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[bookmark: _Hlk205982484]
Task 1: Overview of Case-study
[bookmark: _Hlk205982497]Basil’s Bakery is a small independent bakery in a retail park in Coventry. The business was doing well before, but over the last few years sales have gone down. The biggest reason for this is that there are fewer people visiting the retail park than there used to be. Some shops have closed, many office workers now stay at home to work, and Basil has lost a lot of his regular customers. On top of this, the cost of rent, electricity and organic ingredients has gone up, making it harder to earn a profit. Because Basil works by himself most of the time, he also cannot always answer the phone or deal with pre-orders when it gets busy, which could make customers choose another bakery instead (Taylor, 2007; Proctor, 2014; Sproull, 2018).
Task 2: Two Proposed Solutions
Click collect 
One solution Basil could introduce is an online click-and-collect ordering system. Customers would be able to order their food online before arriving at the bakery, then collect it at a chosen time. This would reduce queues during busy periods and make it easier for customers who are in a hurry. It could also encourage office workers and people who only have a short lunch break to continue buying from the bakery. Although Basil would need to spend some money setting the system up, it could improve customer satisfaction and increase the number of daily sales. (Taylor, 2007
Loyalty card: One idea Basil could try is introducing a loyalty card for regular customers. For example, after buying nine items, customers could get the tenth one free. This would encourage people to visit the bakery more often instead of going somewhere else. It could also help bring back customers who no longer come in as much because they work from home or have changed their routine. The cost of running a loyalty scheme is quite low, but if more people keep returning, Basil could increase his sales and build stronger relationships with his customers.

Task 3b) Evaluation Results and Justifications
After comparing both ideas using the PMI technique, Solution A (click-and-collect) was the better option. It scored higher because it solves more than one problem at the same time. Customers can order before they arrive, which reduces waiting times and makes shopping more convenient. This could also encourage busy workers to buy from Basil more often. The main criteria used were cost, customer satisfaction and the impact on sales, as these are the biggest issues affecting the bakery. Customer satisfaction and increasing sales were given the highest weighting because Basil’s biggest problem is the drop in customers and income. Although the loyalty scheme could bring back some regular customers, it may take longer to show results. Overall, click-and-collect offers a more direct way of improving sales and making the bakery run more smoothly.

Task 4b) Justifications for the Implementation Plan
The tasks were put in this order because each step depends on the one before it. First, Basil needs to choose and set up a click-and-collect system before customers can start using it. After that, the website and ordering process should be tested to make sure everything works properly. Once it has been checked, Basil can advertise the new service using posters in the bakery and social media. Basil would be responsible for choosing the system and making sure orders are prepared correctly, while any website provider would deal with the technical side. This order helps avoid mistakes and gives customers a better experience from the first day. Launching the service only after testing reduces the chance of problems and makes it more likely that customers will use it successfully. (Taylor, 2007)


Task 5b) Justifications for the KPI and SMART Objectives
The main Key Performance Indicator (KPI) is the number of click-and-collect orders received each week. This is a good way to measure whether the new service is successful because it shows if customers are actually using it. If the number of orders increases over time, Basil will know the new system is helping the business.
The SMART objectives were chosen because they are clear and easy to measure. The first objective is to launch the click-and-collect service within one month, making sure the project has a realistic deadline. The second objective is to increase weekly sales by 15% within six months. This focuses on improving the bakery’s biggest problem, which is falling sales. The final objective is to achieve at least 30 click-and-collect orders each week after three months. This gives Basil a target to work towards and makes it easier to review whether the new service is successful. If these objectives are achieved, the bakery should attract more customers and improve its overall performance. (Doran, 1981)

Task 7) Key Findings
· [bookmark: _Hlk208302504]Basil’s Bakery has experienced a decline in customers because fewer people are visiting the retail park, leading to lower sales.
· A click-and-collect service was identified as the best solution because it makes ordering easier and could attract more customers.
· The implementation plan follows a clear order, reducing the risk of mistakes and making the new service easier to introduce.
· The KPI and SMART objectives provide a simple way to measure whether the click-and-collect service is increasing sales and customer use.
· If the recommendations are implemented successfully, the bakery should improve customer satisfaction, increase revenue and support long-term business growth.
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Appendix 1 – Task 3a

PMI Evaluation Table

	Provide the Name (for Solution A)

	Plus
	Minus
	Interesting

	Making orders easier for customer +5
	Costs money to setup -5
	Could attract busy office workers +5

	Reduces queues at busy times +5

	Basil may need training -4 
	Can increase repeat customers +4

	Make increase weekly sales +5

	Technician issues -2
	Could expand to online payments +3

	Improves customer convenience +3

	Takes time to launch -3
	Gives bakery images +3

	
TOTAL: + 18
	
TOTAL: -14
	
TOTAL: +15



[bookmark: _Hlk210816971]Therefore: Click Collect = +19


	Provide the Name for Solution B

	Plus
	Minus
	Interesting

	Encourages repeat customers +4
	Free rewards reduce profit -5
	Easy to introduce +3

	Low cost to set up +3

	May take time to increase sales -3
	Can improve customer loyalty +4

	Simple for customers to understand +3

	Not all customers return -1
	Could be changed into a digital card later +3

	Helps build customer relationship +5 

	Doesn’t solve queue problems -4
	Can be combined later +2

	
TOTAL: +15
	
TOTAL: -13
	
TOTAL: +12



Loyalty Card= +14



Appendix 2 – Task 4a
Implementation Plan

Name the problem you are solving:
Name the solution you are implementing:
	
	Task
	WHAT

	WHEN

	WHO

	Done

	1
	Choose an order system 


	Research click and collect platform for the bakery 

	Week 1


	Basil/ platform provider 


	



	2
	Set up the service 


	Install the system, add products and test that orders can be placed correctly.
 


	Week 2


	Basil


	



	3
	Promote the new service 


	Advertise the new system through social media and posters


	Week 3


	Basil


	



	4
	Launch and monitor 


	Start the service collect customer feedback and monitor number of orders received 


	Week 4


	Basil


	






· 

Appendix 3 – Task 5a

The Key Performance Indicator is: 

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	

Launch a click and collect service 




	
Achieve at least 30 click and collect orders 




	
He already has customers so now it’s just who wants to skip the Que




	
Helps solve the main problem 




	
2 months 
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