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Task 1: Overview of Case-study
[bookmark: _Hlk210817679][bookmark: _Hlk205979492]1. Brief Overview of the Case Study
The Basil' Bakery is a local bakery that has been receiving customer complaints about inconsistent service. The main issue reported is that staff often provide wrong answers to customer questions about products, ingredients, prices, and promotions. This is affecting customer satisfaction and the bakery's reputation.
2. Root Problem Impacting Basil's Bakery
The root problem is poor staff communication and lack of product knowledge. Because staff are not properly trained or informed, they give incorrect information to customers.
3. Issues Contributing to the Root Problem
  Lack of Training: New staff are not given proper onboarding about products and policies.
No Communication Tools: There is no guidebook or reference sheet for staff to check answers quickly.
High Staff Turnover/Stress: During busy periods, staff feel rushed and stressed, leading to mistakes and emotional communication barriers (Keyton, 2021)
The Basil’ Bakery

[bookmark: _Hlk205982497]Task 2: Two Proposed Solutions                                                       Solution A Proposal; Weekly Staff Training Program
Description: Implement a 1-hour weekly training session for all bakery staff to improve product knowledge, customer service, and communication skills. The sessions will cover new products, common customer questions, and how to handle complaints professionally.
Justification: Wrong answers are often caused by lack of knowledge. Training ensures staff give accurate information, reducing customer frustration. According to Armstrong (2022), regular training can improve employee performance by up to 40%. For Basil's Bakery, this means fewer complaints, faster service, and better customer satisfaction, which leads to repeat customers and higher sales.


(Provide a name) Solution B Proposal Communication Guidebook + Q&A Board
[bookmark: _Hlk205980222]Description: Create a simple guidebook and a visible Q&A board at the counter. The guidebook will list all products, ingredients, prices, and standard answers to FAQs. The Q&A board will be updated weekly with new questions from customers.
Justification: This gives staff quick access to correct information during busy hours, preventing guesswork. Robbins and Coulter (2023) state that clear communication tools reduce misunderstandings in the workplace. For Basil's Bakery, staff can answer confidently, customers get consistent information, and the bakery builds a reputation for reliability and good service.


Task 3b) Evaluation Results and Justifications
Based on the PMI Evaluation in Appendix 1, Solution A: Weekly Staff Training Program is the most appropriate solution to progress with for Basil's Bakery.
The criteria used were: effectiveness in solving the root problem, cost, and speed of implementation. The root problem identified is staff giving wrong answers due to poor product knowledge. Weighting was highest for "effectiveness" because directly fixing customer complaints must be the priority, followed by "cost" and "speed" as the bakery is a small business with limited budget.
Solution A scored better on effectiveness because it directly addresses the cause of wrong information, unlike Solution B: Online Ordering System which does not fix staff knowledge. Training is also low cost and can be started within 1 week. According to Armstrong (2022), training improves accuracy and customer satisfaction. Therefore, Solution A is justified as it is practical, affordable, and directly solves Basil's Bakery's main communication issue.

Task 4b) Justifications for the Implementation Plan
[bookmark: _Hlk205981406]The implementation plan for the Weekly Staff Training Program is scheduled over 4 weeks to ensure minimal disruption to Basil's Bakery operations. 
Order: First, the Store Manager will develop the training materials and guidebook in Week 1. This comes first because staff cannot be trained without accurate content. Second, in Week 2, all staff will attend the first 1-hour training session outside of peak hours. Scheduling it on a Monday morning reduces impact on customers. Third, in Weeks 3-4, the Q&A board will be updated weekly and the Manager will monitor staff performance. 
Responsibilities: The Store Manager is responsible for training and monitoring, while senior staff will assist new employees. This division ensures accountability. 
This order was chosen to build knowledge first, then apply it, then monitor results. According to Robbins and Coulter (2023), phased implementation with clear roles increases success rates and staff buy-in.
If your Implementation Plan was for Solution B: Online Ordering System
The implementation plan is scheduled over 8 weeks. Order: Week 1-2, the Owner will research and select a website developer. This comes first to set the budget and timeline. Week 3-5, the website will be developed with an online menu and payment system. Week 6, staff will be trained on how to manage online orders. Week 7-8, the system will be launched with a soft opening. 
Responsibilities: The Owner oversees budget and developer. The Supervisor trains staff. A part-time IT support will handle technical issues. 
This order ensures the system is ready before staff use it. The 8-week schedule allows time for testing to avoid errors. According to Laudon and Laudon (2022), proper scheduling and role assignment reduces implementation risks.



[bookmark: _Hlk205981688]Task 5b) Justifications for the KPI and SMART Objectives
To measure the success of the Weekly Staff Training Program, the proposed KPI is "Percentage reduction in customer complaints about wrong information". This KPI is appropriate because it directly links to the root problem identified. Tracking complaints monthly will show if training is improving staff accuracy and customer satisfaction.
The SMART objectives proposed are:
Specific & Measurable: Reduce customer complaints about wrong product information by 50% within 3 months. This is measurable through the complaint log and targets the main issue.
Achievable & Relevant: Achieve 100% staff attendance at weekly 1-hour training sessions for 12 consecutive weeks. This is achievable with manager scheduling and relevant because consistent training builds product knowledge.
Time-bound: Implement the staff guidebook and Q&A board by the end of Week 2. This sets a clear deadline so staff have a reference tool quickly.
These objectives are justified because they are clear, realistic, and directly support the overall goal of improving communication. According to Parmenter (2020), effective KPIs must be tied to strategic goals and SMART objectives ensure accountability. By meeting these targets, Basil's Bakery can prove the training program is working.
Task 7) Key Findings
 To measure the success of the Weekly Staff Training Program, the proposed KPI is "Percentage reduction in customer complaints about wrong information". This KPI is appropriate because it directly links to the root problem identified. Tracking complaints monthly will show if training is improving staff accuracy and customer satisfaction
.The SMART objectives proposed are:
Specific & Measurable: Reduce customer complaints about wrong product information by 50% within 3 months. This is measurable through the complaint log and targets the main issue.
Achievable & Relevant: Achieve 100% staff attendance at weekly 1-hour training sessions for 12 consecutive weeks. This is achievable with manager scheduling and relevant because consistent training builds product knowledge.
Time-bound: Implement the staff guidebook and Q&A board by the end of Week 2. This sets a clear deadline so staff have a reference tool quickly.
These objectives are justified because they are clear, realistic, and directly support the overall goal of improving communication. According to Parmenter (2020), effective KPIs must be tied to strategic goals and SMART objectives ensure accountability. By meeting these targets, Basil's Bakery can prove the training program is working.
[bookmark: _Hlk208302504]
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Appendix 1 – Task 3a

