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Overview of Case-study  
Basil’s Bakery is a small shop in a Coventry retail park, founded in 2015. It sells organic cakes and pastries. Since the COVID-19 pandemic, sales have dropped by 25%. This happened because many people now work from home. They no longer visit the retail park. At the same time, inflation increased business costs. Rent, energy, and organic ingredients are more expensive now. The bakery is losing money because it only serves walk-in shoppers. It has no digital options to reach remote workers. 
At this moment the bakery is facing higher business costs like rent, energy prices and cost of organic ingredients have increased, making it more difficult for the business to maintain is profits. 

 
Two Proposed Solutions 
Solution A) Introduce a Home Delivery Service  
One possible solution for Basil Bakery is to introduce a local home delivery service. This could be a good way for the bakery to reach more customers and increase sales. Nowadays, many customers prefer convenient services that allow them to order food from home using their phones or computers.
The delivery service could allow customers to order cakes, pastries, bread and other bakery products through social media or directly from the bakery’s website. Customers could choose the products they want, place their order and select a suitable delivery time.
This solution could be particularly useful for customers who work from home, elderly customers, busy families and people who no longer visit the retail park regularly. It would allow Basil Bakery to reach customers who may not otherwise visit the physical shop.
Basil Bakery could start the service on a small scale by delivering only within the local area and introducing a minimum order value. This would help the bakery control delivery costs and reduce financial risks. The bakery could also test the service for a few months and collect customer feedback before deciding whether to expand it.
Another benefit is that the bakery could use social media to promote the delivery service and attract new customers. Special offers, discounts or free delivery for orders over a certain amount could encourage customers to try the service.
Overall, introducing a home delivery service could help Basil Bakery respond to changing customer needs, increase convenience and potentially increase sales. Customer feedback could also be used to improve the service over time.
 
 
· Task 3) Grid Analysis Evaluation of the 2 Proposed solutions  
· The criteria is based on factors that are important to Basil Bakery( see appendix 1)

Task 3B) Evaluation Results and Justification
The Grid Analysis shows that Solution A, introducing a home delivery service, is the preferred solution compared with Solution B, a customer loyalty programme. The three criteria used to evaluate the solutions are potential to increase sales, customer reach and cost of implementation.
Potential to increase sales was given the highest weighting of 5 because Basil Bakery is experiencing declining sales. Customer reach was given a weighting of 3 because fewer people are visiting the retail park. Cost of implementation was given a weighting of 4 because the bakery needs to consider affordability and keep costs under control.
Although the customer loyalty programme would be cheaper and easier to implement, the home delivery service has greater potential to increase sales and reach more customers. It could help Basil Bakery reach customers who work from home and customers who no longer visit the retail park.
Therefore, Solution A is more appropriate because it directly addresses Basil Bakery’s main problems of declining sales and reduced customer visits. It also provides an opportunity for the bakery to respond to changing customer needs and grow its customer base.

 
 Task 4A) Risk Analysis
The implementation of a local home delivery service may create several risks for Basil Bakery. One financial risk is the cost of delivery, including fuel, packaging and possibly hiring a delivery driver. These costs could reduce the bakery’s profits, especially if there are not enough orders.
There is also an operational risk. Orders could be delayed, incorrect, or damaged during delivery. This could lead to customer complaints and damage the bakery’s reputation. Another risk is low customer demand. If not enough customers use the delivery service, the bakery may not generate enough additional sales to cover the costs of running the service.
To reduce these risks, Basil Bakery could start with a small delivery area and introduce a minimum order value. The bakery could also train staff to manage online orders carefully and use suitable packaging to protect products during delivery. Regular customer feedback could be collected to identify problems and improve the service. This would allow Basil Bakery to test the service on a small scale before expanding it (see Appendix 2).


Task 4B) Justification for the Implementation Plan
The implementation plan is designed to organise the main stages of introducing the home delivery service and make sure that each stage is completed successfully.
The first stage is to research and select a suitable online ordering system that is affordable and easy for customers and employees to use.
The second stage is to test the online ordering system to identify and solve any problems before the service is launched.
The third stage is to provide employees with training on managing online orders, preparing products correctly and delivering them to customers.
Finally, the fourth stage is to launch the home delivery service and monitor its performance. Basil Bakery can collect customer feedback and review sales and delivery problems to identify areas for improvement.
Each stage should be completed before moving to the next one. This structured approach will help Basil Bakery reduce risks, control costs and ensure that the new delivery service operates effectively.

