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[bookmark: _Toc231124730]Task 1: Overview of the Case Study
Basil’s Bakery is an independent artisan bakery that is located within a retail park in Coventry, United Kingdom. Since its inception in 2015, the business has enjoyed steady growth in sales. However, this declined during the COVID-19 pandemic, and sales have remained 25% below what the firm experienced before the pandemic. The main problem experienced by the business is a decline in sales and business sustainability. There are several factors that contribute to this problem; these are reduced footfall at the retail park due to customers being now remote or hybrid workers, decline in retail park activity, increase in business cost of operation and limited technological adoption.
[bookmark: _Toc231124731]Task 2: Two Proposed Solutions
Digital Ordering and Delivery System
One of the issues that contributes to Basil’s Bakery's sales challenges is the fact that the business does not have a digital platform to make orders and delivery seamless for its customers. Thus, it is proposed that the business introduce a digital ordering and delivery system. This will work by allowing customers to pre-order, and their orders will be delivered. The business can also simply achieve this by partnering with established digital ordering and delivery platforms. This will reduce waiting times and allow customers to make purchases without coming to the retail park. 
Strategic Marketing and Customer Retention Strategy
Basil needs to develop a marketing and customer retention campaign. This initiative can be achieved through social media marketing, loyalty reward programme, promotional offers and partnership with offices and businesses that are closer to the retail park. This will help to increase awareness about the bakery and encourage repeated purchases from existing and potential customers. Additionally, with digital marketing, the bakery will be able to reach customers who are beyond the retail park (Weatherson et al., 2010). This will help to improve both business visibility and customer relationships, thereby addressing the decline in the bakery customer base.
[bookmark: _Toc231124732]Task 3b: Evaluation, Result and Justification
From the PMI evaluation (Appendix 1), the best solution for Basil’s Bakery is to adopt a digital ordering and delivery system. The criteria used in evaluation include convenience of the customers, business operational efficiency, the financial impact on business and sustainability. These criteria are related to the root cause of the bakery challenges. Greater weighing was attributed to customer convenience and operational improvement because the advent of remote and hybrid working patterns following the pandemic significantly affected customer footfall at the retail park. 
The preferred solution directly addressed these challenges as customers are able to order without needing to come to the retail park. It can be argued that the cost of implementing this solution may create challenges; however, the long-term benefit outweighs the challenges. Thus, the digital ordering and delivery system will make the business sustainable and adapt to changes in customer behaviour and market conditions (Sproull, 2018).
[bookmark: _Toc231124733]Task 4b – Justification for the implementation plan
The implementation plan should be sequential so as to reduce disruption and improve the chance of successful implementation. The first step is selecting a suitable existing online ordering and delivery platform since Basil’s Bakery need an established digital infrastructure before introducing the service. Partnership with an existing platform is best because it is cost-effective compared to developing a customised system. Upon securing a reliable partner, the business should upload its products and processes to ensure customers have access to them. In addition, staff should be trained afterwards so that they understand how to manage orders, enquiries and deliveries. The final stage of the implementation should focus on launching and promoting the service because marketing activities are needed once the system is operational. 
[bookmark: _Toc231124734]Task 5b -  Justifications for the KPI and SMART Objectives
The Key Performance Indicator for Basil’s Bakery is an increase in monthly sales revenue through the digital ordering and delivery system because the main issue affecting Basil’s Bakery is a decline in sales and customer footfall. The KPI measures whether the implemented solution improved the business performance and customer footfall. Also, monthly sales revenue is a clear and measurable indication of operational success and business sustainability.
The SMART objectives were also designed to ensure the KPI is achieved. One of the objectives is to increase online sales, since the new delivery service aims to attract customers who do not visit the retail park on a regular basis anymore. The second objective addresses the unnecessary waiting times experienced by the customer, which negatively affect customer satisfaction and service quality. The third objective aims to improve social media engagement, improve business awareness and promote the new digital service. The final objective was on consumer retention because repeated purchases are needed for long-term profitability and business sustainability. Each of the objectives is specific, measurable, realistic and relevant to the challenges experienced by the bakery, and they are supported by clear timeframes to ensure they are easily measured and evaluated.
[bookmark: _Toc231124735]Task 6 – Findings
· Basil’s Bakery is experiencing a decline in sales due to a fall in customer footfall and a change in consumer behaviour as a result of the COVID-19 pandemic.
· Remote and hybrid working patterns have reduced the rate at which customers visit the retail park regularly.
· Increase in cost of operation and unstable organic ingredient prices increase the financial pressure and reduce profitability.
· The absence of online ordering and delivery services reduces business competitiveness and customer satisfaction.
· The digital ordering and delivery system was identified to be the best solution due to it improves business accessibility, operational efficiency and business sustainability.
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[bookmark: _Toc231124737]Appendices
Appendix 1 – Task 3a
PMI Evaluation Table (Weatherson et al., 2010)
Solution A- Digital Ordering and Delivery System 
	Plus
	Minus
	Interesting

