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Overview of the case study 
Basil's Bakery, an independent artisan bakery in a Coventry retail park, has seen a drop in sales since the COVID-19 outbreak. Although sales increased when the lockdown restrictions were lifted, they remained around 25% below 2019 levels. The root cause is the bakery's reliance on customer footfall in the retail park, which has decreased because of shop closures, employee redundancies, and increased home working. These external issues have diminished Basil's consumer base, while growing operating costs such as rent, utilities, business rates, and organic ingredients have further harmed profitability Without adapting its business model to changing consumer behaviour, the long-term viability of the business is at risk.

Two proposed solutions 
Solution A: Online Ordering and Local Delivery Service
The first solution is to launch an online ordering platform that offers local delivery and click and collect services. Customers could order cakes, pastries, and bread via a website or mobile app and select either pickup or delivery. This would allow Basil to serve customers who work from home or do not visit the retail park on a regular basis. Customers will also be able to pre-order things, reducing wait times during busy periods. Delivery would expand Basil's customer base beyond the retail park, increasing flexibility and potentially driving up sales without relying entirely on customers who come in.

Solution B: Retail Park Marketing and Customer Loyalty Programme
The second approach is to boost customer engagement through marketing activities and a digital loyalty program. Basil could introduce loyalty cards, social media promotions, seasonal deals, and partnerships with local businesses. Existing customers would be encouraged to make repeat purchases while promotional campaigns could attract new customers. This approach would improve customer relationships and increase brand awareness at an affordable price. However, because it still depends significantly on people physically visiting the bakery, its effectiveness may be limited if retail park footfall continues to decline.

Appendix 1 – Task 3a
Online Ordering and Local Delivery Service
	Plus
	Minus
	Interesting

	Allows customers to order from home
	Requires money to set up an online system
	Could attract customers outside the retail park

	Provides pre ordering to reduce waiting times
	Basil may need extra time to manage online orders
	Customer data could be used for future marketing

	Increases convenience for existing customers
	Delivery costs may increase expenses
	Could create opportunities for future growth

	
	
	



Therefore: Overall, for Online Ordering and Local Delivery Service:
 This solution has more advantages than disadvantages and is suitable for Basil's Bakery.

Solution B: Customer Loyalty Programme and Marketing Strategy
	Plus
	Minus
	Interesting

	Low cost to introduce
	Does not solve reduced footfall
	Builds stronger customer relationships

	Encourages repeat customers
	Limited sales growth
	Can use social media promotion

	Easy to implement
	Mainly targets existing customers
	Could create local partnerships



Overall, for the Customer Loyalty Program and Marketing Strategy:
This strategy has some advantages, but it is less effective because it does not completely address the issue of declining customer numbers.
Task 3b: Evaluation Results and Justifications
The PMI evaluation shows that Solution A: Online Ordering and Local Delivery Service is the most suitable option for Basil's Bakery. Decision-making methods allow businesses to compare different options and select the most effective solution (Zaree and Nahravanian, 2018; Sousa, Martins and Sousa, 2019; Sproull, 2018; Harvey et al., 2022). Although both solutions have strengths, Solution A directly addresses the main issue of declining customer numbers caused by reduced footfall and increased home working.
The evaluation considered customer convenience, sales growth, cost and ease of implementation. Customer convenience and sales growth were the most crucial factors, as Basil needed to attract customers who were no longer visiting the retail park. While Solution A requires more investment than Solution B, it offers greater long-term benefits by allowing customers to order online, pre-order products and use a delivery service. Solution B is easier and less expensive to adopt, but it focuses on keeping existing customers rather than gaining new ones. As a result, Solution A is the preferred solution since it offers the highest potential for increasing sales and improving the business's long-term stability.


Task 4a
Implementation Plan
	Task 
	What 
	Who 
	when

	Research online ordering system
	Compare and choose the best online ordering platform
	Basil (Owner)
	Week 1

	Create website
	Develop an online ordering website
	Web Developer
	Week  2-4

	Set up delivery service
	Arrange a local delivery option
	Basil (Owner)

	Week 5 

	Test the system
	Check that orders and payments work correctly
	
Basil (Owner)
	Week 6

	Promote the new service
	Advertise online ordering on social media and in-store
	Basil (Owner)
	Week 7

	Launch the service
	Start accepting online orders and deliveries
	Basil (Owner)
	Week 8

	Monitor performance
	Review sales and customer feedback each month
	Basil's bakery owner

	Monthly 


Task 4b: Justifications for the Implementation Plan
The implementation plan follows a logical order to ensure the online ordering and delivery service is introduced smoothly. Basil must first do research and select an online ordering system to identify the best platform before development can begin. The website is then created, and the delivery service is organised before the system is tested to ensure it works correctly. Testing helps in identifying and resolving any issues before the service is launched. Marketing happens after testing, so customers are only notified when the service is ready to use. Basil is responsible for planning, managing the project and promoting the service because he owns the business, while a web developer is responsible for creating the website due to their technical expertise. Finally, monthly sales and customer feedback will allow Basil to evaluate the success of the new service and make improvements that are required. A structured implementation plan helps organisations carry out decisions effectively and reduce potential problems during implementation (Sproull, 2018; Harvey et al., 2022).

Task 5a: KPI and SMART Objective
	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Launch an online ordering and delivery service.
	Achieve 50 online orders per month.
	Promote the service using social media and in-store advertising.
	Helps increase sales and reach customers who no longer visit the bakery.
	Achieve the target within 6 months.

	Offer customers a pre-order service.
	Reduce customer waiting times by 20%.
	Train Basil to manage online and pre-orders.
	Improves customer satisfaction and convenience.
	Complete within 3 months.

	Increase overall sales.
	Increase monthly sales by 10%.
	Use regular promotions and online marketing.
	Supports business growth and profitability.
	Achieve within 12 months.



Task 5b – Justifications for the KPI and SMART Objectives
The chosen KPI is the number of online orders each month because it measures whether the new online ordering and delivery service is successful. Basil can use this to monitor sales and customer demand. The SMART objectives provide clear and realistic targets, such as launching an online ordering service, reducing wait times through pre-orders, and growing monthly sales by 10% within 12 months. These objectives are specific, measurable, achievable, relevant, and time-bound, making it easy to track progress. Basil can examine the results every month and make improvements if the targets are not met. Setting clear objectives and monitoring performance helps businesses measure progress and improve decision-making (Harvey et al., 2022).


Task 6 – Key Findings
· Basil's Bakery has experienced lower sales due to reduced retail park footfall, increased home working and rising business costs. 

· Introducing an online ordering and local delivery service is the most effective solution to reach more customers and increase sales. 

· The PMI evaluation showed that Solution A is more suitable because it directly addresses the main cause of the problem. 

· A clear implementation plan will help Basil introduce the new service in a structured and organised way. 

· Using a KPI and SMART objectives will allow Basil to monitor online orders, measure progress and make improvements where needed.
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