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[bookmark: _koaoq0zasocw]Task 1: Overview of the case study
Basil’s Bakery is a small artisanal bakery that operates within a retail park in Coventry, UK. The company started operating in 2015 and was growing steadily because of its quality organic products and customer loyalty. However, since the outbreak of the COVID-19 pandemic, the company witnessed a drop in sales and customers’ footfall as its income decreased by about 25% in comparison to 2019. There are many reasons for that decline in customers' traffic, which include a reduction in customers’ activity within the retail park, people working from home, high costs, shop closures near the bakery, and a lack of modern customer services in terms of ordering and deliveries.
[bookmark: _eigbstiyz00u]Task 2: Two proposed solutions
[bookmark: _b2b1seqdz512]Proposed Solution A: Order Online & Deliver
A proposed solution to address the problem facing Basil’s Bakery would be to incorporate an online ordering and delivery system. Consumers will be able to order products online via a website or app, and have them delivered to their home or office. The advantage of incorporating this solution is that it will allow Basil to reach consumers who no longer visit the retail park, such as teleworkers and former retail employees. Also, an online ordering system will make Basil’s products more accessible and convenient to consumers. Digital business strategies, as explained by Kraus et al. (2022), can enable businesses to grow and compete effectively.
[bookmark: _u4vrxcygm0pk]Proposal for Solution B: Pre-Order and Click-and-Collect Process
The second solution that can be suggested is the use of the pre-order and click-and-collect process. Customers can pre-order their products and get them delivered according to a previously agreed schedule without spending time in queues. The introduction of such a process will bring more convenience to clients and increase productivity by enabling Basil to better organise the manufacturing process. Besides, the proposed solution will enhance the level of customer satisfaction and make the process of visiting the bakery less complicated due to shorter queues. According to Rane, Achari, and Choudhary (2023), improvements in customer service and experience contribute to the growth of loyalty and the overall success of enterprises.
[bookmark: _3a32nobeugcf]Task 3b: Evaluation, Result, and Justification
From the PMI analysis provided in Appendix 1, it can be seen that the solution that is most suitable for Basil’s Bakery is the Online Ordering and Delivery Service. Both services have some advantages; however, the delivery service was evaluated to have an advantage based on the fact that it solves the main issue faced by the bakery, which is a lack of customer visits leading to low sales. Criteria considered in the evaluation process include customer reach, cost, convenience, sales potential, and sustainability. Weightage was given to customer reach and sales due to the need to make up for the revenue losses and gain back customers who rarely visit the retail park.
The online delivery service provides the opportunity to increase the customer base through wider customer reach, even as it changes the behaviour of consumers affected by the pandemic (Young, Soza‐Parra and Circella, 2022). Despite having increased costs at first, there will be benefits gained in the future.
[bookmark: _tmidj5gxc50v]Task 4b: Justification for the implementation plan
The implementation plan follows a reasonable flow, whereby each phase must be done in order to realise the smooth implementation of the online ordering and delivery system. Phase one will involve market research to find out what customers want from the new service. The reason is that without having an idea about customers' expectations, it is quite difficult to make the right investment decision in the first place (Che Hassan et al., 2023). The next phase is to actually implement the online ordering and delivery system. This means designing the ordering system and organising the delivery system accordingly. Afterwards, employees will be trained and tested. Finally, the system will be marketed. Each responsibility was assigned based on people's capabilities. For instance, Basil is responsible for operations, while the external web developers and deliveries will handle their respective areas of work. Timing for each phase is quite realistic because it will take time to implement the new system and avoid operational difficulties.
[bookmark: _6xytrzwdjoji]Task 5b: Justification for the KPI and SMART objectives
Sales revenue per month is the chosen Key Performance Indicator since it is the measure to show the improvement in business performance from implementing the proposed solution. Sales revenue is a good KPI since it indicates consumer demand, buying behaviour, and overall business growth. The tracking of sales revenue figures will help Basil understand whether the implemented solution is helping her business grow through higher revenues (Oliveira, Maksim Belitski, and Perez-Vega, 2025). All SMART objectives are meant to create clear, attainable and measurable goals for Basil's Bakery. The objective to increase sales by 15 per cent within six months is specific and measurable since it is possible to monitor the results using financial data. The goal of getting 50 orders via the delivery service weekly is attainable since the delivery will attract more customers to the store. Moreover, to reduce customer waiting time by 40 per cent is relevant since consumer convenience was one of the important aspects to improve in this case.
[bookmark: _73m7fyhz7djl]Task 6: Key Findings
· There have been considerable falls in the sales volume and number of customers visiting the bakery as a result of the changes brought about by the Coronavirus disease.
· The business model of Basil’s Bakery is not well-suited to current customer requirements in terms of ease of access and services.
· Two strategies were recommended for addressing this challenge; they include having an online order and delivery service, and also a pre-order click-and-collect service.
· After performing the PMI analysis, it became clear that the most appropriate strategy for the business is that of online order and delivery due to the ability to generate more sales and reach out to a wide range of customers.
· The implementation, KPI, and SMART objectives offer guidelines for evaluating the performance of the business in the future.
[bookmark: _rdj9304i3fvh]
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Appendices
[bookmark: _lyo5s35f3yyu]Appendix 1: 3a. PMI Evaluation Table
Solution A: Online Ordering and Delivery Service
	Plus
	Minus
	Interesting

