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Task 1: Overview of Case-study
Basil’s bakery was opened in 2015, which is in Coventry Retail Park. The bakery was very famous for their high organic product. The people also like the bakery due to its location. The sales of bakeries grew steadily until 2020 Lockdown, after which due to some external and internal issues the sale figure go down. Due to lockdown restrictions many of shops were closed and less people visit the park, as a result less people come to bakery to buy food. Most Basil’s bakery loyal customers were redundant and most people started hybrid working. Basil’s bakery also faces rising overhead and unpredictable organic ingredients cost. Due to this issue the sales stagnated at around 25% below figure. Therefore, the main root problem is basil’s bakery was decrease in sale at around 25% below in 2019.

[bookmark: _Hlk205982497]Task 2: Two Proposed Solutions
Solution 1 is Online Pre‑Order & Click‑and‑Collect System
One of the problems with reducing the sale figure to 25% is that there was no pre-order & click and collect system available. Basil’s have introduced pre-order system on websites or WhatsApp business etc. And introduce digital ordering which allows customers to place orders online instead of relying on phone calls, which they often miss while baking. Because according to (Vartiainen and Vanharanta. 2024) in the future, development and growth of telework and digital online work will be tightly integrated with the development of technology.
This makes it easy for customers to reserve items without relying on phone calls .it is also supporting those customers who occasionally visit the park and want guaranty availability. this solution reduce customer frustration and helps to stabilize sale despite lower footfall. 
(Partner with third party delivery platform) Solution B Proposal
Solution 2 is Partner with third party delivery platformThe Basil’s have to partnership with local curriers such as Uber or Just Eat so then can deliver Basil’s product (,without hiring extra staff) to those customer who no longer visit to retail park or who work from home because according to (Sophie,2025) 87% of lunches in Britain are now consumed at home due to increase in home working. As a result, Basil’s can cover lost sales, improve convenience, and expand its customer base beyond the declining retail park. This strategy helps to stabilize the business and make it more adaptable to modern customer behavior because according to (McKinsey & Company, 2025) food delivery share ‘s in food delivery market are rise from 9% in 2019 to 21% in 2024(Exhibit 1)

Task 3b) Evaluation Results and Justifications
the PMI is stand for Pus / Minus / Interesting. It is a development (by Edward de Bono) of the pros and cons technique used for centuries one simply draws up table headed Plus, Minus, Intresting.in the column underneath the plus we write positive point of action. Underneath the Minus we write negative point of action and underneath the Interesting we write down extended implication of taking action, whether positive or negative .one may be able to make an evaluation just from looking at the table. Alternatively, each of the point written down can be considered and assigned a positive or negative score. The score assigned can be entirely subjective. Once done, the score added up. A strongly positive score is a favourable evaluation while a strongly negative score suggests the ideas the poor one. ( (Proctor, 2014).
The solution B ( partner with third party delivery services)is most stronger solution because Basil’s biggest and damaging problem is the decline in footfall and redundant the loyal customer and most of the customer start hybrid working “The COVID-19 pandemic brought a wave for an increased need for a hybrid workplace” (Iqbal, Khalid and Barykin, 2021) .therefore star delivery solution allows Basil’s to reach those customer whose not visit the Retail Park  Basil’s get more profit without hiring more staff. To evaluate the two proposed solution following criteria are applied 
Impact on the main problem
The most serious issue which Basil’s faced are decline in footfall. any solution must address this structural problem. This criterion is essential because solving the root cause is necessary for reserving the 25% drop in sale 
Feasibility 
Basil’s work alone and cannot leave the bakery and cannot hire extra staff because he doesn’t afford them. therefore, the chosen solution must be easy to impact without hiring extra staff or increased his workload.
Customer demand 
The customer has especially requested for delivery services and pre-order system. the solution B is most valuable because the solution A is only valuable when customer visit to the bakery physically and it cannot recover the 25% drop in sale .by solution B  (partnering with a currier or platform) Basil’s can offer delivery the food without hiring extra staff


Task 4b) Justifications for the Implementation Plan
An implementation plan is detailed document that outline the specific step, task, timeline and resources your team need to accomplish a shared goal (Asana, 2024). Implementation a solution can be hardest stages of all. This is not a time to “shut your eyes and hope for the best” though. You will need to apply as much thought and care putting your plan into effect as you did in developing it (Institute of Leadership & Management, 2013). the task is arranged in a logical sequence to ensure Basil’s can introduce delivery service smoothly without disturbing his core baking duties in the first task, from 1st of June to 10th of June, Basil’s research about the best delivery platform, a platform which fulfil the requirement of Basil. he found this research through a website. in the second task, from 11 of June to 18 of June Basil registered himself to chosen delivery platform. Basil, create a business profile and upload the menu with prices.in the third task, from 19 of June to 28 of June, the Basil and staff start to prepare packing. they organize a suitable place for packing the delivery order and this task ids done by checking the list of order. In the last task, from 29 of June to 8 of July, the Basil monitor and adjust the best-selling items and adjust the menu through track delivery sale using KPI. The decision made by an implementation plan are based on practically, cost-efficiency and a Basil’s limitation. the first decision, to choose the best delivery partner is justified that Basil must understand commission fees and rule of packing .in second task (registering the bakery and set up the menu) , justified that it allows Basil’s toto maintain the profit margin. In the third task (preparing packing and organize the suitable palace for packing) justified Basil’s needs to meet the delivery provider’s standard. in the last task (monitoring and adjust the selling items and prices) justified Basil’s promotion should only occur once the service is fully operational. This reduced the customer frustration and ensured a smooth first-time experience 

