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 Task 1: Overview of Basil’s Bakery
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Basil’s Bakery is a small independent business located in the vicinity of the retail park in Coventry, UK that opened in 2015. Is an accomplished artisan Baker and prides himself on sourcing high quality organic ingredients for his contemporary styled cakes, pastries and breads. The Bakery location is convenient and accessible to a wider range of customers within the area that appreciate the Basil’s tasty options made available. (Basil's Bakery, 2025)
Basil’s Bakery was doing very well from the beginning in 2015 till 2019, in which they saw their business exploded in sales, meanwhile an unusual situation happened in 2020 that caused the government to decreed the lockdown, and the business started experiencing some negative effects affecting their sales; in addition, the also suffered a declining ales and stagnation of an average of 25% from 2023 to 2025 that affected their revenues.

Task 2: Two Proposed Solution:
[bookmark: _Hlk205982497]Solution A:
Name: New Products and Marketing Campaign. Thornton, W.J.L. and Dumke, H.A. (2005)
Refreshing Basil's Bakery's products and customer base can help the business recover from its 25% decline in sales, which will probably increase customer interest and attract new market segments. Introducing new products, such as healthier baked goods, seasonal range of specialties, or customized cakes, in line with their organic ingredients will also allow the bakery to meet changes of consumer preferences and encourage existing customers to make repeat purchases. Introducing new product packaging and presentation can also enhance the brand's image and make the products more attractive. Marketing campaigns and feedback can enables the business to expand. These strategies will help increase customer satisfaction and sales revenues.   
    
Solution B:
Name: Digital and E-Commerce. 
Basil Bakery should invest in a comprehensive Digital Website and E-Commerce platform to recover from its 25% stagnation and decline in sales. The bakery can launch a mobile-friendly website with online ordering, and home delivery options to improve customer convenience or those working from home. This option can regenerate an addition of 20% growth, while partnering with popular food delivery platforms (Uber-Eat) will expand market reach. Engaging in different social media advertising, email marketing will increase brand visibility. Online subscription and payment option will also increase the number of customers and sales growth. 

Task 3b) Evaluation Results and Justifications of Digital and E-commerce solution.
Based on the PMI evaluation in Appendix 1, the Digital and E-commerce Solution is the preferred option because it achieved an overall score of +13, indicating that its benefits outweigh it’s more realistic and achievable than introducing new products and marketing campaigns who’s score +8. The evaluation criteria included sales growth base on number of customers visiting the platform, implementation of delivery services to those who work from home, connectivity with other network for future business opportunities. These criteria were selected because they directly address Basil's Bakery's 25% stagnation in sales and the need to increase online visibility and revenue by 20% monthly. Sales growth and customer experience received the highest weightings because the management has makes them their main priorities. Cost and operational requirements received lower weightings as they can be managed through planning and staff training. Although the solution requires ongoing website maintenance, cybersecurity, and digital skills team, its advantages, including increased online sales, wider customer reach, improved data-driven decisions, provide greater long-term value. (University of Newcastle, 2025)

Task 4b) Justifications for the Implementation Plan

The implementation plan indicate clearly that Basil's Bakery can successfully adopts the B solution: Digital and E-Commerce solution. Building a strong website and e-commerce platform is scheduled first (Weeks 1–4) because it provides the foundation for online sales and a mobile-responsive customer accessibility.  Choosing and integrating the digital systems will be on (Weeks 3–8) so the website, inventory, and payment systems work together, ensuring accurate real-time data and efficient order processing. Digital marketing campaigns begin in (Weeks 5–10), allowing customers to access online promotions and place orders immediately. Monitoring performance starts in (Weeks 8–12) and continues thereafter to measure key performance indicators (KPIs), identify improvements, and support data-driven decisions. Responsibilities are assigned according to staff expertise, with the Digital Manager coordinating the project, the IT team developing and integrating systems, the Marketing Manager promoting the business, and the Business Analyst monitoring results. This sequence reduces implementation risks and supports sustainable sales growth. (University of Newcastle, 2025)
Task 5b) Justifications for the KPI and SMART Objectives for the Digital and E-commerce solution.

[bookmark: _Hlk205981688]The Performance Indicator (KPI) is an Online Sales Revenue because it directly measures the success of Basil's Bakery's digital and e-commerce strategy. (Doran, 1981I) Increasing revenue generated through online channels provides a clear indication of whether the new digital initiatives are attracting customers and generating additional income. This KPI is easy to monitor through the bakery's e-commerce platform and provides accurate data for evaluating business performance over long period of time.
The SMART objective is designed to ensure the KPI is realistic and achievable. It is Specific because it focuses on increasing online sales through an e-commerce website, online ordering, and digital marketing activities. It is Measurable by targeting a 20% increase in monthly online sales revenue, allowing management to track progress using sales reports and website analytics. The objective is Attainable because the bakery can implement affordable digital solutions such as social media advertising, and promotional offers to encourage online purchases. It is Relevant because improving online sales directly addresses the business problem of declining revenue while meeting the growing demand for convenient online shopping. Finally, it is Time-bound, with a six-month implementation period, providing sufficient time to launch the digital platform, monitor performance, and make improvements if necessary.
· 


