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[bookmark: _Hlk205982484]
Task 1: Overview of Case-study
[bookmark: _Hlk205979492]In the English city of Coventry, you will discover Baldwin's Bakery, a charming little handmade treasure. The company's bottom line has been improving since 2015, but the lockdown laws caused a precipitous drop in sales in 2020. Sales did rise in 2024 and 2025  because of less restrictions, even if overall income was around 25% lower than 2019 levels. Numerous recent events have had an impact on the company. More local business closures, less park shopping, more complicated client connections, hybrid employment structures, and greater operational expenditures are all possibilities. According to Zevi (2025), established companies are seeing fresh challenges in the market due to customers' changing tastes. Brewer, Fry, and Try (2023) state that small businesses are finding it more difficult to meet their expenses because to the increasing prices of organic materials, power, rent, and insurance. If Basil wants to win over customers without compromising quality, he must be creative.
[bookmark: _Toc236564267][bookmark: _Hlk205982497]Task 2: Two Proposed Solutions
[bookmark: _Toc236302156][bookmark: _Toc236564268]Solution 1: Introduce Online Ordering, Pre-ordering, and Delivery Service
We set out to build an e-commerce platform that would allow for simultaneous digital pickup and delivery as our primary goal. Customers are not making it a point to stop by Basil's Bakery as often due to trends like the decrease in retail park foot traffic and the rise of telecommuting. Giving customers other delivery alternatives when they pre-order could lead to more efficient circulation of information. No matter how busy you are, you can always buy our delicious baked goodies online. Customers' ability to buy online even when they are not physically there might lead to more purchases, shorter checkout lines, and faster admission to the firm. Li and Wang (2024) state that as a result of their growing client bases, on-demand delivery services are anticipated to see a substantial increase in revenues for food enterprises and restaurants in the future. Whether it is via a partnership with another business or a simple online ordering system, Basil is considering launching a local delivery service. With this systematic approach, the bakery has a better chance of lowering financial risk and increasing demand forecasting accuracy. 
[bookmark: _Toc236302157][bookmark: _Toc236564269]Solution 2: Diversify Sales Channels Through Partnerships and Catering Services
Partnerships between local organizations, such as schools and companies, have the potential to earn additional contributions. Basil offers a wide variety of options, including breakfast boxes, personalized cakes, catering for the office, and refreshments for conferences. A once sizable population—local office and warehouse workers—has seen a decline in the frequency of their visits because of changes in work arrangements (Zevi, 2025). Partnerships allow businesses to lessen their reliance on a small number of clients while increasing their access to other revenue sources. If Basil wants more people to see its baked goods, it may team up with mom-and-pop shops and locally owned restaurants.
[bookmark: _Toc236564270]Task 3b) Evaluation Results and Justifications
The three most common methods, according to the PMI poll, are online ordering, pre-ordering, and delivery services. Following this route can help you transform your present condition into your ideal one. Basil will have to be imaginative if he wants to attract customers in a retail park where people's preferences are changing and they are driving less. It would cost a fraction of what it would to relocate the company or significantly increase manufacturing capacity to use digital technologies. According to Li and Wang (2024), the major factors propelling this sector are the ability to personalize products and the convenience of online shopping. To boost sales, Basil must go digital.
[bookmark: _Toc236564271]Task 4b) Justifications for the Implementation Plan
The risk assessment validates the feasibility of the solution by showing that dangers can be managed with sufficient preparation. There is no pressing need to hire delivery staff or purchase expensive equipment, Basil. If you stick to trustworthy sites for all your transactions and restrict the delivery zone, you may reduce the financial risk. Our current focus is on finding a solution that will allow for more personalized ordering possibilities. The flexibility and ease of internet buying can be especially useful for smaller companies. The advantages, which include increased revenue, satisfied consumers, and solid bonds with existing clients, considerably outweigh the disadvantages.
[bookmark: _Toc236564272]Task 5b) Justifications for the KPI and SMART Objectives
[bookmark: _Toc236564273]Justification of Key Performance Indicator (KPI)
The proposed Key Performance Indicator (KPI) is monthly revenue generated from online ordering, pre-ordering and delivery services. This KPI has been selected because Basil’s Bakery’s main problem is declining sales due to reduced customer visits, hybrid working arrangements and changing customer preferences. Monitoring online revenue will help determine whether the new digital sales channel is successfully increasing income and supporting business recovery. This KPI is measurable through monthly sales records, online transaction data and order reports, allowing Basil to evaluate the financial impact of the solution and make evidence-based decisions.
[bookmark: _Toc236564274]Justification of SMART Objectives
Increase annual bakery sales by 15% within one year: This objective directly addresses Basil’s main challenge of declining revenue. Increasing sales provides a clear measure of whether online ordering and delivery services are successfully attracting new customers and improving business growth.
Achieve an average of 100 online orders per month within six months: This objective measures customer adoption of the new online platform. A specific order target helps Basil evaluate whether customers are accepting the new service and whether further promotion is required.
Reduce customer waiting and pre-order processing time by 50% within six months: This objective focuses on improving operational efficiency. Faster order processing will enhance customer convenience, reduce delays and improve the overall purchasing experience.
Achieve at least 85% customer satisfaction within six months: This objective ensures that expansion does not negatively affect product quality or customer relationships. Customer feedback will help Basil maintain service standards and identify areas for improvement.
[bookmark: _Toc236564275]Task 7) Key Findings
· [bookmark: _Hlk208302504]In comparison to 2019 levels, Basil's Bakery has seen a revenue loss of around 25% as a result of changes in client selections and pricing increases. 
· Retail park foot traffic has decreased as a result of customers lowering the frequency of office visits caused by hybrid work arrangements (Zevi, 2025). 
· The inconsistent supply and continual price rises are making it difficult for small firms to make ends meet  (Brewer, Fry and Try, 2023; Xue et al., 2025). 
· The option to pre-order and have things delivered is one example of a more convenient approach that customers are looking for when purchasing products. 
· Online sales and delivery should be handled in-house by firms if it meant better meeting customer expectations. 
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[bookmark: _Toc236564278]Appendix 1 – Task 3a
PMI Evaluation Table
In order to evaluate both suggestions, a PMI analysis was conducted. So that you may make an educated choice, the PMI analysis considers the pros, cons, and interesting features of several options (Tague, 2023)
	Provide the Name (for Solution A)

