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[bookmark: _Toc243422306][bookmark: _Toc243670313]Task 1 – Overview of the Business and Identification of the Problem
Basil’s Bakery, established in 2015, is an independent bakery offering organic products, located in a retail park in Coventry. The main problem is that sales remained 25% lower during 2023–2025 compared with 2019. This was mainly caused by fewer customers visiting the retail park due to closed local shops and increased remote and hybrid working. Customers also experience difficulties with pre-ordering products because Basil is busy baking and cannot always answer telephone calls. Additionally, the bakery faces rising rental costs (Problem Solving and Decision Making, 2026). This report aims to analyse these problems and explore possible solutions to improve sales and the overall performance of the bakery.
[bookmark: _Toc243422307][bookmark: _Toc243670314]Task 2 – Proposed Solutions
[bookmark: _Toc243422308][bookmark: _Toc243670315]Solution 1 – Introducing an Online Pre-ordering System
The first proposed solution for Basil’s Bakery is to introduce an online ordering system. Customers could select products, place orders in advance and choose a collection time. The system could also offer online payments, next-day ordering and order confirmations. This would reduce problems caused by unanswered telephone calls, as Basil is often busy baking. It could also prevent lost orders, improve production planning and make ordering more convenient for customers (Coggins et al., 2025). However, the bakery would need to consider the initial setup costs and the time required to manage the system.
[bookmark: _Toc243422309][bookmark: _Toc243670316]Solution 2 – Introducing a Home Delivery Service
The second proposed solution is to introduce home delivery through external platforms such as Just Eat, Uber Eats or Deliveroo. Customers could place orders online and receive bakery products directly at their homes. This could help address the decline in retail park visitors, particularly among people working remotely or in hybrid arrangements. Home delivery could help Basil’s Bakery reach more customers and create opportunities to increase sales (Coggins et al., 2025). However, the bakery would need to consider platform commissions, packaging costs and delivery reliability.
[bookmark: _Toc243670317]Task 3b – Justification of the Preferred Solution
In my opinion, home delivery is the best solution for Basil’s Bakery. The PMI evaluation shows that Solution B scored +22 points, compared with +13 for Solution A. I gave more importance to attracting new customers and increasing sales because the bakery’s main problem is falling sales. Comparing solutions using important criteria can help businesses make better decisions (Belton and Stewart, 2002).

Home delivery received higher positive scores because customers could order without visiting the retail park. I considered delivery fees, packaging costs and possible delays as negative factors because they could reduce profits. However, I believe the benefits are greater than the risks.
Basil should compare platform fees, customer reviews and delivery reliability before choosing one provider (Adair, 2022). Starting with one platform would help control costs and test customer demand. If sales and profits improve, Basil could consider expanding the service. Online pre-ordering could still be introduced later for customers who prefer collection.
Task 4b – Justification of the Implementation Plan
In my opinion, the best approach is to introduce home delivery step by step to avoid high costs for Basil’s Bakery. In the first week, Basil should compare delivery platforms, their fees, customer reviews and conditions. In the second week, he should choose one platform, register the bakery and prepare the online menu, prices and suitable packaging.During weeks three and four, the bakery should test home delivery, check delivery times and collect customer feedback. In week five, Basil should review sales, delivery costs and customer feedback to decide whether the service is working well. This approach would help reduce financial risks and check whether deliveries improve sales (Proctor, 2019).
Basil would be responsible for choosing the platform, setting prices and preparing products, while the delivery company would handle deliveries. If the results are positive, the bakery could consider expanding the service.
[bookmark: _Toc243422312][bookmark: _Toc243670318]Task 5b – Monitoring and Evaluation
In my opinion, Basil should regularly check whether the new delivery service is helping the bakery. He should monitor online orders and compare sales before and after introducing home delivery. It is also important to check all costs, including platform fees, packaging and preparing orders, because more orders do not always mean more profit.
Basil should also pay attention to customer reviews, delivery times and complaints. This would help him identify problems and make improvements (Sproull, 2018). During the first four weeks after launching the service, he should review the results every week. After that, he could check sales, costs and customer satisfaction every month.
If the delivery service does not bring good results, Basil should investigate the reasons. For example, platform fees might be too high, product prices might need adjusting, or there might not be enough orders. He could then make changes to improve the service.
If sales increase and the delivery service becomes profitable, Basil could consider working with another delivery platform in the future.
[bookmark: _Toc243422313][bookmark: _Toc243670319]Task 6 – Key Findings
· Sales at Basil’s Bakery have fallen by 25% because fewer customers visit the retail park and the bakery. Rising business costs have also made the situation more difficult.
· Two solutions were considered: online pre-ordering with collection and using online delivery platforms for home delivery. Both could make buying bakery products easier for customers.
· Home delivery was chosen as the preferred solution because it could help Basil reach more customers, including people working from home or doing hybrid working.
· Starting with one delivery platform would allow Basil to control costs and check whether the service generates enough sales and profit before expanding it.
· Basil should regularly check sales, delivery costs and customer feedback to see whether the service is working well and what needs improving.
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[bookmark: _Toc243422316][bookmark: _Toc243670322]PMI Evaluation Table

