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[bookmark: _Hlk205982484]
Task 1: Overview of Case-study
[bookmark: _Hlk210817679][bookmark: _Hlk205979492]Basil’s Bakery is an independent bakery based in a retail park in Coventry, UK. It sells handmade breads, cakes and pastries made with organic ingredients. After several  successful years , the business has struggled to recover from the effects of the Covid-19 pandemic. The main problem is falling sales, which have reduced bakery profitability and future growth. This has been caused by fewer visitors to the retail park, more people working from home , and the closure of nearby shops. In addition, Basil has not introduced delivery or an effective pre-order system , while rising costs of rent , utilities and ingredients continue to put pressure on the business.

[bookmark: _Hlk205982497]Task 2: Two Proposed Solutions
Solution A: Digital Ordering and click & collect
Basil’s Bakery should introduce an online ordering system with click and collect and pre-order options through a website and mobile app. Customers can order any time, this service would reduce waiting times during busy periods, improve customer satisfaction, encourage busy office workers and locals to continue buying from the bakery. It also allows Basil to plan production more efficiently, reducing food waste. This solution addresses declining sales by making purchasing easier while keeping implementation costs relatively low.

Solution B: Product Diversification
Basil’s Bakery  should expand its product range by introducing healthier options, gluten-free products, vegan pastries, sugar-free and seasonal specials. Customer preferences have changed , and offering a wider range of products would attract new customers and encourage existing customers to spend more. Limited-time products could create excitement and encourage repeat visits throughout the year. This strategy would differentiate Basil’s from competitors and increase average customer spending. By responding to changing customer needs, the bakery could increase sales and remain competitive despite rising costs and fewer customers visiting the retail park.
Task 3b) Evaluation Results and Justifications
Based on the PMI evaluation in Appendix 1, Solution B – Product Diversification is the most appropriate option for Basil Bakery. Although introducing new products may increase ingredient costs and require some staff training , the advantages outweigh the disadvantages. Offering vegan, gluten- free , sugar-free and seasonal products responds to changing customer preferences and is likely to attract new customers while encouraging existing customers to return more often.
The main criterion was the potential to increase sales because declining sales are the bakery’s main problem. Product diversification scored highest because it addresses current market trends, increases customer choice and creates opportunities to increase average customer spending (Kotler, Armstrong and Balasubramanian,2024). Overall, Solution B is recommended because it can attract new customers , encourage existing customers to return and increase average customer spending. It also responds to changing customer preferences.

Task 4b) Justifications for the Implementation Plan
The order of the implementation plan is important because Basil needs to understand customer demands before investing time and money in new products. The first task is to research customer needs, as this will identify which products customers are interested in and reduce the risk of introducing products that do not sell. The second task is to develop and test the new products. Small batches will allow Basil to collect customer feedback while limiting waste and costs, which is particularly important because ingredient costs are unpredictable. The third task is to launch the most successful products and promote them through social media, posters and introductory offers. This should help attract customers and increase sales. Finally, Basil should review the results by monitoring sales, feedback, profit margins and wastage. This allows Basil to identify successful products and remove those that are not profitable. Basil is responsible for all tasks because he is the owner and artisan baker with knowledge of his products and customers.
 
Task 5b) Justifications for the KPI and SMART Objectives
The proposed Key Performance Indicator (KPI) is customer feedback collected through a questionnaire. This is appropriate because Basil’s main problem is declining sales , and understanding customer preferences can help him identify new products that are more likely to generate demand. Asking at least 50 customers makes the KPI measurable and provides Basil with a reasonable sample of opinions. The objective is attainable because the questionnaire can be completed in-store and does not require significant financial investment. It is also relevant because customer feedback can help Basil identify changing customer needs, such as demand for lunch boxes, breakfast products, vegan or gluten-free options and celebration cakes. The one-week deadline makes the objective time-bound and allows Basil to use the results quickly when developing and testing new products. Selecting at least three products for testing within one week provides a clear target, while aiming to increase sales within three months gives Basil a longer-term measure of whether product diversification has been successful.  Overall, the KPI and SMART objective give Basil a simple way to understand customer demand and make decisions about new products.

Task 6) Key Findings
· [bookmark: _Hlk208302504]Basil’s Bakery is experiencing declining sales due to reduced customer footfall, increased competition and changing shopping habits following the Covid-19 pandemic.
· Two solutions were considered : introducing a digital ordering system and diversifying the product range. Product diversification was identified as the more suitable option because it better responds to changing customer preferences.
· The implementation plan allows Basil to research customer demand, test products before launch and reduce the risk of wasted stock.
· Customer questionnaires were selected as the main KPI because they provide valuable information about customer preferences and help guide future business decisions.
· Successfully introducing new products should increase customer satisfaction, improve sales and strengthen the bakery’s long-term competitiveness. 
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Appendix 1 – Task 3a

PMI Evaluation Table

	Provide the Name (for Solution A)

	Plus
	Minus
	Interesting

	Convenient for customers
	Website setup cost
	Collecting customer data

	Reduces waiting times 

	Staff training 
	Future loyalty programme

	
Better production planning 
	Technical issues 
	Can expand into delivery

	
Low implementation cost 
	Some customers prefer phone
	Stronger online presence


Total = +4



	Provide the Name for Solution B

	Plus
	Minus
	Interesting

	Attracts new customers 
	Higher ingredients costs

	Opportunity to reach new markets

	
Increases customer choice
	Some products may not sell
	Seasonal products create excitement

	
Encourages repeat purchases
	Staff may require training
	Customer feedback can shape future products

	Increases average customer spending
	More preparation time
	Can respond to changing customer trends

	Helps to increase sales
	Risk of food waste 
	Products can be developed from customer feedback 


 Total = +5




Appendix 2 – Task 4a
Implementation Plan

Name the problem you are solving: Decrease in sales
Name the solution you are implementing: Product Diversification
 
	
	What
	How

	WHEN

	WHO


	1
	Research customer needs and identify new products
	Ask existing customers which products they would like and research competition. Identify opportunities such as vegan/gluten-free products, sugar-free products , seasonal products.


	3rd August – 7th August 


	 Basil Bakery employees



	2
	Develop and test new products
	Create small batches of selected products and allow customers to try them. Collect feedback on taste , quality and price. 


	10th August – 21st August


	Basil Bakery chef/ employees 



	3
	Launch the new product range 


	Introduce the most popular products and promote them through social media, posters and in-store promotions. Offer introductory deals and product bundles. 


	24th August- 4th September


	Basil’s staff



	4
	Review and improve the new products
	Monitor sales, customer feedback, profit margins and wastage. Keep successful products and make changes or remove products that do not sell well.
	7th September – 30th September
	Basil’s staff




Appendix 3 – Task 5a

The Key Performance Indicator is: 

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Collect customer feedback through a questionnaire about new products


	Ask at least 50 customers to complete questionnaires and measure the percentage of interested in the proposed products.

	Yes. Basil can ask customers in-store, provide short questionnaires, making it realistic and low-cost.

	This will help Basil understand customer needs and identify which new products are most likely to increase sales.
	1 week 
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