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Task 1: Overview of Case-study
[bookmark: _Hlk205979492]Basil’s Bakery is a high-quality artesian and organic independent small business situated in Coventry, UK. The footfall and sales have significantly decreased since 2020 after COVID restrictions and the company has faced stagnated sales at an average of 25% below the 2019 figures. The Bakery has been experiencing a significant decline in the frequency of customer visits to the retail park, caused by the closure of many shops and the fact that officers are now working from home, in addition, the lack of essential services such as delivery and “pre-order” during the busy periods which are exacerbated by the staff shortages.

[bookmark: _Hlk205982497]Task 2: Two Proposed Solutions
Solution A: Provide delivery service.
This service will address one of the most important customer complaints: The majority of the loyalty clients have been requesting delivery and “pre-order” services that are not available. Once this service is available, the number of sales/orders can potentially increase and will cover a larger area of sales, making the process of buying the bakery’s products easier for the customers. Currently, regular use of delivery service in the UK is 60% of the population (Level 2 Food Hygiene, 2026). This kind of service can be provided by websites and/or delivery apps which may facilitate its implementation and can significantly reduce the cost of this process. A possible decrease in the number of customers visiting the bakery might happen in the medium term. 

[bookmark: _Hlk205980222]Solution B: Attracting new customers outside the retail park.
This proposal aims to attract new customers from outside the retail park and in the surrounding areas by investing in marketing, running promotions and putting online ads on social media, like Instagram, Facebook, TikTok and others, thereby reducing the heavy reliance on customers who work in the area but currently do not visit as frequently as they used to. To find products, UK customers actively use social media (DISA, 2025).  Attracting consumers from outside the park tends to expand the target audience and reduce dependence on a specific local customer. All these steps can help boost sales. Increasing the number of customers might mean hiring employees






Task 3b) Evaluation Results and Justifications

Analysing the solutions suggested (A – Provide delivery service and B – attracting new customers outside the retail park), and based on the results of the Appendix 1 - PMI Evaluation Table, Solution A is more appropriate to progress with. Applying this solution, the main advantages are that it can provide a more direct opportunity to increase the sales while expanding the bakery’s services offered and the sales area, bringing in new customers, and provide a competitive advantage. In the not-too-distant future, deliveries will work with innovation linked to the technology, like AI assistants, smarter vending and drone delivery (Mintel Group Ltd, 2026). The evaluation shows that delivery could help Basil’s bakery reach customers who are unable or unwilling to visit the physical area. Criteria were used to compare both options fairly: profit, new customer feasibility, competition, and long-term growth. Profit was the most important. Option A scored highest overall. The weightings prioritize immediate financial success and customer growth while still considering practice, competition, and future development in a balanced way. At the same time as the advantages are mentioned above, the need to invest in delivery packaging can bring costs and considerate a disadvantage. 

Task 4b) Justifications for the Implementation Plan
[bookmark: _Hlk205981406]
· The tasks described in the Implementation Plan, Appendix 2, fallow a logical where each step depends on the successful completion of the previous one, fallowing pre-set start and end dates. Action plan starts on 1st June 2026 and ands on 15th August 2026. The first action is to research delivery providers, determine the budget and select the products and operating hours, this is a really important stage that will determinate and define the success of the fallowing steps/tasks because choosing the wrong providers or setting the wrong budget can compromise the whole process. Outsourcing makes the implementation process easier and can cuts costs. Basil, the bakery owner, is responsible for all tasks, controlling the entire process. The scheduling allows enough time for research, decision-making, administration, purchasing and preparation, reducing the risk of delays. Bad strategy or inadequate resources are not the main cause of implementation failure; most of the time, they are caused by predictable planning errors (institute of Project Management, 2026).


Task 5b) Justifications for the KPI and SMART Objectives

SMART objectives are crucial for effectively guiding the success and the growth of a bakery (Bsness, 2026).

Task 7) Key Findings

· The Basil’s Bakery sales have significantly reduced since 2020.
· The customers number visiting the bakery declined and the lack of delivery and pre-ordering are factors that directly influenced the sales decrease.
· Two options are suggested and analysed to help solve the sales decreased, using PMI Evaluation.
· Solution A – Provide Delivery Service, could increase sales, facilitate orders, and expand sales areas. Chosen as the most advantageous option. 
· Solution B – Attracting New Customers Outside the Retail Park, suggest that through social media, promotions and online advertising can reduce dependence on local customers and bring in new ones.
· Implementation plan, for solution A, is a guide on how to put this into practice.
[bookmark: _Hlk208302504]
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Appendix 1 – Task 3a

PMI Evaluation Table

	Solution A: Provide Delivery Service

	Plus 
	Minus 
	Interesting

	Expand the sales area
	Logistic support/management 
	Reach more customers


	Bringing new costumes 
	Packing planning and investment  
	Great opportunity to expand the work team  

	potentially increase sales

	Operating costs
	Accountant support may be necessary  

	Competitive advantages 

	
	Competition encourages business to improve and innovate

	Expand available services

	
	The more services available, the happier customers



	Solution B: Attracting new customers outside the retail park

	Plus
	Minus
	Interesting

	Stroger online/Social media presence
	Social media maintenance
	Social media has significant impact in daily life and behaviour 

	Business expansion

	Risk of lower profit return
	Business expansion always brings both positive and negative results.

	Not relying on a single target audience

	Cost of marketing
	Different areas have people with different habits

	Creation a new job openings.

	
	Nowadays, apps and websites are excellent and accessible tools for hiring professionals
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Appendix 2 – Task 4a 
  Implementation Plan

Name the problem you are solving: Decrease in sales.
Name the solution you are implementing: Solution A – Provide the delivery service.

	
	WHAT
	HOW

	WHEN 

	WHO

	

1
	Set up an action plan for implementation the outsource service delivery.


	Online research for companies that provides outsource delivery services and request quotes.
Set the available budget.
Define:
· Opening days and hours
· Products available for delivery

	1st June – 30th June 2026


	Basil


	
2
	Decide the company (or companies) to hire to provide the delivery service.
	Analyse and compare the services provided and the prices charged. Decide which company offer the best value for money.
	1st July – 10th July 2026 

	Basil

	 3
	Sign the contract with the company chosen.
	Contact the chosen company (by email, app, website or phone), finish all the paperwork and sign the contract. 
	11 July  - 25th July 2026 

	Basil

	4
	Purchase of packaging and supplies for delivery service.
	Decide which packaging and the quantities to buy. Do online search, compare prices, chose the best option (cost – quality) and place the order. 
	26th July  - 14th August 2026 

	Basil

	5
	Offer the Delivery service to customers. 


	Inform the clients that the delivery service is now available from 15th August 2026. Besides giving verbal information, simple poster printed on plain paper can be hung on the bakery walls.

	15th August 2026

	Basil






Appendix 3 – Task 5a

The Key Performance Indicator is: Sales records.

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	

Increase sales by around the 5-10% within 







	
Implement the delivery service provided by outsource company (or companies) 
Informe customers about the availability of the delivery service
	





	





	

180 days after the delivery implementation.
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