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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’s website opens and loads fairly quickly in comparison to other websites on both desktop and mobile device. The homepage seems to appear instantly with clear images and different booking buttons, providing a positive first impression of the website. According to Demangeot and Broderick (2016), fast loading times are crucial for customer engagement during initial website visits. This efficiency gets new and existing customers get immediate access to bowling bookings and venue information.
According to the IONOS Website Checker, Hollywood Bowl has an excellent rating.
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	Question 1b - Does the website contain many sub-pages? How does a prospective customer navigate these? 


	Answer: Yes, the site includes other sub-pages for bookings, different locations, food & drink menus, various offers, and parties’ information. Visitors can navigate the website via a clear top menu and prominent homepage buttons directing to places on site like bookings or local venues. This structure prevents confusion for new visitors and potential customers who are looking for bowling services across UK locations. Site navigation also supports smooth journey from discovery to making a reservation.


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

	Answer: Yes, customers can book directly via the webpage by selecting venue, date, time and package. This streamlined structured process eliminates phone calls and supports communication with customers effectively. Hollywood Bowl's booking system demonstrates very practical way of applying design for bookings via the website and allowing instant confirmation. According to Demangeot and Broderick (2016), such functionality enhances customer engagement during website visits.


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


	Answer: One of the improvements that could be made is for their booking process being slightly shorter reducing booking steps for faster completion. Second suggestion would be adding advanced location filters. Also adding an option to return to the cart later by collecting email address in the beginning would be useful. These improvements would enhance usability. Finally, I would highly suggest integrating live chat option to make it stand out more while utilised AI chatbot capabilities.


	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 appears modern, vibrant and family-friendly with bright colours matching the entertainment services offered and Hollywood Bowl’s brand. When accessing via desktop, the website offers spacious layout while mobile remains readable though more compact. There could be improvement to be made to make it more mobile friendly. Nevertheless, visual design creates pleasant user experience across devices. Jongmans et al. (2022) note that effective visual design significantly influences customer pleasure and website satisfaction.


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


	Answer: Large bowling action images, family scenes and food photography create energetic and vibrant atmosphere. Bright and bold colours with strong contrast maintain vibrant entertaining brand identity while promotional banners highlight their offers in complimentary style. I like that the images and visuals are of high resolution and quality. Imagery helps customers visualise the entertainment experience before booking. This strategic use of visual elements supports pleasure aspect of user experience (Jongmans et al., 2022).


	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: No, unfortunately live chat tool was not available during the valuation process and is not integrated yet. Customers must use contact forms, email or phone for any enquiries. Adding instant live chat or an AI powered chatbot would improve overall real-time support and customer’s experience for booking queries, venue details or accessibility questions while visiting the site. Live chat enhances customer experience by providing immediate assistance, reducing booking abandonment.


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


	Answer: Social media icons link to active Instagram, Facebook and YouTube accounts promoting offers and events, which is great to see. These platforms extend business-to-customer communication beyond the website, sharing relevant updates and utilising customer content to promote the brand also. Instagram stories particularly engage with younger audiences promoting and sharing venue experiences. Links effectively integrate with the promoted digital marketing channels.

	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: Homepage prominently displays core services such as: bowling, food & drink, parties, group bookings and gift vouchers. Clear menu categories and promotional banners guide customers to specific offerings. Transparent service presentation builds trust with visitors and facilitates informed booking decisions across multiple UK locations. Website structure reflects customer journey from discovery to making a reservation or deciding to visit a venue for some entertainment.

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


	Answer: Customer reviews are not strongly featured on the homepage, so they are not one of the most visible parts of the website. Reviews are rather hidden, requiring navigation to dedicated pages or external platforms also displayed in an outdated style. Limited visible testimonials reduce social proof and recent, more prominent customer feedback displayed on the homepage would definitely enhance credibility. Trust signals through authentic reviews remain essential for any business.


	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 service is presented as high quality through the website’s professional design in most places of the website, strong branding, and clear focus on customer experience. The business appears well organised and family friendly, with attractive packages and entertainment options. I would use the service because it offers a complete leisure experience and social activities. Overall, the website creates a good impression of quality service and enjoyment, however it also needs some more modern updates.


	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, promotional offers and package pricing are clearly displayed throughout the site. Transparent pricing builds customer trust and enables comparison shopping. Prices appropriately reflect premium family entertainment positioning rather than budget service. Value perception is enhanced through bundled packages that combine bowling, food and additional activities as well as corporate packages.


	Section 4 – Searchability


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

	
	2. Events

	
	3. Entertainment

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


	Answer: Yes, Hollywood Bowl appears prominently in top results due to strong brand recognition and SEO optimisation for the first keyword, which is directly linked to their core service. National presence across different UK locations ensures high visibility for bowling-related searches. Effective keyword strategy for those two bowling specific keywords matches customer search intent, driving qualified traffic to booking pages. However, there could be more improvement done as it is not finable for ‘events’ or ‘entertainment’ keywords, which could bring their business more customers and better visibility.


	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 definitely still remain essential for modern UK businesses and their marketing providing direct customer access to services, pricing information, bookings and brand awareness. The only difference now is to ensure it is enhanced and using SEO as well as other optimisation capabilities in the ever-evolving digital space, including AI growth.
For example, Hollywood Bowl demonstrates website’s purpose well through integrated booking system providing the visitor key area as primary customer touchpoint and that way attracting new or returning customers. This is very important for any UK business expansion.
Despite social media growth, websites still offer controlled branding, SEO benefits and conversion tools that other platforms are unable to provide. Digital skills enable any businesses to navigate complex online environments effectively (Demangeot and Broderick, 2016). Websites still function as digital store front which is essential for modern trade.


	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 one main recommendation would be to implement prominent live chat functionality. Customers frequently need immediate answers about services or venue’s availability, group sizes allowed for parties, parking and accessibility or might have any other special requirements before making a booking, which would help them to make a decision. Live chat reduces abandonment rates by providing instant which cannot be achieved through time consuming contact forms. This integration would enhance visitors experience across desktop and mobile devices and improve business-to-customer communication aligning with digital expectations. This improvement would directly address identified customer service gap while leveraging existing website strengths (Jongmans et al., 2022). 
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