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[bookmark: _Hlk205982484]
Overview of Case-study
[bookmark: _Hlk205979492]The case study Basil’s Bakery is a small company which produces pastries, cakes, Bread and other bakery products. The bakery is famous for its special ingredients the office worker, warehouse worker regularly buy the launch from the bakery. After the covid -19 people’s preferences have been changed. Most of the regular customers been redundant. And some work from home.so, the sales have been stagnated since then. As the sales figure suggested there was 25% sales decrease since the shop opened at 2015. Basil’s customers have been asking for online services or pre-order system. But doesn’t provide this. That’s why the root cause is decrease in sales/ stagnated sales. Issues that are contributing to the root cause are old machinery, no online delivery system, and increasing competition after covid. Also, there are not many customers returning to the shop regulars there is low customer loyalty.
[bookmark: _Hlk205982497]The two Proposed Solutions for Basils bakery would be: to provide online delivery option. Another one would be run a customer loyalty program.
Online delivery could help sales stagnation by increasing its customer reach and making its products more convenient to reach. Customers would buy the product without vising the shop physically. Which will increase the number of sales and orders. Can also provide opportunities to provide discounts and special offers. Which will encourage repeat purchases and contribute to increasing sales. (statisa,2024).
(Deliveroo Plc, 2026) states that its platform helps food business reach new customer and boots sales through online strategy.
Another is loyalty program which can influence buying decisions and customer engagement through purchases and exchange them for discounts, free products and special offer. This could increase sales and repeat purchases. (Burns Pierce and Abdel motaal, 2024).
Improving customer service would increase customer satisfaction and encourages repeat business and positive word of mouth. Expanding online ordering and delivery would reach more customers and provides convenient way to buy the products. 


PMI evaluation see 3(a) appendix 1

3 (b) For basils bakery my PMI analysis shows that customer loyalty programme is better solution than online delivery. Because it focuses more directly on retaining customers. And encouraging repeat purchases and build long term customer relationships. Burns, Pierce and Abdel Motaal (2024) states loyalty programme can encourage desirable customer behaviour maintain engagement and generate ahigh investment. 
PMI for online delivery:
The PMI +18 score because:
PIUS (+) for online delivery because it can improve convenience, expand market reach, increased sales, and support inventory planning research indicates that usefulness, trust, accurate product information. Can determine the customers intention to use the food delivery service.   
Minus (-)   The PMI (-9)            
I gave minus 9 points because Its success depends on controlling delivery delays operating costs. Staff accuracy and staff readiness.



Interesting (I)  
Finally, I gave plus 18 interesting points because its strongest approach would be to introduce online delivery with real time stock updates employee training and clear delivery time estimates.


PMI for customer Loyalty Programme:
For Basils bakery I gave plus 18 points, 8 minus points and 19 interesting points in my PMI. Plus 18 were given because the loyalty program can increase sales, repeat purchase, improve customer loyalty, and strengthen customer relationship and help business to compete with other business.
Minus (-) I included 8 minus points because there are some disadvantages such as the cost of setting up the programme staff training reduced profit margins from discounts. And the possibility that some customer may not participate.
Interesting(I) I gave 19 plus because the programme provide useful information about customer buying behaviour. Allows business to offer personalized promotions and provide special rewards such as birthdays.

4 (a) see appendix 2                                                               
         



4 (b) For basils bakery the implementation can be explained and justified as follows:
Implementing Customer loyalty implementation plan in 4 a) appendix 2 is designed to solve basil bakery’s the main problem sales stagnation by encouraging customers to make repeat purchases. In first week, basil will conduct a research, collect feedback from the team develop and design the program and decide what rewards will receive. Such as points, discounts, or free products. In second week the bakery will choose and set up a loyalty card or digital system. Develop strategy and loyalty team. third week staff will be trained so, that they can run the program correctly and record the customer points. Week 4 the bakery will promote through social media store advertising as well. Week 5 would be officially launching of the programme and customer could start joining. Six week and later would be monitoring. Repeat purchase and customer feedback, review result and improvements necessary.

As in justification of the task market research comes first, because the decisions would be based on customer needs and preferences.
Second would be strategy development to ensure clear objectives before implementation.
Third would be staff training and product development because staff need to prepare before launching the changes.
And finally, activities are launched after preparation and monitor because the bakery must oversee the solutions have improved the sales and customer satisfaction.

As the manager Basil   oversees the whole activities, the marketing team promotes customer engagement and bakery team would focus on production, whereas finance team would monitor the cost and sales performance.
A well-designed loyalty program can help business develop stronger relationships and increase customer lifetime value. (Kumar and Reinartz, 2016).

