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Task 1: Overview of Case-study Basil’s Bakery is a small city bakery seeing less repeat sales, but also more customer complaints, mostly around unclear product information and service that feels inconsistent. The main issue seems to be pretty simple, weak operational knowledge at the point of sale. Basically the staff can’t always answer ingredient or allergen questions in a reliable way, and that turns into lost trust fast, plus the negative word of mouth. There are a few side causes too, like not enough staff training, product information that isn’t standardised, and labeling updates done in a sort of ad‑hoc manner. On top of that, they use limited data, and scheduling is reactive, which makes the inconsistency keep happening. The bakery needs a solution that improves service reliability compliance and customer confidence, while not messing with the everyday production flow. 
Task 2: Two Proposed Solutions Solution A Proposal — Staff Training Programme Create a structured in person staff training programme that concentrates on product knowledge, like ingredients and allergens, plus service scripts, and proper complaint handling. The training contains a short pre training diagnostic, then a 3 hour workshop, followed by job aids such as counter cards and FAQ sheets. After that there’s a post training assessment to check what stuck. The expected outcome is pretty direct, fewer wrong answers at the counter, higher customer confidence, and responses that are consistent across staff. That should bring back trust, and indirectly help repeat sales. This approach uses existing managers as facilitators, so the cost stays lower. It can also be repeated for new hires to keep the capability alive over time. Solution B Proposal — Digital Product Information System Put in place a lightweight digital product information system. This system would include a shared database with version control, so the ingredient and allergen data is consistent and updateable. That database would feed the printed labels, and also support a tablet based counter lookup. In practice, it helps standardise and update the ingredient/allergen facts in close to real time, which reduces human error. Staff could search products quickly during customer questions, and the labels can auto generate to match compliance requirements. This option does require some initial setup and integration work, which might take a bit more effort at first, but it should reduce drift over time.
Task 3b: Evaluation Results and Justifications Using the PMI method (Appendix 1), Solution A came out pretty well on speed, low cost, and quick service uplift, while Solution B performed strongly on long‑term accuracy, compliance, and scalability. The weighted criteria were Impact on customer trust (5), Accuracy/compliance (5), Speed to implement (4), Cost (3), Sustainability (4). Accuracy/compliance and customer trust ended up being the heaviest weights because wrong or unclear info creates legal exposure, and can damage reputation, or at least thats the risk picture. Sustainability matters too, since the improvements shouldn’t just survive one event. Even though Solution B slightly edges Solution A on enduring accuracy, the combined scores still tipped toward Solution A as the first move. That’s mainly because it rolls out faster, costs less, and delivers something tangible right at the counter. So we select Solution A now, with a planned Phase 2 to bring in the digital system once the basic behaviours and scripts are actually embedded and used consistently.
 Task 4b: Justifications for the Implementation Plan The plan (Appendix 2) begins with a diagnostic step to spot the knowledge gaps first, so the training targets the real problems and not the assumptions. Then a short workshop, kept focused and scheduled within one week, reduces operational disruption and speeds up the benefits. Responsibilities are split across the Bakery Manager (content ownership and credibility), Store Manager (logistics), and IT/admin (material collation). This creates clear accountability and prevents that, you know, “who does what” confusion. Job aids are ready before delivery, so staff can put the learning into practice immediately on shift. After training there are post assessments, plus a two‑week on‑the‑job reinforcement period to turn knowledge into routine. Finally, a follow up review at four weeks checks the results against KPIs, and that allows small adjustments quickly. Overall the sequencing keeps resources in motion, maintains momentum, and closes the loop from learning to measurable performance, not just training completion.
Task 5b:  Justifications for the KPI and SMART objectives (and yes, it matters) KPI: Percentage of customer interactions where staff give the right ingredient and allergen details on the very first ask. Honestly, this KPI keeps focus on the exact service breakdown that tends to trigger complaints and it also ties pretty clearly to confidence in the brand and repeat buying. It is something you can actually see and later verify, for example by mystery shopping, plus spot checks too. And it is not just theoretical, it is fixable via coaching sessions and small process tweaks in the background. SMART objectives: Raise the first‑time correct responses to 95% during all opening shifts, and track it using weekly audits (n = 10). Cut the number of weekly complaints about misinformation by 50% within six weeks. Make sure 100% of products have current allergen sheets sitting at the counter starting from the training date, and keep doing a weekly check so it stays true. Train 100% of front‑of‑house staff within two weeks, and aim for an outcome of at least ≥80% on the post‑training assessment, kind of like that. 
Task 7) Key Findings
1. The root problem is inaccurate, inconsistent product information at point‑of‑sale, eroding trust and repeat sales.
1. Training (Solution A) delivers immediate, low‑cost impact; a digital system (Solution B) strengthens long‑term accuracy.
1. PMI results support implementing Solution A first, complemented by a planned Phase 2 for digitisation.
1. A sequenced implementation converts learning into sustained behaviour and measurable outcomes.
1. A focused KPI with SMART objectives enables monitoring, accountability, and continuous improvement.
Appendices
Appendix 1: Task 3a) PMI Evaluation Table — Solution A: Staff Training Programme
	Plus
	Minus
	Interesting

