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Task 1: Overview of Case-study
This case study is about Basil Bakery, a retail bakery in Coventry, UK, which experienced a 25% decrease in sales after the Covid-19 pandemic. The main problem is lower sales cause by lower customer traffic in the shop because more people started working from home. The main causes are the focus on organic products with high ingredient cost; the bakery does not provide a delivery service and has difficulties with telephone communication; and Brexit reducing local customer flow. These problems make it less convenient for customers because their buying habits have changed and reduce sales opportunities.
[bookmark: _Hlk205979492]
[bookmark: _Hlk205982497]Task 2: Two Proposed Solutions

[bookmark: _Int_VNyCUFhw]Solution A. Introduce online ordering and pre-order system. 
Basil Bakery should invest in a digital ordering system to attract customers who work from home. Since fewer people are visiting shops after Covid-19, customers may prefer easier and quicker ways to buy products. Currently, the lack of a pre-order system may cause inconvenience for customers who have limited time. An online system would allow customers to order bakery products leaving home and collect them from the shop. This would increase customer access and help recover lost sales caused by lower shop traffic.

Solution B. Review the organic product. 
Basil Bakery should review its organic product range to understand which products are most popular and make the most profit. Organic ingredients are often more expensive, which can increase costs and reduce the bakery’s profits. The bakery can also offer a balance between organic and more affordable products to meet different customer needs. This would allow customers to have more choices while helping the business control costs. By managing its organic products more effectively, the bakery can continue to provide healthier options without increasing prices too much. This could help the business adapt to changing customer preferences.

Task 3b) Evaluation Results and Justifications
According to the PMI analysis, the best option for Basil Bakery is to introduce an online ordering and pre-order system. This solution was selected because the advantages are stronger than the disadvantages. Pre-order system allows Basil Bakery to adapt to changing customer behaviour after Covid-19. Although there are some disadvantages, such as the cost of setting up the system and the need of staff training, these challenges can be managed over time. The online ordering system could also provide useful information about customer preferences and create new opportunities.
Therefore, this solution is considered the best option because it helps to solve the root of the problem of fewer customer visiting the shop and can support Basil Bakery’s future growth and competitiveness.

Task 4b) Justifications for the Implementation Plan
[bookmark: _Hlk205981406]The order of the implementation plan was selected to help Basil Bakery introduce the online ordering system successfully. First, the bakery needs to set up the system because customers cannot use the service until it is ready. The next step is to prepare the system and understand how to manage orders to avoid problems and provide a good service.

After this, the bakery should promote the new system to make customers aware of the service and encourage them to use it. Testing the system before the full launch is important because it allows the bakery to identify and fix any issues.
These decisions are based on the main problem affecting Basil bakery; lower customer traffic caused by changes in customer behaviour after Covid-19. The online ordering system is a good solution because it makes buying easier, especially for customers working from home. This plan can help the bakery increase sales and improve customer service.

Task 5b) Justifications for the KPI and SMART Objectives
The key performance indicator (KPI) proposed for Basil bakery is increasing 10% monthly sales through the online ordering and pre-order system. This KPI was chosen because the main problem affecting the bakery is lower customer traffic and reduced sales after COVID-19.

The first SMART option focuses on attracting new customers through online ordering. This objective is specific because it has a clear aim to increase sales by reaching more customers. It is measurable because the bakery can track online orders, new customers, and changes in monthly sales. It is attainable because an online system can help the bakery reach customers who prefer convenient shopping options. It is relevant because it addresses the issue of fewer customers visiting the shop. It is time-bound because the results can be reviewed after 3 months.

 The second SMART option focuses on increasing purchases from existing customers. This objective aims to encourage current customers to order more frequently through the pre-order system. It can be measured by monitoring repeat orders and sales performance. This option is achievable because a simpler ordering process can make customers more likely to purchase again. It is relevant because it helps increase sales without depending only on physical shop visits. The results can also be evaluated after 3 months. Both options support the KPI by improving sales and helping Basil Bakery adapt to changing customer behaviour.

Task 7) Key Findings
· The report identified that Basil bakery’s main problem is lower sales caused by fewer customers visiting the shop after COVID-19, as more people are working from home.
· The analysis showed that the bakery has limited digital services, such as no online ordering or pre-order system, making it less convenient for customers and reducing its competitiveness.
· The online ordering and pre-order system was identified as the best solution because it improves customer convenience, increases sales opportunities, and helps Basil’s bakery adapt to changing customer behaviour.
· The implementation plan provides a clear process for introducing the new system, reducing risks and supporting successful implementation.
· The KPI and SMART objectives provide a clear way to measure the success of the solution by monitoring sales growth and customer use of the online ordering system.
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Appendix 1 – Task 3a

PMI Evaluation Table

	Introducing online ordering and pre-order system 

	Plus
	Minus
	Interesting

	Helps attract customers who work from home.
	Requires investment in technology.
	Online promotions could help attract new customers.

	
Makes it easier for customers to order before visiting the shop.
	Staff may need training to manage online orders.
	

	Improves customer experience and satisfaction.

	Technical problems could affect customer orders.
	

	Helps the bakery reach more customers outside the shop area.

	
	


[bookmark: _Hlk210816971]
	Review the organic product

	Plus
	Minus
	Interesting

	Helps reduce the impact of high organic ingredient costs.
	Reducing some organic products may disappoint some customers.
	The bakery could create new products based on customer preferences.

	Allows the bakery to offer more affordable options.

	Lowering the number of organic products could affect the bakery’s brand image.
	Reviewing the product range could help reduce costs.

	Helps understand which products customer prefer. 
	
	

	Can attract more customers with different budgets.
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Appendix 2 – Task 4a
Implementation Plan

 Lower customer traffic and decrease sales.
 Introduce an online ordering and pre-order system.
	
	WHAT
	HOW

	WHEN

	WHO


	1
	Choose an online ordering system.


	Contact an external digital service provide to compare suitable platforms and select a system that fits the bakery needs and budget.


	3rd August 2026 7th August 2026.


	Basil and external digital service provider.



	2
	Learn how to use the online ordering system.


	Receive training from the external digital service provider and practise managing online orders, product updates and customer requests.


	18th August 2026 to 1st September 2026.


	Basil and external digital service provider.



	3
	Promote the new service.


	Advertise the online ordering service through social media, share information about the new service with customers in the shop.


	2nd September to 7th September 2026.


	Basil 



	4
	Test the online ordering system.


	Test the system by checking online orders, collection times, and customer experience.


	8th September to18th September 2026.


	Basil








Appendix 3 – Task 5a

The Key Performance Indicator is: Increase monthly sales by 10% within 3 months.

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	
Increase sales by attracting more customers through the online ordering.




Increase sales by encouraging existing customers to order more through the pre-order system.




	
Compare monthly sales before and after introducing the online ordering. 






Track repeat orders and monthly sales changes.                      




	
[bookmark: _Int_T0Wp09Zc]By promoting the new service and making purchasing easier for customers, Basil Bakery has the opportunity to attract new customers.


By easier ordering customers can buy more frequently. 


	
This target helps to Basil's bakery’s goal of increasing sales and recovering from lower customer services,


Helps the bakery increase sales without depending only on customers visiting the shop.

	
Achieve a 10% increase monthly sales within 3 months.







Achieve a 10% increase monthly sales within 3 months.
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