	Increases the customer base outside the retail park
	Costs incurred while setting up the service can be high
	An opportunity to cater to new customers

	More convenient for people working from home
	Increased work burden due to the delivery service
	Future scope for further growth in the business

	Provides better earning capacity and sales
	Training required for employees
	Good for enhancing brand reputation

	Adaptable to changes in consumer behaviour
	Delivery problems may arise
	Could provide scope for gathering consumer information


Table 1: PMI Evaluation table for solution A
(Source: Self-Created)
Total Plus: 8
Total Minus: 4
Total Interesting: 6
Thus: Overall total = 10
Solution B: Pre-Order and Click-and-Collect System
	Plus
	Minus
	Interesting

	Decreases customer wait times
	Dependent on customer visits to the retail park
	Less complicated than delivery services

	Enhances customer satisfaction
	Poor capacity for acquiring new customers
	Can be used for operational planning

	Allows efficient management during peak periods
	Does not increase sales by much
	Ability to test digital ordering systems

	Less expensive to set up
	Needs technological expertise and proper coordination with staff
	Can eventually lead to a delivery service


Table 2: PMI Table for solution B
(Source: Self-Created)
Total Plus: 7
Total Minus: 5
Total Interesting: 5
Thus: Overall total: 7
[bookmark: _dgx0b781nxg7]Appendix 2: 4a. Implementation plan
	Task
	WHAT
	WHEN
	WHO

	1
	Market research to find out customer demands and their modes of delivery
	Week 1
	Basil and Business Consultant

	2
	Creation of an online order system and setting up of delivery arrangements
	Weeks 2-4
	Web Developer and Delivery Service

	3
	Training of employees and testing of the order and delivery system
	Week 5
	Basil and Employees

	4
	Marketing campaign via social media and local advertisements
	Weeks 6-7
	Basil and Marketing Help


Table 3: Implementation plan
(Source: Self-Created)
This implementation plan has been developed in order to ensure that the implementation of the online ordering and delivery services is achieved successfully. First of all, there will be a determination of the needs of customers before implementing the changes. After that, the digital infrastructure will be developed to provide customers with the proposed services. There is a need to train the employees and test the entire system to prevent any difficulties. At last, marketing activities will be initiated to promote the newly established services.
[bookmark: _1y0qa59eupxk]Appendix 3: 5a. Key performance indicator and SMART objective
In this scenario, the key performance indicator is the monthly sales Revenue
	SMART Criteria
	Objective

	Specific
	To boost sales at the bakery by setting up an online order and delivery system for both local and non-local customers.

	Measurable
	Aims to generate 15% growth in sales revenue each month and record a minimum of 50 orders weekly through the online system

	Attainable
	The objective is attainable because the bakery already has loyal customers and enjoys high-quality products within the local region.

	Relevant
	The objective targets the identified problem faced by the business, which is a decline in sales and patronage.

	Time-Bound
	To attain the objectives within six months of establishing the online order and delivery system.




