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Overview 
[bookmark: _Hlk210817679][bookmark: _Hlk205979492]Basil Bakery is a small sole trader business who produce organic bread, cakes and pastries in the City of Coventry, UK. It first opened in 2015 and has been growing steadily since it’s operation until the COVID-19 pandemic.
The business initially saw steady growth due to the quality of service they provid to their customers. The COVID-19 pandemic brought a stagnation to the business and Basil Bakery started to experience a decline in sales due to national lockdowns in 2020.
Some of the factors the contributed to reduction in sales include expensive organic produce, high cost of business rate, high inflation, increase in rent, customers working from home reducing footfall and change in employment laws.
The below are two proposed strategies that Basil Bakery should implement to steadily improve their sales:

 Solution A Proposal - INTRODUCTION OF DELIVERY SERVICES
· A contributor in Basil Bakery’s decline was the absence of delivery services during the COVID-19 pandemic. If Basil Bakery were to introduce a delivery service, this can become a central catalyst to improve sales and customer satisfaction. Loyal customers felt reluctant to go out due to lockdown measures. Therefore, when introduced, this service can replace footfalls and increase sales.
By introducing delivery services to lost and recurring customers, Basil Bakery can publicise their produce and promote greater interactivity with their active consumers. In a world where fast shipping and instant delivery is at the tip of our fingers, implementing this strategy can provide a great opportunity for exposure to broader audiences.





 Solution B Proposal - INTRODUCTION OF A NEW WEBSITE AND APPLICATION (APP) FOR ONLINE ORDERING SYSTEM
Insufficient staffing during the COVID-19 pandemic was another problem that had been identified. The lack of persons and shift rotations meant that staff were unable to answer phone calls or attend to customers during busy work hours. To avoid long queues and customer dissatisfaction, a new website for consumers to utilise would be universal in aiding fast service while maintaining consistent accessibility to high demands and resources.
With the introduction of a brand-new website / app, the following can improve sales and customer satisfaction:
· Efficiency, satisfaction, and convenience to both Basil Bakery and their customers.
· Pre-order bookings would help Basil Bakery to manage their stock by planning ahead for supplies.
· With the introduction of a new website and app, old customers can be maintained, and new customers will be introduced to the business, enhancing sales.


Evaluation Results and Justifications (see Appendix 1)
PMI (PLUS, MUINUS, INTERESTING) EVALUATION RESULTS AND JUSTIFICATION
PMI technique helps to evaluate ideas by identifying their positive, negative and interesting aspects. Reference: (De Bone, 1992)
The PMI (PLUS, MINUS, INTERESTING) weightings show a high score for online ordering system of +20 whilst the home delivery service scored +15 and for this reason the online ordering system should be considered for the following factors: 
· Since customers shopping habits had changed due to the lockdown, it will help customers to order at their own convenient time to avoid long waiting times and missed call which stresses both customers and Basil Bakery. 
· Ordering online will help Basil to keep records on customers so that the data could be used to contact regular customers for promotion and help to plan supply of ingredients and shifts.
· Ordering online will give Basil the opportunity to increase sales by allowing customers to order at any time of the day (24/7) and bring satisfaction to both parties.
· With the customer data at hand, basil can plan for future expansion of the bakery because it will help to know where Basil is going in the long run.

RISK ANALYSIS – BASIL BAKERY (See Appendix 5)
Risk analysis involves identifying and assessing potential risks before deciding how they should be managed (Hopkin, 2018). The following factors should be taken into consideration before deciding the online ordering system.
The initial cost of introducing the website / app is a costly project and may affect the cash flow of Basil but in the long term will increase sales which will bring the profit margin of Basil Bakery up. 
System failure may affect customer orders such as incomplete orders and payments leading to loss of revenue and customers leading to dissatisfaction of customers.
When customer orders go over and above a business capacity, it disrupts the flow and will call for extra hand to help clear back locks and extra overhead cost is added.


