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[bookmark: _Hlk205982484]
Overview of Case-study
I will be providing a case study in the business of Basil’s Bakery and the problems the business is facing. In my findings the problems that are facing Basil’s Bakery is the decrease in sales. The problem occurred during the pandemic which impacted the business as it lost 25% of its sales. What contributed to the decrease in sales, obviously the restrictions that were placed on the public so that decreased the footfall in the retail center. More people were working from home due to the restrictions, retail shops around the bakery were closing down regularly which again meant less people were visiting the retail center. The lack of services like delivery and pre-ordering were not available, which also contributed to the lack of sales. And the increase in overheads also contributed to the lack of sales.
[bookmark: _Hlk205979492]
(M. Kupp, U. Mueller, 2024).
[bookmark: _Hlk205982497]Two Proposed Solutions
Delivery service- Solution A Proposal
I would like to propose a delivery service as one solution to increase the sales of Basils Bakery. As there are restrictions and less people are coming out it makes sense to introduce a delivery service where the customer can place their food order via online or over the phone and it can be delivered directly to the customers’ homes. This I believe will help with the increase in sales because customers will not need to leave their homes to get their food, Basil will also be able to keep its regular customers and potentially gain a lot of new customers.

Pre order service- Solution B Proposal
[bookmark: _Hlk205980222]I would also like to propose a pre-Order service as another solution to increase the sales of Basils Bakery. Due to long waiting times in the store this is a perfect solution to cut that out as their orders will be ready and the customers will only need to pop into the store to pick up their orders. This I believe will make the operation smoother as you will know when to get the orders ready, it will also help to keep the regular customers onboard and again potentially gaining new customers as it is a very easy and comforting solution.

Evaluation Results and Justifications
Based on the results from my PMI Evaluation provided in Appendix 1 solution B which is the pre order service suggests is the most appropriate solution to progress with for Basil’s Bakery going forward. The main criteria I used was the customer point of view because they are the most important factor to making the business grow and sustainable. The main attribute is will the customer be happy with this solution and as customers have recommended this solution before I believe they will. The reason the customers mentioned this solution was because of long waiting times and obviously due to the restrictions placed on them during the pandemic. I believe this solution will have a positive impact on the business as it will cut out on waiting times and you could also plan your orders during the day and during store orders as you will have an idea of the times and sizes of orders.
(L. Wood, C. Eveleigh, M. Dixon, E. Dunstan, K. Salim, 2022).

Justifications for the Implementation Plan
[bookmark: _Hlk205981406]The hiring of a member of staff will help Basil around the store and also help on the new pre order service system. The reason for hiring a staff member is because of the introduction of the new pre order service system work will be busier and it will be too much to handle for Basil on his own. With an extra pair of hands, they can take and complete more orders which will gradually increase the sales of the store. And with the training given by Basil himself the quality of goods will be consistent and delivered from the same method and quality which will help keep the regular customers and hopefully gain new ones. As we will be hiring someone with experience and background of working in a bakery it will save time on the training also, which in effect it will mean they can start working almost immediately and implement the new pre order system and drive up the sales almost instantly.



Justifications for the KPI and SMART Objectives
[bookmark: _Hlk205981688]I have decided to introduce a new pre order service system, this will enable customers to pre order their orders indicating what time and date they would like to collect their orders this will enable less waiting time for the customers as their order will be ready and also getting used to life after the restrictions that were placed due to the pandemic. This is also another channel to generate sales from and taking on board the customers preferences as they were the ones who put the idea forward. It will also give us a measuring stick to see if the new system has increased or decreased the sales and to see what percentage repeat orders are. The hiring of a staff member will help to increase the order intake and increase sales. The hiring of an experienced staff member is key because it will enable us to implement the new system almost immediately as they will be ready to start immediately. The waiting time also will decrease with another pair of hands to help with the orders. The training that will be provided by the store owner himself will enable that the quality and standard of the product is consistently and regularly of the highest and same quality.

