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Introduction: Overview of Case-study
Basil's Bakery is a small shop in a retail park in Coventry, UK, selling organic bread, pastries and cakes. Problems began in 2020 due to the Covid-19 lockdown, when many local shops closed and office workers started working from home instead of visiting the area. At the same time, Basil faces rising utility bills, rent, and high organic ingredient costs. He cannot fix these issues because he spends all his time baking and answering calls, leaving no time for new services like delivery or online orders. By 2026, sales are still 25% lower than in 2019.


Two Proposed Solutions
Solution A) Proposal- Online ordering and delivery services 
· Basil's Bakery could introduce online ordering and work with different delivery platforms. This would make it easier for customers who work from home or no longer visit the retail park to order Basil's products. It could also reduce waiting times, as customers could order before arriving, and help expand sales by reaching customers outside the retail park. There will be costs to set up a new system and provide delivery, but this solution helps the bakery respond to changes in customer behaviour and expectations.

Solution B) proposal- Marketing and promotional campaign 
Basil Bakery can enhance its marketing through social media, targeted publicity, and promotional discounts. This strategy highlights the bakery’s organic products, attracts customers from surrounding areas, and drives repeat visits. Introducing customer loyalty programs will also incentivize past clients to return, expanding overall brand awareness. However, marketing alone may not fully overcome the low foot traffic at the retail park. For long-term viability, Basil should eventually merge these marketing efforts with an upgraded online service model.



 PMI Evaluation of both solutions
Online ordering and delivery 
This technique help decision makers considered the positive, negative and interesting of Basil bakery (de Bono,1982)
PMI for online ordering and delivery (see appendix 1for PMI table)
	Plus 
	Minus 
	Interesting 

	Reaches customers that work from home 
+3

	Stretches outside customers 
-2

	Could reach home workers 
+3

	Costs 
+3

	Can raise income 
-2
	Cost may reduce over time 
+2

	Costumers’ expectations 
+2
	Easy online and delivery orders 
-1

	 Customers can pre-order 
+2

	Increase in sales 
+3
	Can create new sales channels 
-2

	Online sales may expand over time 
+1

	Total =+11
	Total= -7
	Total= +8


Calculation: +11-7+8=12


PMI for Marketing Campaign (see appendix 2 for PMI table)












	Plus 
	Minus 
	Interesting 

	Extends customers trough social media 
+3
	May not reach all customers 
-2
	Attract new customers
+2 

	Reduce cost
+3
	Advertising can be expensive 
-2
	Promotions can reduce profits
+2 

	Promotions attract customers 
+2
	Customers still need visit retail park 
-1
	Loyalty schemes can help 
+2

	Attractions to new customers 
+2
	Result can take time 
-1
	Can increase repeat purchases 
+1

	Total = 10 
	Total= -6
	Total= +7


Calculation: +10-6+7= +11 



3a) Report Paragraph 
· The 2-proposal solution were using PMI techniques. Solution A, online ordering and delivery, receive a score of +12, while Solution B received a score of +11. This evaluation considers positive, negative and interesting of Basil bakery. Solution A score highest because can help improve customers convenience and reduce waiting times. Solution B can help expand consciousness and attract new customers. With these results shows that Solution A has a slightly potential to address the main problem at Basil’s bakery. 


Task 3b) Evaluation Results and Justifications
· Based on a Plus-Minus-Interesting (PMI) analysis, Solution A is optimal, scoring +12 compared to Solution B’s +11 was used to compare the two solutions. It looked at market reach, sales, cost and problem-solving. Solution A scored higher because it makes things easier for customers and cuts waiting times. It also reaches remote workers and people who do not visit the shop. It has some set-up costs and risks, but it gives the best chance to grow sales. For this reason, Solution A is chosen as the best solution.

