
[image: ]


Programme: Certificate of Higher Education in Business Skills for the Workplace 
Module Name: Problem Solving and Decision Making
Module Code: LCLM4004
Assignment Title: Component 2 Individual Report Basil’s Bakery






Student Name: Dan Dragusan 
Student ID: 2531696
Lecturer’s Name: Annamarie Dufficy, Anita Nan



Table of Contents
1. Overview of Case Study and Nature of the Problem	3
2. Proposed Solutions for Basil’s Bakery	3
Solution One: Introduction of an Online Ordering and Delivery Service	3
Solution Two: Introduction of a Pre-order and Collection System	3
3. Evaluation of Proposed Solutions Using PMI Technique	4
a. PMI Evaluation	4
b. Selection of Preferred Solution	4
4. Implementation Plan	5
a. Implementation of Online Ordering and Delivery Service	5
b. Reasons for Implementation Activities	5
5. KPI and SMART Objectives	6
a. KPI and SMART Objectives	6
b. Monitoring and Evaluation of the Solution	6
6. Key Findings Summary	7
References:	8




[bookmark: _Toc25563][bookmark: _Toc237946553]1. Overview of Case Study and Nature of the Problem
Basil's Bakery is a small independent artisan bakery in a shopping retail park in Coventry, UK. The bakery is known for its high-quality cakes, pastries and breads made from organic ingredients. It has grown steadily since its launch in 2015, with annual sales rising year-on-year until 2020. But the lockdown saw a sharp drop in foot traffic and sales (Abatecola and Cristofaro, 2020). The bakery was not restored to its former glory, although it has since been freed of such restrictions and the activity of its customers has improved. In the period from 2023 to 2025, sales have stayed around 25% lower than sales in 2019.
[bookmark: _Toc6753][bookmark: _Toc237946554]2. Proposed Solutions for Basil’s Bakery
[bookmark: _Toc12480][bookmark: _Toc237946555]Solution One: Introduction of an Online Ordering and Delivery Service
The first solution proposed is to have an online ordering and delivery system for Basil's Bakery. This would enable bakery customers to make their purchase without having to physically go to the retail park. Customers could access the available products online and order the products that matched their needs while choosing the delivery time from the various options provided. The solution would directly counter the loss of customer visits due to reduced retail park use, but increased home working (Rajagopal et al., 2022).
A delivery service may be able to bring back some of Basil's customer base, as they have either relocated from the retail park or are now working from home. 
[bookmark: _Toc8001][bookmark: _Toc237946556]Solution Two: Introduction of a Pre-order and Collection System
The second solution that has been proposed is the setting up of a 'pre-order' and 'collection' service. This would enable customers to place orders online, via a mobile app and/or a telephone ordering system, and pick up the items in the bakery before they are ready. This solution is geared towards enhancing the customer experience, while leaving Basil's business model intact (Hernández-Linares et al., 2021). A pre-order system would help customers to not wait for their orders, as they are waiting during busy periods. 
[bookmark: _Toc24727][bookmark: _Toc237946557]3. Evaluation of Proposed Solutions Using PMI Technique
[bookmark: _Toc20725][bookmark: _Toc237946558]a. PMI Evaluation
There are several advantages to the first solution: offering an online ordering and delivery system. It would make things easier to access, as customers can buy products remotely and may help Basil access customers who are reducing their visits because they are working from home. It can also help to grow its customer base beyond the retail park. The biggest drawbacks are the extra expenses that are associated with the technology investment, delivery costs and possible staffing needs (Management Association, 2021). An intriguing thought is that by offering catering deals for the local businesses, Basil may be able to build connections with them through his delivery services.
The second solution, which is introducing a pre-order and collection system, also offers several benefits. It would enhance customers' satisfaction due to less waiting time, and it would assist in improved production planning. It would also be more convenient and less expensive, as Basil would not have to oversee delivery activities (Kay and King, 2020). A fun thing about it is that pre-ordering could give Basil a good idea of what customers are buying and how much, so that he can be more efficient in managing his stock and production.
[bookmark: _Toc4581][bookmark: _Toc237946559]b. Selection of Preferred Solution
From the PMI evaluation, it was decided to prefer an online ordering and delivery service for Basil's Bakery. This is more labour-intensive and requires restructuring, but will give the bakery a better answer to the primary issue that is affecting the bakery, which is the lack of customer visits.
Basil's greatest problem is that the regularity of customers visiting the retail park has decreased (Adam et al., 2022). While this pre-order system could benefit the service quality, it still requires customers to drive to the bakery. A delivery service would offer him a better option since it enables Basil to deliver to customers who work from home, former customers who are no longer working close to Basil, and new customers who are still residing within the local area.This solution also offers room for future growth of the business. Basil could use his online platform to sell products more effectively and even establish (Wirtz, 2020). 
