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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 opens quickly, usually in less than 2 seconds. The layout is simple. Nielsen, J. (2020). Page Load Time is the First Impression. Nielsen Norman Group.

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


	Answer:
The Acocks Green Bowling website has several sub-pages, including sections for leagues, general bowling, pricing, food and drink, and youth activities. Each page is clearly labelled and easy to access from the main menu, Prospective customers can quickly find the information they need and book online using visible buttons. The site’s simple layout helps users move around easily without confusion. Krug, S. (2014). Don't Make Me Think (2nd ed.). New Riders.

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

	Answer:
Customers can book directly through the website. There are clear "Book Online" buttons that lead to a booking form. The process is simple, allowing users to choose dates, times, and the type of bowling they want. Nielsen Norman Group (2018). Usability Heuristics for User Interface Design.


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


	Answer:
The website could improve usability by making the text more readable with larger fonts and better contrast. As well as this adding a search bar would help users find information faster. Clearer headings and updated design elements would also make the site more user-friendly. Nielsen, J. and Molich, R. (1990) Heuristic Evaluation of User Interfaces, CHI ’90

	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 Acocks Green Bowling website is bright and playful, with bold colours and large text creating a fun atmosphere. On mobile, the layout adjusts well, but some sections appear tighter and less spacious than on a computer screen. Visual elements remain consistent, though spacing could improve for smaller displays. Google. (2021). Mobile-Friendly Test & UX Guide for Mobile Design.



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


	Answer:
The Acocks Green Bowling website uses bright and lively colours to create an energetic and welcoming atmosphere. It features photos of bowling activities, food, and social events to engage visitors and showcase what the venue offers. The site does not include videos, focusing instead on images and colour to convey its fun and family-friendly vibe while keeping the page fast to load.  Lidwell, W., Holden, K., & Butler, J. (2010). Universal Principles of Design.


	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 lacks an online chat tool, so customers must use phone, email, or contact forms to ask questions. While these options work, adding live chat could improve user experience by providing faster responses and better support, making it easier for visitors to get information quickly, improving their service. Salesforce. (2023). The State of Service – Benefits of Live Chat in Customer Support.



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


	Answer: The social media links on the Acocks Green Bowling website are easy to find and direct users to platforms like Facebook and Instagram, helping to keep customers informed and engaged. These links support brand awareness and community interaction, which are key for customer loyalty (Kaplan and 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:
They have been highlighted and have big fonts with prices. Nielsen Norman Group. (2022). The Acocks Green Bowling website clearly outlines its services through well-organized pages detailing leagues, casual bowling, parties, food, and youth activities. Clear headings and descriptions help customers quickly understand offerings, while booking options are easy to find. This transparent presentation improves user experience and decision-making (Krug, 2014).

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


	Answer: Customer reviews for Acocks Green Bowling are accessible mainly via external sites like TripAdvisor and Google Reviews, where users share recent feedback. The website itself does not prominently display reviews, which may reduce immediate trust. Regular updates on these platforms provide useful social proof, but embedding reviews on the site could improve transparency and customer confidence (Chen and Xie, 2008). 

	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: i would use the services for the entertainment purposes and socialising with family and friends. Pine, B.J. & Gilmore, J.H. (1999). The Experience Economy.
The service is presented as high quality through clear information on leagues, events, and family-friendly activities, supported by positive customer reviews on external sites. The website highlights a welcoming atmosphere, easy booking, and well-maintained facilities. I would recommend the company because it offers a fun, social experience with options for all ages, making it great for groups, parties, or casual play.

	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 structure is very clear and apparent and also in line with current market rates. Kotler, P., & Keller, K. (2016). Marketing Management (15th ed.) The website clearly shows prices for lane hire, leagues, and party packages. These prices are reasonable and match the family-friendly, well-maintained environment the company promotes. If prices were missing, it might be to encourage direct contact for personalized quotes or to remain flexible with offers, but in this case, clear pricing supports the company’s open and customer-focused approach.

	Section 4 – Searchability


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

	
	2.entertainment 

	
	3. Group fun

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


	Answer: 
Yes, when searching terms like “Acocks Green Bowling” on Google, the company’s official website appears in the top ten results. It is usually the first or second link, making it easy for users to find. This high ranking improves visibility and access, helping potential customers quickly reach the site for bookings or information.

	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:
Yes, I do think websites are still important for UK businesses today. Even with social media being so popular, a good website gives customers a reliable place to find information, book services, and get in touch whenever they need. It helps a business look professional and trustworthy. For places like Acocks Green Bowling, the website makes it easy for people to see what’s on offer, check prices, and book online. It provides an all in one convenient spot. Office for National Statistics (ONS). (2023). Internet Access – Households and Individuals.



	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: 
One key improvement I’d suggest for the Acocks Green Bowling website is to add a live chat feature. This would allow customers to quickly ask questions and get real-time help with bookings or general enquiries. It would make the site more interactive and improve the overall customer experience, especially for those who may not want to call or wait for an email reply. A live chat shows responsiveness and can lead to faster bookings and greater customer satisfaction. BrightLocal. (2023). Local Consumer Review Survey – Importance of Online Reviews.
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