 Risk analysis 

· The primary threat of introducing online ordering or delivery is increase cost, extra workload, can also have technical problems. Also, there is a risk that Basil bakery can receive more orders than he can manage while baking. To reduce risk Basil could try to introduce the service gradually, he could start with small pre orders online collection and them introduce to local delivery, if this proves successful, he can increase the ordering online. And limited deliver areas and selected delivery days can also help Bail manage the services and control cost.   (See Appendix xxxx for risk analysis table)

Task 4b) Results and Feasibility of the selected solution

· The risk analysis shows that online and delivering orders are appropriate and achievable solution for Basil bakery. But the primary threat is the high of cost, extra workload, and can have technical problems or delivery delays. Although this risk can reduce by starting with small scale. Basil could try first introducing online pre-ordering for collection and add local delivery. This will allow Basil to test the services before make a large investment. Overall, this solution is practical because customers require this services and respond to customers’ needs and expectations and can help Basil expand sales.

Task 5a: Implementation plan 
Problem: Decreasing sales and fewer customers visiting Basil’s Bakery 
Selected solution: Online Orders and local delivery services 

Task 5b) Justification for the implementation plan 
· Task 5a is arranged in this order to make the new service easier to introduce and manage. First, Basil must select and test an online ordering system that fits his budget. Launching pre-order collection first allows the bakery to fix any operational issues before adding delivery. Local delivery can then start within a limited area. To drive adoption, the service will be promoted through social media and in-store marketing. Finally, Basil will review monthly sales data and customer feedback to measure success and make adjustments.






 







Implementation Plan APPENDIX  4




	Tasks 
	What 
	When 
	Who 

	1
	Research and choose a simple online ordering system 
	10/03/2026
	Basil 

	2
	Create the online menu and ordering system 
	2 weeks after research and online system 
	Basil/ website support 

	3
	Test online pre-ordering for collection 
	3 weeks after testing online pre- ordering 
	Basil and staff 

	4
	Start local delivery in a small area 
	4 weeks after starting local delivery 
	Basil/ delivery worker 

	5
	Promote the new services 
	5 weeks after promoting services 
	Basil 

	6
	Check sales and customers feedback 
	1 year after check sales and feedback 
	Basil 







Task 6a) KPI and SMART Objectives 
KPI: Monthly Sales Revenue 
· The main KPI for Basil Bakery will be Monthly Sales Revenue. With this PMI will show if the business is successful and whether online ordering and delivery are helping bakery expand sales. 

Smart Objectives 
Appendix 5 – increase sales through online services 
	Specific 
	Measurable 
	Achievable 
	Relevant 
	Time-bound 

	Increase sales through online orders 
	Measure monthly sales 
	Start with a small local services 
	Helps solve falling sales 
	6 moths 




Task 6B) Monitoring and Evaluation 
· The KPI and SMART objectives will help Basil measure the success of the new online ordering and delivery service. Monthly sales revenue will show whether the bakery is making more money after introducing the service, and Basil can compare sales before and after launch. He can also record online orders each month and collect customer feedback to see if waiting times and convenience have improved. If sales do not increase, Basil can review the service and improve his marketing. The SMART objectives give clear targets and deadlines, helping Basil spot problems early and improve performance.


Task 7) Key Findings 
· Basil's Bakery has experienced a significant decrease in sales, with sales around 25% below the 2019 level.
· Fewer people are visiting the retail park because of shop closures and changes in working patterns.
· Working from home has reduced the number of office workers buying products from the bakery.
· The lack of online ordering and delivery means Basil may be missing sales opportunities.
· Online ordering and local delivery are the preferred solution because they can improve convenience, reach more customers and potentially increase sales.
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RISK ANALYSIS 3



	No.
	What could cause a risk?
	Likelihood (1-5)
	Impact (1-5)
	Risk Factor = Likelihood x Impact
	What can you do to reduce this risk from happening?
	If it happens – what can you do to minimise the impact?

	1
	Higher costs from setting up and running the online ordering and delivery system
	4
	3
	12
	Choose a simple, low-cost online ordering system and compare prices before buying
	Start with a small budget and delay bigger spending until the service proves successful

	2
	Technical problems with the website or ordering system
	3
	3
	9
	Test the system fully before it goes live and use website support to set it up
	Keep phone ordering as a backup if the website has a problem

	3
	Basil receives more orders than he can manage while baking
	3
	4
	12
	Start small with pre-order collection only, then add delivery in a limited area on set days
	Pause new orders for a short time, or ask for extra help, until Basil catches up



