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[bookmark: _Hlk205982484][bookmark: _Toc235597118]
Task 1: Overview of Case-study

[bookmark: _Hlk205979492]Basil’s Bakery is an independent artisan bakery based at a retail park in Coventry, UK. Founded in 2015. The firm has a solid reputation with consumers, store employees and workers from a nearby industrial estate for its high quality organic cakes, pastries and breads. The bakery has been growing steadily before 2020 but sales are still about 25% lower than 2019 even with the relaxation of COVID-19 limitations. The fundamental problem is a persistent reduction in customer demand, due to fewer individuals coming into the store, changes in the way customers work and the rising cost of doing business. As the route cause, Basil’s failure to adapt his business model to these changes and a drop in customer demand as a result of changes in shopping and working patterns following COVID-19(see case study).
[bookmark: _Hlk205982497][bookmark: _Toc235597119]Task 2: Two Proposed Solutions
[bookmark: _Toc235597120]Solution A: On-demand delivery network

On-demand networks supplied a lifeline, allowing for contactless delivery and keeping the cash flowing. In the UK the most influential were Deliveroo, Uber Eats and Just Eat, alongside big aggregator networks and rapid-commerce platforms. These systems could connect local retailers, pharmacies, and restaurants with consumers in lockdown ((Raj, Sundararajan and You, 2020; Liu et al., 2024). This would help Basil’s Bakery to mitigate the worst effect of what the firm was having during covid-19. Spotted the route cause, this solution would  help the business come stronger and reach its clients and provide service door-to-door. This interaction would provide hope again.
[bookmark: _Toc235597121]Solution B: Click-and-Collect Pre-Order System
The concept is built on a click and collect pre-order mechanism. That would enable customers to order products online or by phone before coming to the bakery. Pre-placed orders would reduce wait times during peak periods and improve customer service. This solution tackles a big problem that existing consumers have, and it costs less than a full delivery service. These changes would allow Basil to serve customers more efficiently, avoid lost revenues from long lineups, increase repeat sales and improve operational efficiency without dramatically changing the current business model of the bakery.
This type of service is more productive as order is prepared in advance and customer can come and collect it straight away. This reduce waiting time and improve service streamline. Moreover, it increase revenue as it will bring more customer who like quickness to make several purchases(SAP, 2025).
[bookmark: _Toc235597122]Task 3b) Evaluation Results and Justifications

The PMI evaluation indicates that the preferred option is Solution B – Click-and-Collect Pre-Order System, which provides the greatest overall benefit with the least risk and investment. The parameters for assessment were cost, ease of implementation, effect on customer satisfaction and potential to enhance sales. Customer satisfaction and sales effect were the most weighted. The biggest difficulty of Basil’s Bakery is the dwindling number of customers and lost sales owing to long waiting times. Cost and implementation complexity were also considered crucial as the bakery has limited financial resources. Solution B requires less technology and operational change than Solution A, can be implemented faster and still improves service efficiency. The most appropriate answer is to apply it because it is more realistic, financially viable and can produce measurable benefits in customer experience, repeat business and operational performance.
Taking into account the fact that the PMI table is suitable for a report on company management and is in agreement with the rationale you provided later, Solution B is the choice that should be chosen.
According to the PMI evaluation, Solution B, which is a Click-and-Collect Pre-Order System, receives the highest possible score with regard to the overall evaluation. Solution B offers a more superior mix of benefits, including cheaper installation costs, less operational risk, and faster deployment (de Bono, 1992).
[bookmark: _Toc235597123]Task 4b) Justifications for the Implementation Plan

[bookmark: _Hlk205981406]Based on the Implementation Plan you provided in Appendix 2: 
The implementation plan is staged in a logical order to limit disruption to the day to day bakery company. First, they provide planning and selection of the system so that the organization can choose the best ordering software before investment. Training for staff will be provided prior to the system being live to ensure that staff are comfortable with the new processes and can provide consistent customer care. A system is tested for bugs and glitches, technical and operational, before it is released for public use. And the click and collect service is rolled out, with marketing efforts to raise awareness and encourage take-up. They share responsibilities according to the staff’s expertise. Basil is the project manager and the financial whiz. Employees take consumer orders and give training. The ordering system is installed and supported by the technology supplier. This systemic procedure decreases the danger of implementation risks, guarantees accountability and enhances the probability of a successful launching of the new service.
[bookmark: _Toc235597124]Task 5b) Justifications for the KPI and SMART Objectives

