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Task 1: overview of basils bakery 
Basil’s Bakery is a small artisan business in Coventry that has experienced a steady decline in sales since 2020. The root cause is reduced customer footfall in the retail park, driven by shop closures, redundancies, as well as the rise of hybrid working. This decline is intensified by operational issues, including a lack of a delivery service, inconsistent pre‑ordering, long wait times, and rising overhead costs. Basil’s want to use organic ingredients also creates unpredictable stock expenses. Together, these external environmental changes and internal service limitations make the current business model increasingly unsustainable.


Task 2: Two proposed solutions 
Solution A: digital ordering and preordering system
Introducing a digital pre‑order system would allow customers to reserve goods online and collect them without needing to wait in long lines . This helps improves the overall service efficiency and reduces any communication problems caused by Basil being unable to answer the phone during busy periods. Quintanilla and Wahl (2020) highlight that clear, accessible communication channels improve customer satisfaction, while Thompson (2018) emphasises adapting communication methods to meet user needs. A digital system also supports customers who now work from home, helping counter reduced footfall and stabilising daily demand.

Solution B: Local Partnership & Workplace Supply Programme
Developing lucrative partnerships with nearby offices, warehouses and small businesses would provide Basil with a predictable weekly revenue stream. Griffith and Dunham (2015) emphasise that strong collaboration enhances performance and creates dependable working relationships. With footfall declining due to hybrid working patterns, Basil requires alternative and more stable income sources. Cameron (2013) highlights that small businesses must adapt strategically to external changes to remain viable. Establishing workplace supply agreements reduces dependence on walk‑in customers, increases sales consistency, and helps Basil reconnect with individuals who no longer visit the retail park.



Task 3b: Evaluation Results and Justifications 
Based on the PMI evaluation, Solution B (Local Partnership and Workplace Supply Programme) is the most appropriate option to progress with, as it has achieved a higher overall score (7) compared to Solution A (5). The criteria used in the evaluation included revenue stability, feasibility, long‑term sustainability, and alignment with customer behaviour. These criteria were selected because they directly address Basil’s core challenges: declining footfall and inconsistent daily sales. Greater weighting was given to revenue stability and sustainability, as these factors are essential for the bakery’s long‑term viability. Solution B scored more highly because  workplace partnerships provide predictable weekly income and reduce reliance on walk‑in trade, which has declined due to hybrid working patterns. Although Solution A improves convenience, Solution B offers stronger financial resilience and reconnects Basil with customers who no longer visit the retail park. Therefore, Solution B is the most justified and strategically beneficial option.

Task 4b: Justifications for the Implementation Plan 
The order of tasks in the implementation plan is designed to ensure a logical and efficient progression from initial preparation to full delivery. The first task focuses on identifying suitable workplaces, which must occur before any contact is made; without this step, the bakery risks approaching organisations that are unsuitable or uninterested. The second task involves initiating communication, scheduled immediately after identification to maintain momentum and begin relationship building. The third task is positioned next because menus, pricing and planning can only be finalised once Basil understands each organisation’s needs. The final task, launching a pilot partnership, is deliberately placed last to ensure all preparatory work is complete, reducing risk and increasing the likelihood of success.
Responsibilities were assigned to Basil to maintain consistency and accountability, reflecting Cameron’s (2013) emphasis on clear ownership within small business planning. This structured sequence ensures the solution is practical, manageable, and aligned with Basil’s goals.

Task 5b: Justifications for the KPI and SMART Objectives 
The proposed KPI (increasing weekly workplace partnership orders) is justified as it directly measures the core purpose of Solution B. The bakery’s main challenge is declining walk‑in trade, so tracking workplace orders provides a precise indicator of whether the new partnership programme is generating stable revenue. This KPI is also practical, easy to monitor and closely aligned with the bakery’s long‑term sustainability goals.
Each SMART element strengthens the KPI. The Specific objective is justified because it clearly defines the target group (local workplaces) and avoids vague or unfocused aims. The Measurable component is essential, as counting weekly orders provides quantifiable evidence of progress. The Attainable objective is justified because Basil has the capacity to produce additional goods and several nearby workplaces, present realistic partnership opportunities. The Relevant element ensures the KPI directly supports the bakery’s strategic need to reduce reliance on unpredictable footfall. Finally, the Time‑Bound objective is justified because setting a five-week deadline creates urgency, structure and a clear point for evaluation.
Together, these SMART criteria ensure the KPI is practical, meaningful, and aligned with Basil’s operational capabilities and strategic goals.