	Improves confidence and service consistency (+5)
	Requires time off counter (-2)
	Can be embedded into onboarding (+3)

	Fast to deploy, low cost (+4)
	Impact may decay without reinforcement (-3)
	Opens path to standard scripts (+3)

	Immediate reduction in misinformation (+5)
	Dependent on trainer quality (-2)
	Enables peer coaching culture (+2)

	Enhances complaint‑handling skills (+3)
	Coverage challenges for part‑timers (-2)
	Opportunity to align brand tone (+2)


Totals: Plus +17 · Minus −9    Interesting +10    Overall Total = +18.
Appendix 1: Task 3a) PMI Evaluation Table — Solution B: Digital Product Information System
	Plus
	Minus
	Interesting

	Single source of truth for ingredients/allergens (+5)
	Upfront setup and data hygiene effort (-3)
	Can auto‑generate compliant labels (+4)

	Reduces memory reliance, human error (+5)
	Device cost/maintenance (-2)
	Scales with menu changes (+3)

	Improves auditability and compliance (+5)
	Staff adoption/usage risk (-2)
	Potential customer‑facing display (+2)

	Faster lookups at counter (+3)
	Process discipline required (-2)
	Integrates with training materials (+2)


Totals: Plus +18 · Minus −9    Interesting +11. Overall Total = +20. 
Appendix 2: Task 4a) Implementation Plan
Name the problem you are solving: Inaccurate/inconsistent product information provided to customers at point‑of‑sale.
Name the solution you are implementing: In‑person Staff Training Programme with job aids and follow‑up assessment.
	#
	Task
	WHAT
	WHEN
	WHO
	Done

	1
	Diagnose gaps
	10‑item quiz and brief observation across shifts; compile results and priority topics.
	Week 1, Days 1–3
	Bakery Manager
	Gap report signed off.

	2
	Prepare materials
	Slides, counter FAQ, allergen sheets; print/laminate job aids.
	Week 1, Days 3–5
	Manager + Admin
	Materials ready at till.

	3
	Deliver training
	3‑hour workshop; role‑play customer scenarios and scripts.
	Week 2, Days 1–3
	Bakery Manager
	Attendance + artefacts filed.

	4
	Assess & coach
	Post‑test and on‑shift coaching with job aids; log actions.
	Week 2, Days 3–5
	Store Manager
	Scores and notes recorded.


Appendix 3: Task 5a) KPI and SMART Table
The Key Performance Indicator is: Percentage of interactions with first‑time correct ingredient/allergen response.
	Specific
	Measurable
	Attainable
	Relevant
	Time‑Bound

	Achieve 95% first‑time correct responses across all opening shifts.
	Weekly mystery‑shop audit (n=10) + spot checks; complaint log.
	Diagnostics + training + aids make 95% realistic; ≥80% post‑test.
	Addresses trust, compliance, repeat sales.
	Reach 95% by Week 4; sustain 8 weeks; review at Week 12.
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