alley.


	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. 

	
[bookmark: _Hlk203543744]Answer: Yes, websites are still highly relevant in modern UK business. They offer a centralised, official source of information that customers trust. In the UK, research by the Office for National Statistics (ONS, 2023) shows that over 87% of consumers search online before making a purchase or visiting a service. A well-structured website improves brand credibility, supports e-commerce, enables online bookings, and enhances customer convenience. Businesses without a strong web presence risk being seen as outdated or unreliable. Furthermore, websites can integrate SEO, live chat, analytics, and mobile responsiveness to boost user engagement and operational efficiency. In contrast to social media, which changes rapidly, websites remain stable, controllable, and searchable, making them a long-term strategic asset for businesses in the UK and beyond.


	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? 

	
[bookmark: _Hlk203543773]Answer: One essential improvement would be adding both a live chat tool and a built-in review section. The live chat feature would allow users to instantly ask questions about booking times, accessibility, and events without needing to call during limited business hours. This enhances customer service and reduces bounce rates. The inclusion of reviews directly on the site would also build trust, as many users rely on testimonials to evaluate service quality (Gefen et al., 2020). Currently, all reviews are on third-party platforms, which may be missed by casual visitors. In addition, the mobile experience could be improved by increasing button size and simplifying navigation. These upgrades would make the site more modern, inclusive, and competitive essential for attracting and retaining today’s digital-first audience.
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