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Introduction
 
[bookmark: OLE_LINK8][bookmark: OLE_LINK56]Making effective decisions and finding solutions to problems are important managerial functions that enable businesses to make essential decisions and develop in a competitive environment. Audia et al. (2024) emphasise that effective decision-making and problem-solving are important for organisations to deal with challenges and improve their performance.
 Problem-solving is the process through which issues that prevent an organisation from developing are identified, analysed and resolved. Choosing the best option involves selecting the most suitable alternative from several available options. Simon (1979) highlights the fact that an organisation’s results are influenced by managers’ ability to make decisions based on the information available and to analyse the existing alternatives. The choices and decisions made have a direct impact on customer satisfaction, performance and the long-term sustainability of the business.
Problem-solving begins by identifying the issues that negatively affect the organisation’s activities and performance. Once the problem has been identified, after managers have gathered information, they consider potential solutions, analyse them and choose the best one. Simon et al. (1987) argue that effective problem-solving consists of setting objectives, developing possible courses of action and choosing the best option.
Decisions made in a business environment are very important, as they can affect customer satisfaction, result in financial losses or even lead to the failure of the business itself. Drucker (1954) highlighted that managers have the fundamental responsibility of making decisions that should achieve a good balance between rational analysis and practical application, while also contributing to organisational effectiveness.
The current report investigates the obstacles faced by Basil’s bakery, examining the nature of the problems affecting its operations and analysing two possible solutions. A PMI analysis is used to determine the best option, followed by a risk assessment, an implementation plan and key performance indicators (KPIs).



The Scope and Nature of the Problems Faced by Basil’s Bakery

Basil is a small artisan bakery offering 100% organic bakery products, located in a retail park in Coventry, UK. Having experienced success and continuous growth since its opening in 2015, sales stagnated during the period 2023–2025 at a level approximately 25% lower than that recorded in 2019.





Internal Problems 

1. Lack of delivery services

· Customers who have adopted hybrid working or those who no longer visit the retail park.
· The bakery is missing important opportunities to optimise its profit


2. Lack of an efficient system for taking advance orders.
· The waiting time for serving is too long.
· Due to the baking activities, Basil is unable to answer telephone calls to take orders
3. Increase in operating costs
· The costs associated with rent, utilities, insurance and business-related taxes have increased
· Organic sourcing causes unpredictable cost fluctuations
              External Problems 
1. Decrease of the number of visitors to the retail park 
· The number of visitors is significantly lower compared with the period before 2020
· The number of visitors is significantly lower compared with the period before 2020
2. Changes in consumer behaviour
· Hybrid-working office employees no longer buy bakery products as before.
· Demand for online services and order placement is increasing
3. Environmental and economic pressures.
· High inflation generates significantly higher costs required to operate the business.
· Weather conditions affect organic production and create significant risks in sourcing organic products.
Problem Statement:
Basil’s main problem is that fewer customers have easy access to the bakery and its products, which is resulting in a decline in sales. This is due to the significantly lower number of visitors to the retail park, the adoption of hybrid working in offices, and the lack of an online ordering and delivery service.


Solution 1: Introducing online ordering and delivery services 
Basil can create a platform or website through which customers can order his organic products and have them delivered to their homes. Initially, he can work with local partners, Uber Eats or Deliveroo to ensure successful deliveries.
Advantage 
- It can target customers who work exclusively from home.
- Expands the sales area beyond the retail park.
- Provides convenience and additional comfort for customers
- Increases the level of competition with similar shops
- Contributes to generating additional revenue and increasing it
Disadvantages
- Additional costs for implementation and development.
- Delivery fees may reduce the bakery’s revenue.
- Success depends on external partners and reliable technology.
Solution 2: Creating an online system that allows customers to place orders in advance and collect them in person.
Customers can place orders online and collect them at their chosen time, reducing delivery costs while offering greater flexibility.
Advantage 
- Reduces waiting times and congestion in the shop.
- Contributes significantly to customer satisfaction.
- Does not require a large investment compared with home delivery
- Allows the production process to operate more efficiently.
- Helps reduce waste by providing a more accurate estimate of the quantity require
Disadvantages
- Does not meet the needs of customers who cannot reach the shop
- Remains dependent on customers from the retail park.
- Development is limited to the local area
Analysis (PMI)
 
Solution 1: Introducing online ordering and home delivery services for products.
	PLUS+
	MINUS -
	INTRESTING

	Access to customers who no longer visit the retail park
+8
	Additional costs generated by deliveries
-6
	Allows for further expansion at a regional level
+7

	It allows for additional sales
+8
	Complicating day-to-day activities
-5
	Additional services can be offered for a fee on a subscription basis
+6

	A more comfortable experience for customers
+5
	The need for investment in technology
-6
	Offers a competitive advantage
+5

	Supports the future development of the business
+8
	Possible delays in deliveries
-3
	Helps to manage information about the needs of active customers
+5


                     +29                                                         -20                                                            +23
PLUS 29 
MINUS  20 
INTRESTING 23
TOTAL +32


Analysis (PMI) 

Solution 2: Creating an online system that allows customers to place orders in advance and collect them in person.

