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[bookmark: _Toc234329559]1. Introduction and Overview of the Problem 
An example of an independent artisan bakery is Basil Bakery, which was set up in 2015 and is located at a retail park in Coventry, UK. The company focuses on the production of high-quality organic food such as cakes, pastries and breads, which are appealing to the local shoppers as well as the nearby workers. But after the COVID-19 pandemic, the bakery has drastically reduced the number of customers and sales, which are around 25% lower than in 2019. The difficulty experienced in changing consumer behaviours, such as higher and more frequent home working, coupled with expectations of convenience, has lowered dependency on physical-store purchases (Lindqvist, 2026). Consequently, Basil Bakery will have to modify its classic business theory by enhancing the usability and online services.
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[bookmark: _Toc234329587]Figure 1: Official logo of Basil Bakery
Source: (Basil’s Bakery, 2025)
[bookmark: _Toc234329560]2. Proposed Solutions
[bookmark: _Toc234329561]2.1 Solution One: Online Ordering and Delivery Service (Preferred Solution)
To enhance accessibility to customers, Basil Bakery must launch an online ordering system that will allow customers to deliver, pick up or drive through. This online revolution would enable buyers, especially home-workers, to order products online and minimise the number of people who visit the retail parks. Pre-ordering would also be done online, thereby reducing waiting time as well as improving the efficiency of operations during peak periods (Julita Stonke et al., 2025). Also, a delivery service would involve an extra revenue stream and add to an omnichannel strategy through integrating physical bakery activities with online services for customers.
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[bookmark: _Toc234329588]Figure 2: Digital Transformation Model
Source: Self-made

