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[bookmark: _Toc236671501]1. Overview 
Basil’s Bakery was established in 2015, and it is an independently run business in Coventry, UK and is run by Basil, the owner (Taken from the Case Study). The brand specialises in providing pastries, contemporary styled cakes and breads. The main issue being faced by the bakery at present is regarding customer service. The changing demands of the customer, an alternating lifestyle, and new and emerging trends like e-commerce have been negatively impacting the company. The brand has experienced a reduced footfall in shops, is unable to fulfil delivery and pre-order demands of the customers, and with reduced business, paying various bills has become a challenge as well. Additionally, the demand for organically grown produce has made stick management difficult to budget for and unpredictable. According to Nicolescu and Tudorache (2022), customer service refers to the interaction which people have with the employees of a company. Hence, the lack of positive customer service can have a considerable negative impact on Basil’s Bakery. 


[bookmark: _Toc236671502]2. Proposed solutions 
Implementing AI-driven forecasting and operations management
The market of artificial intelligence (AI) in the UK has been recorded at $23,364.9 million during 2025, and it is expected to grow at the rate of $180,797.5 million by 2033 at a CAGR of 28.2% (Grand View Research, 2026). Nguyen et al. (2023) have mentioned that one of the most significant contributions of AI is demand forecasting. Hence, it is evident that the usage of AI in the UK is only likely to increase, which is why implementing this technology can be helpful. Through this process, AI-driven forecasting and operations management can be implemented in Basil’s Bakery. The process can make sure that the company can anticipate the changing customer needs and market trends and also get personalised recommendations regarding how operations can be managed. 
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Figure 1: UK Artificial Intelligence Market
(Source: Grand View Research, 2026)
Engaging in online marketing to enhance demands and promote revenue growth
According to Panda and Mishra (2022), digital marketing refers to the process of advertising services and products using digital technologies like digital advertising, mobile phones and other media. The rate of penetration of the internet as of 2025 has been 97.8% in the UK (Kemp, 2025). By using this approach, Basil’s Bakery can make sure that it has higher visibility, which would enhance the footfall in the stores. It can also encourage the bakery to make sure that they can showcase their best products to the customers and motivate them to purchase more frequently. Through this, the brand can enhance sales, ensure that any overhead expenses can be managed effectively and prevent the company from facing losses in future. 
[bookmark: _Toc236671503]3. Evaluating solutions 
[bookmark: _Toc236146069]Grid Analysis
A weighted grid analysis is a comparison of possible solutions, according to important decision-making needs, using weights. The heavier the weight, the more important it is to Basil's Bakery and the rating is based on how well it is able to satisfy that criterion. Overall, the most suitable option is the one with the highest score as it provides business benefit overall.
[bookmark: _Toc236146070]Explanation and Preferred Solution
The weightings reflect Basil’s Bakery’s priorities and the severity of its current challenges. Operational efficiency receives the highest weight (5) because improving production, pre-orders and inventory is critical. Customer convenience follows (4), while cost (3), revenue growth (2), and ease of implementation (1) are comparatively less important to immediate operational improvement. Based on the results of the grid analysis (Refer to the Appendix 1), Solution 1 received a score of 70 and Solution 2 received a score of 49. The ability of AI to forecast and optimise the operations in help desk and field departments in Basil addresses their challenges of optimising production schedules, reducing waiting times, managing pre-orders, and minimising lost inventory. Though more customers may be reached online via marketing, this will not overcome the constraints placed upon the bakery (Rajani et al., 2023). This may mean more discontent with the service quality from customers during peak times if there is an increase in demand but no increase in capacity. Therefore, Solution 1 is the best solution because it will create the capability the business will need to operate more efficiently in the future to support the business's continued growth.



[bookmark: _Toc236671504][bookmark: _Toc236146072]4. Risk Analysis
Risk Analysis of the Selected Solution
There is no identified risk in the critical column, so the proposed solution of using an AI-based forecasting method is an acceptable overall level of risk, based on the information in the risk matrix (Refer to the Appendix 2). Issues that are high risk, such as implementation costs and data security issues, need to be addressed as a priority and measured throughout the project (Gao et al., 2025). When the risk factors are medium, such as staff resistance and inaccurate forecasts, they can be dealt with through training staff, a staged process and periodic checks of the system. For moderate risks, appropriate risks would go down with risk activity to manage potential negative impacts. So, this is a solution which we consider within Basel to be viable, feasible & sustainable for future improvements of their Bakery.
[bookmark: _Toc236146073]Explanation and Feasibility
Measures to control the risks identified can be planned and operated accordingly. A gradual introduction of the system will help keep implementation costs under control, while staff will be trained to help maximise acceptance and teach people to place their trust in new technology. With ease of maintenance and assistance, the good software companies will be able to reduce the technical issues (Kuppam, 2022). Data can be used for sales data checks then adjustments can be made continually to cater for changing seasons and other unusual circumstances (Chowdhury et al., 2025). Being able to offer better forecasting, inventory management, customer service and waste minimisation is noted as more beneficial than the identified risk areas. Therefore, the proposed solution is found to be possible and viable in terms of sustainability for the bakery in the long term.