	PLUS+
	MINUS -
	INTRESTING

	Minimal implementation costs
+7
	Does not offer delivery
-7
	making a more accurate estimate of the required quantity
+5

	Faster service
+5
	Limited development within the retail park area
-7
	The opportunity to create programmes for loyal customers
+2

	Easy to use
+6
	Dependent on the flow of visitors
-8
	The first step in the development of online services
+4

	Better relationships with customers
+4
	Limited growth in income
-8
	Collecting data on consumer preferences
+3


                           +22                                                       -30                                                      +14
 PLUS 22
MINUS 30
INTRESTING 14
TOTAL +6

[bookmark: OLE_LINK12]Results and selection of the optimal option
At first glance, both solutions offer practical services to Basil’s customers; however, the first solution, “Introducing online ordering and home delivery services for products”, proved to achieve the best result following the KPI analysis conducted. It directly addresses the challenges faced by Basil’s business, such as hybrid working and the reduced flow of visitors, which limits access to its organic products. By implementing the delivery system, Basil can reach a larger number of people, including customers who now work from home or no longer visit the retail park. Therefore, Solution 1 is the most recommended option for implementation


Risk Analysis of the (KPI) best solution:


	What could cause the risk
	What is the likelihood of the risk occurring
(1-5)
	Impact of this risk
	What can you do to reduce the risk of happening
	What can you do to minimise the impact

	Technical faults affecting the website
	3
	Poor customer experience and lost trust
	Working with qualified and specialists’ people
	Regular maintenance and checks

	Delays in making deliveries
	1
	Damage to reputation
	Careful selection of partners
	Order tracking and monitoring performanc

	Poor customer interest in the new service
	2
	Reduced profitability and slower business growth
	Strong promotion of the new service 
	Promotions and discounts on orders

	Unexpected expenses
	2
	Poor financier performance 
	Monitoring expenses and reviewing the budget
	Periodic review of unjustified expenses













Action Plan 

	Actions 
	Descriptions 
	Time Frame 
	Staff Responsible


	Market research
	Identifying customer interest
	Week 1
	 Basil

	Choosing the best platform
	Finding and selecting the order system
	Week 2-3
	Basil

	Online store developing 
	Building the ordering web page 
	Week 4-6
	Web developer 

	Concluding a partnership agreement
	Securing delivery partners
	Week 5-6
	Basil 







KEY PERFORMANE INDICATOR 

· Monthly sales revenue value increase by 15% within the first 12 months.
· Number of online orders increase to at least 40 orders per week during the first 5 months.
· Customer retention rate will increase by 10% compared with the previous period
· The number of complaints should be below 5% of the total number of orders.
· The percentage of customers returning with new orders will beat least 30% in the first year











CONCLUZION 

Basil’s business must face the new changes brought about by the lockdown, which reduced its profit by 25% compared with the period before 2020. By correctly applying decision-making and analytical methods, strategies can be identified that respond to the new requirements.
Two options were analysed: an online ordering service with home delivery and a pre-ordering service with collection from the shop. The analysis showed that the first option is the one that best aligns with the new requirements and contributes to the development of the business. Although it involves a  number of risks, such as delivery delays, technical faults and additional costs, these can be controlled through constant monitoring, effective planning and the selection of the most suitable partner in the market.
The implementation plan sets out clear steps for introducing the new service, while the performance indicators allow the results to be measured accurately and compared with the established objectives.
Therefore, the introduction of online ordering and home delivery is recommended, as this solution successfully meets the needs of customers and gives Basil the opportunity to increase sales while ensuring the continuity and long-term development of the business.








Abstract 
[bookmark: OLE_LINK57]This report investigates the economic problems at Basil’s Bakery in Coventry. The report adopts secondary research and a case study method to identify the problems affecting the bakery. It analyses two possible solutions and uses PMI analysis to find the best option. The report includes a risk assessment, an implementation plan and key performance indicators (KPIs).
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