	
	
	



	
	
	




student name: dean kiran	lecturer’s name: chojioke uba
student id: 2520250

Module Title: Problem Solving and Decision Making
Module Code: LCLM 4004 




Assessment: Component 2 Report – Basil’s Bakery

	
	
	



	
	
	




	
	
	



2 | Page

Table of Contents

Contents                              			    			Page Number

Task 1: Overview of Case-study							3
Task 2: Two proposed solutions 							4
Task 3b: Evaluation Results and Justifications					5
Task 4b: Justifications for the Implementation Plan				6
Task 5b: Justifications for the KPI and SMART objectives			7
Task 6: Key Findings 								8


Reference List                                                                                              9


Appendices

Appendix 1: Task 3a: PMI Evaluation Table                                               11

Appendix 2: Task 4a: Implementation Plan                                                 12

Appendix 3: Task 5a: KPI and SMART Table                                             13





[bookmark: _Hlk205982484]Task 1: Overview of Case-study

Basil’s Bakery is a small independent business in Coventry; Basil is an accomplished artisan baker who prides himself on sourcing high-quality organic ingredients for his contemporary styled cakes, pastries and bread. Since 2020, the bakery has seen sales decline and stagnate. Although the bakery had year-to-year growth for an initial 5 years, the number of visitors at the retail park has dropped due to shop closures, redundancies and the rise of hybrid working, reducing daily sales. Many of these factors contribute to the stagnation in sales both internal and externally, externally there is no control but internally I have narrowed this down to two main root causes which are:

1. Website that allows pre-orders.
2. No Delivery Service.














Task 2: Two proposed solutions
Solution 1: Create a Website that provides a pre-order service - Click and collect.
An online ordering platform such as a basic website and mobile application that would enable customers to pre-order without having to try and make a call that may not be answered due to peak times during the day. This directly resolves the issue of long waiting times, missed calls, and missed orders during busy periods. Basil can serve more customers efficiently and reduce frustration whilst increasing sales. It also encourages repeat business from office workers who value speed and convenience. In addition, existing customers who are now working from home could pre-order for collection on days they visit the retail park, helping recover some of the lost footfall. Customers are motivated to shop online because of perceived benefits such as timesaving and convenience. (Waqas, Rafiq & Wu, 2023)

Solution 2: Provide a delivery service: outsourcing companies like Uber Eats, Just Eat and Deliveroo
Basil is unable to leave the company premises to deliver orders directly to himself. Outsourcing deliveries directly solves the problem without disrupting production rather than having to hire delivery drivers and the implemented costs this comes with e.g. travel and insurance.  Working in line with delivery companies expands Basil’s reach beyond declining footfall and creates a new revenue stream. Basil is unable to leave the company premises to deliver orders directly himself, outsourcing deliveries directly solves the problem without disrupting production and having to hire delivery driver and the additional cost this comes with.  This expands Basil’s reach beyond declining footfall and creates a new revenue stream. Even modest delivery uptake could offset rising overheads and stabilize sales. Restaurants and customers are attracted to food delivery apps because of the convenient network they provide and the ability to either earn or save money. (Gordon, Thomas‑Francois & Somogyi, 2026)
 
Task 3B – Evaluation results and justifications

Based on review it has been established the Solution 1: Create a website that provides a pre-order service is the preferred solution. It directly impacts the production line, and business demands by increasing customer outreach impacting sales during low and high peak times throughout the day, reducing customer dissatisfactions for those who have limited time during the workday to visit the bakery i.e. homeworkers. Unlike delivery partnerships, external factors such as quality control risks, delivery fees, mixed up orders are avoided. Pre-order/Click-and-collect possesses significant advantages: for shoppers, added convenience; for retailers, limiting delivery costs, since customers assume the expense of transporting items from the store to the home (Tubridy, 2011). Overall, it provides a low-risk cost effective method for potentially increasing scales.















Task 4B - Justifications for the implementation of Solution 1: Create a website that provides a pre-order service

Initially finding out the base requirements is fundamental knowing what the best platform is to utilize i.e. website or mobile phone application, what’s going to be included and most important the cost, preparing for any shortfalls ahead of time. Once establish the next step would be start setting up the service making sure all required information is present; opening and pre-ordering times, the menus, color schemes pictures of products, contact information etc. Market research alongside the production with in-house staff and some existing customers identifying any knowledge gaps and or system problems resolving before launch ensuring great customer service. Consumer needs and experiences are one of the key elements in decision making processes related to the selection of more efficient communication channels and tools for delivering messages and achievement of the target audience (Davidavičienė, V., Raudeliūnienė, J., Tvaronavičienė, M. and Kaušinis, J., 2019). A soft launch would follow allowing real-time feedback without overwhelming the staff anticipating the increase in sales. The full launch will follow frequent monitoring weekly/fortnightly ensuring continuous improvement and ensuring system software and securities are up to date, giving customer confidence data is stored safely. Early warning can provide opportunity to minimize the negative effects of failure therefore reducing the potential consequences such as loss of supply, production or cost such as ingredients (Davies, Blackmore & Wang, 2015).