Key Findings
This report will help Basil’s bakery to not only get back to the business it was before the pandemic lockdown but to improve the business overall.
· Increase of sales which is vital for the business to keep going and recovering from the pandemic lockdown.
· New pre order service system will increase sales, adjust customers to life after lockdown and reduce waiting times.
· Hiring of staff will help Basil in the store increasing the production of the product and reduce waiting times.
· [bookmark: _Hlk208302504]The training that will be provided by Basil will enable that the product is consistently the same standard as the customer expects.
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Appendix 1 – Task 3a

PMI Evaluation Table

	Delivery service for Basil’s Bakery

	Plus
	Minus
	Interesting

	Increase in sales. +5
	Hiring extra staff. -4
	Late food arrival. -2

	Keep regular customers. +5

	Overwhelmed with orders. -3
	Customer comfort. +5

	Gain new customers. +5

	Quality decrease. -5
	Gaining young customers. +3

	Phone and online options. +3
	Lack of customer interaction. -3
	Losing old customers. -2

	
TOTAL: +18
	
TOTAL: -15
	
TOTAL: +4



Therefore: Overall Total for Delivery service = +7


	Pre order service for Basil’s Bakery

	Plus
	Minus
	Interesting

	Increase in sales. +5
	Hiring extra staff. -4
	Less waiting time. +3

	Keep regular customers. +5

	Overwhelmed with orders. -3
	Customer comfort. +5

	Gain new customers. +5

	Quality decrease. -5
	Gaining young customers. +3

	Phone and online options. +3
	Effect on store orders. -2
	Losing old customers. -2                                              

	
TOTAL: +18
	
TOTAL: -14
	
TOTAL: +9



Therefore: Overall Total for Pre order service = +13
(D. Hill, 2019).

                                                                                      Appendix 2 – Task 4a
Implementation Plan
Name the problem you are solving: Decrease of sales.
Name the solution you are implementing: Pre order service.
	
	Task
	What

	When

	Who

	Done

	1
	Advertise job vacancy stating need someone with experience in baking, customer service and is IT competent.
	Post on social media and job searching websites.


	Immediately as there will be interviews to be taken and training of the online system also needs to be delivered.

	Basil the owner of the bakery.


	Hire a staff member with experience mainly in baking.  



	2
	Provide training on pre order service system.
	How to take orders on the phone and computer.
	Immediately.


	Basil the owner of the bakery.
	Completion of an order over the phone and computer.

	3
	Increase in sales.
	Taking more orders over the phone and computer.                              
	Should start seeing increase of sales immediately but gradually at first.
	Basil the owner of the bakery and the staff member.
	When you have regular orders from store, over the phone and online.

	4
	Keeping and gaining new customers.

	Making sure the quality is consistent.
	At all times as there is no room for errors on a regular basis.
	Basil the owner of the bakery and the staff member.
	When you have regular repeat orders.



(B.George,2021).



Appendix 3 – Task 5a

The Key Performance Indicator is: The increase of sales.

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Introducing a new pre order service system to increase sales and taking on board the customer preference. Hiring an experienced member of staff to help out in store and the new pre order service system.





	By comparing the sales taken before and after the new pre order service system was introduced and the hiring of staff. Also, the direction of sales and where they are mostly coming from and repeat orders is a good point also to measure.





	With hiring an experienced baker and training also being delivered by Basil the store owner himself the quality should be attainable on a consistent and regular basis.





	With the new pre order service system it will be another channel to generate income from and gradually increase the sales of the store. The hiring of staff will mean more orders being made again increasing sales.





	The new staff member will be experienced in bakery so that will save time on training. The orders on the pre order service system will come in automatically and what time they need to be ready again saving time. The customers who pre order will not have to wait around as their order will be ready.








(Z. Ishak, S.L. Fong, S.C. Shin, 2019).
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