	It enables businesses to reach and access wider customers beyond the retail park (+5)
	The initial cost of getting the technology and setup is high (-2)
	Businesses have the opportunity to attract new customers online (+3)

	It improves customers' experience and satisfaction (+5)
	There might be a need to train staff on how to use and operate (-1)
	It may support long-term business growth and sustainability (+4)

	It reduces waiting time (+4)
	Operational pressure may arise from coordinating delivery (-2)
	It could make the business more competitive (+3)

	It addresses the challenges of loyal customers working remotely or as hybrid workers (+5)
	The business will be heavily dependent on the technology system, and any technical issue will cause a huge service disruption (-1)
	It creates an expansion opportunity for the business  (+4)

	TOTAL: 19
	TOTAL: -6
	TOTAL: 14


[bookmark: _Hlk210816971]Therefore: Overall Total for Digital Ordering and Delivery System = 27





Solution B – Strategic Marketing and Customer Retention Strategy
	Plus
	Minus
	Interesting

	It increases brand awareness (+4)
	There is a need to spend continuously on marketing campaigns (-2)
	It offers an opportunity to strengthen customer loyalty (+3)

	It encourages old and new customers to make repeated purchases (+4)
	Result may take time to become visible (-2)
	It could improve community engagement  (+3)

	Through the use of social media, customer engagement will improve significantly (+3)
	It does not solve operational issues directly (-3)
	It could promote a possible partnership with local businesses (+3)

	It may help in attracting new customers  (+4)
	Success is dependent on customer response (-2)
	It can support long-term marketing development  (+3)

	TOTAL: 15
	TOTAL: -9
	TOTAL: 12


Therefore, Overall Total for Strategic Marketing and Customer Retention Strategy = 18










Appendix 2 – Task 4a
Implementation Plan (Pardey, 2007)
Problem:
Sales stagnation and declining business sustainability at Basil’s Bakery
Solution:
Digital ordering and delivery system
	Task
	WHAT
	WHEN
	WHO
	Done 

	1
	Research and selection of a suitable online ordering platform and delivery partner.
	Week 1
	Basil
	Signed agreement with the ordering platform and delivery provider

	2
	Register the bakery products and pricing on the digital platform
	Week 2–3
	Basil and the platform support team
	Bakery products are visible and active online

	3
	Train staff and prepare operational processes for digital orders and deliveries.
	Week 4
	Basil and bakery staff
	Staff training records and operational guidelines completed

	4
	Launch the digital ordering and delivery service and promote it through social media.
	Week 5
	Basil
	Online service is active with promotional content published







Appendix 3 – Task 5a
KPI and SMART Objective (Sproull, 2018)
The Key Performance Indicator:
Increase in sales revenue through the digital ordering and delivery services.
	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Introduce a digital ordering and delivery service to make business more accessible and improve customer convenience.
	Achieve a 15% increase in monthly sales revenue and receive at least 50 online orders per month.
	The objective is achievable because the bakery already has an existing customer base and growing customer demand for delivery services.
	The objective directly addresses declining customer footfall and the decline in sales.
	The objective should be achieved within 6 months of implementation.

	Reduce customer waiting times through pre-ordering services.
	Decrease average customer waiting times by 30%.
	The objective is achievable through improved order management and scheduling.
	The objective improves customer satisfaction and business operations.
	The objective should be achieved within 3 months of implementation.

	Increase customer engagement by promoting a new service on social media.
	Increase social media engagement and online enquiries by 20%.
	The bakery can achieve this through regular online marketing activities.
	The objective supports customer awareness and business visibility.
	The objective should be achieved within 4 months of implementation.

	Improve customer retention and repeat purchases.
	Achieve a 10% increase in repeat customer orders.
	Existing loyal customers provide a foundation for improvement.
	The objective supports long-term business sustainability and profitability.
	The objective should be achieved within 6 months of implementation.
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