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[bookmark: _Hlk205982484]Task 1: Overview of Case-study
Basil’s Bakery is a small family-owned business that is facing several challenges affecting its overall performance. The main problem is a decline in sales and customer satisfaction. This issue is linked to strong competition, changes in customer preferences, inconsistent product quality and limited marketing activities. As a result, the bakery is struggling to retain loyal customers and attract new ones. These challenges have also affected the company’s reputation and profitability. If these problems continue, the business may lose its competitive position. Therefore, Basil’s Bakery needs effective solutions to improve customer satisfaction, increase sales, strengthen its market position and achieve long-term business success.
[bookmark: _Hlk205982497]Task 2: Two Proposed Solutions
Solution A Proposal – Improving Product Quality and Consistency. 
The first proposed solution is to improve product quality and consistency. Basil’s Bakery should set clear quality standards and ensure that staff follow the same recipes and baking procedures every day. Regular training should also be provided to help employees improve their baking skills and customer service. Managers can monitor product quality and collect customer feedback. This solution will reduce complaints and increase customer satisfaction, which can encourage repeat visits and support long-term growth.

Solution B Proposal – Improving Marketing and Customer Engagement.
The second proposed solution is to improve marketing and customer engagement. Basil’s Bakery should promote its products on social media platforms such as Instagram and Facebook to reach more customers. The business could also introduce a loyalty programme, seasonal promotions and special discounts to encourage repeat purchases. In addition, collecting customer feedback would help the bakery understand customer needs. This solution would attract new customers, strengthen relationships with existing ones and increase loyalty, which could improve sales, build a stronger brand and support long-term growth.
Task 3b) Evaluation Results and Justifications
Based on the PMI evaluation, Solution A – Improving Product Quality and Consistency is the most appropriate option for Basil’s Bakery. This solution directly addresses the root problem of declining customer satisfaction and sales. The criteria used were effectiveness, cost, feasibility and long-term impact. Effectiveness was prioritised because improving quality will increase customer satisfaction and repeat purchases. Feasibility is also strong, as training and standards can be introduced without major changes. Although there are some costs, the long-term benefits outweigh them. For these reasons, Solution A achieved the highest overall evaluation.
Task 4b) Justifications for the Implementation Plan
The implementation plan is designed to improve product quality and consistency in a logical order. First, clear quality standards are set by management to give staff clear guidance. Then, staff training will be provided to ensure employees understand and follow these standards. After that, regular quality checks should be carried out to monitor progress and make improvements. Finally, customer feedback should be collected to measure success and identify any further changes. This sequence is practical, as it starts with setting standards, training staff, monitoring progress, and then reviewing outcomes.
Task 5b) Justifications for the KPI and SMART Objectives
The Key Performance Indicator is Customer Satisfaction Score. Specific: Improve product quality and consistency by introducing clear quality standards, staff training and regular quality checks to increase customer satisfaction. Measurable: Increase the Customer Satisfaction Score by 15% and reduce customer complaints by 20% within six months. Attainable: These objectives can be achieved through regular staff training, standardised recipes, weekly quality inspections and continuous customer feedback. Relevant: These objectives directly address the main problem of declining customer satisfaction and sales by improving product quality and encouraging repeat customers. Time-Bound: implement quality standards within two weeks, complete staff training within one month,  and achieve the customer satisfaction and complaint reduction targets within six months. 

Task 7) Key Findings
· [bookmark: _Hlk208302504]Inconsistent product quality leads to customer complaints and lower customer satisfaction.
· Communication problems between staff lead to mistakes and lower efficiency.
· Staff training and quality control can improve product consistency and service quality.
· A customer feedback system helps identify problems quickly and supports continuous improvement.
· Using both solutions together will improve customer satisfaction and strengthen the business in the long term.
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Appendix 1 – Task 3a

PMI Evaluation Table

	Staff Training and Quality Control

	Plus
	Minus
	Interesting

	Improve product quality
	Staff training takes time
	Employees may develop new skills

	Increases customer satisfaction
	Training has a cost
	Possible resistance from staff

	Reduces customer complaints
	Staff may resist change
	Better teamwork can improve performance

	Creates consistent standards
	Results may take time to appear
	Quality checks provide useful feedback 


	
TOTAL: 4
	
TOTAL: 4
	
TOTAL: 4



[bookmark: _Hlk210816971]Therefore: Overall Total for Staff Training and Quality Control = 12








	Customer Feedback System

	Plus
	Minus
	Interesting

	Collects customer opinions
	Takes time to collect feedback
	Can identify new product ideas

	Identifies problems quickly

	Some customers may not respond
	Builds stronger customer relationships

	Improves customer satisfaction

	Costs money to manage the system
	Online reviews may improve reputation

	Helps the business make better decisions

	Feedback may be biased
	Feedback trends can support future planning

	
TOTAL:  4
	
TOTAL:  4
	
TOTAL:  4

	
	
	



Therefore Overall Total for Customer Feedback System =12



Appendix 2 – Task 4a
Implementation Plan
Name the problem you are solving: Inconsistent product quality and declining customer satisfaction										
Name the solution you are implementing: Staff training and quality control.
	
	WHAT

	HOW
	WHEN

	WHO


	1
	
Set quality standarts
	
Create clear quality guidelines and standardised recipes
	
Week 1
	
Management

	2
	Train staff

	Provide training on quality standards and food
preparation
	Week 2

	Manager and staff


	3
	Carry out quality check
	Conduct weekly quality inspections and monitor
product qualty
	Week 3
	Manager


	4
	Collect customer feedback

	Use surveys and review customer comments to identify improvements
	Week 4

	Manager


	

	
	
	
	








 













Appendix 3 – Task 5a

The Key Performance Indicator is: Customer Satisfaction Score
	Specific


	Measurable
	Attainable
	Relevant
	Time-Bound

	
Improve product quality and consistency through staff training, clear quality standards and regular quality checks.





	
Increase Customer Satisfaction Score by 15% and reduce customer complaints by 20% within six months.
	
Achieve these objectives through staff training, standardised recipes, weekly quality inspections and customer feedback.




	
Improve customer satisfaction, encourage repeat purchases and increase sales by improving product quality.





	
Implement quality standards within two weeks, complete staff training within one month and achieve the targets within six months. 
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