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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: once you click into this website it loads within 7 seconds which is very easy and convenient for customers trying to access this website. A fast-loading website is crucial for user retention, as slow loading times can lead to higher bounce rates (Nielsen & Tahir, 2012)


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


	Answer: Acocks Green Bowl website contains several sub pages, including sections like Bowling, Party packages, Offers, and contact us. A prospective customer i can navigate these by using the main Website page menu, which lists important categories. However, the footer provides quick links to further details. According to Krug (2014), a well structured menu improves user experience and allows for efficient navigation.


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

	Answer: Yes, you can make a booking via the Acocks Green Bowl website. By clicking into either the Bowling, Party Packages or Laser Quest sections, you will be able to view availability options and proceed with a reservation. These pages are specifically designed to guide you through the booking process, offering clear details on pricing, availability, and how to secure your spot. It's an easy and straightforward way to plan your visit directly through the website. Research by Anderson et al. (2019) highlights that easy and clear booking systems improve customer satisfaction and increase


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


	Answer: Integrating the bookings for bowling, Laser Quest and parties as currently it is all separate and can potentially confuse prospective customers this will also help the staff be more productive as then they can reduce the time in customers trying to book via in person or telephone. which then can have an effect of future profits also by Adding a map or virtual tour of the club's facilities can help prospective customers get a better sense of the venue before booking. Include a search bar to help customers quickly locate specific information like prices, availability, or Bookings. Hassenzahl (2010) suggests that reducing complexity in user interfaces can enhance usability. 



	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 mobile version of the website is easy to navigate which is also user, with the booking option prominently displayed on the main page. Users can quickly access the menu for all necessary options. To enhance the experience, By ensuring fast load times and mobile responsiveness will further streamline the booking process and overall user experience. (Google, 2018). Optimizing for mobile increases engagement and enhances usability.


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


	Answer: The website’s imagery and colour scheme are highly attractive and relevant to Acocks Green Bowl. The visuals effectively reflect the club's fun, community oriented atmosphere, while the colour palette aligns with the theme of the sport, creating a welcoming vibe. Engaging images of actual events or bowling activities would further connect potential customers to the experience, making the website not just informative but also visually appealing and aligned with the nature of the business. Berndt (2016) explains that visual design plays a vital role in creating an emotional connection with customers


	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 uses a Contact Us form where customers fill in their contact information, subject, and message for a response from customer service. While this method is functional, it could be more effective with the addition of an instant chat feature or a live chat option, allowing customers to get quicker responses. Additionally, providing a direct email for urgent inquiries would enhance accessibility and reduce wait times, offering a more efficient way to engage customers. Pereira et al. (2018) note that real-time customer support tools like live chat significantly improve customer satisfaction by providing immediate responses.


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


	Answer: Currently, the Acocks Green Bowl website has a Facebook link at the bottom of the page. However, placing social media links in the top toolbar would make them more visible and easily accessible. This strategy would help the business quickly share updates, promotions, and news with a wider audience. By improving the visibility of social media, the business could engage more effectively with current and prospective customers, boosting its online presence. According to Fulgoni and Morn (2015), social media integration on websites helps businesses expand their digital footprint and connect with a wider audience.


	
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 offered by Acocks Green Bowl are made clear to customers through dedicated pages for each service, such as Bowling Party Packages and Laser Quest. These pages provide detailed information on pricing, packages, and booking options. Additionally, clear buttons encourage customers to book directly. The layout is user-friendly, with well-organised sections and easy navigation, ensuring customers can quickly find the services they're interested in and understand what's on offer. Blythe (2013) suggests that well organised content and easy to find service pages improve the clarity of offers, helping customers make quick decisions.


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


	Answer: Currently the website does not have a reviews page available it could benefit them to build trust and credibility by Adding a testimonial section on the homepage or relevant service pages would allow potential customers to read about others' experiences. This could be in the form of written reviews, star ratings, or even short video testimonials. Regularly updating these reviews will keep content fresh and show prospective customers that the business is actively engaging with its customer base. Chung et al. (2015) argue that customer reviews provide valuable social proof, enhancing trust and credibility with prospective clients.


	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 its well designed website, which offers clear visibility about its Bowling Party Packages and Laser Quest services. The site highlights the fun, community-oriented atmosphere of the club, showcasing an enjoyable experience for all ages. I would recommend the bowling service to friends or family because it provides an entertaining and social environment for any occasion, with easy online booking and a great way to spend time with family and friends. The site is user friendly making the booking process seamless and hassle free. Keller (2013) suggests that a strong brand presence and user-friendly website can elevate perceived service quality.


	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: The prices on the website are not immediately clear, as there doesn't appear to be a detailed pricing section for services like bowling or party packages. This is due to the business model, where prices could vary based on factors like group size, time of day, or special promotions. If prices were included, it would help customers make informed decisions. Clear pricing would reflect the quality of service, showing transparency and building trust. Without pricing, the club may prefer to provide quotes based on specific needs, which could be a way to offer more personalised service. However, making prices more accessible would still improve customer experience and help set expectations. Lichtenstein and Williamson (2014) note that clear pricing helps customers feel informed and secure in their decisions, though personalised pricing may be a strategic choice to tailor offerings to customer needs.

	Section 4 – Searchability


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

	
	2. Bowling parties birmingham

	
	3. Bowling b27 

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


	Answer: for the search bowling Birmingham it does not appear in the top 10 however for bowling parties and bowling b27 it does appear in the top ten


	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: 
The website continues to have a highly relevant tool in the context of modern UK business. It serves as a primary platform for the business bowling services, offering detailed information on offerings such as Bowling Party Packages and Laser Quest. Facilitating an online booking and presenting an overview of the business’s atmosphere, The website plays a crucial role in attracting and engaging potential customers. Furthermore, it enhances credibility and provides efficient access to essential information, such as pricing and service availability. Chaffey (2015) asserts that websites are critical for driving customer engagement and supporting digital marketing strategies.

	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: A recommendation to improve the Acocks Green Bowl website is the integration of a customer review section. Currently, the absence of customer generated feedback may limit the site’s ability to build trust and credibility with prospective customers. Incorporating reviews or testimonials would provide social proof, enhancing the quality of the services offered. Positive customer experiences could serve as trusted content, helping to build confidence in the services and encouraging new bookings. This addition would also enable the business to highlight customer satisfaction, improving the website’s overall effectiveness in attracting and retaining clients. Given the competitive nature of the industry, such a feature would contribute significantly to the Businesses long-term success. Hennig-Thurau et al. (2004) emphasise that customer reviews build credibility and trust.



Reference List 
	(Nielsen & Tahir, 2012)
Krug (2014)
Anderson et al. (2019)
Hassenzahl (2010)
Google,2018
Berndt (2016)
Pereira et al. (2018)
Fulgoni and Morn (2015)
Blythe (2013)
Chung et al. (2015)
Keller (2013)
Lichtenstein and Williamson (2014)
Chaffey (2015)
Hennig-Thurau et al. (2004)