· NOTE: Based on the KPI and SMART Objective table you provided in Appendix 3:
SMART objectives support this KPI with clear and quantifiable targets. A specific and measurable percentage increase in the number of click and collect orders in the 6 months period since order statistics can be accurately recorded. The number of weekly click-and-collect orders received is a proposed Key Performance Indicator (KPI). This KPI is a direct measure of customer adoption of the new ordering method, and it shows if the solution achieves its goal of making things more convenient and generating more sales. You can easily track it through the ordering platform and get strong statistics on performance(Cottrell, 2017).
The goal is achievable, the bakery has a customer base that can be pushed to the new service This is Relevant as it improves the convenience for the client. It also tackles the known core issue of long wait times and declining footfall. Finally, it is Time-bound by defining a time period of six months within which management can examine the progress and changes if the targets of performance are not attained. The KPI and the SMART targets will create a great framework to monitor the success of implementation and drive the constant progress in the business.
[bookmark: _Toc235597125]Task 7) Key Findings

· [bookmark: _Hlk208302504]Drop in sales at Basil's Bakery as a result of drop in footfall and buying habits.
· The easiest way to go is with a click-and-collect pre-order system, which is simple for the customer and doesn't involve a lot of investment.
· An implementation strategy, a systematic process of planning, staff training and system testing and launching to minimise operational interruption.
· Weekly click and collect orders is a useful KPI to monitor client uptake and success of the new system.
· SMART objectives are clearly defined so that management can monitor performance, measure progress and make educated decisions to promote long-term corporate growth.
· These sections correspond to the responses you offered. If you could send me the PMI table, implementation plan and KPI/SMART table from the appendices I can make the phrasing exactly the same as your report.
[bookmark: _Toc235597126]Reference List 
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[bookmark: _Toc235597127]Appendices

[bookmark: _Toc235597128]Appendix 1 – Task 3a PMI Evaluation Table

	Solution A  On-demand delivery network

	Plus
	Minus
	Interesting

	Extends the customer base beyond the local retail park attracting customers who like home delivery.
	The firm will spend more money to setup a digital platforms for  On-demand delivery network

	Will bring more money for the business to make profit. But new revenue for delivery fees and digital platform maintenance. 

	
This can result in happier customers and more recurring business
	Requires on-going management of deliveries, scheduling & customer enquiries
	Customer purchase data can be leveraged to personalise promotions and improve marketing.

	Give the business an advantages for competition
	Failure in delivery could damage the firm reputation
	Future expansion to include more services.

	More extra jobs and opportunities
	Training may be required for staffs and this will cost the firm
	Digital online order will support the business that could help the firm to grow.

	More flexibilities on riders as job given may help to manage their private life and work
	Will spent on digital technology for delivery tracking
	Consumers may have what they want anytime anywhere




	Solution B: Click-and-Collect Pre-Order System

	Plus
	Minus
	Interesting

	Cheaper to set up than a full delivery service.
	Client still need to go to the bakery to pick up their orders.
	full ordering and delivery online platform can be upgraded

	Customer waiting time is reduced and service efficiency is improved during peak periods.
	Staff training needed to manage online and store orders at the same time.
	Order data could help estimate demand and cut food waste.

	Faster, more convenient service encourages repeat purchases.
	Others may be wary of online ordering.
	Stock and production scheduling could benefit from pre-order data.

	Easily rolled out quickly with little impact on existing operations.
	There will be continuing charges for technology upkeep and software updates.
	Advertising campaigns could speed up customer adoption of the new service.


[bookmark: _GoBack]
 (Ref: de Bono, 1992).
[bookmark: _Toc235597129]Appendix 2 – Task 4a Implementation Plan

Name the problem you are solving: Declining customer footfall, long waiting times, and reduced sales at Basil's Bakery.
Name the solution you are implementing: Click-and-Collect Pre-Order System.
	Task
	WHAT
	WHEN
	WHO
	Done

	1
	Set up the system
	Week 1
	Basil (Owner) and IT/Software Provider
	

	2
	Staffs training
	Week 2
	Staffs
	

	3
	Platforms testing process
	Week 3
	IT/Software provider
	

	4
	Launch system & promotion
	Week4
	Business Owner & Marketing dpt
	

	5
	Monitor & collecting feedbacks
	On-going assessment
	Business Owner &marketing staffs
	



[bookmark: _Toc235597130]Appendix 3 – Task 5a

The Key Performance Indicator is: 

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Increase click-and-collect orders by 20% with the new pre-order system.


	Weekly check click-and-collect orders using the online ordering system.


	A rise of 20% is possible with staff training, client promotion, and convenience.
	Promotes revenue and customer satisfaction by addressing decreased customer footfall.
	6 months






(ref: Parmenter (2020)
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