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Task 1: Overview of Case-study
Basil’s bakery is a small independent bakery in Coventry, founded in 2015 by Basil. 
Until Covid-19 pandemic it experienced steady growth, but after restrictions ended sales levels remained 25% lower than 2019. The main problem is the declining profitability due to lower customer numbers and increasing operating costs. The factors affecting the business are the lower footfall, shops closures, people working from home, absence of delivery and pre-ordering system, that limit customers’ convenience. Furthermore, high utility bills, rent, insurance and cost of organic ingredients reduce profit more. 
[bookmark: _Hlk205982497]Task 2: Two Proposed Solutions
Online Ordering and Delivery system 
One solution for Basil’s Bakery is to introduce an online ordering and delivery system. Customers would be able to place online orders through the website or app and collect them at the Bakery or use home delivery. This would be very convenient for Basils Bakery clients that do not visit the retail park so often anymore and for those who work from home. Also, it would reduce the waiting time during rush hour at the bakery and customer satisfaction will be improved. Delivery platforms and having a delivery service will help Basil to expand its market and attract new customers, leading to increased sales. 
Strengthening Marketing Activities 
[bookmark: _Hlk205980222]The second solution is to strengthen marketing activities. Basil could use social media platforms, email marketing, special offers and loyalty programs, to promote the Bakery and attract more customers locally. A loyalty card or a discount for repeated purchases could encourage customers to visit the bakery regularly. Also, online presence would make the Bakery more popular. This strategy would improve customer relationship and retention and increase brand awareness. Social Media can help businesses promote their products, reach their target customers and increase online engagement (Business.gov.uk,2026). Digital marketing and advertising can target local customers with ought very high costs. As a result, sales could improve while the Bakery is building a stronger brand making the business more competitive.

Task 3b) Evaluation Results and Justifications
Based on the PMI evaluation, Solution A-Online Ordering and Local Delivery System is the proprietary solution for Basil’s Bakery. The main criteria used were the positive benefits, potential disadvantages, and future opportunities identified in the PMI analysis. The solution has several important advantages, including reaching customers who work from home, increasing convenience, reducing waiting times and expanding the customer base. These criteria directly address the Bakery’s main problem of reduced sales. 
Although there are some disadvantages, such as delivery costs, website creation and management, and delivery partner, these can be managed through careful planning and by using established delivery platforms. The interesting factors also provide opportunity for future growth, including partnerships with uber Eats or Deliveroo, collecting customer ordering data and potentially introducing subscription services.
Overall, the PMI evaluation method (de bono,1995) provides a structured approach for considering the positive, negative and interesting aspects of the online ordering and delivery system. Therefor the Solution A is recommended to increase sales, improve customer satisfaction and support the Bakery’s long-term sustainability. 
Task 4b) Justifications for the Implementation Plan
[bookmark: _Hlk205981406]Developing the online ordering system is Basil’s priority because customers need a reliable way to place orders before the delivery service begins. After the delivery system is established by collaborating with a delivery service provider or hiring a local driver. A marketing campaign and promotional offers are scheduled to maximize customer awareness and encourage first-time orders through social media the website and flyers to increase customer awareness. Continuously the online ordering system should be tested before launch to identify and fix problems with orders, payment or delivery. Basil is responsible for overseeing each stage of the plan because he understands the business and customer needs. Finally, monitoring sales performance and customer feedback allows basil to identify any problems of the implementation plan and make any improvements if necessary. A structure implementation process can help organizations manage change effectively (Kotter, 1996)

Task 5b) Justifications for the KPI and SMART Objectives
The proposed Key performance indicators measure whether the online ordering and delivery system achieves its objectives. The first KPI aims to reach 50 online orders per month within six months. This will show whether customers are using the service. The second KPI aims for 90% positive customer feedback, which will help measure customer satisfaction with the ordering and delivery service. The third KPI aims to increase monthly sales by 20% within six months, directly addressing Basil’s main problem of declining sales. 
These objectives follow the SMART framework which provides a clear structure of setting business goal (Doran, 1981) They are Specific because they focus on online orders, customer satisfaction and sales. They are Measurable through sales records, online orders and customer feedback. They are Attained because Basil already has existing customers and can reach more people through online services. They are Relevant because they address reduces footfall and changing customer behaviour. Finally, they are Time-Bound because each objective has a six-month target. Digital technology can also help SMEs improve productivity and support business growth (Department of Business and Trade, 2025). 
Task 6) Key Findings
The report identified that basils bakery is experiencing declining sales due to reduced customer footfall, increased home working, and rising operation costs. The research found that the lack of an online ordering and delivery system limits the bakery’s ability to reach existing and new customers. After evaluating the proposed solutions, the online ordering and delivery system was identified as the most effective option because it directly addresses the main problem. A structured implementation plan and SMART KPIs were developed to help Basil introduce the service effectively and monitor its progress. Overall, the solution could increase sales, improve customer satisfaction and support the Bakery’s long-term success. 
[bookmark: _Hlk208302504]
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Appendix 1 – Task 3a

PMI Evaluation Table

	Online Ordering and Delivery system 

	Plus
	Minus
	Interesting

	Reaches customers working from home.
	Delivery costs reduce profit.
	Can partner with Uber eats/Deliveroo.

	Increase convenience.

	Needs website/app management.
	Customer ordering data collected.

	Reduce waiting times.

	Requires staff or delivery partner.
	Opportunity for subscription services.

	Expands customer base.

	
	





	Strengthening Marketing Activities

	Plus
	Minus
	Interesting

	Low implementation costs.
	Depends on existing footfall.

	Can collaborate with neighbour businesses.

	
Improves brand awareness.
	Results may take more time.
	Seasonal promotion increase engagement.

	Encourages repeat customers.

	May not attract enough new customers.
	Social Media builds online community.

	Builds customer loyalty.

	
	





Appendix 2 – Task 4a
Implementation Plan
The problem being solved is: Decreasing sales. 
 The solution being implemented is: Online Ordering and Delivery System. 
	
	What 
			How 
	WHEN

	WHO

	1
	Develop online ordering system.


	Create website and online ordering platform where customers can view products, place orders and make payments.
	1st -14th August 2026
	Web developer


	2
	Set up delivery service.
	Partner with Deliveroo/Uber Eats or hire local driver to deliver customer orders.
	14th -21st August
	Basil



	3
	Promote new service.

	Advertise on social media, the website or additionally distribute flyers
	21st -28th August

	Basil and staff

	4
	Test online ordering system.

	Place test orders to check the website, payment process and delivery system. Fix any problems before launch.
	28th August to 4th September
	Web developer


	5
	Offer launch promotions.
	Introduce discounts on first time delivery orders.
	4th -11th September 
	Basil




Appendix 3 – Task 5a

The Key Performance Indicator is: 

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Increase online orders.


Improve customer satisfaction
Increase.


Increase monthly sales.



	By achieving 50 online orders monthly.

90% Positive online customer feedback.



20% monthly sales increase compared to current levels.
	Through website and delivery partners.

Through quality products and reliable service.



Delivering online orders and promotions.





	Increase customer reach and sales.

We have repeat business/loyal customers.

Resolves Basils main problem of declining sales.


	
6 months



6 months





6 months
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