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Task 1: Overview of Case-study
Basil’s Bakery is a bakery established in 2015 in a Retail Park in Coventry. The business is going through a financial crisis as the main problem is the permanent 25% stagnation in the overall sales figures compared to the statistics within the year of 2019. The reason of this crisis is due to the decreased footfall as during the covid 19 pandemic and quarantine people were at home and relied on food deliveries. This failed to change even after the pandemic as people still do not visit and enter shops as they used to before covid 19. Also there have been changes in working habits as many people started to work from home due to the virus and most continue to do so due to which the bakery misses out of workers who used to be their regular customers. Overall sales increased until 2020 when the virus happened which led to sales decreasing. The sales as suggested did not rise again despite restrictions being lifted. Lastly, the bakery uses only organic ingredients which is expensive and increases the cost of the business which impacts the financial crisis faced. 

Task 2: Two Proposed Solutions
Solution A Proposal – Implementing an ordering platform and delivery for customers. 
The solution I have thought about is Basil’s bakery implementing a digital platform and delivery service for their customers so they can access and buy their bakes without needing to come in. This eliminates the reduced footfall and could help increase sales. This strategy could help customers not only order but also could help Basil retain information about his most ordered bakes and the most non popular goods which could help him change his menu to appeal to his customers leading to more people getting attracted and buying. This helps overcome the problem of deceased footfall when individuals do not visit the shop as often after the pandemic. (Online Ordering System for Bakery, 2025). This solution could also help loyal customers who used to buy previously to access and buy now even though they now work from home or no longer visit the retail park due to the closures made. This helps increase high sales and maintain them. Lastly, having a delivery option helps customers who might not physically be able to visit; they could still buy from the bakery. (The Wholesale Group - Retail Bites, 2026). 

Solution B Proposal – Having a catering option and a click and collect option. 
[bookmark: _Int_An1pDIdJ]The second solution I have thought about is Basil’s bakery having a catering option and a click and collect option. I think it will benefit Basil if he partners with the neighboring industrial sites, offices, and warehouses mentioned in the case study. They could provide their baked goods and introduce things like breakfast and lunch platters in bulk (BM | Independently Minded Contract Caterer, 2025). They could also implement a click and collect or pickup system which could help individuals as it could be more accessible and convenient for them, especially working people or those on a tight schedule. (Daniel, 2026). This solution, like the previous solution, eliminates the problem of limited and reduced footfall. This solution also overcomes the problem of customers needing to wait long times during busy hours and there not being phone monitoring leading to orders being missed. Therefore, this solution helps improve the experience of customers and ensure most orders are met. Furthermore, it helps increase sales overall as the more catering orders the more sales for the company, which could help them come out of their financial crisis. 
Task 3a

PMI Evaluation Table
                       Digital Ordering and home delivery 
	Plus
	Minus
	Interesting

	Helps with increasing sales and helps with other loyal customers to still buy and assess the bakes and goods even if they work from home or are unable to come as regularly.  (+3)
	[bookmark: _Int_H9T3D1da]Could be expensive as setting up digital platforms could lead to high costs. Also, other costs when delivering the food to customers. (BakeBoost, 2024). (-2)
	This helps Basil’s bakery expand their bakery and company further as it leads to increased awareness and more customers outside the Coventry retail park. (+4)

	Also helps overcome the 25% drop in physical footfall by delivering to customers directly. (+4)

	There could also be increased costs to customers when accessing the bakery online or opting for delivery as logistics sometimes could cause extra costs. (UK Ireland, 2026). (-3)
	It also helps Basil track the customers favourites including the most purchased bakery good and the not so popular bakery good. Analysing the customers habits could help Basil change and implement the menu for his customers. (+4)

	Also solves the problem of missing orders due to the manual phone. (+2)

	· 
	· 

	TOTAL: Helps attract previous loyal customers as well as new ones. It also makes it accessible for those who are unable to come to store to purchases and access the bakery. It also overcomes the problem of missing orders due to the manual phone. (+9)
	TOTAL: Could lead to other extra fees and costs when implementing online order system and home delivery. 
(-5)
	TOTAL: Helps Basil understand the data of customers including the most orders and least ordered item which could help him make changes and increase in sales. (+8)



