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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: 
I began by searching up Hollywood Bowl, noticing that the website loaded quickly. I believe that loading times can differ depending on the internet connection, and when using different browsers. I loaded the website on my desktop web browser and my mobile web browser. I noticed that the loading time on my mobile browser was slightly slower. This illustrates that both internet connection and different browsers are contributing factors to the website loading time. 


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


	Answer: 
The Hollywood Bowl’s website has several subpages, these are displayed as drop-down options. This is located below the main ribbon, containing essential information regarding the company. This has been placed at a prime location for prospective customers to navigate their way around the website. This allows for customers to locate relevant information such as booking and bowling and access subpages according to their request and needs.


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

	Answer: 
To book a bowling session, there are steps that need to be followed on the website. Look for the booking tab. Then, choose your desired location and continue to select the number of games from the four available options. On the bowling subpages, check your choice of games and decide to have standard or VIP tickets. This allows you to modify your booking to match your preferences for location and game count.


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


	Answer: 
As a new customer, it can be confusing in the first place as only the picture and title changes when you click on the browser. Although the information is provided below the page, one cannot tell unless they scroll down. It may be helpful to improve the functions of the browser link and make the navigation easier. This would enable the customer to have a better experience and easy to navigate the website.



	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: 
When making a Google search from a mobile phone, the result page allows you to choose the location link immediately. However, on the computer, you do not have that option unless you go into the booking link. From my experience, I have found having the option to go directly into the location from the result page is better and quicker. It is smoother on the eyes when the picture is transitioning on the mobile phone. 



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


	Answer: 
Hollywood Bowl uses bright colours on their website by using photos of groups enjoying the game on the lanes. There are pictures of arcades and food, children and families having a good time, which strengthens their brand’s social vibe.  The videos and banners display offers, and other packages as well as the atmosphere of the venue. The font and colour of words used increase the impact without being too overwhelming and gentle on the eyes. 


	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:
After checking on Hollywood bowl’s website, there does not appear to be a chat tool. This may be unhelpful, especially if someone is in a rush and wants to find information quickly. However, information on Trustpilot about Hollywood bowl suggests that they provide very good customer service with 4.5 star reviews (Trustpilot, n.d.). Customers can request a call back, make a direct call or email, which is responded to efficiently. 


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


	Answer: 
The Hollywood Bowl’s website features links to social media platforms such as Facebook, TikTok, Instagram, Twitter and YouTube. It is located at the bottom of the page and sometimes highlighted in banners. These social media platforms are easily accessible and have functional pages with event details, company share promotions and updates. This keeps customers connected and engaged beyond the website, however this depends on regular updates and regular interaction to build customer trust.


	
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 Hollywood Bowl’s website has accessible navigation on the main ribbon with the drop-down menu with key information on bowling sessions, arcade games, foods, party packages and offers enabling customers to access details easily. Furthermore, the homepage features vibrant imagery and promotional banners to reinforce brand identity and convey the venue’s atmosphere. This combination of clear navigation and strong visual elements allows visitors the full range of services available without confusion.


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


	Answer:
Reviews are not available on the website but are available through third-party platforms. There are various websites that customers can view reviews about the business, such as Trustpilot. According to Trustpilot reviews (Trustpilot, n.d.), Hollywood Bowl rates at 4.5 stars, providing excellent customer service. It is also a platform to share customers’ own reviews about the quality of service, pricing and cleanliness. These websites provide insight and are updated and responded to by the 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: 
After visiting Hollywood Bowl many times with family, I have had good experiences and created memories. I would recommend it to everyone I know due to their excellent customer service, as they offer high quality experiences. I feel that the website is designed to a high standard, with easy navigation routes to access the necessary information, such as party packages, food and more importantly bowling. Their presence on social media platforms generates more customers.


	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:
Hollywood Bowl’s website shows details of price information after selecting a location or booking option. This may be because prices may differ depending on venue, time, and package type. Prices are not visible on the homepage, perhaps because the booking process promotes offers by drawing in customers to take up more offers. This can increase customer satisfaction and value for money. From the reviews, it shows that it prides itself as providing excellent customer service (Trustpilot, n.d.).

	Section 4 – Searchability


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

	
	2. Entertainment

	
	3. Arcade

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


	Answer: 
Bowling: Hollywood Bowl appears as the first website, showing its relevance in the industry.
Entertainment: Hollywood Bowl is not in the top ten websites, as the top ten websites provide news outlets rather than entertainment services.
Arcade: Hollywood Bowl does not appear on the top ten websites, as the top ten websites show places related to arcades, while Hollywood Bowl is a bowling alley and arcade in one.



	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 have relevance in the modern world as it remains as a business’ primary digital existence. The main source of income in the business outside of a physical store is the website. Websites provide reliability and serve as the first point of contact for customers. Therefore, the websites can further develop customer interaction. A well designed website can offer clear navigation and exceptional service details. Likewise, using tools such as live chat, will substantially increase customer satisfaction and experience with instant support. Kathia Castro Laszlo makes a point regarding “sustainability” which is what a website brings to a business (Laszlo, 2003). With technological advancement in the modern world, a well designed business can greatly improve longevity, giving a website relevance.


	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: 
I would like to recommend Hollywood Bowl to introduce a live chat feature where you can have instant customer support. Customers might sometimes have a quick question regarding bookings, offers and availability. Therefore, having a live chat option can lead to reduced waiting times compared to emails. Furthermore, this improvement would make bookings, and other inquiries, more immediate, and improve overall user experience by making assistance more accessible. While the information is available at the bottom of the page it can be confusing for first time users as though it seems like only the picture and the title changed when clicked on browser. This improvement would make navigation easier to understand and will reduce user frustrations. 
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