Task 7) Key Findings

· Implement an e-commerce platform: Launching an online ordering website with integrated delivery and click-and-collect services will expand Basil's Bakery's customer reach, improve convenience, and create new sales opportunities beyond in-store purchases.
· \Strengthen digital marketing: Using social media advertising, email marketing, will increase brand awareness, attract new customers, and encourage repeat purchases.
· Improve customer engagement: Introducing a loyalty program and personalized offers through digital channels will enhance customer retention and increase revenues.
· Use data analytics for decision-making: Tracking customer feedback, sales trends, and product performance will enable the bakery to optimize inventory, pricing, and marketing strategies.
· Increase revenue and competitiveness: Adopting integrated digital and e-commerce solutions is expected to reverse the 25% sales decline by improving customer experience, expanding market reach, and supporting sustainable business growth
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Appendices




Appendix 1 – Task 3a

PMI Evaluation (University of Newcastle, 2025)
	Solution A: Introducing new products and marketing campaign – PMI Table

	Plus
	Minus
	Interesting

	Increase sales through new and seasonal products, also by making the brand more visible to wider customers.  + 9
	Higher cost for products development, organic ingredients and packaging. – 5
	Sales data can guide which products to keep or remove base on feedback + 9 

	Re-engages existing customers through promotions and loyalty award will give them a reason to return.  + 7

	To many changes may confuse loyal customers and weaken the brand.  - 7
	Loyalty programs and influencer marketing can increase repeat purchases and long-term customer engagement. + 6

	Strengthen brand awareness through targeted marketing campaigns to meet up with competitivity.  + 8

	Marketing campaigns may not achieve the expected return on investment.  - 6
	Customer feedback and digital analytics can shape future product development.  - 5

	Attract new customers with innovative bakery products (e.g., vegan, trendy desserts) + 5

	Staff require training to produce and promote new products.  - 5
	Partnership with local businesses can expand market reach. - 8

	
TOTAL:   + 29
	
TOTAL:   - 23
	
TOTAL:  + 2



[bookmark: _Hlk210816971]Therefore: Overall Total for Introducing new products and marketing campaigns solution   = + 8






	Solution B : Digital and E-commerce solution – PMI Table

	Plus
	Minus
	Interesting

	A strong website builds up and a mobile app makes products more visible.  + 9
	Technology integration and cost to maintain and improve the webpages.          - 3
	Opportunity to enhance customers experience by show cases new products.      + 8                            

	An e-commerce platform can regenerate more revenue beyond physical stores. + 7

	The e-commerce platform will need regular and proper inventory.                 - 6
	Opportunity to expand online order or subscriptions.   - 5

	Digital and Social media will enable wider customers and low cost.  + 5

	Customers data can spread on different pages and need cybersecurity.          - 4
	Improve data driven decision making.     - 3

	Rapid promotion of seasonal products on digital channels. + 3

	Constraints to train a team which may have limited digital skill.    - 2
	Opportunity to implement visible retailing through omnichannel capabilities.  + 4

	
TOTAL:  + 24
	
TOTAL:   - 15
	
TOTAL:  +4



Therefore: Overall Total for Digital and E-commerce Solution =   + 13

[bookmark: _Hlk219478739]


Appendix 2 – Task 4a
Implementation Plan

The problem I am solving is the reduction of 25% in Basil’s Bakery sales.
The solution I am implementing is the Digital and E-commerce option.
	
	Task
	WHAT
	WHEN
	WHO
	Done

	1
	Building a website and E-commerce platform
	Improve website to be view on different devises including mobile responsiveness.
	
Weeks 1 - 4

	Digital consultant and IT team.
	Improved online customer’s experience

	2
	Choosing the digital systems

	Connect website, inventory and payment systems to enable customer’s re-order.
	
Weeks 3 - 8

	IT manager and systems integration team
	Integrated digital systems with accurate, real-time data.


	3
	Launching Digital and marketing campaigns
	Implement email marketing, social media, online promotions to increase sale.
	
Weeks 5 - 10
	Marketing Manager

	Increased online sales and customer engagement.

	4
	Monitoring performance


	Track KPIs and assured continuous improvements.

	
Weeks 8 -12 and ongoing

	Digital Manager and Business analyst.

	Better decision-making through performance monitoring and analytics.




· 

Appendix 3 – Task 5a

The Key Performance Indicator is: 

· KPI: Online number of transactions and Sales Revenue. 
· Target: Increase monthly online sales by 20% within 6 months 
· Purpose: Recover lost sales, expand the customer base, and improve overall business performance through digital channels. 


	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	
Increase Basil's Bakery's online sales by strengthening its e-commerce website, enabling online ordering, and promoting products through digital marketing and social media





	
The aim is to
achieve a 20% increase in monthly online sales revenue compared to the current baseline.



	


This will be supported by launching an online ordering platform, offering home delivery services, while using social media campaigns to target online customers, and providing promotional discounts.


	


Increasing online sales and revenue will help recover lost sales and the bakery's 25% decline in overall sales. Attracting and improving new customer convenience.


	



Achieve the 20% increase in online sales revenue within six months of implementing the digital and e-commerce strategy.
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