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[bookmark: _Hlk205982484]
Task 1: Overview of Case-study
[bookmark: _Hlk210817679][bookmark: _Hlk205979492]
Basil’s Bakery is a small independent bakery that has seen its sales fall since the COVID-19 pandemic. Even though restrictions ended, customer numbers have not returned to what they were before 2020. The main problem is that fewer people are visiting the retail park because more people work from home and some nearby shops have closed. At the same time, Basil’s costs, including rent, bills and ingredients, have increased. The bakery also does not offer delivery and struggles to take phone orders during busy periods. These concerns are making it difficult for the business to grow and remain profitable.

[bookmark: _Hlk205982497]Task 2: Two Proposed Solutions
(Provide a name) Solution A Proposal

Basil should present a local delivery service. This would allow customers who work from home or no longer visit the retail park to continue buying from the bakery. Basil could use a delivery company or hire someone part-time to make local deliveries. This would help increase sales without relying only on people walking into the shop. It would also make the bakery more suitable for customers and could attract new ones. Overall, offering delivery would help the business adapt to changing customer ways and improve its chances of increasing revenue.
(Online Pre-Order System) Solution B Proposal

Basil should create an online pre-order system where customers can order and pay before they arrive. This would reduce waiting times and stop customers leaving because of long queues. It would also solve the problem of Basil being unable to answer the phone while baking. Knowing orders in advance would help Basil prepare the correct amount of food and reduce waste. A simple website or online ordering system would improve customer service and make the bakery run more efficiently while reassuring customers to return in the future.

Task 3b) Evaluation Results and Justifications
Based on the PMI evaluation, Solution A (Introducing a Delivery Service) is the best option for Basil’s Bakery because it directly addresses the main problem of declining customer numbers caused by reduced footfall and increased home working. A delivery service allows Basil to reach existing customers who no longer visit the retail park while also attracting new customers from the local area. Research suggests that many consumer behaviours adopted during the COVID-19 pandemic, including the increased demand for convenience and delivery services, have become long-term habits (McKinsey & Company, 2025).  When comparing both solutions, the highest weighting was given to increasing sales because this is the business’s biggest challenge. Customer convenience and implementation cost were also considered important criteria, but increasing revenue was prioritised as it will have the greatest impact on Basil’s long-term success. Although an online pre-order system would improve customer service, it does not attract new customers in the same way as a delivery service. Therefore, Solution A is the strongest option.

Task 4b) Justifications for the Implementation Plan

The implementation plan begins with researching delivery options and choosing the most suitable method before launching the service. This order is important because Basil must understand the costs and decide whether to use a delivery company or employ a part-time driver. The next step is creating an online ordering system and testing it before customers use it. Basil will be responsible for managing the bakery, while any delivery partner or employee will be responsible for delivering orders on time. Staff should also be trained to process online orders correctly to reduce mistakes. Finally, the new service should be promoted through social media and local advertising to make customers aware of it. This order ensures that the service is fully prepared before launch, reducing the risk of problems and helping the business attract more customers.

Task 5b) Justifications for the KPI and SMART Objectives
The main Key Performance Indicator (KPI) is the number of customer orders received each week. This KPI is suitable because it clearly shows whether the new delivery service is increasing sales. If weekly orders continue to grow, it suggests that the solution is working successfully.

The first SMART objective is to increase weekly customer orders by 20% within six months. This objective is specific, measurable, achievable, relevant to the business’s main problem, and has a clear deadline.

The second SMART objective is to achieve 90% positive customer feedback within six months. Customer satisfaction is important because happy customers are more likely to return and recommend the bakery to others.

