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[bookmark: _Hlk205982484]
Task 1: Overview of Case-study
[bookmark: _Hlk205979492]Basil’s Bakery was struggling with the decline in sales and sad customers. The main problem was the lack of quality products and bad customer service. The staff were missing good training; the equipment was outdated and there was no proper marketing strategy. All these issues together have damaged the bakery’s reputation and minimized profits. Without fixing the quality and service, any short-term sale boost will not have lasted. The bakery needs to focus on solving the root cause to then rebuild the customers’ trust, so that they would gain more loyal customers.
[bookmark: _Hlk205982497]Task 2: Two Proposed Solutions
(Staff training program) Solution A Proposal
To begin the first solution proposed is to introduce a staff training program that covers the baking skills and customer service. The training may raise the product quality, minimize the mistakes and help employees give a more consistent service. It can also increase the staff’s confidence and also motivate them since they have a clearer understanding of what is expected. Employee development helps improve performance when good training is relevant to the organization’s needs. This solution is directly affecting the Bakery’s problem with the quality product and customer service, which makes it good for gaining long term improvement.
(Marketing and promotion plan) Solution B Proposal
The next proposed solution is a marketing and promoting plan, using social media to raise awareness, loyalty cards, discounts and campaigns. Marketing can attract newer customers, which increases the bakery’s popularity and makes existing customers come back. Promotional activities could also help businesses communicate with the customers and raise awareness of their products. But this solution only focuses on attraction of customers instead of improving the quality of the products or customer service. If these problems continue, there will be an increase in customers from marketing, without solving the reason why some customers were dissatisfied.

Task 3b) Evaluation Results and Justifications
The PMI table shows that solution A, the staff training program is a lot stronger than solution B, the marketing and promotional plan. The main criteria considered are cost, sustainability and impact and customer satisfaction. Solution A scored higher because it benefits directly the Bakery’s main problem. 
The first advantage is that training minimizes the mistakes, where the importance is the mistakes and how they could affect the consistency of the products. It also improves the quality of the products, which fixes the main problem. Training can also boost the staff’s confidence, helping the employees perform their roles better (Armstrong, 2014). The long – term benefits and improved customer service are mainly important due to them rebuilding customer satisfaction and the bakery’s reputation.
But solution A also has a disadvantage. It needs an external trainer, that creates an additional cost, while the training itself also takes time and money. Some staff could resist the training, which could make the implementation harder. These disadvantages are only short term and may be managed through careful planning.
Solution B could also boost the sales more quickly and attract new customers, which increases product awareness (Kotler and Keller, 2016). But discounts can minimize the profit, campaigns cost money and marketing do not solve the main problem of the bakery’s lack of quality and service. Its impact could also then be mainly short term.
That’s why solution A is far more suitable choice since it benefits and addresses the root cause and provides a stronger long-term improvement.
Task 4b) Justifications for the Implementation Plan
The implementation plan begins with the hiring process of a qualified trainer, next a scheduled flexible set of sessions, which give training, practising new skills and monitoring new progress. This order is most suitable due to the employees needing to receive the correct knowledge and skills because they can apply them to their work.
The first steps is the main importance because a qualified trainer could also give appropriate guidance in both the baking and customer service. The 2nd step would involve the scheduling flexible sessions, permitting staff to gained training without causing unnecessary disruption to the bakery’s daily activities. The 3rd stage is the actual training step, where the employees learn the required skills and knowledge.
After the training, the staff need to practice their skills and during the normal bakery operations. This permits them to add what they have learned and improve through experience. Employee development could support improvement performance when training is relevant to the organisational needs (Armstrong, 2014).
The final stage is monitoring progress. Management and the trainer could also review the employee performance, the quality of the product and customer feedback to identify whenever the training has been successful. Clearly dividing responsibilities between the management and the trainer as well as the staff, that minimises the confusion and makes the implementation process more organised (Drucker, 2007).
Therefore, the step-by-step plan provides the practical and organised way to introduce the staff training program to everyone successfully. 
Task 5b) Justifications for the KPI and SMART Objectives
The KPI chosen was Customer satisfaction score. Because it directly shows if the staff training program is working and improving the customer experience. This is suitable since a lack of customer service and product quality are the main problems affecting Basil’s Bakery.
· Specific: training to all staff in bakery and customer service.
· Measurable: at least 80% of the overall staff needs to pass a training test or multiple.
· Attainable: sessions would be short and practical so that all staff can manage and be flexible.
· Relevant: training links directly to the improvement of product quality and customer service satisfaction.
· Time – bound: complete all training including tests within 3 months.
All of these objectives are all realistic and clearly would support the bakery’s recovery securing it a successful boost. They make sure the progress could be tracked and measured for effectiveness. The staff training is achievable, practical and directly connected to the solving of the bakery’s root problem. By having a clear time set, the bakery could stay focused and motivated to achieve its goal (Kaplan and Norton, 1996).
Therefore the KPI and SMART objectives provide a clear and realistic way to measure the success of the staff training program.
Task 6) Key Findings
· [bookmark: _Hlk208302504]The baker’s biggest problem is the lack of quality product and service.
· The staff training is more effective than marketing for long term ensured success.
· A good and clear step by step plan make sure that the implementation is smooth.
· Customer satisfaction is the best KPI to measures the overall progress.
· SMART objectives make the plan way more trackable and achievable so that the bakery does not fall in popularity again.
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Appendix 1 – Task 3a