5 (a) see appendix 3
(b)
	KPI
	Smart Objectives
	Justification

	Increase Monthly
	Increase target sales
	Proposed solutions

	Increased Sales
	By 25% with in six months from start of the loyalty programme.
	Well Managed.

	Increased number of activities.
	Increase target customers.
	By Promotional activities.

	Number of customers.
	By 40% within six month of start.
	Well Managed 

	Improved customer flow.
	Achieve 90% customers.
	Repeat purchase build.

	satisfaction
	Feedback within six months.
	Reputation, mouth to mouth publicity.

	Improved Loyalty Programme.
	Register 1000 customer in three months.
	Repeat Purchase, and membership. Loyal customers.



The objectives are specific because they identify exactly what basils bakery wants to improve, such as repeat purchases and sales. They are measurable because each objective has percentage, number or target that aca be monitored, the are achievable because the targets can be reached through rewards, promotions and regular monitoring. They are relevant because increasing repeat purchases, customer retention and sales directly addresses Basil Bakery’s problem of sales stagnation. Finally they are timebound because each target has a clear deadline of 3 or six months.
Therefore these smart objectives provide Basil’s Bakery with clear evidence to determine whether the customer loyalty programme is actually solving the sales problem.
The KPI finding support customer loyalty programme as the preferred solution because it targets repeat purchase and customer retention. Research published by Havard Business Review reports that increasing customer retention by 5% has been associated with profit increases of 25%-95%(Gallo,2014).
Key Findings :
[bookmark: _Hlk208302504]
Decline sales being a main problem.
Customer preferences are changing.
Customer loyalty needs to improve/ weak market
Reduced customer footfall.

A customer loyalty app could help Basil’s Bakery increase customer retention and repeat purchases. Customer can receive points, reward, and personalised offers encouraging them to return frequently. The app can also provide useful customer data, helping the bakery understand buying behaviour, ultimately supporting sales growth.
The key findings indicate that the customer loyalty programme is the most suitable solution for basil’s bakery because it can repeat purchase’s, improve customer retention and encourage customer spending. Loyalty programmes have been associated with customer retentions and repeat purchase intentions. (Bolton, Kannan and Bramlett, 2000).
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Appendix 1 – Task 3a

PMI Evaluation Table

	Provide the Name (for Solution A) online delivery

	Plus
	Minus
	Interesting

	Improves customer        +5                                         satisfaction                                                             
	                      -2
	+4

	Increases productivity    +4

	                      -2
	+4

	
Increase sales                +4
	                      -3
	+5

	
Better inventory control  +5
	                      -2
	+5

	
TOTAL:                     +18
	
TOTAL:      -9
	
TOTAL: +18



[bookmark: _Hlk210816971]Therefore: Overall Total for online deliver (for Solution A) = +18-9+18 = +27

	Provide the Name for Solution B customer loyalty program

	Plus
	Minus
	Interesting

	Improves customer        +5    satisfaction
	                                     -2
	+5

	Increases productivity    +4

	                                     -2
	+4

	
Increase sales                +4
	                                     -2
	+5

	
Better inventory control  +5
	                                     -2
	+5

	
TOTAL:                    +18
	
TOTAL: -8
	
TOTAL:  +19



Therefore: Overall Total for Loyalty program (for Solution B) =  +18-8+19 = +29

[bookmark: _Hlk219478739]

Appendix 2 – Task 4a
Implementation Plan

 The problem we are solving Sales Stagnation 
 The solution we are implementing Customer Loyalty programme
	
	Task
	WHAT

	WHEN

	WHO

	Done

	1
	
Design the loyalty program

	
Computer and budget.

	By Week 1


	Basil


	Decide reward discount and points. Set budget.



	2
	Create loyalty app.


	
Printing material and software.

	
By week 2

	
Marketing Team

	
Design and set digital system.


	3
	Train staff


	
Training material

	
By week 3/4

	
Basil

	
Explain staff and train to register customer points.


	4
	Launch Loyalty program/feedback & Monitor


	Loyalty card and database
Sales report


	By week 5/6


	Basil


	Advertise through social media, Stroe promotion.
Compare sales data with last year’s sales report.
Collect data and review if it is working.





Appendix 3 – Task 5a

The Key Performance Indicator is: 

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	

Increase repeat purchases by introducing loyalty program




	

Achieve 40% increase and gain 1000 loyalty program members.



	


At 40% increase is realistic through reward and discount and points.


	


More repeat customer retention would help for returning customer.


	



Achieve these targets within 6 months of launching the program.
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