 

Task 5a: Implementation plan  
Name of the problem is Declining sales and reduce of customers numbers at Basil’s Bakery  
5B) Justification for the implementation Plan  
The implementation plan introduces the home delivery services in a clear and achievable. First the delivery cost and minimum of orders will establish control expenses. Second an ordering system t will improve customers reaches and convenient. With staff trained and promotions will support launch and expand sales. And finally, sales, customers numbers will be monitored to evaluate performance. With these structured approaches ensures that each stage is completed organized and directly supports the task 3 criteria, sales, customers reach and costs(see appendix 3)  
 
Task 6a) KPI and SMART Objectives  
Appendix 3: KPI and SMART Objectives 
The KPI is appropriate because the main purpose of introducing home delivery is to increase sales and reach customers.  
 
Additional SMART Objective  
Task 6B) Monitoring and evaluation 
 The potency of the home delivery service will be monitored by using the selected KPI and SMART objectives. With this Basil bakery will review sales and sales figures, the number of new delivery customers and delivery costs each month. Customers feedback will also be collected to measure satisfaction and to identify areas to improve. The basil Bakery will compare the performance before and after the new service is introduce. After 6 months, management will evaluate weather the 10% sales increase, the 50 new customers and the 90% feedback targets have been achieved. If the targets are not met, Basil’s bakery can make changes and can review the delivery cost, marketing activities and customers feedback and make improvements to the services. (see appendix 4)  
 
 
 
 
 
 
Task 7) Key Findings  
Basil’s Bakery is experiencing declining sales and customer numbers, with sales approximately 25% below 2019 figures.  
The main causes include fewer retail park visitors, increased home working and rising business costs. 
The grid analysis identified home delivery as the preferred solution because it has strong potential to increase sales and improve customer reach. 
The implementation plan focuses on controlling costs, reaching new customers and increasing sales through a local delivery service. 
The KPI and SMART objectives will help Basil’s Bakery monitor sales, customer growth, costs and customer satisfaction to evaluate the success of the solution. 
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Appendix 1 
	Criteria 
	Potential to expand sales 
	Customers reach 
	Cost of implementation 
	Total 

	Weight 
	5 
	3 
	4 
	 

	 
	 
	 
	 
	 

	Home Delivery Service 
	3          15 
	3          9 
	2                8
	32

	Loyalty program  
	2       10 
	3           9
	1               4
	23

	 
	 
	 
	 
	 















Appendix 2 
	No. 
	What could cause a risk? 
	Likelihood (1-5) 
	Impact (1-5) 
	Risk Factor = Likelihood x Impact 
	What can you do to reduce this risk from happening? 
	If it happens – what can you do to minimise the impact? 

	1 
	Financial risk from delivery costs, fuel and packaging reducing profits 
	4 
	3 
	12 
	Set a minimum order value and start with a small delivery area to control costs 
	Review pricing and delivery costs regularly, and adjust the minimum order value if needed 

	2 
	Operational risk from delayed orders, incorrect information, or damaged packages 
	3 
	3 
	9 
	Train staff properly for handling online orders and packaging 
	Check customer feedback regularly to spot and fix problems quickly 

	3 
	Lower customer demand, meaning fewer orders than expected 
	3 
	4 
	12 
	Start with a small delivery area and promote the service to test demand 
	Review the service and improve marketing if demand stays low 












Appendix 3  
	Task 
	What 
	How 
	When 
	Who 

	1
	Research delivery costs and affordable services 
	Compare prices from different delivery services
	Week 1 
	Basil/manager

	2
	Set up a simple ordering system 
	Use social media or a simple online ordering system 
	Week 2-3
	Manager/ T Support 

	3
	Train staff and launch the delivery service
	Train employees on orders, packaging and deliveries
	4-5
	Manager/Employees 

	4
	Monitor sales and customer feedback 
	Check sales and collect customers feedback to see how delivery affects the business
	Week 6 onwards 
	Manager/ Employees 















Appendix 4  


	SMART Objectives  
	Target  

	Increase customers reach 
	Attract 50 new delivery customers within 6 months 

	Increase sales  
	Achieve 10% increase in sales within 6 months  

	Control cost  
	Keep delivery cost and budget during the fist 6 months  

	Improve customers satisfaction  
	Achieve at lest 90% positive customers feedback within 6 months 









 
