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[bookmark: _Hlk205982484]
Task 1: Overview of Case-study
[bookmark: _Hlk205979492]Basil’s bakery is a small owner operated Artisan Bakery located in a Coventry retail park open since 2015. The retail park has slowly been closing retail stores. Moreover, Basil has is afraid his business is on the brink going downhill going from a year-on-year increase in sales to a total stagnation however there is an array of issues they're facing such as high ingredient cost, lack of staff, and many other things that are beyond his control. Such as business costs, insurance costs etc. But the main reason for all this is due to the fact that many people no longer work there as he relied heavily on the nearby workers to purchase the baked goods but they since switched to working from home.  
[bookmark: _Hlk205982497]Task 2: Two Proposed Solutions
0 Hour Contracts  
One issue affecting Basil's business is a lack of manpower. During busy periods, he struggles to bake products, serve customers and answer the phone, preventing him from offering a reliable pre-order service. To address this, Basil could hire an additional employee. A zero-hours contract could be a cost-effective option, as the employee would only be scheduled when demand is high, helping to control labour costs. Basil would still need to meet all relevant UK employment laws, including providing statutory employment rights where applicable. With extra support during peak times, Basil could focus on baking while the employee serves customers, answers calls and processes pre-orders. This would improve customer service, reduce waiting times, increase sales opportunities and make the overall workload more manageable.




Task 2(b): Two Proposed Solutions
Delivery Services
Another action Basil could take to achieve an immediate and noticeable increase in sales is to expand his market beyond the retail park by introducing online ordering and a app based delivery service. This would allow former retail employees, office workers who now work from home, and customers who no longer visit the area regularly to continue purchasing from the bakery. A simple online pre-order system would also reduce waiting times during busy periods, improving customer satisfaction and encouraging repeat purchases. By reaching customers outside his current location and making buying more convenient, Basil can increase sales while reducing his reliance on declining footfall in the retail park.




Task 3b) Evaluation Results and Justifications
Based on the PMI evaluation, Solution A is the best choice for Basil’s Bakery because it solves the main problems affecting the business, such as fewer customers and limited time to serve them. The criteria used were cost, increase in sales, ease of putting the solution into action, and long-term benefits. These criteria were chosen because Basil needs a solution that can improve the business while keeping costs under control. The biggest weighting was given to increasing sales because the bakery needs more income to survive. Cost was also given a high weighting because Basil’s expenses have increased. Solution A was chosen because it can provide quick results, attract more customers, and improve the bakery’s service without creating large extra costs.


Task 4b) Justifications for the Implementation Plan
The order of tasks in the implementation plan was chosen to make sure the recruitment process is organised and effective. The first step is creating a job advertisement because Basil needs to attract suitable candidates before he can choose an employee. The next stage is filtering candidates, as this allows Basil to find someone with the right skills and attitude for the bakery. Setting expectations comes after selecting the employee because Basil needs to clearly explain the zero-hours contract and responsibilities before work begins. Training is the final step because the employee must understand how Basil wants the bakery to operate. Basil is responsible for most tasks because he understands the business and knows the quality standards required. The employee becomes responsible after being hired and trained. This plan reduces disruption, improves efficiency, and helps Basil gain support as quickly as possible.

Task 5b) Justifications for the KPI and SMART Objectives
The chosen Key Performance Indicator (KPI) is the number of customer orders completed during busy periods each week. This KPI is appropriate because the purpose of employing an additional worker is to improve customer service and increase the bakery’s ability to serve more customers. By monitoring the number of orders completed, Basil can measure whether the new employee is helping the business become more efficient and profitable. An increase in completed orders should also lead to higher sales and improved customer satisfaction.
The first SMART objective is to recruit and train a zero-hours employee within four weeks. This objective is specific, measurable, achievable, relevant and time-bound because Basil can clearly monitor the recruitment process and ensure the employee is ready to work within the set timeframe.
The second SMART objective is to increase the number of customer orders completed during peak trading hours by 20% within three months. This provides a measurable target that directly links to the KPI and reflects the expected benefit of having additional staff available.
The third SMART objective is to reduce customer waiting times by 30% within three months. Faster service should improve customer satisfaction, encourage repeat business and allow Basil to serve more customers during busy periods. Together, these objectives provide clear evidence of whether the solution has been successful.

Task 6) Key Findings
· [bookmark: _Hlk208302504]Basil’s Bakery is experiencing reduced sales because fewer people work in the nearby retail park, leading to lower customer footfall.
· Employing a zero-hours employee is the most suitable solution because it provides additional support while keeping labour costs flexible.
· Recruiting and training an employee will improve customer service, reduce waiting times and allow Basil to focus on baking high-quality products.
· Measuring the number of customer orders completed and monitoring waiting times will help Basil evaluate whether the solution is successful.
· Achieving the SMART objectives should increase sales, improve customer satisfaction and strengthen the long-term sustainability of the bakery.
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Appendix 1 – Task 3a

PMI Evaluation Table

	Provide the Name (for Solution A)

	Plus
	Minus
	Interesting

	Reduce workload when busy     
+4 
	Increase wage cost 
-5
	Employee could help with deliveries in the future
+5

	Allocate more time to baking
+3
	Manage worker
-3
	Provides flexibility through a zero-hours contract
+5

	Improve customer service 
+5
	Train worker
-2
	Bake cakes when trained
+2

	Allow pre order to be taken 
+5
	Not always needed
-5
	

	
TOTAL: 17
	
TOTAL: -15
	
TOTAL: 12



[bookmark: _Hlk210816971]Therefore: Overall Total for Name (for Solution A) = +14


	Provide the Name for Solution B

	Plus
	Minus
	Interesting

	Bigger Market +5
	Bad rando driver service -5
	New income source +5

	No delivery stress +4

	Unsatisfiable customer –4 
	Attract work from home people +5

	Simple And Free sign up +3

	Refunds –5 
	Improve brand awareness +3

	Tech advanced +2

	More Busy Times -2
	

	
TOTAL: 
	
TOTAL: 
	
TOTAL: 



Therefore: Overall Total for Name (for Solution B) = +10


Appendix 2 – Task 4a
Implementation Plan

[bookmark: _Int_z3gqqQt8]Name the problem you are solving: Stagnation in sales 
Name the solution you are implementing: 0 Hour Contract Solution A 
	
	Task
	WHAT

	WHEN

	WHO

	Done

	1
	Set up a free job advertising 


	Do it through the job centre listing website 


	Week 1 


	Basil 


	



	2
	Filter Candidates 


	Search for a candidate who may have experience or seem like a good person 


	Week 2-3 


	Job advertising 


	



	3
	Set Expectations


	Tell the employee that it's a 0-hour contract and called when needed not fixed 


	Week  4 


	Employee 


	



	4
	Train employee


	Give them training bases on how youd like to them to operate 


	Once hired 


	Shop 


	






 


Appendix 3 – Task 5a

The Key Performance Indicator is: 

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Recruit and train one zero hour employees to support basil during busy periods





	Increase the number of customer orders completed during peak hours and could reduce waiting times 





	The objectives are achievable because a zero-hours employee provides additional support without significantly increasing labour costs.




	This will improve customer service, increase sales and reduce Basil’s workload, helping the bakery respond to declining footfall.






	Achieve all these objectives within 3 months 
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