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Basil’s Bakery is an independent business in a retail park, Coventry. They are well known for producing high quality, organic contemporary styled cakes, pastries and breads. The business is valued by local shop owners, office workers and warehouse workers, who work nearby. It opened in 2015 and each year the annual sales increased every year. However, due to the lockdown in 2020, the sales had decreased which happened because of the restrictions. Once the lockdown was lifted, the sales never returned to the levels pre-2020. Some of the issues regarding the bakery were a shortage of customers since many of the office workers who were customers now work from home which means that there is less income supporting the business and therefore less money being spent on paying bills or for organic produce.
[bookmark: _Hlk205979492]
[bookmark: _Hlk205982497]The first solution is to create a digital system. This will be done by creating a website on which customers can access an online menu where they can pre-order and have the order delivered to their home. This will also manage financial information by giving reports on sales which will be essential for budgeting and improving the efficiency for Basil’s Bakery. This will eliminate the root problem of less customers by providing more accessibility for customers who may not live near the retail park to buy products from Basil’s Bakery. This will then increase sales, which can be used to expand the budget and keep the business running.

The second solution is to have another employee who can oversee the phones calls and the management of the inventory and the budget to ensure that the owner can focus on making the food or products. This will support the owner because they will be under less pressure on the owner to make the food, manage the inventory, manage the financial budget as well as the other responsibilities which the owner will have. By balancing the responsibilities between the owner on employee, the business will be run more efficiently and effectively, which will result in more sales as the business will be able to deal with the increasing number of customers and therefore increase the sales and profits.

The solution which would be more beneficial to Basil’s Bakery is solution A or creating a digital system. This solution is the more appropriate solution to move ahead with because it would increase the number of customers, due to pre-ordering/delivery service, increase efficiency by being able to access weekly/monthly financial reports as well as giving easy access to inventory stock which would improve spending and loss of profit (see appendix 1). Solution A overall is better than solution B because it addresses multiple issues that Basil’s Bakery is having whilst improving the overall efficiency in running the business whereas solution B addresses some of the issues such as the pre-ordering but this is not as efficient as having a website or app where customers can pre-order through instead of phone calls as this can be time consuming and lead to less customers. A digital system is also extremely relevant after the lockdown from COVID-19 as less customers are going to shops and prefer to order online so by having an online system, it can increase the customers as less are visiting the shop.
To carry out this solution, we have created an implementation plan (see appendix 2) which breaks down how we can implement this plan into action. The first task is to create a website as a base for pre-ordering so that the owner does not need to focus on picking up phone calls and instead focus on making the orders which will reduce the extra pressure put on the owner and the bakery itself. The time limit which is given to making the website is four weeks to ensure the website runs smoothly and that it is easily accessible for all customers. The second task is to create a delivery service so that customers do not need to go to the shop when ordering food from the bakery. This is essential because of the lockdown as customers are less likely to go to the shop in person but would prefer to order online. It would also increase the customers because the office workers who now work from home are now able to order delivery when they are working which will increase the sales. The time limit on this is seven weeks as it will take time to implement the delivery service and add this option to the website to ensure that works correctly. The third task is to gain feedback from customers via survey on the website. This would be fastest and simplest way to gain feedback on the new website as well as delivery service. The time limit for this is eight weeks to gain lots of feedback about what is going well and what can be improved. The fourth task is to check the sales now compared to before the digital system was implemented to see if the is an increase in customers and profit. This is to be done monthly to ensure that the correct budget is set for each month to ensure that bills are covered as well as any other expenses that may come with running a bakery. With following this plan, Basil’s Bakery will be able to effectively create a digital system which will reduce the responsibilities on the owner and support the business in increasing the numbers of customers that they get. 
To support the implementation plan, we have used a KPI or a Key Performance Indicator to track any improvements which happen to Basil’s Bakery. The first Key Performance Indicator is a customer satisfaction score or CSAT (see appendix 3). This refers to a rating which customers give to show how pleased they are with the business. A low rating would mean that there are improvements that need to be made whereas a high rating would suggest that the service is working effectively. In this case, this CSAT or a customer satisfaction score would be effective for Basil’s Bakery because the owner is able to see if the pre-ordering service and delivery service is working how it should be by accessing feedback and improving any areas of the service where it is need so that the digital system is efficient and effective for the customers. Another KPI or Key Performance Indicator that will be used to track progress is the revenue amount in which the business gets each month. This is focusing on the sales and profit the bakery get monthly. Using the data, Basil’s Bakery can compare the more recent sales compared the sales before the digital system to see whether the digital system is an effective solution. 

