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· Cover Page and Contents Page - Approximately 100 words 
Task 1: Overview of Case-study 
· Provide a brief overview of the case study.  
· Identify and discuss the root problem impacting Basil’s Bakery. 
· Critique the issues that are contributing to the root problem. 
· Approximately 100 words 

                             INTRODUCTION

Basil's bakery is a small independent bakery in Coventry, UK, selling organic bread, cakes, and pastries. After opening in 2015, the business grew well, but sales fell during the COVID-19 lockdown in 2020. Sales picked afterward, yet they’re still 25% lower than they were in 2019.

 
         THE ROOT PROBLEM AFFECTING BASIL’S BAKERY


* Fewer Customers are visiting the retail park.
* More people are working from home. 
* Theres no delivery service. 
* Pre-ordering is difficult to access.
[bookmark: _Int_TyDCJlAX]* Costs are rising, including rent and utility bills.
 
   
ISSUES CONTRIBUTING TO THE ROOT PROBLEM
     ISSUES CONTRIBUTING TO THE ROOT PROBLEM:

 
*Reduced footfall means the retail park has noticeably quieter than it was before 2020.This means fewer potential customers are passing Basil’s Bakery, which cuts down sales opportunities.
 
 
Task 2: Two Proposed Solution 
(Provide a name) Solution A Proposal 
· Identify and name the proposed solution. 
· Describe and explain this solution.  
· Detail and justify how this solution will help to resolve the root problem impacting Basil’s Bakery.




SOLUTION A PROPOSAL
 
Solution A: Online Ordering and Delivery Service

A strong option for Basil’s Bakery is to introduce an online ordering and delivery service. In plain terms, this means Basil would set up a website or mobile ordering platform where customers can browse bakery items, place orders, and have their purchases delivered to their home. Simple practical, and timely.

The idea is straightforward. Customers would no longer need to visit the bakery in person to make a purchased. Instead, they could order bread, pastries, cakes and other products online at a time that suits them, especially if they're working from home or spending less time in the town centre. The system could include product listing, prices, payments option, and delivery times, making the process easy and convenient.

The solution helps tackle the root problem affecting Basil’s Bakery responding directly to changing customer habits. Right now, fewer people may be passing by the shop, which likely means fewer walk-in sales. That's the heart of the issue. By offering online ordering and delivery,
Basil’s Bakery can still reach those customers even when they aren’t physically nearby. In many ways, it brings the bakery to them.


 
 SOLUTION B PROPOSAL


Introduce pre-order and collection services.

   
Customers could place orders in advance and pick up their products at a set time.


BENEFITS;
     

*Cuts waiting time
*Improves customers satisfaction.
*Helps Basil manages stock.
*Encourage repeat customers


 
DETAIL AND JUSTIFICATION  


Basil bakery could offer a pre-order service for bread, cakes and pastries, either online or by phone before customers visit the bakery. They could choose a convenient collection time and collect pick up their orders without standing in a queue. This option could appeal to busy shoppers; office workers' warehouse employees attract busy shoppers, office workers, and warehouse employees who may not have much time to stop by the bakery. In turn, Basil's bakery could bring in new customers and give existing ones a good reason to come back. Put simply, the service could boost customer footfall and sales, helping tackle the underlying problem of falling customers visits.
 







 
Task 3b) Evaluation Results and Justifications 



EVALUATION OF RESULTS:
SOLUTION B PROPOSAL


Introduce pre-order and collection services.

   
Customers could place orders in advance and collect their products at a set time.

              BENEFITS:


* Reduces waiting time. 
* Improves customer satisfaction. 
* Helps Basil manages stock. 
* Encourage repeat customers.


 
DETAIL AND JUSTIFICATION  




Basil bakery could introduce a pre-order service for bread, cakes and pastries either online or by phone before customers visit the bakery. Customers could choose a convenient collection time and pick up their orders without waiting in a queue. This service could appeal to busy shoppers, office workers, and warehouse employees who may have limited time to visit the bakery. In turn, Basil bakery could attract new customers and encourage existing ones to come back. As a result, the service could help increase customer footfall and sales, tackling the core problem of fewer customer visits.



Introducing a pre-order and collection service should also help Basil’s bakery cut customer waiting times during busy periods. Customer would be able to order their food in advance and collect agreed time. This can improve customer satisfaction and encourage loyal customers to return. It may also boost sales because people work from home can still buy Basil’s product conveniently.

      JUSTIFICATION:

This solution is appropriate because the case study highlights long waiting times as a problem and notes that some customers have asked about pre- ordering. Basil has also struggled to answer the phone call, online pre-order system provides more reliable way for customers to place orders which have remained around 25%below 2019 levels.



·     * Solution A is the most appropriate solution to progress because is the pre-order and collection service.
·       *To justify this choice, the criteria you used to evaluate the Solution A were effectiveness, impact on sales, customer satisfaction, feasibility and cost. These criteria were chosen because the main problem affecting Basil’s bakery is declining sales caused by reduced customer footfall and changing customer needs.
       