Task 6: To conclude 

· Basil’s Bakery is experiencing declining footfall due to hybrid working patterns, leading to inconsistent daily sales and reduced customer visibility.
· The PMI evaluation showed that Solution B (Workplace Partnership Programme) is the most beneficial option, offering stronger long‑term stability and predictable weekly revenue.
· The implementation plan demonstrates that Solution B is practical, achievable and aligned with Basil’s current resources, allowing gradual expansion through a structured pilot approach.
· The SMART KPI provides a clear method for measuring progress, focusing on increasing weekly workplace orders within a defined timeframe.
· Overall, Solution B offers the most sustainable response to environmental changes affecting customer behaviour and business performance.
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 Appendix 1 – Task 3a

PMI Evaluation Table

	Digital ordering and preordering system

	Plus
	Minus
	Interesting

	Improves customer access and reduces wait times. (+2)
	Requires initial setup and digital management. (-2)
	May reveal new customer behaviour patterns. (+2)

	Supports hybrid workers who no longer visit the retail park.(+1)
	Basil may need basic digital skills training. (-1)
	Could lead to future online expansion. (+2)

	Creates predictable daily demand. (+2)
	Some customers may prefer traditional ordering. (-1)
	Potential to integrate loyalty features. (+2)

	Reduces pressure on phone-based orders. (+1)
	Small cost of software or platform. (-2)
	Could streamline stock planning. (-1)

	
TOTAL:+ 6
	
TOTAL: -6
	
TOTAL: +5



[bookmark: _Hlk210816971]Therefore: Overall Total for Name (for Solution A) = 5


	Local partnership and workplace supply programme 

	Plus
	Minus
	Interesting

	Generate stable weekly revenue. (+2)
	Requires time to build and maintain partnerships. (-2)
	May create long term contracts. (+2)

	Reduces reliance on walk in trade. (+1)

	Delivery or transport arrangements may be needed. (-1)
	Could expand to multiple business sectors. (+2)

	Reconnects basil with former customers. (+1)

	Bulk orders may require increased production capacity. (-2)
	May encourage co-branding opportunities.(+2)

	Helps offset rising overheads. (+2) 

	Risk if partner businesses change working patterns. (-2)
	Could support seasonal product planning. (+2)

	
TOTAL: +6
	
TOTAL: -7
	
TOTAL: +8



Therefore: Overall Total for Name (for Solution B) = 7
(de Bono, 1992) 



Appendix 2 – Task 4a
Implementation Plan
Problem being solved: Declining footfall and reduced walk‑in sales.
Solution being implemented: Solution B – Local Partnership and Workplace Supply Programme.

	
	Task
	WHAT

	WHEN

	WHO

	Done

	1
	Identify suitable workplaces
	Compile a list of nearby offices, warehouses and small businesses within a two‑mile radius. Assess workforce size, opening hours and suitability for weekly bakery supply.
	Week 1
	Basil
	List completed and organisations shortlisted.

	2
	Make initial contact and present offer
	Visit or email selected organisations to introduce the workplace supply programme, outline product options, discuss pricing and gather interest.
	Week 2-3
	Basil
	Interest recorded and potential partners identified.

	3
	Prepare menus, pricing and logistics
	Create sample menus for bulk orders, confirm pricing, and plan delivery or collection arrangements to ensure feasibility and profitability.
	Week 3
	Basil
	Menus finalised and logistics confirmed.

	4
	. Launch pilot partnership
	Begin supplying one workplace for a trial period, monitor order consistency, gather feedback and adjust the process before expanding.
	Week 4-5
	Basil
	Pilot completed and feedback reviewed.



The Key Performance Indicator is: 

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	

The KPI focuses on securing new workplace partnerships that generate consistent weekly bakery orders. It specifies that Basil will target offices, warehouses and small businesses within a two‑mile radius, offering a structured weekly supply programme. The objective is clearly defined so Basil knows exactly what must be achieved to improve revenue stability




	

The KPI will be measured by counting the number of workplace orders received each week. Basil will record order frequency, order size and repeat bookings to track progress accurately. Weekly monitoring allows Basil to identify trends, assess demand and determine whether the partnership programme is expanding as intended.
	

The KPI is attainable because Basil has the capacity to produce additional bakery goods and several nearby workplaces present realistic partnership opportunities. The workload is manageable, and the bakery can scale gradually by starting with one pilot partner before expanding. This ensures the target is achievable within existing resources.


	

The KPI is relevant because workplace partnerships directly support Basil’s strategic goal of reducing reliance on walk‑in trade and generating predictable weekly income. It aligns with changing customer behaviour, particularly hybrid working patterns, and strengthens long‑term business sustainability.



	


The KPI is time‑bound by setting a target of achieving at least three workplace partnership orders per week within eight weeks of launching the programme. This timeframe provides urgency, structure and a clear point for evaluation, allowing Basil to assess whether the solution is delivering measurable improvements.






(Cameron, 2013) 

