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INTRODUCTION 
Task 1: Overview of Case-study
Basil runs a small independent Bakery in a Retail park in Coventry.  He is an accomplished artisan baker, using organic ingredients to make his pastries, breads and cakes.  His customers are more often locals from the area, who works in nearby warehouses, offices and the very retail park his business sits in.  
Basil opened his business in 2015 and enjoyed success, with his sales steadily growing through the years until 2019 when the COVID pandemic caused a shift in consumer spending habits due to changes implemented to restrict the spread of the virus. And while sales recovered somewhat, they never got back to pre-pandemic figures as he documented a 25% stagnation below his 2019 figures.
This due to redundancies, reduced footfall, empty shop spaces, remote working by a number of persons, a failure to automate and an increase in his operational cost, Basil is now force to seek advise on how best to sustain his business, as he recognises that this way of operating is no longer viable.
If he is to survive, he will need advice on how best to adapt.









METHODOLOGY 
Task 2: Two Proposed Solution
Basil is faced with two (2) growing threats:
1. Declining footfall from persons working in or around the area or visiting the retail park which was key to his growing success pre pandemic
2. The increase in overhead cost which he seems unable to meet due to declining sales and the lack of a viable technology that could help and reach clients who no longer make the journey to the retail park making his job of focusing solely on creating his products a lot easier.
“While it is true that food delivery platforms are a novel phenomenon, their presence was barely noticeable until the COVID-19 pandemic struck and a state of emergency was declared”.  Petrovic, 2023).  Looking at a delivery service as a solution to Basil problems is one way forward. These two (2) problems highlighted are somewhat entwined in that if Basil was to employ a delivery service (eg) Deliveroo or Uber eats and create a working website for a nominal fee he can then reach the clients he has lost as well as gain new potential clients.  The website saves time as he does not have to be answering the phone which is mentioned he is struggling to keep on top of, clients would be able to customise their orders and this cuts down on waiting time as persons will have a more realistic idea of timeline for product.  The delivery service answers those persons who have asked for this, those now working from home, those not wanting to wait in long queues. This service can also grow the business as the far-reaching implications of this is untapped.  Monies gain from this venture will help offset the rising overhead and reduced the chance of seeking cheaper alternates instead of his organic produces which he uses.











FINDINGS/RESULTS 
Task 3b) Evaluation Results and Justifications
If the above solutions of a delivery service and a well thought out website service are implemented then it is likely that sales will improve as Basil is again able to sells to previous clients as well as make new clients through the use of these delivery service and his online website.  It saves him time as he does not have to answer the phones and where he is potentially missing out on business opportunities from not being able to take these calls.  Through the use of a properly managed website this would cut down on customers wait time and manage clients’ expectations around delivery time thus reducing a rush and the stress on his time to prepare his products.  Again, while both works in tandem, it can be argued that creating the website which clients have asked for, would save him time and money if he was to go with this option only and offer what could be a click and collect service thus negating the need for delivery, should clients wish to travel.  “...Specialty… retailers experienced thousands of store closures and significant business disruption as consumers cut non-essential spending and made the sweeping shift to online shopping…” (Brams, 2020)  It is evident that big business and small businesses were all affected during covid and a number did not survive the pandemic. Changes were necessary and a lot in co-operated online as a way of maintaining their clients.
As with most delivery service there might be inherent cost attached that customer may not want to pay speaking to Basil already rising overheads that he is having to contend with.








DISCUSSIONS
Task 4b) Justifications for the Implementation Plan
Setting up a website is fairly easy and cheap. (Cvetkovic, May 20) This is also something Basil can outsource for a one-off fee or a monthly subscription fee just so as to have a professional look and feel or if necessary, he can invest a little bit of his personal time and effort into creating one by himself.
This website would allow Basil the freedom to fully focus on product creation, not having to answer the telephone, not worry about customers being put off by long queues, not having to pay for a delivery system thus contributing to his already rising overhead, not having to hire additional help, giving him more freedom to also try new approaches or experiment with new designs, customer can experiment by mixing and matching (customize) from the website as they are able to readily see all products on offer versus having to ask at the till point.  
Having a good functional website does three (3) things 
1. Informs
2. Educate
3. Entertains: this helps to create excitement, as information is ready in a flash which persons may find entertaining and buy solely on that merit.









Task 7) Key Findings : Review your report
The lockdown of 2019 cause a significant change in the sales and profits of Basil bakery.  Basil Bakery it would seem is in imminent threat of going under unless a solution to deal with his declining sales is addressed.
Personally he cannot solve the problems of the redundancies facing clients in his immediate environ, or the closing of shops in the retail park, or overheads that he is now having to deal with.  He however will have to change how he operates and in so doing needs to look at all these problems and tackle them from outside the sphere of his control.  This means
1. Persons who are made redundant may not have resources to continue to buy his products.  So offering cheaper may be a solution. 
2. Shops that have close means less foot traffic therefore getting to persons where they are is another solution to keeping his client base
3. Overheads can be managed through a more efficient and less waste line approach, hence making products to order should help reduce operational cost.