[bookmark: _Toc234329562]2.2 Solution Two: Customer Loyalty and Digital Marketing Strategy
Alternatively, loyalty marketing and digital marketing using loyalty rewards, social media marketing, email marketing and collaborating with local businesses is one way to create a customer loyalty plan. This would help in retaining customers as they would make repeat sales and would build good relations with the existing customers. Digital marketing also has the potential to boost brand awareness and attract new customer segments. Also, digital marketing could help determine whether the advertising and marketing strategy is impacting the brand. While this helps to improve long-term customer engagement, it will not be able to fully solve the problem of the drop in physical customer traffic. It should therefore be seen as a measure to be taken alongside, and not an end-all, end-all.
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[bookmark: _Toc234329589]Figure 3: Proposed Solution Comparison Model
Source: Self-made
[bookmark: _Toc234329563]3. Evaluation of Proposed Solutions and Decision Making
[bookmark: _Toc234329564]3.1 PMI Analysis of Proposed Solutions
Both suggested solutions have been analysed with a PMI (Plus, Minus, Interesting) analysis to determine their benefits, weaknesses and prospects. The analysis looks at such aspects like viability, customer effect, revenue potential and suitability to the issues of Basil. Bakery. PMI analysis in detail is in Appendix 1. The results show that online ordering and delivery have more positive effects due to the greater customer reach, convenience and increased income (Hu et al., 2023). But it takes time to invest initially, and retention and brand perception are enhanced through loyalty marketing.
[bookmark: _Toc234329565]3.2 Selection of Preferred Solution
Based on the PMI evaluation, the online ordering and delivery service is selected as the preferred solution. This alternative has higher growth potential since it is an immediate response to customer-emerging needs on delivery and pre-ordering. It deals with evaporating retail parks traffic by reaching out to more than those visiting in person and generates an additional revenue stream that is sustainable. Though loyalty marketing may help retain customer loyalty, the online ordering could be a greater strategic reaction, as it will modify Basil's traditional business model and will correspond to the altering consumer demands for digital convenience.
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[bookmark: _Toc234329590]Figure 4: Decision-Making Process
Source: Self-made
[bookmark: _Toc234329566]4. Risk Analysis of Selected Solution 
[bookmark: _Toc234329567]4.1 Risk Identification and Analysis
The ordering and delivery service on the internet offers a growth opportunity at the Basil bakery, but comes along with numerous potential threats. Failure to use technology may influence customer experience by having an unreliable ordering platform. Customers might lose satisfaction due to delays in delivering products or damage. Moreover, the coordination of online orders and baking might add to the workload of Basil (Thompson, 2024). Additional threats are the unwillingness of the customers to go online and buy, and the initial expenses in the development of the websites, payment systems, and delivery. In Appendix 2: Risk Analysis, these risks, together with mitigation strategies, are analysed.
[bookmark: _Toc234329568]
4.2 Feasibility Assessment
It is believed that the online ordering and delivery solution is a viable solution since more benefits can be realised by the solution as compared to the risks. In monetary terms, though there is a need to invest in creating an online platform and setting delivery processes in place, more sales prospects would make it have a positive payoff. In practice, Basil might need more support or manpower; nevertheless, cooperation with well-known delivery companies can help to alleviate the workload. On the customer side, it is enhanced as there is already a request to deliver and pre-order opportunities made by the existing customers. Thus, the solution is a viable and viable way to enhance accessibility, generate more revenue and keep up with evolving customer expectations.
[bookmark: _Toc234329569]5. Implementation Plan
[bookmark: _Toc234329570]5.1 Implementation Activities
The development of the online ordering and delivery service will be implemented in a systematic way to guarantee successful implementation. The implementation plan is detailed in Appendix 3. First of all, during Weeks 1-2, Basil will conduct a study of the right platforms to use to deliver the product, approximate costs, and choose the right technology. Weeks 3- 6 will involve the development of a digital ordering system that will consist of product listing and secure payment options. The training of staff to deal with online orders and deliveries will be conducted in Week 7 (Kalu Egereonu, 2024). The service will be introduced in Week 8 by providing digital promotion and communicating with customers. Every month, sales, online orders and customer feedback will be monitored to gauge improvements and continue to offer effective services.
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[bookmark: _Toc234329591]Figure 5: Implementation Roadmap Timeline
Source: Self-made
[bookmark: _Toc234329571]5.2 Justification of Implementation Approach
The sequence of implementation is aimed at controlled adoption of the new service. The first research and planning will minimise financial and operating risks, as Basil will have a chance to choose appropriate technology before investing. The testing and creation of the platform before the launch will result in its reliability and an enhanced customer experience. Preparation of the staff is needed to eliminate operational challenges, and gradual adoption of the same will enable detection of other problems at an earlier stage. The effectiveness could be measured using sales statistics and feedback from customers, which would allow Basil to make better improvements in the future.
[bookmark: _Toc234329572]6. KPI Monitoring
Basil Bakery can consider online ordering monthly as the key performance indicator (KPI) to gauge the success of online ordering and delivery service (Robin, 2025). This KPI can provide an indication of uptake and whether there is new demand originating through the new sales channel (digital). The solution will be supported by the following KPI Monitoring:
[bookmark: _Toc234329583]Table 1: KPI Monitoring
	KPI
	Target
	Review

