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[bookmark: _Hlk205982484]
Task 1: Overview of Case-study
[bookmark: _Hlk205979492][bookmark: _Int_ZkqIBse0]Basil’s Bakery is a small independent bakery located in a retail park in Coventry. The business experienced steady growth until 2020, when the Covid-19 pandemic caused a significant decline in customer footfall and sales. Although restrictions were lifted, sales have remained around 25% below 2019 levels. The main problem is the continuing decline in sales due to reduced footfalls, changes in customer behavior, increasing operating costs, and the lack of services such as online ordering and delivery. These factors threaten the long-term sustainability of the business and require effective solutions (Kotler and Keller, 2022).
[bookmark: _Hlk205982497]Task 2: Two Proposed Solutions
 Solution A Proposal- Online Ordering and Local Delivery Service. 

[bookmark: _Int_pr2tUXo0]Introducing an online ordering and local delivery service would allow Basil’s Bakery to reach customers who work from home or no longer visit the park regularly. Customers could order fresh bakery products through a website or mobile app for home delivery or click-and-collect. This solution addresses customer demand identified in the case study while increasing convenience and accessibility. It would help expand the customer base, improve customer satisfaction, and increase sales, making the business more competitive and sustainable in the long term (Kotler and Keller, 2022).

 Solution B Proposal- Customer Loyality Programme.

Introducing a customer loyalty programme would encourage existing customers to visit Basil's Bakery more frequently and increase repeat purchases. Customers could collect points with every purchase and redeem them for discounts free products or special offers. Exclusive promotions could also be provided for local workers and regular customers. This solution would strengthen customers relationship, improve customer satisfaction and increase customer retention. As a result, Basil's Bakery could build a more loyal customer base, increase sales and improve the long-term sustainability of the business (Amstrong and Kotler, 2021).

Task 3b) Evaluation Results and Justifications
Solution A was selected as the preferred option because it addresses the main problem of declining sales more effectively than Solution B. The PMI evaluation showed that online ordering and local delivery would reach more customers, increase convenience and create new sales opportunities. The evaluation criteria included impact on sales, implementation cost, customer reach, and long-term sustainability. The impact on sales and sustainability was given the highest weighting because the bakery’s main objective is to increase revenue and secure future growth. Although Solution A requires a higher initial investment, its long-term benefits outweigh the costs. Therefore, Solution A is the most appropriate solution to implement as it provides the greatest overall value for Basil’s Bakery (Project Management Institute, 2021)

Task 4b) Justifications for the Implementation Plan
The implementation plan was organised in a logical order to ensure the successful introduction of the online ordering and local delivery service. The first step is to research customer needs and choose a suitable online platform before developing the website and delivery system. Staff training follows so employees understand the new processes before and during the launch. Marketing activities are scheduled before and during the launch to create customer awareness and encourage early use of the service. Responsibilities are allocated according to employees’ skills, with the manager overseeing the project, an IT specialist developing the online platform, and staff managing orders and deliveries. The sequence reduces implementation risks, improves coordination, and ensures that each task is completed before the next stage begins. Overall, the implementation plan supports an efficient and successful introduction of the proposed solution (Project Management Institute, 2021).

Task 5b) Justifications for the KPI and SMART Objectives
[bookmark: _Int_P87dVgqZ]The selected KPI and SMART objectives will be used to measure whether the online ordering and local delivery service successfully improves Basil’s Bakery’s sales performance. The main KPI is the number of online orders received monthly to monitor progress against the target (Kaplan and Norton, 1996). 
The SMART objectives provide clear performance measures that are specific, measurable, achievable, relevant, and time-bound (Doran, 1981).
 For example, increasing monthly online orders and improving overall sales within six months allows the business to evaluate whether the solution is delivering the expected benefits. Customer feedback and repeat purchase data can also be monitored to assess customer satisfaction and loyalty.
Using KPI and SMART objectives supports informed decision-making and continuous improvement.  If the targets are achieved, Basil can consider expanding the delivery area or introducing additional online services. If the targets are not met, marketing activities, promotions, or the ordering process can be reviewed and improved. Overall, these performance measures ensure that the solution remains effective and contributes to the long-term growth and sustainability of Basil’s Bakery.
Task 6) Key Findings 
· The main problem at Basil’s Bakery is the continuing decline in sales caused by reduced customer footfall and changing customer behaviour
· Two solutions were proposed: introducing an online ordering and local delivery service and creating a customer loyalty programme.
· The online ordering and local delivery service was selected as the preferred solution because it offers the greatest long-term benefits and sales growth
· A structured implementation plan, supported by KPI and SMART objectives, will help monitor progress and ensure the solution is successfully introduced.
· The proposed solution is expected to improve customer satisfaction, increase online orders and support the long-term sustainability of Basil’s Bakery.
· [bookmark: _Hlk208302504]
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Appendix 1 – Task 3a

PMI Evaluation Table

	Online  Ordering and Local Delivery Service.

	Plus
	Minus
	Interesting

	Increases customer reach. +4
	Initial setup costs.
-3
	May attract new customer groups.
+3

	Helps customers working from home
+3
	Staff training required.
-2
	Cold support future business growth.
+2

	Responds to customer requests.
+3
	Delivery logistic.
-2
	May improve customers loyalty.
+2

	Increases convenience.
+2
	Ongoing delivery costs.
-2
	Could create opportunities for partnerships.
+1

	
TOTAL: 12
	
TOTAL: -9
	
TOTAL: 8



[bookmark: _Hlk210816971]Therefore: Overall Total for Online Ordering and Local Service = 11


	Customer Loyalty Programme.

	Plus
	Minus
	Interesting

	Encourages repeat purchases.
+3
	Does not attract many new customers.
-3
	Could increase customer retention.
+2

	Improves customer loyalty.
+3

	Discount may reduce profits.
-2
	May improve brand image.
+2

	Low implementation cost.
+2
	Can be combined with future online services.
-2
	Can be combined with future online services.
+2

	Increase customer satisfaction.
+2
	Requires ongoing management.
-2
	May provide useful ustomer data.
+1

	
TOTAL: 10
	
TOTAL: -9
	
TOTAL: 7



Therefore: Overall Total for Customer Loyalty Programme= 8




Appendix 2 – Task 4a
Implementation Plan

Name the problem you are solving:
Name the solution you are implementing:
	
	Task
	WHAT

	WHEN

	WHO

	Done

	1
	
Research

	
Research customer needs and choose an online platform.

	
Week 1


	
Manager


	
Completed

	2
	
Development
	
Develop the website and online ordering system.


	
Week 2-4


	
IT Specialist
	
Completed



	3
	
Training
	
Train staff and test the delivery service.




	
Week 5


	
Manager and Staff
	
Completed



	4
	
 Launch

	
Launch the service and begin marketing activities.

	
Week 6

	
Manager and Marketing Staff
	
Completed







Appendix 3 – Task 5a

The Key Performance Indicator is Number of online orders received per month.

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	

Increase monthly online orders by promoting the new online ordering service.


	

Achieve a 20% increase in online orders.


	

Target is realistic with marketing and delivery service.



	

Supports higher sales and customer convenience

	

Achieve within 6 months.
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