Task 5b – Justifications for the KPI and SMART objectives

The success of the online pre-order system will be monitored weekly using sales reports, customer feedback, and comments from staff. The number of pre-orders will be monitored to see if more customers are using the system validating the customer overall experience and number of sales. If pre-orders increase over time, it shows that customers like the new service and find it easy to use. Waiting times during busy periods will be recorded by staff and compared with customer feedback to see if as expected queues have become shorter. Measuring customer satisfaction through simple online surveys and feedback forms. This will help Basil understand what customers like and what improvements to make. If targets are not achieved, Basil can make changes, such as improving the system visibility, accessibility and product reviews, promoting it more through social media and inhouse advertisement, and or offering loyalty discounts to encourage customers to use it more. Weekly monitoring, Basil can ensure the new system continues to meet customer needs, improve the bakery’s service, and help increase sales over time. Customer interactions with an organization's website create opportunities for positive experiences that can lead to long-term relationship building (Rose, Hair & Clark, 2011). 











Task 6 – Key Findings

I. Stagnated sales are linked to reduced footfall, neighbouring shop closures, hybrid working patterns, and rising overheads.

II. Two solutions were proposed: online digital preordering and delivery partnerships.

III. PMI analysis identified preordering as the most cost-effective and low risk option and is the preferred solution.

IV. A structured implementation plan supports smooth adoption for customers and staff members.

V. KPI and SMART objectives provide measurable indicators of success.

VI. The preferred solution results in increases efficiency, customer satisfaction, and sales stability.
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Appendix 1 – Task 3a

PMI Evaluation Table
	Solution 1:
 Create a Website that provides a pre-order service 

	Plus 
	Minus 
	Interesting 

	Additional Sales +5 
	An added operational cost -2 
	Reduces frustrations +5 

	 Adds convenience for customers +5 
	Risk of delays/server crashing -3 
	Customers feedback on what is missing on the website +3  

	Make up for lost visitors +5 
	No everyone is computer literate - 4 
	Possible duplicate orders - 2 

	TOTAL: +15 
	TOTAL: -9 
	TOTAL: +8



Therefore: Overall Total for Solution 1: Create a Website that provides a pre-order service = +14

	Solution 2: 
 Provide a delivery service: Outsourcing via UberEATS, Just Eat etc

	Plus
	Minus
	Interesting

	Additional Sales +5
	Added operational cost -2
	Increase in sales +5

	Adds convenience for customers +5
	Risk of delays -3
	Can operate a rewards scheme after a certain number of consecutive deliveries +3

	Expanding reach of customer + 4
	No everyone is computer literate - 4
	Can partner with local couriers +2

	TOTAL: +14
	TOTAL: -9
	TOTAL: +10




Therefore: Overall Total for Solution 2: Provide a delivery service = +12
Appendix 2 – Task 4a
Implementation Plan
 
The problem you are solving: No delivery or pre-order option.
The solution you are implementing: To launch a local delivery service with an option to pre-order and to implement a reward scheme.

	
	
Task
	
What
 
	
When
 
	
Who
 
	
Done

	1
	

Requirements

	
Establish what is the budget?
What type of platform i.e. Website or Mobile appt? 
What will be included on the website/Appt? 
	 
Week 1
 01/08/2026 – 08/08/2026
	 
Basil and staff
 
	 
 
 

	2
	 
System set up and testing
	
Set up menus and pricing 
collection times, and order limits. 
Conduct testing with staff and selected customers.
	 
Week 2-3
 10/08/2026 -23/08/2026
	 
Basil and staff 
	 
 
 

	3
	
 Staff Training
	
Order management.
Troubleshooting.
Customer communication.
	 
Week 4-5
 30/08/2026 – 10/09/2026
	 
Basil and staff 
	 
 
 

	4
	 
Launch and Monitor
 
	Promote in-house, social media and email marketing 
Review order volumes week-to-week.
Customer feedback and operational performance updating software where necessary 
	
Week 6 
15/09/2026
	 
Basil and staff 
	 
 





Appendix 3 – Task 5a
 
KPI: Increasing Number of sales via Online Pre‑Orders 
This KPI directly measures the adoption of the new online pre-order system and its impact on sales.

	Specific
	Measurable
	Achievable
	Relevant
	Time-Bound

	
Increase weekly sales by providing customers with an online pre‑order service to strengthen and reduce waiting times.



	
Achieve at least 200 pre‑orders per month by monitoring weekly sales.


	
Based on current footfall and customer interest, this target is realistic. Promote the website via social media in-store advertising and email marketing to existing customers. 




	
Pre‑orders support operational efficiency and customer satisfaction directly addressing the problem of stagnated sales.





	
Reach the target of 200 sales per month minimum within 12 weeks of launching the website.






	
	
	



