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[bookmark: _Hlk205982484]
Task 1: Overview of Case-study
[bookmark: _Hlk210817679][bookmark: _Hlk205979492]Basil’s Bakery is a small independent bakery located in a retail park in Coventry, UK. The bakery opened in 2015 and was very successful before the COVID-19 pandemic. However, after 2020, the number of customers became much lower, and sales stayed about 25% below the 2019 level. Many local shops closed, fewer people visited the retail park, and many office workers started working from home. At the same time, business costs such as rent, utilities and insurance increased. Because of these changes, Basil is worried about the future of his bakery and wants to find the best way to improve sales and keep the business successful.

[bookmark: _Hlk205982497]Task 2: Two Proposed Solutions

Solution A Proposal: Online Click and Collect System
The first solution is to introduce an online Click & Collect system. Customers will be able to order food through the bakery’s website or a simple mobile app before arriving. Basil can prepare orders in advance, which will reduce waiting times during busy hours. This service is also useful for customers who work from home or have limited time during the day. It will help Basil organise production more effectively, avoid preparing unnecessary food and reduce waste. Customers will enjoy a faster and more convenient service, which can improve their experience, increase repeat visits and help the bakery increase sales in the future.

Solution B Proposal: Customer Loyalty Prog
The second solution is to introduce a customer loyalty programme. Customers can collect points every time they buy products from the bakery. After earning enough points, they can receive free items or discounts on future purchases. This programme encourages customers to visit more often and choose Basil’s Bakery instead of other cafés or bakeries. It is a simple and low-cost solution that helps build stronger relationships with regular customers. Loyal customers are also more likely to recommend the bakery to friends and family. As a result, customer satisfaction, repeat purchases and overall sales can gradually improve over time.

Task 3b) Evaluation Results and Justifications
According to the PMI evaluation in Appendix 1, Solution A: Online Click and Collect System is the strongest option for Basil’s Bakery. This solution received the highest overall score because it directly addresses the main problems identified in the case study. It allows customers to order in advance, reduces waiting times and improves the overall customer experience. The evaluation used five criteria: implementation cost, customer convenience, impact on sales, ease of implementation and long-term business benefits. Customer convenience and impact on sales were given the highest weighting because the bakery’s biggest challenge is the decline in customers and revenue. Although the online system requires some initial investment, it offers greater long-term value than the loyalty programme. It can attract busy customers, improve daily planning and reduce food waste. For these reasons, Solution A is the most practical, sustainable and effective choice to help Basil’s Bakery improve its performance and support future business growth.

Task 4b) Justifications for the Implementation Plan
The implementation plan is organised in a logical order to ensure the Online Click and Collect System is introduced successfully. The first step is to create and test the online ordering system because customers need a reliable platform before the service can be launched.  After the system is ready , Basil needs time to learn how to use the online ordering system correctly and manage customer orders efficiently. The next step is promoting the new service through social media, the bakery website and posters to make customers aware of the new ordering option. Customer feedback is then collected to identify any problems and improve the service. Finally, sales performance is reviewed to measure whether the new system has increased customer numbers and improved sales. The implementation dates are realistic because each stage follows the previous one. This plan reduces risks, improves organisation and gives Basil enough time to monitor the success of the new system.

Task 5b) Justifications for the KPI and SMART Objectives
Two Key Performance Indicators (KPI) were selected to measure the success of the Online Click and Collect System. The first KPI is to increase the number of online Click and Collect orders by 20% within three months. This indicator measures whether customers are using the new online ordering service. The second KPI is to increase total monthly sales by 15% within the same period. This KPI measures the overall business performance and shows whether the new service has helped Basil increase revenue.