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

IMPLEMENTATION PLAN
An implementation plan provides a structured approach for putting a proposed strategy or change into practice by identifying the actions required, responsibilities, resources, timescale and measures of success project management (Kerzner, 2022).
The introduction of the new website l ordering system is to provide easy access to order without and difficulty and improve sales. The bellow factors should be considered by Basil Bakery:

WEEK 1 (01/09/2026 to 07/09/2026)
· FEASIBILITY STUDY: Basil should do a feasibility study to know customer requirements and one of the ways this could be achieved is by getting a questionnaire form to customers to fill out and return. This could be done online or hand delivery (door to door). Studying the business environment is paramount, particularly if Basil Bakery aims to achieve a successful delivery service.           WEEK 2 (07/09/2026 TO 14/09/2026
·  DEVELOPING A WEBSITE / APPLICATION (APP): A few software developers should be contacted to select the best out of their work, cost, duration, resources and testimonies from their previous customers.  
WEEK 3 (14/09/2026 TO 21/09/2026)
· DESIGN A PROTOTYPE FOR APPROVAL: The proposed website / app is selected, and a sample should be designed for approval and should include the prices, alternative ordering system, photos of the products and easy accessibility for Basil staff and customers. Basil should critically examine the sample presented as to whether its fit for purpose.

WEEK 4 (21/09/2026 TO 30/09/2026)
· SYSTEM TESTING AND STAFF TRAINING: This is the vital stage the website needs to be tested to ensure it work as designed. Example. if registration, login, buttons, pictures can be seen vividly and if not, corrections are made before launching and staffs are trained for operation.

[bookmark: _Hlk205981688]Justifications for the KPI and SMART Objectives
(SEE APPENDIX 2)
KEY PERFORMANCE INDICATOR (KPI): Is a measurable value used to access whether a project, organisation, or activity is achieving its objectives (Rockart, 1979).
Basic Bakery can use KPI to generate the following reports for decision making:
· Weekly, monthly, quarterly sales
· Number of customers ordered online
· How quickly orders are prepared
· Delivery time
· Home delivery service / click and collect customers
· Errors and wastage
· Return Customers
· Monthly supplies and financial reports
· Customer feedback / Complains
These could be compared with previous figures if with the introduction of the new online ordering system is improving sales.

Using the KPI model, it shows that the number of orders online outweighs the rest of the points raised above because, 
1. Basil will need less staff to process orders.
2. Customers can place orders at their own convenience.
3. Customers place orders by entering their own choice reducing mistakes caused by telephone / manual ordering.
4. Increase frequent purchase due to convenience.

SMART OBJECTIVES OF ONLINE BOOKING SYSTEM
SMART objectives were created to ensure companies goals and objectives are specific, measurable, achievable, relevant and time – bound. Reference – Doran, G. T. (1981)
1. SPECIFIC – The introduction of an online ordering system would allow customers to place orders, view preferred products with pictures and collect orders at their own convenient time.
2. MEASURABLE – Meet target of about 25% by comparing sales figures with previous years
3. ACHIEVABLE – New way of online ordering and home delivery by training staff and promoting the new service through either social media, local radio or through professional marking agents.
4. RELEVANT – Change in customer shopping habits due to lockdown and regaining lost new customers to increase sales.
5. TIME-BOUND – 12-month increase in sales.
Task 7) Key Findings
The bellow findings in Basil Bakery are the course of stagnation in sales:
· [bookmark: _Hlk208302504]Reduced customer footfall: The COVID-19 pandemic brought about the lockdown by the government which put fear in people to visit the shops to do their purchases and because of this, it has change customers shopping habits hence the reduction in footfall and reduction in sales.
· Rising operating costs: High overhead cost such as, high business rate, high inflation rate, high interest rate, high cost of organic ingredient and high insurance premium had made it impossible for customers patronise from Basil Bakery.
· Lack of delivery service: Customers demanding other alternative ways of shopping and forcing Basil to provide online ordering and delivery service which is not cheap.
· Lack of Supplies: Organic suppliers from Villages, Towns and neighbouring counties feeling reluctant to transport produce from one point to the other,
· Change in Shopping habits of customers: A lot of shops closing and staff made redundant and most office workers are forced to work from home due to the government lockdown policy introduced which had reduced footfall.

