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[bookmark: _Hlk205982484]
Task 1: Overview of Case-study
[bookmark: _Hlk210817679][bookmark: _Hlk205979492]
Basil*s Bakery isa small independent bakery located in a shopping retail park in Coventry UK. The business specialises in high-quality organic bread, cakes and pastries. Although sales increased steadily after opening in 2015, the have remained around 25% below pre-2019 levels since the COVid-2019 pandemic. 

The main problem affecting the business is declining sales caused by reduced customer footfall. Several factors contribute to this issue, including fewer visitors to the retail park, shop delivery and pre-order services, and rising operating costs. These challenges threaten the long-term sustainability and profitability of the bakery.
[bookmark: _Hlk205982497]
Task 2: Two Proposed Solutions
Solution A

The first proposed solution is to introduce an online ordering and delivery service. Customer would be able to place orders through a website or mobile app and choose either home delivery or collection from the bakery. This solution addresses the needs of customers who now work from home or on longer visit the retail park regularly. It would also reduce waiting times during busy periods by allowing customers to pre-order their food. As a result. Basil*s Bakery could increase sales, improve customer satisfaction, attract new customers and strengthen its competitive position in the market.


Marketing and Customer Loyalty Program
The second proposed solution is to introduce a marketing and customer loyalty programme. Basil*s Bakery could promote its products through social media, local advertising and partnerships with nearby business. At the same time a loyalty scheme offering discounts or rewards for repeat purchases would encourage   customers retention. Although it may not solve all the business challenges, it could strengthen customer relationships and contribute to higher sales and long-term business growth.
Task 3b) Evaluation Results and Justifications
[bookmark: _Hlk237267551]Based on the PMI evaluation, Solution A (online ordering and delivery service) is the most suitable option for Basil*s Bakery.
In my opinion, the best result will come from using both solutions together. The online ordering system should be the main solution, while social media can be used to promote the bakery and After comparing both solutions, I think Solution A is the better choice for Basil's Bakery. The online ordering and delivery service will help solve the main problem, which is low sales. Many people now prefer to order food online because it is faster and more convenient. I think this will help the bakery reach more customers and increase sales.
Solution B, which is social media marketing, is also useful. It can help more people know about the bakery and its products. It is also cheaper than creating an online ordering system. However, I do not think social media alone will solve the problem. People may see the adverts, but they still need an easy way to order the products.
I believe Solution A has more advantages than disadvantages. Although it will cost more money and staff will need training, it is a good investment for the future. The bakery can make ordering easier, improve customer service and increase customer satisfaction.
attract more customers. This will give Basil's Bakery a better chance to improve sales and grow the business in the future.
It directly addresses the main causes of declining sales by improving access for customers who work from home or on longer visit the retail park. The evaluation considered four criteria: cost, feasibility, impact on sales, and customers satisfaction. Greater importance was given to sales impact and customer satisfaction because increasing revenue and retaining customers are essential for business success.
Although Solution A requires a higher initial. Therefore, it is the preferred solution for supporting sustainable growth and improving customer convenience.
Task 4b) Justifications for the Implementation Plan
The implementation plan starts with developing an online ordering system because it is the key part of the proposed solution. Staff training is scheduled next to ensure employees understand now to use the new system and provide effective customer service. After this, the online ordering and delivery service will be launched. Finally, customer feedback and sales performance will be monitored to measure the success of the project and identify any improvements.
Task 5b) Justifications for the KPI and SMART Objectives
The KPI I chose is monthly sales revenue because I think it is the best way to see if the business is improving. The main problem at Basil's Bakery is that sales have gone down, so increasing sales should be the main focus. By checking the monthly sales, the owner can see if the new ideas are working or if changes need to be made.
My first SMART objective is to increase monthly sales by 15% within six months. I think this is a realistic target because the bakery will introduce online ordering and delivery. These services should make it easier for customers to buy products, especially people who do not want to visit the shop.
The second SMART objective is to train all employees before the new online system starts. This is important because staff need to know how to use the new system properly. Good training will help reduce mistakes and improve customer service, which can make customers happier.
The third SMART objective is to get at least 90% positive customer feedback within six months. Customer opinions are important because they show if people are happy with the products and service. If customers have a good experience, they are more likely to come back and tell other people about the bakery.
I believe these objectives are realistic and will help Basil's Bakery increase sales and improve its overall performance.
Task 7) Key Findings
[bookmark: _Hlk208302504]Basil's Bakery has had around 25% lower sales than before 2019 because customer shopping habits have changed. 
The main reasons for the decline are lower footfall, more people working from home, and higher operating costs. 
I think the best solution is to introduce an online ordering and delivery service, as this will make it easier for customers to buy products. Staff training and customer feedback are also important because they will help improve customer service and make sure the new system works well. These actions should help  

 
Implementation Plan
The implementation plan shows the steps needed to introduce the online ordering and delivery service at Basil's Bakery. I think it is important to complete each stage in the correct order.
The first step is to develop the online ordering system. This is the most important part because customers need a simple and reliable way to place their orders. After the system is ready, all employees should receive training. This will help them understand how to use the new system and provide better customer service.
The next step is to launch the online ordering and delivery service. At this stage, customers will be able to order products online, which should make shopping easier and more convenient. I believe this will help attract new customers and increase sales.
The final step is to collect customer feedback and review sales performance. This is important because it allows the bakery owner to see if the new system is working well. If customers report any problems, the business can make improvements. Sales results can also be compared with previous months to measure success.
Overall, I believe this implementation plan is realistic and easy to follow. It gives the bakery a clear process to improve its services and increase sales over time.The bakery increase sales and improve its overall performance.
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Appendix 1 – Task 3a

PMI Evaluation Table

	Online Ordering and Delivery System

	Plus
	Minus
	Interesting

	
Low cost.
	
Results may take time.
	
Builds brand awareness.

	
Attracts new customers.
		



	Needs regular content.



	
Can increase online followers.

	
Improves customer engagement.

	
No guarantee of higher sales.
		



	Helps communicate promotions




	
Easy to implement.

	
Requires staff time.
	
Can create customer loyalty.


[bookmark: _Hlk210816971]

	Marketing and Customer Loyalty Programme

	Plus
	Minus
	Interesting

	
Low cost.
	
Takes time to see results.
	
Can reach younger customers.

	
Attracts new customers.

	
Needs regular posts.
	
Builds brand awareness.

	
Promotes special offers.
		



	No guarantee of more sales




	
Customers can leave reviews online.

	 Increases   customer engagement.

	Requires staff time.
	Can improve customer loyalty.





Appendix 2 – Task 4a

Implementation Plan

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

	WHEN

	WHO

	Done

	1
	
Develop the online  ordering system


	
Create the website and oтline ordering system

	
7th  – 14th August 2026

	
IT company/
Website developer


	
      Yes


	2
	
Train staff

	
Train all staff to use the new system

	
14th-21th  August 2026

	
Bakery Manager

	
       Yes


	3
	
Launch the  service


	
Launch the online ordering and delivery service

	
21th-28th August 2026

	
Bakery Manager and staff

	
       Yes



	
	
	
	
	
	






Appendix 3 – Task 5a

The Key Performance Indicator is: 
	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	


Increase monthly sales by 15%



Collect customer feedback and review sales performance

	


Measure monthly sales reports.



Collect customer feedback from at least 10 customers per month and review sales performance on a monthly basis, identifying at least 2 areas for improvement. 

	


Achieve this through online ordering and delivery.


Achievable through regular customer interactions and monthly sales reviews.

	


Solves the bakery's sales problem.



Solves the problem of negative reviews
	


Within 6 months





Within 6 months
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