Solution A – Introducing an Online Pre-ordering System
	Plus
	Minus
	Interesting

		

	Customers can order products now or in advance.



	Setting up the online system costs money.
	Online ordering could attract new customers.

	Customers can choose a convenient collection time.
	Basil needs time to manage online orders.
	Basil could find out which products are most popular.

	It is easier to plan baking and prepare orders.
	Some customers may find online ordering difficult.
	The system could help reduce food waste.

	Basil does not lose orders when he cannot answer the phone.
	Customers still need to visit the bakery to collect their orders.
	Online ordering could be expanded to include home delivery in the future.

	TOTAL                                  +16
	TOTAL                                  - 14
	TOTAL                                  +11



Overall Total for Solution A = +13





Solution B – Introducing a Home Delivery Service
	Plus
	Minus
	Interesting

	Home delivery could attract more customers.
	Delivery platforms charge commission fees.
	Delivery could help Basil reach new areas.

	Customers can order without visiting the bakery.
	Packaging costs could reduce profits.
	Customers could order more often.

	People working from home can still buy bakery products.
	Deliveries may sometimes be late.
	Basil could test one delivery platform first.

	Delivery could help increase sales.
	Basil has less control over delivery quality.
	Positive reviews could attract more customers.

	TOTAL                         +19
	TOTAL                           -13
	TOTAL                          +16



Overall Total for Solution B = +22
PMI method adapted from de Bono (1982).


[bookmark: _Toc243422317][bookmark: _Toc243670323]Appendix 2 – Task 4a: Implementation Plan

Name the problem you are solving: Low sales and fewer customers visiting Basil’s Bakery.
Name the solution you are implementing: Home delivery using one external delivery platform.

	
TASK

	
WHAT
	
WHEN
	
WHO
	
DONE

	1
	Compare delivery platforms, including Just Eat, Uber Eats and Deliveroo. Check their commission fees, customer reviews, delivery times and areas they cover. Basil should choose a reliable platform with reasonable costs to help protect the bakery’s profits.
	Week 1
	Basil
	No

	2
	Choose one delivery platform and register Basil’s Bakery. Prepare the menu with product prices, descriptions and photos. Check the packaging costs and make sure the products can be delivered safely and in good condition.
	Week 2
	Basil 
	No

	3
	Start a small home delivery trial using one platform. Basil should check if orders arrive on time and products are delivered in good condition. He should also collect customer feedback and check if any problems need to be fixed before expanding the service.
	Week 3 - 4
	Basil and delivery platform
	No

	4
	Review sales, delivery costs and customer feedback after the trial. Basil should check if home delivery has increased sales and if the bakery is making enough profit after paying delivery fees. He can then decide whether to continue the service or make improvements.
	Week 5
	Basil
	No



Implementation planning informed by Proctor (2019).


[bookmark: _Toc243422318][bookmark: _Toc243670324]Appendix 3 – Task 5a: KPI and SMART Objectives.

The Key Performance Indicator is:
Weekly sales from home delivery orders
	
Specific
	
Measurable
	
Attainable
	
Relevant
	
Time-Bound

	Increase Basil’s Bakery sales by introducing home delivery through one delivery platform. This will help reach customers who cannot visit the bakery.
	Basil will aim to achieve at least 10 home delivery orders per week during the trial. He will record weekly sales, the number of orders and delivery costs to check whether the service is profitable.

	This goal is realistic because Basil can use an existing delivery platform without hiring drivers. Starting with a small trial will help control costs and reduce risks.
	Home delivery supports Basil’s Bakery by reaching more customers and helping increase sales. It also offers a convenient service for people who cannot visit the bakery.
	Basil will start testing home delivery in weeks 3–4. At the end of week 5, he will review sales, delivery costs and customer feedback to evaluate the results.



SMART objectives based on Doran (1981).
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