RECOMMENDATIONS
Task 5b) Justifications for the KPI and SMART Objectives
· NOTE: Based on the KPI and SMART Objective table you provided in Appendix 3:
· Explain and defend the Key Performance Indicator you have proposed.
· Explain and defend each of the SMART objectives you have proposed. 
· Approximately 200 words
It is important to note that business for Basil has changed and a new approach will be necessary for its viability.  Basil will need to employ new approaches to how he decides to conduct business should he decides to continue creating his artisan bake products.
As outline by this report, the approaches before Basil is 
1. Creating an online presence 
2. Offering a delivery service
If he went for the recommended Online presence and created a viable working website the following are likely to follow
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Appendix 1 – Task 3a

PMI Evaluation Table

	Provide the Name (for Solution A)  Creation of a website for click and collect

	Plus
	Minus
	Interesting

	Frees up Basil to focus on creating his products
	May have little quality time for self
	Potentially reaching new clients 

	
Can be free of charge to create if Basil is willing to invest some time.  But for a professional it will cost initially
	Adds to overheads initially and with declining sales may not want to invest.
Needs to be a good website for persons to want to visit
	Client will need to be aware of website in order to visit and support business

	
Customers can create their orders online which can lead to the creation of a new product for Basil as a business
	A successful website can lead to a rush and an over demand, and with Basil being the only person working in this business can be stressful on his time
	Pre- ordering can help Basil to plan more efficiently thus saving on time and money in the long run

	
Can eliminate long queues
	Older persons who may not be tech savvy may not want to use this as a way to purchase products
	Some clients prefer face to face or speaking to humans versus technology. This will need to be very user friendly in order to want clients to visit and use.

	
TOTAL: 
	
TOTAL: 
	
TOTAL: 



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





	Provide the Name for Solution B Delivery Service 

	Plus
	Minus
	Interesting

	Reaches clients far beyond the parameter of the retail park in an organised timely fashion. 
	Cost may be associated with delivery to a certain radius.
Delivery services sometimes can be a problem as your product can be damaged in transit

	Possibilities to grow client base beyond the Retail park.


	Doing away with having long unnecessary queues
	Not getting to know clients on a one to one basis
	There is more of a sort of automaton approach which gives this a seamless approach

	Not having to worry about hiring additional support, as delivery company does this bit for him

	Third party delivery service often concern themselves with time and not quality of service, thus Basil again can loose if clients are put off by presentation
	Profit margins are protected if delivery is effective and efficient.

	Delivery service has a time element which helps Basil work at a more stress free pace

	Still the only person doing the work so cannot take sick day off
	When he is unable to work due to unforeseen events like sickness this will impact his business

	
TOTAL: 
	
TOTAL: 
	
TOTAL: 



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






Appendix 2 – Task 4a Task 4b) Justifications for the Implementation Plan
 
Implementation Plan

Name the problem you are solving: Declining sales due to lack of clients and automation
Name the solution you are implementing: Website Application (click and collect and Delivery service)
	
	WHAT

	HOW
	WHEN

	WHO


	1
	Establish a user friendly Website, customizable so clients can order their products online

	Find a low budget web designer who will help you set up website, within budget

	Earliest time possible.  But allow yourself time to set up, trial and get feedback so as to revisit and tweek if necessary
	This impacts Basil, website domain and clients 



	2
	Utilizing delivery service for reaching clients 

	Established delivery agents such as Deliveroo or uber eats 

	Once website is functional 


	Serving bakery and clients



	3
	


	


	


	



	4
	


	


	


	








Appendix 3 – Task 5a

The Key Performance Indicator is: Basil Online Orders

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	This helps to document an estimated amount of products Basil should be producing daily, ensuring his perceived walk in clients backed by his online orders are being met






	Online orders helps Basil to forecast as it shows a more timely and realistic growth so Basil will be able to further determine how much more of an increase he needs to be adding to accommodate walk in clients. Walk in clients aren’t guaranteed, but once an order is placed online this is guaranteed.
	Seeing the frequency of what is preferred Basil is able to put a timeline on how many products he is able to produce over a given period and therefore set his schedule around a more realistic timeline given he is the sole employee and everything depends on him 





	If the Online Order works, clients are again buying through this process this will solve a number of problems presently facing Basil, such as not being able to answer phone calls, persons not wanting to wait in queues, staff working from home can again be furnished with Basils products and this will help reverse the declining sales





	A fully functioning website catering to this Online market should start seeing results in a matter of weeks. Basil however would need to give himself a month or two in order to see a reverse in fortune as depending on website success and traffic it could take this time to realize profit. This is worth analysing at the end of each week to see where if necessary he has to tweek.




