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[bookmark: _Hlk205982484]
Task 1: Overview of Case-study
Basil’s bakery is an independent business which sells baked goods it was founded in 2015 when the bakery opened. The business was doing well but during the pandemic which occurred in 2020 sales started to drop due to people working remotely. Stores in the shopping center also started to close, and there was less footfall in the shopping center which impacted a lot of businesses including basils bakery.
The root problem the bakery is facing is that due to the pandemic there are fewer customers and that is affecting the companies’ sales as there is less footfall
Critique the issues that are contributing to the root problem. Another problem basils bakery is facing is that the bakery doesn’t have delivery services.
[bookmark: _Hlk210817679][bookmark: _Hlk205979492]

[bookmark: _Hlk205982497]Task 2: Two Proposed Solutions
Implementing a delivery service - Solution A Proposal
Basil’s bakery can start to do home deliveries; customers will be able to call the business or order online this will be a good solution to the problem because it will help to increase sales. The main root problem for the company right now is that they are struggling with customers and due to the pandemic, there is a lot less footfall. If the company starts to make online deliveries, they will be able to get more customers. Once Basil’s delivery service takes off Basil will get a profit as customers will have to pay delivery fee due to fuel costs, this will make customers happy, and Basil will be able to fix the root of the problem.

Digital Marketing and customer engagement - Solution B Proposal
[bookmark: _Hlk205980222]If basils bakery uses digital marketing and customer engagement solutions, the business will get more recognized, people from other countries will be able to see and once customers try basils bakery, they can recommend family and friends to come visit the bakery.
The solution of digital marketing and customer engagement will help business grow worldwide tourist will come and want to try the bakeries food, Basil will get new and more customers which will help him and he increase his profit. This solution will help and improve the root problem by encouraging more customers. Marketing online will bring in more customers worldwide and will help Basil with having more products and services, business will rise again. 
Task 3b) Evaluation Results and Justifications
Solution B is the most appropriate decision to continue with because with digital marketing and customer engagement there will be a lot more customers for the business which will increase the profits and Basil will be able to start a delivery service where people from all over the world can try his bakeries finest baked goods.
Although solution A was a viable option, it fails to attract a sufficiently diverse customer base, which is a key objective for basil. Meaning there’s not much visibility for basils business and he isn’t able to get the recognition he deserves for his bakery. 
With solution A Basil got some customers as it was easy for them to order what they wanted and can get it to the comfort of their own home, but with solution B basil was getting a wider audience he could approach to and with a few good persuasive ads, basil will be able to get a higher customer base and make a bigger income, he won’t lose out and the word will be out about his bakery. Basil may need to pay extra for fuel and delivery costs but in the end, he would be able to gain a bigger profit.


Task 4b) Justifications for the Implementation Plan
The implementation plan focuses on digital marketing and customer engagement to increase footfall at basils bakery, which is an independent business that produces freshly baked goods every day. Digital marketing is highly suitable for basils bakery as basil needs to engage a bigger audience so there is more footfall. By using social media the bakery can advertise its baked goods on platforms such as Instagram to showcase his baked breads, pastries and daily specials, customers will view the bakery online, view comments and will want to come in to see for themselves. Customer engagement is also very important as basils bakery is a small business and interacting with customer through posts, messages and feedback basil can improve and it will help him build a stronger relationship with his customers. This will support long term customers loyalty and positive word of mouth. Additionally, this strategy is cost effective and realistic as social media is free to use and will require the business minimum investment. Overall, this implementation plan is appropriate because it aligns with the nature of basils bakery, supports increased visibility, and helps bring more customers back into the store. 

Task 5b) Justifications for the KPI and SMART Objectives
The chosen key performance indicator (KPI) is digital marketing and customer engagement, which is appropriate for basils bakery as it directly addresses the decline in customer footfall following the pandemic. As a local bakery basil relies heavily on attracting local customers and increasing its online Prescence helps reach a wider audience and encourages in store visits. Monitoring engagements such as likes comments and shares. Customer interactions, provide clear indication of how effectively the business is connecting with its target market. The SMART objective further strengthens this KPI by ensuring the goals are clear and achievable. The objective is specific because it focuses on improving engagement through Facebook, Instagram, TikTok, where the food-based business benefits from visual content. It can be measured through targets followers, engagement, rates and sales. Allowing the progress to be tracked accurately. It is time-bound to three months to make sure the business has time frame to ensure progress is being made and performance can be reviewed and adjusted if needed. The objective is basils bakery can use low cost or free digital tools. Overall, the KPI and SMART objectives are well aligned with the business needs and provide a practical framework for growth. This is a relevant objective as there will be more engagement overall with the business.
Task 7) Key Findings
· [bookmark: _Hlk208302504]Implementing smart objectives allows progress to be measured and improvements to be made.
· Customer footfall at basils bakery declined due to the pandemic and changing consumer habits such as customers now work from home and basils bakery doesn’t provide a delivery service.
· Visual content such as photo of baked goods strongly influences customers purchasing decisions.
· Digital marketing is cost effective and suitable for a small business-like basils bakery.
· Using digital marketing and customer engagement there will be more recognition for the bakery.
· Basils will need to measure the progress of his bakery and make informed improvements, supporting long term growth.
· Using the PMI evaluation table, it narrows down which solution is better and the plus and minus helps basil see what’s effective and what isn’t, to help his business is to grow.


