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Overview of Basil’s Bakery 
Basil’s Bakery is an independent artisan bakery in Coventry that has had steady growth until the COVID pandemic which caused a big drop in sales. After restrictions ended, sales were still lower by 25% than they were in 2019. The main issues were fewer customers coming into the store due to shop closures in the retail park, people losing their jobs and more people working from home which lowers the demand during the lunchtime period. This is worsened as the bakery cannot offer delivery or pre order services to customers and there are rising operating costs and unstable prices for organic ingredients.

















Two Proposed Solutions:
Preordering systems:
The solution being proposed is a preordering system. This would let customers place orders and collect the order at an agreed time. This system would reduce the queues and wait time during busy periods, which would in turn improve customer satisfaction. It would also make the bakery a more convenient option for workers with limited time on their hands. Preordering systems would help Basil plan production and budget more accurately to make sure that the popular picks are always available which would keep a steady revenue stream. This would make the bakery not need to rely on the footfall of the food park.

Delivery Service:
The solution being proposed is a delivery service. Customers would be able to order Basil’s products online/by telephone and have them delivered to a place of their choosing (home/work). This would help keep customers who have shifted into working from home and for customers who don’t visit the retail park regularly. It would also open doors for new customers who would like to try Basil’s Bakery. This would in turn increase revenue as customers would love the convenience of a delivery system and it would provide a long-term model for the bakery to make revenue. (Partridge, 2025)








Evaluation Results and Justifications:
	Preordering systems

	Plus
	Minus
	Interesting

	Able to order in advance +4
	Unknown setup cost -4
	Budgeting based on popularity +3

	Little/no wait time +3
	Customers may need to pay extra -4
	Could lead into delivery service +2

	Increased customers +2
	Basil may not be able to complete every order -4
	Could add rewards for returning customers +2

	Easier for returning customers to order +1
	Customers not used to order online -2
	Order may not be ready when customers arrive -3

	TOTAL: +10
	TOTAL: -14
	TOTAL: +6


Overall total for Preordering systems = +2
	Delivery service

	Plus
	Minus
	Interesting

	Expanded customer reach +4
	Cost for delivery -4
	Could outsource delivery to a third-party company +2

	Additional source of revenue +3
	Basil needs to be able to always bake -3
	Fees are unknown when delivering -2

	Could be more convenient for customers +2
	Order may not be the same freshness when delivered -2
	Could make the business look more professional +2

	Reduced reliance on footfall at retail park +1
	Increased fees may make customers not want to order -1
	Service could lead to regularly scheduled orders +2

	TOTAL: +10
	TOTAL: -10
	TOTAL: +4


Overall total for Preordering systems = +4
A delivery service would be the most appropriate solution for the bakery. It directly goes for the root issues of declining sales and substitutes the customers who used to visit the retail park to customers who are local to the bakery. It is better than a pre order system because customers would not need to visit the bakery in person and could easily work from home and conveniently order food from the bakery. This is evaluated by its ability to increase sales and ensuring the long-term growth of the company alongside the convenience of customers being able to enjoy the food from the bakery with ease. The greatest weighting was given to an increase of sales which expands the customers who buy from Basil’s bakery and this factor has a large impact on the future of the bakery. Therefore, the delivery service would be the best solution as it secures long term growth and a big potential for an uplift in sales. (Costello, 2018)






















Implementation Plan:
	
	Task
	WHAT

	WHEN

	WHO

	Done

	1
	Identification of problem and solution
	Confirmation that there is a correlation about reduced footfall, shop closures and working from home causing the sales to decrease. Then confirm the delivery service is the solution that should be implemented.
	Week 1 
	Basil and Business Consultant
	After confirming the causes of declining sales and confirming the solution to be implemented

	2
	Set up delivery system
	Research options and then choose between third-party delivery company or employing a driver. Ensure delivery areas and charges are 100% established
	Week 2
	Basil
	Establish delivery process with clear knowledge regarding costs

	3
	Developing ordering process
	Process for customers to place delivery order must be created alongside payment methods
	Week 3
	Basil and Website provider
	Easy and efficient process for customers to place orders

	4
	Launch and promote service
	Advertisement of delivery service via various means (social media, posters etc) to attract new customers
	Week 4
	Basil
	Customers are aware of new delivery service and can order and increase sales of the bakery



An implementation plan is a document that outlines the steps, responsibilities, timescales and resources that are required to introduce a new solution or change within a business. It helps the business make sure that tasks are completed in a time and orderly manner. (Asana, 2024) The order specific to ensure that the implementation can be approached in a manageable way. First, the cause of declining sales must be identified and confirmed before deciding on a solution and investing in it. Second, the process of delivery, area of delivery and other arrangements must be established so there is an effective operation of the delivery service. After this is done, the next step is the ordering and payment system so orders can be placed effectively. Finally, once all is complete then the delivery service can be launched and Basil would need to take responsibility in promoting it as he knows the customers needs best and promotion will cost money so he would need to spend according to what his budget allows.

















Justifications for the KPI and SMART objectives:
	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Introduce a delivery service for customers to order from Basil’s Bakery. In a 3-mile radius.
	Aim for 10 orders per day to begin with and slowly raise that up per month by 15% which will increase overall sales overtime
	This target is realistic as work from home and former retail park customers have asked for a delivery service so they would be able to use the new delivery service.
	This goes right to the root problem of reduced customer footfall and declining sales caused by working from home and retail park closures.
	Achieve the 10 orders per day target within 2 months and from then on, a 10-15% increase per month of sales after launching the new delivery service. And increase the radius to 6 miles.



A Key Performance Indicator (KPI) is a measurable value used by business to assess how effectively objectives are being met. KPIs monitor progress and determine whether a new solution has been successful or not. (Boogaard, 2023) The KPI for Basil’s Bakery is to achieve 10 delivery orders per day and increase it per month by 15% within 2 months of launching the delivery service. This specific KPI was selected because sales growth is the primary objective for Basil and a delivery service would increase the sales by firstly recovering the lost customers and then adding a channel for new customers to buy from the bakery. The specific objective is bringing delivery services for customers in a 3-mile radius, this will be increased later once the foundations are concrete. The measurable objective ensures that Basil would be able to track the delivery orders per day which goes hand in hand with the growth of sales. There is a very realistic attainable objective as there has been a lot of interest in a delivery service from the customers. The relevant objective goes directly to the root cause of the declining sales. Finally, the time-bound objective of two months would be enough to show Basil the growth that a delivery service can offer if he promotes and monitors its progress. (Qlik, 2021)



Key findings:
· Sales remain approximately 25% lower than 2019 levels, and the same after recovering from the COVID-19 lockdown.
· Customer footfall in the retail park has significantly dropped due to shop closures and fewer shoppers in the area.
· Home working has reduced the lunchtime rush as office workers are not visiting the bakery as often
· Customers are interested in a delivery/preorder service as it is a great convenience for the customer
· Operating costs have increased enormously which puts the profit at risk of being wiped out.
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