[bookmark: _Toc19303][bookmark: _Toc237946560]4. Implementation Plan
[bookmark: _Toc21147][bookmark: _Toc237946561]a. Implementation of Online Ordering and Delivery Service
The online ordering and delivery service should be rolled out in a phased manner. The initial stage is to conduct market and supplier research of appropriate online ordering platforms and delivery mechanisms. The cost, reliability and ease of use of different systems should be compared to determine which is the best option for Basil. Once a suitable platform has been chosen, the bakery needs to develop an online product catalogue, which should contain product descriptions, ordering and price information (Fikra et al., 2026).
The next step should be to test the system before deployment to customers. If Basil were to start to provide deliveries initially, perhaps within a small area locally, they will have a chance of catching on. This would enable him to detect any issues with his service's operation and improve it before scaling up.
When the system is working successfully, Basil should use social media to encourage the use of the new service, as well as communicating with customers and working with local business groups. After implementation, regular monitoring should be conducted to assess the response from customers and financial outcomes.
[bookmark: _Toc26566][bookmark: _Toc237946562]b. Reasons for Implementation Activities
The activities need to be carried out in this order as each activity is a building block to the success of the next activity. By doing a bit of homework in the first place, you can minimise the chance of choosing a system that is not right for you. The online ordering process should be in place before it is promoted to customers, so that they will not be disappointed if it is not ready for them (Piyadasa, 2026). Testing the system before its full implementation is crucial as it will enable Basil to detect issues before going live without compromising the satisfaction of the customers. A slow ramp-up also helps minimise the financial risk as Basil is able to assess demand in advance of significant investments. Basil needs to stay in the driver's seat since he knows the bakery's products and consumers. But he might require help from delivery partners.
[bookmark: _Toc5667][bookmark: _Toc237946563]5. KPI and SMART Objectives
[bookmark: _Toc14049][bookmark: _Toc237946564]a. KPI and SMART Objectives
One of the best Key Performance indicators for the success of the online ordering and delivery service would be the monthly online ordering revenue. This KPI will help determine if the new service is providing the bakery with additional revenue and if it is drawing in new customers who were unable to get bakery service before.
The first SMART goal is to boost the overall sales by 20% in 6 months after offering the online ordering service. This is specific because it concentrates on sales, measurable because it can be tracked with revenue, achievable because the bakery already has a customer base, relevant because it is about increasing sales – which is the main problem in the business, and time-bound because it has a deadline of six months (Dhakar et al., 2026).
The second SMART objective is to have at least X orders per month for online orders within three months of the introduction of the service. This will enable Basil to assess customer acceptance and determine if any changes are needed.
Third, the SMART objective is to obtain positive delivery customers' ratings of customer feedback within six months. 
[bookmark: _Toc12506][bookmark: _Toc237946565]b. Monitoring and Evaluation of the Solution
Basil will track and assess the effectiveness of the online ordering and delivery system to ensure that it meets its goals. The online sales revenue KPI should be reviewed on a monthly basis to ensure that the service is helping the business grow. Before and after sales data can be used to determine improvement.
It is also important to take customer feedback to assess the quality of service. This can encompass delivery guarantees, customer satisfaction and total customer experience. Positive feedback would mean that customers are satisfied with the service, and negative feedback would identify ways to improve the service (Azhar, 2025).
Basil also needs to keep a check on various operational factors like delivery expenses, order quantity and production capacity. Sales growth is a critical element, but the service is still financially viable. Through regular review, Basil will be able to make necessary changes to the delivery areas, ordering procedures, etc., or to add new products to the range.
By monitoring continuously, Basil can ensure that the solution is effective and that the bakery can develop long-term.
[bookmark: _Toc20292][bookmark: _Toc237946566]6. Key Findings Summary
· Since 2020, Basil's Bakery has suffered a huge drop in business and changing customer behaviour. 
· There has been a decrease in the number of customers visiting the bakery, who usually worked in the office. 
· Increasing costs of operation have added to the profitability strain on businesses. 
· It has been proven that delivery and pre-order are required. 
· The greatest opportunity for enhanced access and recovery of lost sales is through an online ordering and delivery service (Dingli, 2021). 
· Sales performance, customer feedback and operational indicators should be used to measure the effectiveness of the solution.
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