The third SMART objective is to increase monthly sales revenue by 15% within one year. These objective measures whether the delivery service has improved the financial performance of the business. Together, these objectives allow Basil to monitor progress, identify any problems early, and make changes if the results are not being achieved.
Task 7) Key Findings
· [bookmark: _Hlk208302504]Sales have remained below pre-2020 levels due to reduced footfall, increased home working and fewer customers visiting the retail park.
· Rising business costs, including rent, utility bills and ingredient prices, have reduced Basil’s profitability and made the current business model less sustainable.
· The PMI evaluation identified Solution A – Introducing a Delivery Service as the preferred option because it has the greatest potential to increase customer numbers and sales.
· A structured implementation plan, including research, staff training and promotion, will help ensure the delivery service is introduced successfully.
· Monitoring weekly customer orders, customer satisfaction and sales revenue through SMART objectives and KPIs will enable Basil to measure the success of the new delivery service and make improvements where necessary.


Reference List 
McKinsey & Company (2025) State of the Consumer 2025: When disruption becomes permanent. Available at: https://www.mckinsey.com/industries/consumer-packaged-goods/our-insights/state-of-consumer-2025⁠ (Accessed: 21 July 2026).
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Appendix 1 – Task 3a

PMI Evaluation Table

	 Delivery Service

	Plus
	Minus
	Interesting

	Reaches customers working from home +5
	Delivery costs money 
-3
	Could attract new local customers +3

	Increases sales
+5
	May need to hire a driver 
-2
	Can partner with online delivery services +4

	Improves customer convenience +4
	Takes time to set up -2
	May increase repeat customers+4

	Expands customer base
+4
	More orders to manage
-1
	Could help the business grow
+5

	
TOTAL: 18
	
TOTAL: -8
	
TOTAL: 16



[bookmark: _Hlk210816971]Therefore: Overall Total for Delivery Service = 18 – 8 + 16 = 26


	Online Pre-Order System

	Plus
	Minus
	Interesting

	Reduce waiting times 
+5
	Website setup cost -2
	Customers can pay online +3

	Easier to manage orders
+4
	Staff need training -2
	Better Production planning +3

	Improves customer satisfaction 
+4

	Doesn’t attract many new customers -4
	Less Food waste +4

	Stops missed phone calls
+3
	Requires an internet system -1
	Faster Service +4

	
TOTAL: 16
	
TOTAL: -9
	
TOTAL: 14



Therefore: Overall Total for Online Pre-Order System = 16 – 9 + 14 = 21


The PMI evaluation was used to compare the two proposed solutions for Basil’s Bakery. Solution A, introducing a Delivery Service, achieved the highest overall score of 26, while Solution B, introducing an Online Pre-Order System, scored 21. The delivery service received a higher score because it addresses the bakery’s biggest problem, which is the decline in customer numbers caused by reduced footfall and more people working from home. It would allow Basil to reach both existing customers who no longer visit the retail park and new customers in the local area. Although there are disadvantages, such as the cost of setting up the service and managing deliveries, the benefits are greater than the drawbacks. The online pre-order system would improve customer convenience by reducing waiting times and making it easier to manage orders. However, it mainly benefits existing customers and is less likely to increase the customer base or generate as many additional sales as possible. Based on the PMI evaluation, the delivery service is the stronger option because it offers the greatest opportunity to increase revenue, improve customer convenience and support the long-term success of Basil’s Bakery.




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 delivery options and decide whether to use a delivery company or employ a part-time driver.


	
Week 1

	
Basil 

	



	2
	


	Create and test an online ordering system for customers to place delivery orders.


	
Weeks 2-3 

	
Basil and website developer

	



	3
	


	Train staff and delivery driver to process, prepare and deliver customer orders efficiently.


	
Week 4


	
Basil, staff and delivery driver

	



	4
	


	Launch the delivery service and promote it through social media, local advertising and in-store marketing.


	
Weeks 5-6

	
Basil 

	





· 

Appendix 3 – Task 5a

The Key Performance Indicator is: 

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Increase weekly customer orders by introducing a local delivery service.






	Increase weekly customer orders by 20%, achieve 90% positive customer feedback, and increase monthly sales revenue by 15%.




	The targets are achievable through the new delivery service, local promotion and improved customer convenience.





	The objectives directly address Basil’s declining sales and reduced customer numbers.





	Increase weekly customer orders and achieve 90% customer satisfaction within 6 months, and increase monthly sales revenue by 15% within 12 months.
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