Another tool that has been used to support Basil’s Bakery is SMART targets or objectives. SMART targets stand for Specific, Measurable, Attainable, Relevant and Time-bound. By using this tool, it allows people to create realistic goals that are reachable and achievable. This is essential for business especially when using introducing a new service to ensure that the service is usable and is viable for the business to create in the first place. For the specific area, we decided to create a digital system for ordering food via pre-ordering or delivery service. This is a specific target which looks to tackle the issue of pre-ordering and less customers because of this in a way that follows the local circumstance, for example COVID 19 and the lockdown. For the measurable area, we decided to have monthly check ins on the sales as well as gaining regular feedback to tackle and areas of the service which is in need of improvement. For the attainable area, we decided to keep track of the sales from the delivery/pre-ordering service to see if introducing a digital system can improve the sales which Basil’s Bakery do. For the relevant area, we decided that the most important aspect of the problem is that there are less customers than there used to be but by introducing the digital system, there will be more customers as the business is easier to access. For the time-bound area, we decided that eight weeks will be enough time to set up the digital system so that it is running effectively as well as getting enough feedback to see if it is fit for purpose. It also allows time to reduce potential problems which may come with a digital system such as bugs in the code. By using SMART objectives, we can create an achievable plan or goal to ensure that Basil’s Bakery is able to gain more customers and become for efficient so that the other problems that they are facing, such as rising bill costs are solved. 

From this report, we have found that:
· Basil’s Bakery was having many problems such as lower sales and less customers because of the remaining effects of the lockdown
· To combat this, we decided that creating a digital system is the most effective way to gain customers, increase sales and become more efficient
· To do this, a website was to be made for pre-ordering and delivery so that the owner does not need to manage this via phone
· The website would then be used to track sales monthly as well as feedback via a survey for customer satisfaction
· From the feedback and the monthly sales report, improvements to service will be made to maximise profits and customer satisfaction











Appendices
Appendix 1 – Task 3a

PMI Evaluation Table

	Digital system

	Plus
	Minus
	Interesting

	Open delivery service
	Increasing bill- organic products
	Customers can eat lunch at home

	Make a website

	Less face-to-face customers
	Explore more branches

	More customers
	Needs staff

	Easier access for customers

	Sales go up
	Need financial management

	Online menu

	
TOTAL: 4
	
TOTAL: - 4
	
TOTAL: 4



[bookmark: _Hlk210816971]Therefore: Overall Total for Digital system = 4


	Another Employee

	Plus
	Minus
	Interesting

	Phone calls managed
	Need to set money aside for employee’s income
	Sales improve- check monthly sales

	Support with pre-ordering

	Expensive to set up digital system
	More customers- because of delivery service

	Deliveries are managed

	Need more budget to cover extra costs
	More profit

	

	
	

	
TOTAL: 3
	
TOTAL: -3
	
TOTAL: 3



Therefore: Overall Total for Name (for Solution B) = 3




Appendix 2 – Task 4a
Implementation Plan

Name the problem you are solving: less customers in shop
Name the solution you are implementing: digital system 
	
	Task
	WHAT

	WHEN

	WHO

	Done

	1
	
Making a website

	
The website

	
4 weeks

	
Basil’s Bakery

	
The website will have a menu and allow customers to pre-order food.


	2
	Set up delivery service


	
Delivery service

	
7 weeks

	
Basil’s Bakery

	
The delivery service will allow customers to order the food and for it to be delivered to their home.


	3
	Feedback from customers

	Feedback 


	8 weeks

	Basil’s Bakery


	Customers will provide feedback by a survey so that the bakery can improve the online system to fit what the customers need.


	4
	Check sales to see if improvement 

	
Check sales

	
Monthly

	
Basil’s Bakery

	Check the sales to see if there is an increase of sales after implanting a digital system.






· 

Appendix 3 – Task 5a

The Key Performance Indicator is: customer satisfaction score- feedback, revenue growth- monthly sales check

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	
Create a digital system for pre-ordering and delivery service.




	
Check monthly sales for profit and get regular feedback from customers.




	
Use online system to track sales from pre-ordering/ delivery service




	
Digital system will result in an increase in sales and more efficient business for the bakery.




	
The digital system will be completed within an eight-week period.
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