The SMART objectives support both KPI and provide clear targets for the project. The objectives are specific because they focus on increasing online orders and improving monthly sales. They are measurable because Basil can compare online orders, sales reports and customer feedback before and after the implementation. The objectives are attainable because the bakery only needs a simple online ordering system and regular promotion, which are realistic for a small independent business. They are relevant because they directly address the main problem of declining customer numbers and sales. Finally, the objectives are time-bound because both KPI have a clear deadline of three months. The two KPI help Basil measure customer behaviour and business performance.
Task 7) Key Findings
· [bookmark: _Hlk208302504]Basil’s Bakery is experiencing declining sales because it does not currently offer an online ordering service, making it less competitive than other local bakeries.
· The Online Click and Collect System was identified as the best solution because it can improve customer convenience, increase sales, reduce waiting times and minimise food waste.
· The Customer Loyalty Programme could improve repeat purchases, but it would have a slower impact on attracting new customers and increasing overall sales.
· The implementation plan provides a realistic step-by-step process with clear responsibilities, timescales and monitoring to reduce risks during implementation.
· The proposed KPI and SMART objectives allow Basil to measure success by tracking online orders, monthly sales and customer satisfaction, supporting long-term business growth.
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Appendix 1 – Task 3a

PMI Evaluation Table
	 Online Click and Collect System

	Plus
	Minus
	Interesting

	Faster customer service 
	Coast to create the system 
	Can attract new customers 

	
Reduces waiting time 
	Staff need training 
	Improves bakery image

	
Increases sales 
	Internet problems may happen 
	Supports delivery

	Better production planning 

	Needs website maintenance
	Easier ordering

	Reduces food waste
	Takes time to introduce
	Helps remote workers

	Improves customer satisfaction
	
	Long-term growth










	Customer Loyalty Programme

	Plus
	Minus
	Interesting

	Easy to introduce
	Discounts reduce profit
	Builds customer loyalty

	
Low implementation cost
	Result may be slow
	Support future promotion

	Improves customer relationships

	Not all customers will join
	Can increase recommendation

	

	Needs reward tracking 
	

	
	Less effective for attracting new customers 
	





Appendix 2 – Task 4a
Implementation Plan

Declining the problem and fewer customers
Online click and collect systems

	
	WHAT

	HOW

	WHEN

	WHO

	1
	
Create an online ordering system

	Develop a simple website or mobile app where customers can place orders 

	
1st - 7th  August 2026

	
Basil and Web Developer


	2
	
Test the online systems
	Check that the website works correctly and fix any technical problems before launch
	
8th - 10th  August 2026
	
Basil

	3
	
Learn to use the online system

	Practise using the system, manage online orders and learn how to update products and prices
	
11th - 13th  August 2026

	
Basil


	4
	
Promote the new service

	Advertise the click and collect service on social media, the bakery website and with posters in the shop
	
14th -17th  August 2026

	
Basil


	5
	
Monitor customers feedback

	Collect customers reviews, analyse feedback, solve problems and improve the service if needed
	
18th - 24th  August 2026

	
Basil 


	6
	Review sales performance
	Compare online orders and total sales with previous weeks and make improvements if necessary
	25th - 31th  August 2026
	
Basil




· 

Appendix 3 – Task 5a

The Key Performance Indicator is: 
1. Increase the number of Online Click and Collect orders by 20% within three months.
2. Increase total monthly sales by 15% within three months.
	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	
1.Introduce an Online Click and Collect service to reduce waiting times, improve customer convenience and encourage more online orders.



2.Increase monthly sales by promoting the new service through the bakery website and social media.


	
1. Monitor the number of online orders every week and achieve a 20% increase within three months.



2.Compare monthly sales reports before and after implementation and increase total monthly sales by 15% within three months.



	
1. The objective is realistic because the bakery only needs a simple online ordering system and regular online promotion. 



2. The targets are achievable for a small independent bakery with low implementation costs.


	
1. The service improves customer convenience, reduces waiting times and encourages repeat purchases. 



2.Higher sales will improve business performance, attract new customers and support long-term business growth.

	
1. Launch the Click and Collect system by 31 August 2026 and review online orders every week for three months. 


2.Review monthly sales and achieve a 15% increase within three months after the service is launched
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