[bookmark: _Hlk205981688]Task 5b) Justifications for the KPI and SMART Objectives
 KPIs are indexes that measure the effectiveness of a project or a venture and/or its proposed solutions towards the achievement of the pre-defined specific key objectives. The process of selecting KPIs also assists the clarification of project objective’ degree of success. (Pramangioulis et al., 2019). the key performance indicator I have used is Delivery Order Volume Growth Rate. The KPI measure the month-on-month change in number of delivery order placed through third- party platform. this KPI is important because it provides quantifiable and objective measure of whether the delivery partnership is successfully expanding Basil’s customer base beyond physical visitor. The KPI is also actionable, meaning Basil can make informed operational and financial decision based on a result.
The KPI is increase in monthly sale through Delivery
The KPI directly measure whether the chosen solution recover the Basil’s reduce the lost sale due to decline footfall to retail park.
SMART OBJECTIVES 
Our SMART objective is to increase the monthly sale at least £1400 per month within the first two months
WHY THIS IS SMART 
SPECIFIC: focus on that how I increase the monthly sale by partner with third-party Delivery Services
MEASURABLE: clearly target is a £1400
ACHEVIBLE: increase in monthly sale through this strong local demand
RELAVENT: Directly addressed the problem of reduced footfall and lost customer
TIME-BOND: I must achieve the goal within the two months of partner with third-party Delivery Service


[bookmark: _Hlk208302504]Task 7) Key Finding
· From PMI evaluation I found that which solution is most important.
· From KPI I found that what is my aim of solution is.
· From SMART Objective I becomes to know all the category of a solution
· From Implementation plan I learned that how I star work on my solution step by step.
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Appendix 1 – Task 3a

PMI Evaluation Table

	Online Pre‑Order & Click‑and‑Collect System

	Plus
	Minus
	Interesting

	It reduces the customer waiting time during busy days
3
	Basil need time to set up this initial step, away from baking and daily operation -2
	This small digital change, could be expand to full online menu in the future 5

	
When Basil’s too busy to answer the phone, it prevents the missed sale 4
	Basil’s might struggle to manage digital order while baking -4
	Once customer start using this system, Basil’s can introduce digital rewards 4

	
It supports a hybrid working customer 4
	Not all customers are comfortable using digital ordering because they used traditional way for ordering_-3
	More time will be saved 2

	Make it more modernise in today’s technology periods
2
	If the system is not monetised properly, it creates risk of overloading -2
	Provide useful sale data (peak time, popular time) to support better decision 3

	
TOTAL: 13
	
TOTAL: -11
	
TOTAL: 14



[bookmark: _Hlk210816971]Therefore: Overall Total for Name (for Solution A) = 16


	Partner with third party delivery platform

	Plus
	Minus
	Interesting

	It increases the customer reach 5
	Reduce profit margin due to commission fe- 4
	Delivery attracts new customer 5

	
During quite weekday, it helps to stabilize sale 3
	It requires consistent product quality because poor reviews on app can harm reputation-2
	If delivery becomes successful, it expands the Basil’s business 4

	Partnership with third- party make the bakery more popular 3

	Deliver require secure packaging which rise the packing cost -5
	Delivery allows Basil’s to create product design specially for online customer 3

	Improving customer satisfaction and encourage repeat purchase
4
	It may increased workload when many order comes at same time -3
	Delivery data app can support better businesses decision 4

	
TOTAL: 15
	
TOTAL: -14
	
TOTAL: 15
6



Therefore: Overall Total for Name (for Solution B) = 17





Appendix 2 – Task 4a
Implementation Plan

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

	WHEN

	WHO

	Done

	1
	Research and choose the best Delivery platform
	Find the platform whose requirement meet the Basil’s
	From 1st of June to 10 of June

	Basil’s
	Find information about the best platform though websites

	2
	Register the bakery on chosen platform

	Create a business profile and upload menu online

	From 11 of June to 18 of June


	Basil’s


	Menu with prices is uploaded



	3
	Prepare packaging

	Organize a dedicated area in the bakery for packing delivery order


	From 19 of June to 28 of June
	Basils and staff


	List of orders of delivery



	4
	Monitor performance and adjust

	Adjust the best-selling items and adjust the menu
	From 29 of June to 8 of July

	Basil’s 

	Track delivery sale using KPI 







Appendix 3 – Task 5a

The Key Performance Indicator is: 

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	How increase in monthly sale
	Target to get £1400



	Increase sale by partner with third party delivery service 





	Address to main problems (decrease in sale)


	Two months
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