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Task 1: Overview of Case-study

Basil’s Bakery is a small, independent business that opened in 2015, which is distributed in a busy retail park. The location of Basil’s Bakery is in Coventry, United Kingdom. Basil’s Bakery was doing well from 2015-2019, however, since the lock down which happened in 2020, the company's footfall and sales had significantly decreased which they did not recover from which is understandable due to the restrictions that was put in place by the government during the lock down. Basil’s Bakery losses a lot of customers due to all of this, so he doesn’t sell enough product, which leads to the stagnation fall in the business.

[bookmark: _Hlk205982497]Task 2: Two Proposed Solutions

Delivery Service:  Solution A Proposal

Basil’s Bakery's loyal customers have asked Basil to provide a delivery service in their business due to them working from home, or because they don’t work in the retail park as most shops were shut down due to the lock down /pandemic. I would advise Basil to hire a delivery driver to deliver his products or apply to uber eats for them to deliver his products as he isn’t able to do this himself due to being needed at the shop to bake his products. Having the delivery service can resolve this specific problem because it increases the number of products you’ll be selling, and you will get more customers to buy from you due to the delivery service being put in place.  

Pre-Order Service: Solution B Proposal
      
Basil’s Bakery's other customers have asked Basil to put in place a pre-     order/phone service so they can ring up to pre order there order instead of waiting during busy periods in the shop, but Basil isn’t able to do this right now as he isn’t always able to answer the phone due to being needed to bake his products. However, I would advise you that the way you can turn this all around is by Basil recruiting 1 or 2 workers to answer the calls for customers' orders which will satisfy their needs more and this can increase the level of customers waiting for their orders at the shop, creating a big build up making it busy.



Task 3b) Evaluation Results and Justifications

Out of the two solutions that I've put forward, I would recommend Basil to take solution 1 because with this solution, customers can be satisfied by waiting at home and delivery service being put in place. This will give basil more time to prepare all orders being placed, meet customers' dietary needs, which eventually the business will sell more product, which gets more people viewing your business, then becoming your customer due to being on uber eats. Recruit more staff to keep up the paste; orders can get overwhelming for one person to deal with. This will help you compete with your competitors and achieve success in your business. Solution 2, customers pre-ordering by phone, they will have to wait in ques longer, not all customers can travel to the shop to get their order, so relying on pre-phone order solely can lead to delays in production, last minute cancellations which will lead to wasted food which wouldn’t guarantee revenue growth. You could create an app for customers to place their orders and look at a menu; this could lead to having consistent technical issues which will result in loss in sales.

Task 4b) Justifications for the Implementation Plan

Start with applying to Uber Eats to start a contract delivering your product, basil is responsible for this or could pass to manager, which can be done same day. To do this, you’ll need to register, set up your business account, and menus for business which will provide faster service to customers. Recruit 2 employees to help in shop. To do this, approach work recruitment agencies, this could take some time, give 1 month to complete, but when completed, you’ll be emailed explaining further instructions. Get cheaper products but good enough quality, you can explore different variety of businesses to suit your needs, can be completed in 1 week which basil would be responsible for this due to being the owner of the business. Order a kiosk machine, this will help verify, and receive your customer orders quicker, this will be done in 1 week which basil to be responsible but could pass to manager to deal with. You will receive a confirmation receipt when order is complete.

Task 5b) Justifications for the KPI and SMART Objectives
Using the smart framework ensures that Basil Bakery can reach his goals that are clear and actionable. Partnering up with Uber Eats and Deliveroo, covers all the city’s UK online food delivery market, providing good quality food and fast delivery service to customers. This enhances exposure to new customers. Your customers can now access your business menu, which satisfies customers for basil to provide a delivery service with continuous delivery which keeps them happy. This expands the sales, which will make your target increase by 25% in 12 months. Employing a delivery driver for basil bakery boosts your sales immediately due to extra support in your delivery service by gauranting quick delivery service and being on time too by managing the gap between 35 minutes, ensuring to keep the platform rating between 4.0 and 5.0. Introducing training to your delivery driver enhances the driver's confidence in making the deliveries successful and ensuring he can meet the business’s expectations. This supports the upcoming sales growth, strengthens delivery progress, which will be reliable to other third-party couriers. By recruiting the delivery driver in one month, it provides stability in the delivery service which will guarantee success in your future sales and footfall.  

 
Task 7) Key Findings

· That the sales will increase to 25% in 12 months' time which will improve in sales and footfall that will enhance your business by opening new revenue.