	Monthly Online Orders
	100 orders/month within 6 months
	Monthly

	Sales Revenue
	15% increase within 12 months
	Monthly

	Customer Waiting Time
	50% reduction within 3 months
	Monthly

	Customer Satisfaction
	Improve feedback ratings within 6 months
	Quarterly

	Repeat Customers
	Increase repeat purchases within 12 months
	Quarterly



They can be measurable objectives, which will help Basil to identify whether the effect of a chosen solution is really leading to enhanced sales performance, customer access and business efficiency.
[bookmark: _Toc234329573]6.2 Monitoring and Evaluation
The success of the online ordering system should be assessed regularly by Basil through measuring the total volume of online orders achieved monthly, total sales generated, customer satisfaction level, delivery rate and frequent buying habits. The reviews of KPI periodically will assist in determining whether the solution is enhancing business performance and satisfying the customers (Kerzner, 2023). In case there are failures to meet the targets, then Basil can make changes, including increasing marketing efforts, changing delivery plans or enhancing the ordering process. Such an ongoing assessment strategy will make sure that the solution is still effective and helps sustain the business in the long term.
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[bookmark: _Toc234329592]Figure 6: KPI Monitoring Cycle
Source: Self-made
[bookmark: _Toc234329574]7. Key Findings Summary
The key findings from the report are summarised below:
· As with Basil’s Bakery, a decrease in the retail park foot traffic and evolving customer behaviour are leading the enterprise to lose sales.
· Customers are increasingly in need of more convenient online ordering and online delivery.
· Finally, the possibility of an online ordering and delivery service allows reaching a larger number of markets and earning more profits.
· Retention, customer loyalty and digital marketing will not completely address dwindled physical visits but will help (Rahayu, 2024).
· Internet order booking is the most appropriate level of strategy solution.
· KPI monitoring: The monitoring is needed in order to analyse the effectiveness of the implementation and business improvement.
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[bookmark: _Toc234329576]9. Appendices
Appendix 1: PMI Analysis Table
[bookmark: _Toc234329584]Table 2: PMI Analysis
	Solution
	Plus
	Minus
	Interesting

	Online Ordering & Delivery
	Wider customer reach increases convenience and creates extra revenue.
	Requires investment; may increase workload.
	Supports digital transformation and future growth.

	Loyalty & Digital Marketing
	Improves retention; increases brand awareness.
	Slower sales impact; depends on customer engagement.
	Enables local partnerships and targeted promotions.



Appendix 2: Risk Analysis Table
[bookmark: _Toc234329585]Table 3: Risk Analysis
	Risk Identified
	Likelihood
	Impact
	Risk Explanation
	Mitigation Strategy

	Technology implementation failure
	Medium
	High
	Problems with website functionality, payment systems or ordering processes could negatively affect customer experience.
	Use a reliable website developer and test the system before launch.

	Delivery quality issues
	Medium
	High
	Delayed deliveries or damaged products could reduce customer satisfaction and harm the bakery’s reputation.
	Work with reliable delivery partners and establish clear delivery procedures.

	Increased workload for Basil and staff
	High
	Medium
	Managing online orders alongside baking responsibilities may create operational pressure.
	Introduce staff training and allocate specific responsibilities for online order management.

	Customer resistance to online ordering
	Medium
	Medium
	Some existing customers may prefer traditional purchasing methods.
	Maintain in-store service while promoting the benefits of online ordering.

	Initial investment costs
	Medium
	Medium
	Website development, technology and delivery arrangements require financial investment.
	Start with a basic online system and expand gradually based on performance results.











Appendix 3: Implementation Plan Table
[bookmark: _Toc234329586]Table 4: Implementation Plan
	Stage
	Activity
	Timeline
	Responsibility
	Expected Outcome

	Stage 1: Research and Planning
	Evaluate delivery platforms, estimate costs and select suitable online ordering technology.
	Weeks 1–2
	Basil
	Selection of an affordable and suitable digital ordering solution.

	Stage 2: Develop Online Ordering System
	Create website/platform, upload product catalogue, add prices and establish secure payment facilities.
	Weeks 3–6
	Basil and Website Developer
	Functional online ordering system ready for testing.

	Stage 3: Staff Preparation
	Train employees on managing online orders, preparing delivery products and handling customer queries.
	Week 7
	Basil and Bakery Staff
	Staff prepared to operate the new service effectively.

	Stage 4: Launch Service
	Promote online ordering through social media, customer communication channels and local partnerships.
	Week 8
	Basil
	Successful introduction of delivery and pre-order services.

	Stage 5: Performance Review
	Monitor sales, online orders, customer feedback and delivery performance.
	Monthly
	Basil
	Identification of improvements and continuous service development.
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