Therefore: Overall Total Solution A = 
This solution provides many benefits for Basil and his company. However also leads to extra expenses when needing to set up delivery and online platform as well as customers paying extra for potential delivery. 9-5+8 = 12 

              Catering and click and collect implementation
	Plus
	Minus
	Interesting

	Helps Basil to get more orders via catering by targeting other sectors and not only his footfall or loyal customers. (+2)
	Even though Basil could reach out and secure catering contracts and customers it may lead to his overall business costs increasing due to their needing to be more equipment, staff, and many other things. (Denley, 2019). (-3)
	Help basil and his business make more connections increasing their sales. (+2)

	Also makes his bakery accessible for customers who have busy schedules by having the click and collect system leading to long waiting lines at busy times being overcome. (+2)

	Needing to cater in bulk could lead to Basil needing more staff and the staff needing training so that the catering food is prepared well. (Cucumber-catering.com, 2026). (-3)
	Could open up more sectors for Basil alongside serving customers like he has been doing. (+2)

	
TOTAL: Help with overcoming the 25% footfall decrease through other strategies like catering and help with making the bakery more accessible to customers by implementing click and collect. (+4)
	
TOTAL: Basil may need more setup time, and money could lead to increased stress. (-6)
	
TOTAL: Basil could have more partnerships with other companies and workplaces if he does cater. (+4)



Therefore: Overall Total for Solution B = 
Overall, this solution of catering and implementing click and collect could help overcome the stagnation by entering other sectors and working with other companies and workplaces. This could help his business grow further. 4-6+4= 2
               Task 3b) Evaluation Results and Justifications
Above are my evaluation tables for both my solutions Solution A and Solution B. I have chosen Solution A the implementation of a digital ordering platform and home delivery as the best strategy for Basil and his bakery. This is because the evidence from my evaluation suggests 12 for solution A and 2 for solution B. This is because the case study suggests that there are many loyal customers who used to come into the bakery to purchase items mostly those who worked at the retail park or in neighbouring companies and workplaces. However as of now they work from home ass the pandemic happened which led to lockdown even after the restrictions are lifted most people continue to work from home leading to decreased sales due to reduced footfall. Therefore, solution A helps overcome this as it recommends a delivery option as well as a digital ordering platform which makes the bakery more accessible for customers as they will be able to purchase and receive the bakes rather than needing to come into the store. On the other hand, solution B catering and click and collect is good for increasing sales, but it is harder to find and maintain relations for Basil. Therefore, I choose section A as it overcomes the amin problem of decreased footfall and helps Basil manage and change many things. 
Task 4a
Implementation Plan

Name the problem you are solving: Decreased customer footfall at the retail park due to people not attending as much mostly because majority work from home which has led to a 25% drop in the bakery sales. 
[bookmark: _Int_3YScszeJ]Name the solution you are implementing: Solution A: Digital ordering platform and home delivery service. 
	
	Task
	WHAT

	WHEN

	WHO

	Done

	1
	Research about the strategies that are going to be implemented including the logistics. 

	Research local courier companies to start delivering to customers. Basil will have to look around and communicate with the different courier companies to get a good rate. This could include him asking around as well as negotiating to get the best price and the lower costs of delivery. This helps keep the price low for customers and them needing to pay less delivery fees. 
	Week 1 – Week 2 
(Around 14 days)

	Most likely Basil as the owner of the business. 


	Having a contract or agreement with a courier at a cheaper price which helps start deliveries for the bakery.



	2
	Make and develop the digital platform and website.

	Design and build a website or digital platform for customers to access. Basil could contact a website developer who is good in doing things like websites and they could together discuss how the website should look and function the website developer then could work on it.
	Week 2 – Week 4 
Around 14 days 
	The website developer that has been hired 


	Having a website link which has all the items listed it works smoothly and customers are able to add things to their shopping cart. 



