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overview of the case study
Basil’s Bakery is a small, family‑run business facing operational and customer‑service challenges that are beginning to affect its performance and long‑term sustainability. As competition in the local market increases and customer expectations continue to rise, the bakery must address its internal problems to remain viable. The purpose of this report is to analyze the key problem affecting Basil’s Bakery, evaluate potential solutions using decision‑making tools, and recommend the most effective option. The report will also outline a clear implementation plan, including how the decision will be communicated, monitored and reviewed. By applying structured problem‑solving and decision‑making approaches, the report aims to support Basil in improving efficiency, customer satisfaction and overall business performance.


Task 2 
Solution A – Digital Ordering & Payment System

Solution A proposes introducing a digital ordering and payment system that allows customers to place and pay for orders electronically. This system reduces manual handling, speeds up service, and minimizes order mistakes 
(square 2023). By automating key processes, staff can focus on preparation and customer interaction rather than managing queues. This solution directly addresses the root problem by improving efficiency, reducing waiting times, and enhancing accuracy. It also modernizes the bakery, aligning it with customer expectations for convenience and speed. Overall, this solution provides a long‑term, scalable improvement to operational performance.

Solution B – Hiring Additional Staff

Solution B involves hiring additional part‑time staff to support busy periods. Extra staff would help reduce pressure, shorten queues, and improve customer interaction. This solution provides immediate relief by increasing labor capacity and distributing workload more evenly. It addresses the root problem by improving service speed and reducing errors caused by staff being overwhelmed. However, it does not resolve underlying process inefficiencies and introduces ongoing wage costs. While beneficial in the short term, this solution is less sustainable than digital improvements but still contributes to better customer service during peak times.




Tasks 3 b 
3 A (See Appendix 1 for PMI tables.)
Based on the PMI evaluation,
 Solution A is the most appropriate option because it delivers long‑term operational improvements and directly targets the root causes of slow service and order inaccuracy. The criteria used-cost, efficiency, customer satisfaction, long‑term sustainability, and staff impact—were selected 
were given to efficiency and customer satisfaction, as these areas are most affected by the current problem and most critical for business survival. (De bono 1992)
Although Solution A has an initial cost, its long‑term benefits outweigh this disadvantage. It improves accuracy, reduces queues, and provides data insights that support future decision‑making. Solution B offers short‑term relief but does not modernize the bakery or address process weaknesses. Therefore, Solution A is justified as the preferred solution due to its stronger strategic impact and sustainability.















Task 4 b justification for the implementations plan
4 A See appendices  
The implementation plan is structured to ensure minimal disruption and maximum effectiveness. The order of tasks begins with selecting a suitable digital system because choosing the right platform is essential before any training or installation can occur. Installation is scheduled during quieter trading hours to avoid service delays and reduce customer inconvenience. Staff training is placed immediately after installation so employees can practice using the system before it goes live.
 A two‑week trial period is included to identify issues early and adjust before full implementation. Responsibilities are assigned based on expertise: Basil oversees system selection and communication, while staff focus on learning and testing the system. This structure ensures accountability, smooth adoption, and clear coordination. The plan is justified because it reduces risk, supports staff confidence, and ensures the new system is introduced in a controlled and efficient manner.









Task 5b: Justifications for the KPI and SMART Objectives 
5 A (See Appendix 3 for the KPI and SMART table.)

The chosen KPI—average customer waiting time—is appropriate because it directly measures the main issue affecting Basil’s Bakery: slow service caused by inefficient manual processes. Waiting time is a reliable indicator of operational performance and strongly influences customer satisfaction and repeat business. Reducing waiting time demonstrates whether the digital ordering system is improving efficiency as intended.
The SMART objective to reduce waiting times by 30% within eight weeks is justified because it is specific, measurable, and achievable through digital automation. It is relevant to the bakery’s core problem and time‑bound to ensure focused monitoring. (Doran 1981) The objective to reduce order errors by 40% within two months is appropriate because digital ordering reduces miscommunication and improves accuracy. This target is realistic and directly linked to improving customer experience. The objective of increase customer satisfaction scores by 20% within three months is justified as it reflects the overall impact of improved speed and accuracy. Customer satisfaction is essential for loyalty and long‑term business sustainability. Together, these SMART objectives provide a structured, measurable framework for evaluating the success of the new system and ensuring continuous improvement.








Task 7: Key Findings 

The root problem at Basil’s Bakery is slow, inefficient service caused by outdated manual processes.
· Digital ordering (Solution A) provides the strongest long‑term improvement by reducing waiting times and errors.
· Hiring additional staff (Solution B) offers short‑term relief but does not address underlying inefficiencies.
· The PMI evaluation shows Solution A is more sustainable, cost‑effective, and aligned with customer expectations.
· The implementation plan and SMART objectives provide a clear structure for monitoring progress and ensuring successful input of the new system.
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Appendix 1 – Task 3a

PMI Table: Solution A
	Digital ordering and payment system 

	Plus
	Minus
	Interesting

	Speed up services and reduce cues 
	Initial installation cost
	Can support future online ordering

	
Reduce order errors 

	Staff training required
	Provides useful sales data

	
Improves customer 
	May require technical support
	Modernises the bakery 

	
Enhances efficiency
	Some customers may prefer traditional ordering
	Helps bakery compete locally 

	
TOTAL: 4
	
TOTAL: 3
	
TOTAL: 3



[bookmark: _Hlk210816971]Therefore: Overall Total for Name for Solution A = 10












PMI Table: Solution B 

	Hiring additional staff 

	Plus
	Minus
	Interesting

	Immediate improvement in 
	Ongoing wage cost 
	Useful during seasonal peaks

	
Reduces staff pressure
	Does not fix process inefficiencies
	May improve team morale 

	Better customer interaction

	Requires recruitment time
	Flexible shift options 

	
Supports peak‑time demand
	Higher long‑term expenses
	Short term relief 

	
TOTAL: 4
	
TOTAL: 3
	
TOTAL: 3


Therefore, Overall total for hiring staff for solution b =10 



Appendix 2 – Task 4a
Implementation Plan
Average customer waiting time 


	Task
	WHAT
	WHEN
	WHO
	Done

	1
	Select a suitable digital ordering system
	Week 1
	Basil
	☐

	2
	Install system during quiet trading hours
	Week 2
	Technician + Basil
	☐

	3
	Train staff on using the new system
	Week 2–3
	Basil + Staff
	☐

	4
	Run a two‑week trial and gather feedback
	Week 4–5
	Staff + Customers
	☐














Appendix 3 – Task 5a

The Key Performance Indicator is:


	Specific
	Measurable
	Attainable
	Relevant
	Time‑Bound

	Reduce waiting times using the new digital system
	Track waiting times weekly
	Achievable through automation
	Directly linked to bakery’s main problem
	Achieve within 8 weeks

	Reduce order errors using digital ordering
	Count weekly order mistakes
	Digital system improves accuracy
	Improve customer satisfaction
	Achieve within 2 months

	Increase customer satisfaction scores
	Use customer feedback surveys
	Improvements in speed and accuracy support this
	Essential for loyalty and competitiveness
	Achieve within 3 months
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