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Task 1: Overview of Case-study 
Basil’s bakery is a small independent business based in a retail Park in Coventry the business was opened in 2015 and the sales was increased year on year but in 2019 during the lockdown sales start to decrease but Basil was expected the sales to rise again after that but the sales stagnated below 25% compared to 2019 and the rent and utility bills are now higher and less people visiting, some office worker work from home and organics ingredient are expensive ,he didn’t provide a delivery service and don’t answer call the retail park is quieter now  her shop is in risk of closing if he continue in that way. He is root problem is the stagnation in sales.
Task 2: Two proposed solutions 
Provide an online delivery service:
For a bakery shops in 2026 you need to provide an online delivery service, and, in this case, this is one of the solutions that can save Basil to increase again his sales because some people now work from home and a delivery service will help the to order online and get your order delivered at home so that will be a good solution for Basil.
[bookmark: _Int_fUjxcQE5]Recruit new staff to assist him
Basil needs staff to help him with many works because sometimes his too busy to answer the call and that didn’t really help his business because many clients may don't have that patience so he need someone who will be always able to pick the phone that solution are going to make the sales can be rise again.
PMI Evaluation Table

	Provide an online delivery service

	Plus
	Minus
	Interesting

	Increasing sales by reaching people who work from home (Pret A Manger, 2025)..
	Require investment in a website, app or delivery system.
	The bakery could have partner with delivery platform like Uber eats or Deliveroo. Chaffey, D. (2022)

	
Make the bakery more modern and accessible. (Pret A Manger, 2025).
	Delivery costs can reduce profits 
	Basil can understand buying habits with the data of customer

	
Attract customer who prefer online ordering
	Tere maybe problem with late delivery or customer complaints. Chaffey, D. (2022)
	

	

	
	

	
TOTAL: 3
	
TOTAL: 3
	
TOTAL: 2



Therefore: Overall Total for providing a new delivery service = 5


	Recruit new staff

	Plus
	Minus
	Interesting

	New employees would help answer phone calls more quickly and improve customer service. BBC news (2025)
	Recruiting new staff would increase labour and training costs.
	New employee may bring fresh ideas to help Basil to manage his business more effectively.

	Better customer service could increase customer satisfaction and encourage repeat purchases. BBC news (2025)

	
	

	

	
	

	

	
	

	
TOTAL: 2
	
TOTAL: -1
	
TOTAL: 1



Therefore: Overall Total for Recruit new staff =2
References:
BBC News (2025) Changes in consumer behaviour continue to affect food retailers and café chains. Pret A Manger (2025). Chaffey, D (2022)
Task 3b) Evaluation results and justifications 
Based on the PMI evaluation, Solution A Providing an Online Delivery Service is the best solution for Basil's bakery. This solution is more appropriate because it can help increase sales and make it easier for customers to buy products from home. Many people now work from home and prefer ordering food online. Pret A Manger increased its sales by adapting to new customer habits and offering more convenient services (Pret A Manger, 2025).
Task 4b) Justifications for the Implementation Plan
The first task is to create the online ordering system and delivery service because customers cannot place orders until the system is ready. This task is scheduled for Weeks 1 and 2 because setting up a website, choosing delivery methods, and testing the system will take time. Basil and a website developer are responsible because they have the knowledge needed to create the service. The second task is to advertise the new service and train staff in Weeks 3 and 4. This task comes after the system has been created because there is no point promoting a service that is not yet available. Basil and his staff are responsible for this task because they will manage customer orders and deliveries every day.
Implementation Plan

Name the problem you are solving: Not providing a delivery service for people who are working from home.
Name the solution you are implementing: Introduce a delivery service 
	
	Task
	WHAT

	WHEN

	WHO

	Done

	1
	 providing an online delivery service


	Create an online ordering system and set up a delivery service


	Week
1-2


	Basil and a website developer 


	



	2
	


	Advertise the new delivery service and train staff.


	Week
3-4


	Basil and bakery staff


	




Task 5b) Justifications for the KPI and SMART Objectives
The SMART objective is to increase online orders by 20% within six months. According to Doran (1981), objectives should be Specific, Measurable, Attainable, Relevant and Time-Bound. This objective is specific because it focuses on online orders, measurable because the number of orders can be counted, attainable because more customers prefer online ordering, relevant because it supports sales growth, and time-bound because it has a six-month deadline. A second SMART objective is to increase total sales by 15% within one year. This objective will help Basil measure the overall success of the new delivery service and its impact on business growth.
	 Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	It focuses on increasing online orders






	The number of online orders can be counted each week.





	A 20% increase is realistic because more customers now prefer online ordering.





	It supports main goal of Basil on increasing sales.





	The target must be achieved within 6 months.







Task 7) Key Findings
These are the key findings of this report
Key findings 1: Basil root problem is the stagnation in sales and to help him with that we provide him two solutions on this report which is recruit new staff and provide an online delivery service.
Key findings 2: The implementation plan and justification provided in this report help to identify which of these two solutions is the most appropriate to help Basil.
Key findings 3: Finally, the Key performance indicator and the smart objectives can be helpful to track the progress of this solution for the rise of Basil’s sales and the objectives goals.
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