PMI Evaluation Table

	Staff Training Program (for Solution A)

	Plus
	Minus
	Interesting

	Minimises mistakes (+4)
	Needs external 
trainer                       (-2)
	Can inspire 
innovation                  (+2)                         

	Improves product     quality                     (+5) 

	Training costs 
money                       (-3)
	Staff could suggest new ideas                         (+2)

	Boosts confidence for staff                        (+4)

	Staff could resist the challenge                  (-2)
	Long term benefits   (+3)

	Improved better customer service    (+5)
	Time taken to train    (-2)
	Builds teamwork and  relationships             (+3)

	
TOTAL: +18
	
TOTAL: -9
	
TOTAL: +10



[bookmark: _Hlk210816971]Therefore: Overall Total for Staff Training Program (for Solution A) = +19


	Marketing and Promotion Plan for Solution B

	Plus
	Minus
	Interesting

	Boosts sales rapidly  (+5)
	Discounts minimise the profit                         (-3)
	Shows preferences of customers                 (+2) 

	Attracts new 
customers                 (+4) 

	Costs for campaigns(-3) 
	Could increase brand awareness                (+4)

	Raises product     awareness                (+4)

	Does not fix the issues with quality               (-5)
	Competitors could copy
                                  (-2)

	Keeps older long-term customers engaged (+4)

	Short term impact only  
                                 (-4)
	Has the possibility to bring quick sales       (+3)

	
TOTAL: +17
	
TOTAL: -15
	
TOTAL: +7



Therefore: Overall Total for Marketing and Promotion Plan (for Solution B) = +9
Appendix 1 Tark 3A, references:
Solution A – 
· De Bono, E. (1992). Serious Creativity: Using the Power of Lateral Thinking to Create New Ideas. New York: Harper Business.
· Armstrong, M. (2014). Armstrong’s Handbook of Human Resource Management Practice. 13th ed. London: Kogan Page.
Solution B – 
· De Bono, E. (1992). Serious Creativity: Using the Power of Lateral Thinking to Create New Ideas. New York: Harper Business.
· Kotler, P. and Keller, K.L. (2016). Marketing Management. 15th ed. Harlow: Pearson Education.

Appendix 2 – Task 4a
Implementation Plan

Name the problem you are solving: Poor product quality and service
Name the solution you are implementing Staff training program
	
	WHAT

	HOW
	WHEN

	WHO


	1
	Hire a qualified trainer
	Recruit external expert
	Week 1
01.10.2026 – 07.10.2026
	Management 



	2
	Schedule flexible sessions 


	Plan service and baking training 


	Week 2
08.10.2026 – 14.10.2026


	Trainer + Management



	3
	Practice skills 


	Staff apply the training in baking


	Week 3 to 6
15.10.2026 – 05.11.2026


	Staff 



	4
	Monitor progress 


	Review performance and feedback


	Week 7 to 8
06.11.2026 – 12.11.2026


	Management + Trainer 













Appendix 2 references for the implementation plan 
· Drucker, P.F. (2007). Management Challenges for the 21st Century. Abingdon: Routledge.
· Armstrong, M. (2014). Armstrong’s Handbook of Human Resource Management Practice. 13th ed. London: Kogan Page.
Appendix 3 – Task 5a

The Key Performance Indicator is: Customer satisfaction score

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	
Train all the staff working in the bakery





	80% needed to pass the training tests 
	Short, practical and flexible sessions





	Improve the quality and the service





	Finish the whole program in 3 months.
31.12.2026




Sources : for the KPI and SMART objectives 
· Drucker, P.F. (2007). Management Challenges for the 21st Century. Abingdon: Routledge.
· Kaplan, R.S. and Norton, D.P. (1996). The Balanced Scorecard: Translating Strategy into Action. Boston: Harvard Business School Press.
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