Reference List 
· Routledge (2013) ,management institute of leadership ,fifth edition 
https://www-vlebooks.com.uwtsd.idm.oclc.org/Product/Index/253239?page=0&startBookmarkId=-1
Brooks (2010), Pearson patience hall , 2nd edition 
https://www-vlebooks-com.uwtsd.idm.oclc.org/Product/Index/303826?page=0&startBookmarkId=-1
Sproull (2018) , economics,finance,business and industry,engineering and technology,1st editition
https://www.taylorfrancis.com/books/mono/10.4324/9781351116268/problem-solving-problem-prevention-decision-making-guide-bob-sproull
"Creative problem solving for managers : developing skills for decision making and innovation". Proctor, Tony. (2014), pp 256-285, tbc, Routledge
https://contentstore-cla-co-uk.uwtsd.idm.oclc.org/secure/link?id=01e6977e-cb93-f011-98e4-c1be58820e42&ezproxy=true
Adair, page (2022) , creating success series , 5th edition
https://www-vlebooks-com.uwtsd.idm.oclc.org/Product/Index/2826652?page=0&startBookmarkId=-1
University of whales Trinity Saimt David (UWTSD) (2023) Havard referencing handbook.Library and learning resources. Available at :https://internet.uwtsd.ac.uk/sites/internet/files/2023-10/Havard%20en_v.1.3%20%28v6%29.pdf





























Appendices




Appendix 1 – Task 3a

PMI Evaluation Table

	Implementing a delivery service (for Solution A)

	Plus
	Minus
	Interesting

	Customers can quickly and easily make orders online. +10
	Basil’s bakery will need to use transport to make the drops  
-6
	Customers can order from the comfort of their own home
+9

	It will enable customers who prefer to shop online to order online 
+9

	Fuel costs 
-7
	More customers for the business. 
+8

	It will help people who work from home to order online.
+8

	Electricity price will increase due to having more orders coming in.
-9
	No waiting on customers.
+7

	Basil will get more orders coming in.
+9

	Higher charges for gas.
-9
	More freedom on the job 
+8

	
TOTAL: 36
	
TOTAL: -31
	
TOTAL: 32



[bookmark: _Hlk210816971]Therefore: Overall Total for Name (for Solution A) = 37


	Digital marketing and customer engagement for Solution B

	Plus
	Minus
	Interesting

	Customers worldwide will be able to purchase the baked goods. +9
	The website may not take off 
· 6
	More customers approaching the business
+9

	More recognition for the business +8

	Basil may not get enough people viewing his bakery -8
	Customer engagement creates some growth for the business. +7

	Less fuel consumption 
More people engage +9
	Less footfall 
-7
	Feedback gets other potential customers wanting to know more. 
+9

	
Ads can help businesses grow with interactions they will receive. +10
	Too many customers, basil will need to hire staff.
-8
	Increase in profits
+8

	
TOTAL: 36
	
TOTAL: -29
	
TOTAL: 33



Therefore: Overall Total for Name (for Solution B) = 40
Edward de Bono. (1992). Serious Creativity: Using the Power of Lateral Thinking to Create New Ideas. HarperBusiness. 
















Appendix 2 – Task 4a
Implementation Plan

The problem I am solving is less footfall due to the pandemic.
The solution I am implementing: Digital marketing and customer engagement.
	
	Task
	WHAT

	WHEN

	WHO

	Done

	1
	Set up social media pages 


	Update business posts.


	
Week 1

	
Me 

	Completed 



	2
	Post adverts and promotions to an online audience.


	Design and launch marketing campaign (ads,posts,offers)


	

Week 2
	
Me 

	Completed 



	3
	Reply to customers comments and any private messages.


	Engage with customers online.


	

Week 3
	

Me 
	In progress 



	4
	
Review social media posts if there is any progress.

	Offer discounts.


	
Week 4

	
Me 

	
Not started 




Kotler,p. and Keller,k.l. (2016).Marketing management. 15th ed.Pearson.

Appendix 3 – Task 5a

The Key Performance Indicator is: Digital marketing and customer engagement.

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	
Increase customer engagement through social media and marketing for example Instagram, tiktok .





	
Increase 20%increase in followers,30% more likes/comments, and 10% increase in sales.



	
Use existing social media platforms and low-cost ads manageable for small business.




	

Helps increase footfall and sales after the pandemic.



	

Within 3 months






Doran,g.t.(1981). There`s a S.M.A.R.T. way to write management goals.
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