· Increase in customers being able to access your menu online which is successful for them.

· By using your own delivery driver in your business, it improves reliability and control.

· Customer rating relies on accuracy and arrival, small delays in delivery can cost you lower rating scores quickly.
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Appendix 1 – Task 3a

PMI Evaluation Table

	Delivery Service for Solution A

	Plus
	Minus
	Interesting

	Customers stay at home instead of waiting at the shop.           +5
	Customers could be waiting longer  
for their orders to be delivered.       -3
	Customers being satisfied with getting a delivery option.
                                          +5

	Basil can now sell more of his products in store and online.
                                          +5
	The costs for the product ingredients are getting higher.                               -4
	Basil could change to a cheaper ingredient.            
                                          +4

	Basil will get more time to prepare for his customers orders.                               +4
	Basil could end up being overwhelmed with the overload with orders.         -4
	Recruit more staff like 3 to keep up the paste.           -3

	Keep up with the competitors
                                          +4
	You must work harder.
                                          -1
	
                               

	
TOTAL: 18
	
TOTAL: -12
	
TOTAL: 11



[bookmark: _Hlk210816971]Therefore: Overall Total for Name (for Solution A) = 17


	Pre-order/Phone Service for Solution B

	Plus
	Minus
	Interesting

	Customers get to ring up instead of waiting in busy instead of waiting to order.                +4
	 Last minute cancellation, results in wasted food.   
                                       
                                          -5
	Meeting dietary needs for customers who’re requesting it.
                                          +5

	You will need workers to recruit to answer the phone.            +4
	Some customers won't get through when they phone to order.
                                          -5
	Customers feeling satisfied that they can phone order now.                                  +5

	Create an app for in store to collect the orders from customers.                        +4
	Technical issues might occur; you will lose sales immediately.
                                          -4 
	Basil will make progress with his customers. 
                                          +5

	Have fast phone service.  +3                                        
	Orders could get mixed up.                      -5
	


	
TOTAL: 15
	
TOTAL: -19
	+
TOTAL: 15


Therefore: Overall Total for Name (for Solution B) = 11

Appendix 2 – Task 4a
Implementation Plan

Name the problem you are solving: Stagnation in footfall and sales
Name the solution you are implementing: Delivery Service Solution 1
	
	Task
	WHAT

	WHEN

	WHO

	Done

	1
	Delivery Service
                                                    


	This involves applying to uber eats to start a contract “delivering your product.”


	The task will be completed the same day, lasts 1 hour approx.


	Basil himself is responsible for this, or he can pass to manager to do.


	Basil or Manager completes payment, uber eats email a contact with details to contract. 


	2
	Recruit more staff
	Advertise to work recruitment agencies to hire the staff for you.

	Do as soon as possible, will take approx. 1 month 

	Basil himself or the manager is responsible to resolve this issue.

	The recruitment agency will send an email to say they found recruiters.



	3
	Get cheaper products to make more profits.
	Look into multiple varieties of businesses online to see which products you need is the cheapest.
	This to be done as soon as possible, take 1 week to complete.

	Basil himself is responsible for this action.


	Buy a cheaper product online and sell the product. Receipt for cheaper product.



	4
	Technology
	Order a Kiosk machine, download an app to verify deliver and orders for delivery service.


	Need to buy 1 in-store same day pick up or online delivery. Takes 1-7 days depending on service.
	Basil is responsible or he can give manager to do it.


	
When kiosk machine is brought, you’ll get a receipt of confirmation.



                                                         

      



Appendix 3 – Task 5a

The Key Performance Indicator is: Delivery service

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	
Partner up with Uber Eats and Deliveroo for a contract to offer delivery service to customers. 






Employ a full-time delivery driver for Basil’s Bakery to complete the company's delivery orders.

	
 Track the progression of monthly sales that has been generated through both platforms using the delivery service. 



 Manage the delivery time under a 35-minute gap to keep the platforms rating at 4.0 to 5.0.





	
Your consumers will be able to access the menu for your business. Dual platform listing will maximise visibility.




Have training ready for the new delivery driver to get him ready and prepared to deliver.
 





	
This expands the sales options; this also meets the customers demand for continuous delivery.




This will support the upcoming sales growth, will strengthen any bad delivery speeds, and will be reliable to third-party couriers.



  
	
This will achieve the 25% increase in sales in 12 months' time.







Recruit the delivery driver within 1 month to ensure you keep up with the delivery orders and sales.

 
