PMI Evaluation Table

	            Solution A: Staff Training

	Plus
	Minus
	Interesting

	Directly fix the root cause of wrong answers
	Takes time to organize and deliver training
	Can be used for new staff onboarding in future

	Low cost compared to now technology
	Results take 2-3 month to show
	Staff may share training with other departments

	Improves staff confidence and morale

	Requires staff to be available for training
	Can be updated yearly with new product info

	Quick to implement with external trainer

	
	

	
TOTAL: 4
	
TOTAL: 3
	
TOTAL: 3



[bookmark: _Hlk210816971]Therefore: Overall Total for Name (for Solution A) = 
Based on the PMI evaluation, Solution A scored 4 Pluses, 3 Minuses and 3 Interesting points with an overall total of 10. The main advantages are that it directly fixes the root cause of wrong information, is low cost, and is quick to implement. The main drawbacks are the time needed to organize training and the delay in seeing results. However, because it addresses the core problem of staff knowledge, Solution A is recommended as the most appropriate solution for Basil's Bakery.

	Provide the Name for Solution B: ONLINE ORDERING SYSTEM

	Plus
	Minus
	Interesting

	Increases sales by reachibg more costomers
	High upfront cost for website development 
	Can collect customer data for marketing

	Available 24|7, no staff needed

	Does not fix the problem of wrong answers
	Could add AL chatbot for FAQs later

	Reduces phone calls to customer service 

	
	Can integrate with delivery apps

	Moderinzes the company image

	
	May reduce need for physical stores

	
TOTAL: 4
	
TOTAL: 2
	
TOTAL: 4



Therefore: Overall Total for Name (for Solution B) = 7
Based on the PMI evaluation, Solution B scored 3 Pluses, 1 Minus and 3 Interesting points with an overall total of 7. The main advantages are 24/7 availability, reduced workload for staff, and a modern company image. However, the main drawback is that it does not directly solve the problem of staff giving wrong answers to customers. Although it has potential for future improvements like AI chatbots, it does not address the root cause. Therefore, Solution B is less suitable compared to Solution A for Basil's Bakery.
	
	WHAT

	HOW
	WHEN

	WHO


	1
	Develop training materials & guidebook

	Manager creates product info sheet + Q&A list with senior staff

	        Week 1                           
	
Store Manage


	2
	Conduct first staff training session


	1-hour session outside peak hours with external trainer


	      Week 2


	
External Trainer + All Staff


	3
	Set up Q&A board and weekly refreshers


	Place board in staff area. 15-min refresher every Monday


	   Week 3  


	Supervisor + Staff



	4
	Monitor and evaluate results


	Track customer complaints monthly. Give feedback to staff


	Week 4


	
Store Manager








 


The implementation plan for the Weekly Staff Training Program is scheduled over 4 weeks to ensure minimal disruption to daily operations at Basil's Bakery. 
Order: The first step is developing training materials in Week 1, because staff cannot be trained without accurate content. The second step is conducting the first training session in Week 2, scheduled on a Monday morning to avoid peak hours. The third step is setting up the Q&A board and weekly refreshers in Week 3 to reinforce learning. The final step is monitoring and evaluation in Week 4 to measure if complaints have reduced.
Responsibilities: The Store Manager is responsible for creating materials and monitoring. The External Trainer will deliver the first session. The Supervisor will ensure weekly refreshers are done, while all staff must attend and apply the training. 
This order was chosen to build knowledge first, then apply it, then check results. According to Robbins and Coulter (2023), phased implementation with clear roles increases staff buy-in and reduces implementation risks.

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Reduce customer complaints about staff giving wrong answers






	Decrease complaints by 50% based on monthly feedback forms
	
Achievable with weekly training and Q&A board




	
Directly addresses the root cause of customer dissatisfaction
Within 3 months of implementing training




	
Within 3 months of implementing training




The KPI chosen for Basil's Bakery is the percentage reduction in customer complaints related to wrong product information. This KPI is directly linked to the root cause identified in Task 1, which is staff providing incorrect information due to lack of knowledge. Measuring complaints through customer feedback forms and social media reviews provides clear, quantitative data to assess improvement.
The SMART objective supports this KPI. It is Specific because it targets wrong answers from staff. It is Measurable with a 50% reduction target. It is Attainable because weekly training and a Q&A board are low-cost and practical for a small bakery. It is Relevant because improving staff knowledge will increase customer satisfaction and protect the bakery’s reputation. It is Time-Bound with a 3-month deadline to allow enough time for training to take effect and for results to be seen.
According to Kaplan and Norton (1996), using KPIs that link directly to strategic problems ensures that solutions are effective and measurable. Regular monitoring will allow management to adjust training if needed.
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