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Task 1: Overview of Case-study
[bookmark: _Hlk205979492]Basil's Bakery is a small independent artisan bakery in a retail park in Coventry, UK. It was founded in 2015 and has built its reputation around high-quality organic cakes, pastries, and breads. However, sales are approximately 25% below 2019 levels. The central problem is a sustained decline in sales resulting from reduced customer footfall, neighboring shop closures, increased remote working and rising operating costs. The bakery also lacks an effective online ordering and delivery system, while its pre-order process is difficult to manage. These issues show a mismatch between the bakery's traditional operating model and changing customer expectations. The problem therefore requires a solution that improves accessibility and convenience while protecting the bakery's quality proposition (CIPD, 2024; ONS, 2025).

[bookmark: _Hlk205982497]Task 2: Two Proposed Solutions
Solution A Proposal – Digital Ordering and Delivery Service
The first proposal is to introduce an online ordering, pre-order, and local delivery service. Customers would be able to view products, place orders, and make payments digitally, with options for collection or delivery. This directly addresses reduced physical footfall by allowing customers to buy without visiting the retail park. Research into bakery ordering systems shows that web-based ordering can improve order-management efficiency and customer convenience (Lim and Hamzah, 2023). For Basil's Bakery, the service could also generate useful customer-order data and create opportunities to reach customers who work remotely. Although implementation would require investment in technology, delivery arrangements and staff training, the solution offers a direct route to increasing sales and improving accessibility.

Solution B Proposal – 
Marketing and Customer Loyalty Programme
The second proposal is a targeted digital marketing and loyalty program using social media, email promotions, seasonal campaigns, referral incentives, and a digital loyalty scheme. The aim would be to increase awareness, encourage repeat purchasing, and strengthen relationships with existing customers. Digital engagement could also promote the bakery's organic ingredients and artisan quality, differentiating it from competitors. This option would require less first investment than a complete ordering and delivery system and could therefore be introduced quickly. However, marketing alone does not fully remove the physical-access problem created by reduced retail-park footfall. It is therefore likely to be more effective as a supporting strategy alongside a convenient ordering channel rather than as the primary solution.



Task 3b) Evaluation Results and Justifications
A PMI (Plus, Minus, and Interesting) evaluation was used to compare the two alternatives. Solution A, Digital Ordering and Local Delivery, is recommended because it addresses the root problem more directly. The decision criteria were sales-growth potential, implementation cost, customer satisfaction and convenience, and long-term sustainability. Sales growth received the highest weighting because the case finds declining sales as the central business problem. Customer satisfaction was weighted strongly because the presentation shows increasing demand for convenience and the absence of online ordering and delivery as important weaknesses. Cost was considered, but a lower weighting was proper because a low-cost solution would have limited value if it did not restore sales. The PMI results favor Solution A because its benefits include wider market reach, improved convenience, and new ordering capacity. Its principal disadvantages technology and delivery costs can be managed through phased implementation and monitoring.


Task 4b) Justifications for the Implementation Plan
The implementation plan follows a sequential approach so that each stage creates the conditions needed for the next. First, Basil should define requirements and develop the online ordering platform because the digital channel is the foundation of the proposed solution. Second, delivery arrangements should be proven and tested before launch to reduce service failures. Third, employees should receive training in order processing, customer communication, and delivery coordination. Finally, the service should be launched with a focused promotional campaign. Responsibilities are distributed according to the nature of each task, while Basil keeps overall control because the bakery is a small business. This staged approach supports implementation control and reduces operational disruption. It also allows the business to test the system on a limited scale before wider promotion. Evidence from bakery ordering-system research suggests that moving from manual processes to web-based systems can improve efficiency and convenience, supporting the logic of the proposed implementation (Lim and Hamzah, 2023).


Task 5b) Justifications for the KPI and SMART Objectives
The principal KPI is a 20% increase in monthly sales revenue within six months of launching the digital ordering and delivery service. Revenue is right because the case shows declining sales as the primary problem and therefore requires a direct financial performance measure. More measures online order volume and customer satisfaction provide supporting evidence about whether the new service is being adopted and valued. The objectives are Specific because they identify the exact service and outcomes required; Measurable because they use numerical targets; Attainable because Basil already has an established product reputation and can introduce the system in stages; Relevant because the targets directly address reduced footfall and changing customer expectations; and Time-bound because the main targets are assessed within six months. The SMART approach is grounded in Doran's work on management aims, which presents SMART as a framework for writing effective goals (Doran, 1981). Digital ordering also has practical relevance because research on bakery systems shows improvements in order management and customer convenience as benefits of web-based ordering (Lim and Hamzah, 2023).
Task 7) Key Findings
· Basil's Bakery's central problem is a sustained decline in sales, with sales approximately 25% below 2019 levels. Reduced footfall, remote working, neighboring shop closures, rising costs and changing expectations contribute to the problem.
· Digital ordering and local delivery are the preferred solution because it directly improves access to the bakery's products.
· Implementation should be phased, with clear responsibilities, staff training, and testing before full promotion.
· A sales-revenue KPI supported by measurable SMART aims will allow Basil to check whether the solution is producing the intended results.
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Appendix 1 – Task 3a

PMI Evaluation Table

	Solution A: Digital Ordering and Delivery Service


	Plus
	Minus
	Interesting

	Reaches customers working from home
	Initial setup costs
	Potential delivery-platform partnership

	Creates added sales channel
	Staff training needed
	Customer data can support future marketing

	Improves convenience and pre-ordering
	Delivery coordination needed
	Potential to expand beyond the retail park

	Can reduce ordering errors
	
	Future subscription/catering opportunities

	

	
	




[bookmark: _Hlk210816971] 
 Solution B: Digital Marketing and Customer Loyalty Program
	Plus
	Minus
	Interesting

	Lower first cost
	Does not directly solve access/delivery issue
	Can strengthen local community engagement

	Encourages repeat purchases
	Results may take time
	Can be linked to seasonal campaigns

	Improves brand awareness
	Depends on customer response
	Customer data can improve targeting

	
	Limited effect if footfall stays low
	Can later complement online ordering









Appendix 2 – Task 4a
Implementation Plan

Name the problem you are solving : Decline in sales
Name the solution you are implementing: 
	
	WHAT

	HOW
	WHEN

	WHO


	1
	Define requirements and develop online ordering
	Select platform; create product catalogue, payment, and pre-order functions
	Weeks 1–4
	Basil and web developer

	2
	Set up local delivery
	Agree delivery area, fees, service standards, and test process
	Weeks 5–6
	Basil and delivery partner

	3
	Train staff and test
	Train staff; run test orders; correct process problems
	Week 7
	Basil and store supervisor

	4
	Launch and promote
	Launch service; use social media, email, flyers, and introductory offers
	Week 8 onward
	Basil and marketing support





· 

Appendix 3 – Task 5a

The Key Performance Indicator is: 

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Launch an online ordering and local delivery service and use it to increase customer access and sales.
	Increase monthly sales revenue by 20%, reach at least 100 online orders per month, and achieve at least 90% customer satisfaction within six months.
	Use Basil's established reputation for high-quality artisan products and introduce the service in stage
	
Directly address declining sales, reduced footfall, and customer demand for convenience



	Measure the main outcomes over the first six months after launch.
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