[bookmark: _Toc236671505]5. Implementation Plan 
The tasks have been arranged in an order where careful market research is conducted before implementing any change, and after the same, the impact is carefully analysed. Various managers have been assigned responsibilities depending on their role in the organisation and power, and the scheduling is done in a manner which does not rush through the tasks but completes them effectively on time. This can make sure that the operations can become profitable and that customer service is good. As per Phillips and Klein (2023), integrating change in organisations promotes their growth. Through this, the organisation can take careful data-driven decisions, which can promote the growth of the same and make sure that the change has a positive impact on the company. 


[bookmark: _Toc236671506]6. Key Performance Indicators and Smart Objectives 
KPI
The rise of customer footfall and revenue is the main performance indicator of this plan for Basil’s Bakery. It is going to be proof of high levels of customer satisfaction, which is why it is essential to make sure that this metric is met. As per Singh et al. (2023), customer satisfaction refers to the fulfilment of the expectations of the customers through the services and goods received. Through the application of the AI tools, the customers can be provided with the right services and goods, thereby ensuring that the footfall of the stores rises and simultaneously there is an increase in revenue.
Objectives 
· To enhance the footfall of the customers and grow the revenue of Basil’s Bakery by 40%
· To integrate AI tools for enhancing effective demand forecasting and predicting the market by 30%
· To prevent the turnover of the employees and increase their engagement by 50%


[bookmark: _Toc236671507]7. Summary 
· The main reasons for sales drops are due to changing behaviours by customers and the loss of volume of visitors to retail parks.
· The most highly-scored forecast was provided by AI-driven forecasting.
· Reducing the risks can be achieved through a delayed process of introducing and training the staff.
· The outlined objectives and the Key Points of Improvement give measurable performance targets.
· The chosen solution can enhance the operational efficiency, customer service and long-term sustainability of a business.
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[bookmark: _Toc236671510]Appendix 1: Grid Analysis
	Factor
	Solution 1: AI Forecasting & Operations
	Solution 2: Online Marketing

	
	Weight
	Rating
	Score
	Weight
	Rating
	Score

	Cost
	3
	5
	15
	3
	3
	9

	Operational efficiency
	5
	4
	20
	5
	2
	10

	Customer convenience
	4
	5
	20
	4
	4
	16

	Revenue growth potential
	2
	5
	10
	2
	5
	10

	Ease of implementation
	1
	5
	5
	1
	4
	4

	Total
	
	
	70
	
	
	49


Table 2: Grid Analysis
(Source: Created by the learner)
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Implementation Plan
Name the problem you are solving: Poor customer service
Name the solution you are implementing: Implementing AI-driven forecasting and operations management
	
	WHAT

	HOW
	WHEN

	WHO


	1
	· Conducting market research, including external, competition and internal analysis for understanding the needs of the people and changing market demands 
· Identifying the key AI solutions available for addressing the solutions of the specific company 
· Identifying a technology solutions company which can develop AI tools for addressing the specific issues of Basil’s Bakery
	The first activity to be taken into account is conducting a detailed market analysis, identifying the right technology partner. 

	2 months 
	Senior management of Basil’s Bakery 



	2
	· Integrating the personalised AI solutions into the main processes of the company 
· Managing change in the organisation and ensuring that any fear of change is managed effectively to make sure that employee turnover can be managed 
	After this comes integrating the new software into the company, training workers and managing any resistance to change to make sure that employee turnover can be contained. 


	4 months
	Line managers 

	3
	· Celebrating short-term wins to motivate workers and compensate them effectively 
· Using demand forecasting to moderate the operations of the company to ensure that the needs of the customers can be met 
	It includes rewarding the employees and consistent improvement of the company processes. 
	2 months


	Human resource managers 



	4
	· Monitoring the revenue growth of the company 
· Maintaining a positive relationship with the customers and ensuring that their feedback is collected and integrated into the processes of the company 
	Finally, the impact of the processes on the customers has to be analysed to understand the success of the plan.

	1 months
	Senior management of Basil’s Bakery 



	





Appendix 2: Risk matrix
	Risk
	Likelihood
	Impact
	Mitigation

	High implementation cost
	Medium
	High
	Introduce the AI system in stages
monitor expenditure.

	Staff resistance to new technology
	Medium
	Medium
	Provide practical training 
Clear operational guidance.

	Technical failures or software errors
	Low
	High
	Select reliable software with ongoing technical support.

	Poor demand forecasts during unusual periods
	Medium
	Medium
	Regularly review forecasts 
Allow manual adjustments.

	Data security issues
	Low
	High
	Use secure cloud-based systems with appropriate access controls.


Table 3: Risk Matrix
(Source: Created by the learner)
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