	Plus
	Minus
	Interesting

	Increases customer convenience by allowing customers to order products remotely.
	Requires investment in website development, online payment systems and digital technology.
	Provides valuable customer data that can help Basil understand buying patterns and preferences.

	Helps attract customers who cannot regularly visit the retail park due to hybrid working arrangements.
	Staff require training to manage online orders and customer enquiries.
	Creates opportunities for personalised offers and targeted marketing.

	Reduces waiting times in the bakery by allowing customers to pre-order products.
	Delivery management may create additional operational challenges.
	Online ordering trends may support future business expansion.

	
TOTAL:  4
	
TOTAL:  4
	
TOTAL:  4



[bookmark: _Hlk210816971]Therefore: Overall Total for Name (for Solution A) = 12
It all depends on the outcomes. Any alternative may become feasible. Basil is a service that customers may utilize to plan for the easy and quick delivery of last-minute online purchases. Also, you may arrange for expedited delivery if you buy it in advance. Always have operational innovations ready to go, even if collaborations will not benefit development in the long term
	Provide the Name for Solution B

	Plus
	Minus
	Interesting

	Creates additional revenue streams through catering services and business partnerships.
	Requires additional resources, staff time and production capacity.
	Partnerships with schools, offices and local businesses can increase brand awareness.

	Reduces dependence on individual retail customers by reaching new customer groups.
	Larger orders may increase pressure on bakery operations.
	Corporate catering could provide regular and predictable income.

	Allows Basil’s Bakery to promote products to wider community groups.
	Additional marketing activities may increase costs.
	Collaborations with local businesses may strengthen community relationships.

	Uses Basil’s existing baking skills and product quality to develop new services.
	Managing multiple sales channels may become complex.
	Special events and customised products can create new market opportunities.

	
TOTAL: 4
	
TOTAL: 4
	
TOTAL: 4



Therefore: Overall Total for Name (for Solution B) = 12
Although both solutions provide potential benefits, Solution A, introducing online ordering, pre-ordering and delivery services, is selected as the preferred option. This solution directly addresses the decline in customer visits caused by reduced retail park traffic and hybrid working arrangements. Digital ordering provides greater convenience for customers while allowing Basil’s Bakery to improve sales forecasting and build stronger customer relationships.
[bookmark: _Toc236564279]Appendix 2 – Task 4a
Implementation Plan
Problem Being Solved: Basil’s Bakery is experiencing reduced customer visits and lower revenue due to changing consumer behaviour, hybrid working arrangements and increased operating costs.
Solution Being Implemented: Introduce online ordering, pre-ordering and local delivery services.
	
	WHAT

	HOW
	WHEN

	WHO


	1
	Research and planning for online ordering service
	Analyse customer preferences through feedback, research suitable digital platforms, estimate costs and select delivery options.
	Month 1
	Basil and bakery management

	2
	Development of online ordering system
	Create an online platform including product information, ordering options, payment methods and collection/delivery details. Train employees to manage digital orders.
	Months 2–3
	Basil, technology provider and bakery employees

	3
	Trial launch of online ordering service
	Introduce a small-scale trial service, collect customer feedback, identify problems and improve ordering processes.
	Month 4
	Basil and bakery staff

	4
	Expansion of delivery and marketing activities
	Promote the service through social media, local advertising and customer recommendations. Expand delivery areas based on demand.
	Months 5–6
	Basil, marketing support and delivery partners

	5
	Continuous review and improvement
	Monitor online sales, customer satisfaction, delivery performance and make improvements where required.
	Ongoing
	Basil and management team


[bookmark: _Toc236564280]Appendix 3 – Task 5a
Key Performance Indicator (KPI): The Key Performance Indicator is: Monthly revenue generated from online ordering, pre-ordering and delivery services.
	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Increase bakery sales by introducing online ordering, pre-ordering and delivery services to reach customers who cannot regularly visit the physical store.
	Track monthly online sales revenue, number of online orders, customer satisfaction ratings and repeat purchases.
	

Achieve growth by using affordable digital platforms, existing bakery resources and local delivery partnerships.



	


Supports Basil’s Bakery recovery by increasing customer access, improving convenience and creating a new sales channel.


	
Achieve the online sales targets within six months of implementation.


SMART Objectives
	Objective
	SMART Explanation

	Increase annual bakery sales by 15% within one year.
	This objective focuses on improving business performance and can be measured through financial records.

	Achieve an average of 100 online orders per month within six months.
	This provides a clear target to measure customer adoption of the new ordering system.

	Reduce customer waiting and pre-order processing time by 50% within six months.
	This improves operational efficiency and enhances customer experience.

	Achieve at least 85% customer satisfaction within six months.
	Customer feedback will measure whether the new service meets customer expectations.
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