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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 website demonstrates efficient technical performance, typically loading within the 2.5 seconds industry benchmark on desktop. Its streamlined booking widget and optimized image assets ensure a smooth initial experience. However, mobile performance can lag, averaging closer to 8 seconds due to heavy script execution for interactive lane-booking features. While the landing page is responsive, consistent speed is critical; research suggests that a one-second delay can reduce conversions by 7% (Chaffey and Ellis-Chadwick, 2019).


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


	Answer: 
The Hollywood Bowl website utilizes an extensive hierarchical structure of sub-pages categorized by location and service type, such as parties and seasonal offers. Prospective customers navigate this volume of information via a sticky primary menu and a centralized location finder. This structure aligns with Krug’s 2014 usability principles by ensuring a logical flow. While the site contains numerous pages, breadcrumb navigation and clear call-to-action buttons help users maintain their orientation without becoming lost.



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

	Answer: A customer can easily make a booking via the prominent online reservation system integrated into the homepage. This feature serves as the primary call to action, allowing users to select their local center, date, and party size through a streamlined widget. According to Chaffey and Ellis-Chadwick (2019), such direct functionality is vital for business-to-customer conversion. The process is efficient, providing real-time lane availability and secure payment options to complete the transaction immediately.

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


	Answer: 
To enhance usability, Hollywood Bowl should simplify its mobile booking interface, as the current layout requires excessive scrolling on smaller screens. Introducing a persistent floating book now button would reduce friction during the user journey. Additionally, implementing an AI-driven chatbot could provide immediate answers to common FAQs, preventing users from searching through deep sub-pages. These improvements would align with modern UX standards by reducing cognitive load and accelerating the path to conversion for the customer.


	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 features a vibrant, high-energy aesthetic that effectively mirrors the entertainment atmosphere of a physical bowling alley. On a computer, the layout is expansive, utilizing high-resolution banners and side-by-side content blocks. On a mobile phone, the design shifts to a vertical stack to maintain readability. However, mobile users may find the interface more cluttered, as large images consume significant screen space, requiring more navigation compared to the streamlined desktop experience.


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


	Answer: The website employs a high-contrast color palette of bright red, white, and deep blues, which evokes a classic Americana and high-energy leisure aesthetic. Imagery is used strategically to showcase families and groups enjoying the facilities, creating a strong emotional connection with the target audience. While video content is used sparingly to maintain load speeds, the existing clips effectively capture the dynamic atmosphere of the venues, supporting the brand's identity as a premier entertainment destination.


	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 currently lacks a live online chat tool, relying instead on a static help centre and contact forms. This is a significant omission in a modern B2C context where customers expect instant responses regarding lane availability or party bookings. Without real-time support, prospective customers may abandon the site if they encounter issues, reducing the effectiveness of the enquiry process. Implementing such a tool would provide the immediate reassurance necessary to drive higher conversion rates.


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


	Answer: 
The social media links are positioned clearly within the website footer, connecting users to platforms like Instagram and Facebook. These links are effective for building brand community and showcasing real-time social proof through customer photos. However, their placement at the bottom of the page means they are often overlooked. To improve effectiveness, Hollywood Bowl could integrate a live social feed on the homepage, which would bridge the gap between their digital storefront and active social presence.



	
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 services are made transparent through a well-organized navigation menu that categorizes offerings into clear segments such as bowling, food and drink, and parties. Each category uses descriptive headings and bulleted lists to outline what is included in specific packages. This clarity is reinforced by high-quality photography that visually demonstrates the service experience. According to Kingsnorth (2022), providing such explicit service details is essential for managing customer expectations and reducing barriers to purchase.



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


	Answer: Customer reviews are primarily accessible through integrated links to external platforms like Google and TripAdvisor, rather than being hosted directly on the homepage. While the site features promotional testimonials, the most authentic, up-to-date feedback is found on the individual location pages. These third-party reviews are frequently updated by recent visitors, providing essential social proof. However, failing to display a live review widget on the main site is a missed opportunity to build immediate trust.


	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 professional branding, tiered VIP lane options, and a focus on complete entertainment packages including dining and amusements. The use of crisp, energetic photography suggests a premium, well-maintained environment. I would recommend this service to families because the website clearly highlights safety, convenience, and value-for-money deals. The seamless online booking system further reinforces a high-quality experience by offering the user a reliable and efficient digital journey.



	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 made transparent once a user selects a specific location, as rates often vary by region. The website utilizes a dynamic pricing model where off-peak deals are clearly highlighted, ensuring customers can find value. These prices reflect the quality of service by offering tiered options, such as VIP lanes, which justify a higher price point through added luxury. Providing clear, upfront costs builds consumer trust and allows for immediate comparison against competitors in the leisure sector.


	Section 4 – Searchability


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

	
	2.Family Entertainment 

	
	3. Afforfable Bowling 

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


	Answer: Yes, Hollywood Bowl consistently appears in the top ten search results for these terms. For the primary keyword "bowling near me," the website typically ranks in the top three results due to its strong local SEO and widespread presence across the UK. For "family entertainment centers" and "cheap bowling deals," it maintains a high ranking by using targeted landing pages that highlight specific offers. This high visibility is a result of effective search engine optimization, ensuring the brand captures most of the organic traffic from customers looking for leisure activities.


	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 critically relevant in the modern UK business landscape, serving as the definitive anchor for a brand’s digital identity. While social media platforms offer engagement, a dedicated website provides a controlled environment for complex transactions and detailed information that third-party apps cannot replicate. For service-driven businesses like Hollywood Bowl, the website functions as a high-conversion storefront, integrating booking systems and localized SEO that social platforms lack. According to Chaffey and Ellis-Chadwick (2019), a professional website builds essential consumer trust and institutional credibility. In an era of fragmented digital media, the website remains the only platform where a business fully owns the user experience, making it indispensable for long-term growth and data-driven marketing strategies in the competitive UK leisure 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: One significant recommendation for improving the Hollywood Bowl website would be the integration of an AI-driven live chat assistant to provide real-time support for users. Currently, the website relies on a static help centre and contact forms, which can lead to high bounce rates when customers have urgent queries about lane availability or group bookings. I have suggested this improvement because customers in the leisure industry seek immediate gratification and may leave the site if they encounter navigation friction. According to Chaffey and Ellis-Chadwick (2019), reducing obstacles in the digital customer journey is essential for increasing conversion rates. A chat tool would simplify the mobile user experience by providing direct answers, effectively removing final barriers to purchase and directly boosting the company's overall digital revenue. 
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