	3
	Ensure they system that the customers will access are okay and if not then changes are made. 
	Set up online and digital payment methods as customers buying online will most likely pay online when placing the order   
	Week 4 – Week 5 
Around 7 days 


	Basil and the website developer


	Having a working payment page where customers can easily and smoothly pay for the items, they have purchased ensuring the payments are safe and fast.



	4
	Advertising the changes made. 

	Start advertising their new implementations and changes for the bakery. 
	Week 7 onwards


	Basil and the staff of the bakery 


	The leaflets and social media ad campaigns successfully working and customers coming into buy the items from the bakery. This could include both digitally and in store. 





(Institute of Leadership & Management (2013, page 102).
Task 4b) Justifications for the Implementation Plan
The implementation plan I have made above consists of a 7-week time frame. This time frame helps to ensure all tasks are completed so that the strategy of delivering food and an online platform is well implemented and the problem of decreased customer footfall at the retail park mostly because majority work from home leading to a 25% drop in the bakery sales is gradually overcome. In my opinion courier research should take place in the first 2 weeks as it could help Basil decide and choose the delivery service which is the cheapest. This could benefit the customers as they will have to pay a lower delivery fee which makes buying from the bakery more reasonable. Also deciding on a delivery service earlier on could help the web developer design and implement the delivery prices on to the website when developing. This ensures customer get the information needed when ordering. Around week 4 I thought of web testing taking place as this is when the development of the digital site finishes and is before Basil starts advertising his bakery. This is because it is important for website testing to happen as it ensures there is no glitches on the website for new customers. This helps create a better experience for customers when ordering. The 2 specific people I have mentioned in my plan above is the web developer for the digital platform and Basil himself as the owner of the bakery as well as staff to further help with advertising. Overall, collectively all these tasks could help better overcome the problem. 
Task 5a

The Key Performance Indicator is: 
	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Increase the bakery sales by implementing the digital platform and introducing hope delivery for customers.
	The success of the strategy could be measured by seeing if the rate of the 25% stagnation increases due to the new digital system and the delivery system for customers.
	I think this target is realistic as the case study suggests that there were many previous customers who may return back to order from the bakery after these strategies are implemented. 

	This solves the problem of the decreased footfall and sales of the bakery. 




	Sales could be aimed to improve and increase 6 months after the strategies have been implemented. 






(Doran, G.T. (1981). 
Task 5b) Justifications for the KPI and SMART Objectives
The KPI and SMART Objective table above helps Basil to see the success of the implemented strategies including food delivery and digital platform. These stratgies help overcome the problem of lower footfall at the retail park and the 25% drop in sales. The SMART objective above could help Basil see how much money could be made with the new implementations and if he can cover the loss of sales that he faced due to the loss of people walking in after the pandemic. The overall goal of improving sales via the strategy selected is specific and relevant because it uses home delivery which leads to overcoming the problem of less footfall within the retail park due to lots of employees working from home after the pandemic and lots of shops closing after the lockdown. Implementing home delivery also helps reach customers and make the bakery accessible for them leading to more people buying the bakery items leading to increased sales. The target is also measurable and time bound as Basil could track the sales on the digital platform as well as view the most purchased item and the least purchased item which could help him make changes and adaptations to his menu and business overall. Also, Basil being able to track sales and data could help him figure out if the strategies he has implemented is working and making a difference. Finally, it is attainable as the bakery’s previous customers who used to buy from him could return as the business is more accessible now. Overall, this protects and guides Basil and his business. 
Task 6) Key Findings
· Basil has had a sales decline as many of his customers who used to buy from him pre pandemic now work from home as well as lots of shops closing at the retail park leading to less people buy from him and him having a lower footfall leading to a 25% drop in bakery sales. 
· The best strategy is Solution A the digital ordering platform and home delivery as it makes it more accessible and easier to customers to buy the items from the bakery leading to an incraese in sales. Solution A scored 12 compared to solution B that scored 8. 
· The 7-week task plan that I created helps to ensure will tasks will be completed to ensure the strategy is implemented effectively. This includes the web developer developing and designing the website as well as Basil focusing on research and his overall daily baking. 
· Success will be tracked using the SMART objective 
[bookmark: _Hlk208302504]
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