 
Task 4b) Justifications for the Implementation Plan 

· The Implementation plan has been arranged in a clear, sensible sequence so the pre-order and collection service can be introduced successfully at Basil’s Bakery. First, customers need to be identified, and decisions made about how the pre-service actually runs. After that, an appropriate ordering system should be chosen and set up. Before the service goes live, staff training should take place, so employees know how to receive, prepare, and manage customer orders properly. Then a trial period should be carried out to spot any issues before the full launch.

· Responsibilities should be split according to each emplyees role and level of experience. For instance, the bakery manager should oversee the implementation, while staff should handle preparing and managing orders. The tasks are scheduled in these orders because each stage relies on the one before it. Put simply, this approach can help cut mistakes, keep cost under control, and give customers a reliable service.

 
Task 5b) Justifications for the KPI and SMART Objectives 

          The main Key Performance Indicators (KPIs) for the proposed solution will include sales revenue, customer satisfaction, numbers of orders or bookings, and service efficiency. These KPIs make sense because they show, in practical terms, whether the solution is improving business performance and meeting customer expectations. For instance, if sales revenue rises after the solution is introduced, that suggests the business benefits financially. In the same way, higher customer satisfaction scores would indicate that customers find the service useful, reliable, and easy to use. The numbers of the orders or bookings can reveal whether demand has increased, while service efficiency, such as faster response or processing times, helps measure operational improvement.
One Smart objective could be to increase sales revenue by 10%within six months of implementing the solution. This is specific because it focuses on sales, measurable through financial records, achievable with successful use of the solution, relevant to the business’s clear targets a straightforward way to track success 
 
Task 7) Key Findings
     *Basil’s Bakery’s biggest issue is its reliance on customer on costumers visiting the retail   
     *The bakery needs to improve customer convenience and accessibility to attract more 	
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Appendix 1 – Task

PMI Evaluation Table 
 
	Provide the Name (for Solution A) 

	Plus 
	Minus 
	Interesting 

	 
+3
	
-2
	 
+2

	 
 +3
	 
-1
	 
+2

	 
 +2
	 
-2
	 
+3

	 
 +3
	 
-1
	 
+2

	 
TOTAL:11  
	 
TOTAL:  -6
	                                                      
 TOTAL:9



 
Therefore: Overall Total for Name (for Solution

 A) = 11-6+9=14

Therefore, the overall total for solution A – Introduce a pre-order and collection service =14


PROVIDE NAME FOR SOLUTION B
 
 
	Plus 
	Minus 
	Interesting

	 
+3
	 
-3
	 
+2

	 
 +3
	 
-2
	 
+2

	 
 +2
	 
-2
	 
+2

	 
 +2
	 
-2
	 
+2

	 
TOTAL:  10
	 
TOTAL:  -9
	 
TOTAL:  8


 
Therefore: Overall Total for Name (for Solution B) = 10-9+8=9
 Name of Solution B; Pre-order and Collection Service 

  


 
 
Appendix 2 – Task 4a 
Implementation Plan 
 
Name the problem you are solving: 
     Low sales caused by reduced customer footfall at the retail park

Name the solution you are implementing:  
     Pre-order and Collection Service
	 
	WHAT 
 
	HOW 
	WHEN 
 
	WHO 
 

	1 
	 set up a pre-order system
 
	 online/phone ordering process/collection times
 
	 week 1-2
	 Basil/website provider

	2 
	 
 Train employees
 
	 
 show staff how to receive, prepare, record and organise customer pre-order
 
	 
 
 
 Week 2
	 
 

  Basil / Manager

	3 
	 Promote the new service

	 Advertise through social media, posters and signs in the bakery

 
	 
 
 Week 3
	 

 Basil / Staff

	4 
	 
 Launch the service 
 
	 allow customers to order cakes, pastries and bread for collection

 
	 
 
 Week 4
	 
 
   Basil and Bakery Staff


 

 

·  
Appendix 3 – Task 5a 
 
The Key Performance Indicator is: (KPI)
“Increase monthly sales by 15%within six months of introducing the pre-order and collection service.”

Smart Objective is commonly structured as:

	Specific 

	Measurable 
	Attainable 
	Relevant 
	Time-Bound 

	 Increase sales through the pre-order collection service
 
 
 
 
 
	Measure monthly sales and pre-orders, targeting a 15% increase
	 A 15% increase is a realistic target after introducing and promotes service.
 
 
 
 
 
	 It addresses Basil’s Bakery’s problem of lower sales and reduced customer footfall.
 
 
 
 
 
	 Achieved the target within 6 months of launching the service.





The KPI for Basil’s bakery is to lift monthly sales by 15%within six months of launching pre-order service. The Smart framework can be used to set clear objectives that can be tracked and assessed.
This objective is specific because it centres on raising sales through the new pre-order service. It is measurable because Basil can compare monthly sales figure and keep an eye on both number and value of pre-orders.It is attainable because the service should order more convenient and encourage more customer to buy from the bakery.It is relevant because higher sales directly the bakery issue of falling footfall and weaker sales performance. Finally, it is time bound because Basil aims to achieve the 15% increase within six months. Basil should review sales and pre-order figures each.
 month. That way, it ‘ll be easier to see whether the service is doing the job or few changes, perhaps in promotion or how the service operates needed. (Doran, 1981).
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