The overall Stagnation of Basil Bakery in sales had affected the business due to the pandemic and if attention of the overhead cost, online booking system, home delivery and strong social media platforms are reviewed and considered, they can bounce back to attain their sales target.
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Appendices
Appendix 1 
PMI Evaluation Table

	(PMI) - HOME DELIVERY SERVICE – SOLUTION A

	Plus
	Minus
	Interesting

	Increase efficiency          +4
	High operating cost          -3
	Convenient          +4

	Increase in sales             +5

	Road accidents in delivery service                              -4
	Minimum orders to be placed
+4    

	Help maintain loyal customers                        +4

	Extra staff needed to handle delivery                             -4
	Regular location could be noted for certain products for delivery and maintain data for future planning              +5

	

	
	

	
TOTAL:           +13
	
TOTAL:           -11
	
TOTAL:           +13


[bookmark: _Hlk210816971]
Therefore: Overall Total for Home delivery service =                   Totals 13+ 13-11= +15
	(PMI) - ONLINE ORDERING SYSTEM - Solution B

	Plus
	Minus
	Interesting

	Improve Efficiency              +4
	Expensive to run                -4
	Regular customers can be identified, and discount could be awarded to them                   +4

	Orders can be placed at the comfort of customers        +5

	System monitoring regularly to avoid system failure     -3
	Popular products could be identified and increase    +5

	Stock management              +4
	Training staff to manage customer orders                  -2        
	System can be upgraded to allow more pastries to be added                                             +5

	

	
	

	
TOTAL:                    +13
	
TOTAL:                    -9
	
TOTAL:                    +14



Therefore: Overall Total for online delivery service = 
Totals +13+ 14-7 = +20
Appendix 2
Appendix 3
Implementation Plan

Name the solution you are implementing: Online Ordering System 
	
	WHAT

	HOW
	WHEN

	WHO


	1
	Research into customer specification.

	Distribute to your customers as many as possible questionnaire forms to find out their requirements. 
	Week 1 (01/09/2026 to 07/09/2026)
	Basil Bakery and staff.



	2
	Develop a website / additional app.
	Contact software developers and compare cost, security, payment facilities, upgrades and ease of use.
	Week 2 (07/09/2026 to 14/09/2026).


	Basil bakery and Software developer.



	3
	Make prototype of the website / app


	Make a prototype of the website / app for the purpose its design for showing details. Example, products, graphics, payment facility, future upgrades ease of ordering.
	Week 3 (14/09/2026 to 21/09/2026).


	Basil Bakery and Software developer.



	4
	Testing and launching.


	Launching through social media platforms, local radios, flyers and calling existing customers to spread the news.

	Week 4 (21/09/2026 to 30/09/2026).


	Basil Bakery marketing staff and professional marketing agents.
















Appendix 4
· The Key Performance Indicator is Number of customers ordered online
	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Customers ordered online






	Meet target of about 25%
	Change in customer shopping habits





	Regain of lost and new customers






	Six months increase in sales



APPENDIX 5
RISK ANALYSIS FOR BASIL BAKERY – 1 = Low and 5 = High
	NO
	RISK
	LIKELIHOOD OF RISK OCCURING
	IMPACT OF RISK
	RISK LEVEL
	CONSEQUENCE OR FACTOR (likelihood multiply by impact)
	CONTROL OF RISK

	1
	Implementation cost
	4
	3
	High
	The Bakery may take longer to recover the cost of the website / app.
	Compare cost of the website / app design.

	2
	System not working as designed
	3
	5
	High
	Difficulty in placing orders
	Regular monitoring of the website / app for           maintenance

	3
	High demand of customer orders
	4
	4
	Medium
	High demand of orders may over the bakery capacity
	Production capacity may increase in high demand

	
	
	
	
	
	
	

	4
	Difficulty in using website / app
	3
	3
	Medium
	Customers may cancel orders due to poor service
	The system must be designed to be user friendly

	5
	Difficulty in making payments
	3
	3
	High
	Payments may noy be completed due to system failure
	Alternative payment method may be introduced due to system failure
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