


Module Title: Problem Solving and Decision Making

Module Code: LCLM 4004 

Assessment: Component 2 Report – Basil’s Bakery

Student Name: Monique Joyti Kiran

Student Number: 2520247

Lecturer’s Name: Chijioke Uba






Table of Contents

Contents                              			   			 Page Number

Task 1: 	Overview of Case-study							3
Task 2:	Two proposed solutions 							3
Task 3b): 	Evaluation Results and Justifications					4
Task 4b): 	Justifications for the Implementation Plan				4
Task 5b): 	Justifications for the KPI and SMART objectives			5
Task 6: 	Key Findings  								5

Reference List 										6	    		                                                                                                         

Appendices
Appendix 1: Task 3a) PMI Evaluation Table………………………………………….7/8
Appendix 2: Task 4a) Implementation Plan……………………………………………19
Appendix 3: Task 5a) KPI and SMART Table…………………………………………10 


[bookmark: _Hlk205982484]
Task 1: Overview of Case-study
Basil’s Bakery is a small, independent organisation located in a shopping retail park in Coventry, UK.
The business opened its doors to the public 2015 and during the first couple of years their sales increased, this meant the annual figures increased.
However, in 2020, the sales drastically decreased – this was because of the unexpected crisis causing a ‘lockdown’ for public restrictions.
Between the years 2023 - 2025, the sales figure has flatlined at an average of 25% below the 2019 figures.
Basil's Bakery root problem is the stand still (stagnation) in sales. (Wan et al., 2018)
[bookmark: _Hlk205982497]Task 2: Two Proposed Solutions
(Delivery service) Solution A Proposal
Basil’s bakery is located near a retail park where most of their shops and offices have closed down with no new retailer outlets taking over the premises. With the offices closing, this caused more workers to work remotely.
If Basil’s Bakery offered a delivery service, it would be able to reach customers in many locations rather than catering to only walk-in customers that are nearby. This could increase their sales.
Introducing a delivery option would benefit not only the bakery but the customers who work from home. (eCourier, 2025)
(Change Location) Solution B Proposal
As the Bakery is now located in a retail park where businesses around it have closed down, another solution to bring sales back up is to perhaps move to another location such as different retail park with popular high-end retail shops where it is much busier. Basil will then be able to cater to a bigger crowd such as the retail shop workers and shoppers. He could also introduce a discount for the customers who work within the retail park to persuade and convince them to visit the bakery on their lunch breaks, which will result in more sales. (Thearchco.com,2025)
Task 3b) Evaluation Results and Justifications
Looking at the PMI Table in Appendix 1, Solution A (Improved delivery service) would be the most appropriate choice to make.
The focus was:
· Customer Reach and Satisfaction
· Financial Impact
· Growth potential
This could have some good benefits such as reaching a wider range of customers, opportunities to create loyalty schemes as well providing better convenience for their customers while there will be an extra cost to run a delivery service, this can easily be looked over and managed through local partnerships while the income can increase due to gaining more customers. (Deliverect, n.d.)
Task 4b) Justifications for the Implementation Plan

Iv put the task in this order to be able to start off on steady grounds.
The first thing that will need to be done is, looking into different local courier providers and choosing the best one that will meet the business needs. The whole idea is to be able to deliver orders. The next step would be setting up the ordering and rewards scheme as staff will need to be trained on how the system will. The training will come right before the launch so that the skills thee staff have learnt or freshly embedded and the service will only start once everything is ready.
The tasks are schedules on after another to help gain confidence and to ensure the staff are prepared. By Basil and the staff members working together, this will help with consistent decision making, everyone will have a sense of ownership when the implantation plan has launched. 



Task 5b) Justifications for the KPI and SMART Objectives


The KPI is to run a successful pre-order and delivery service.
To measure how well this service is running, weekly performance checks will take place to assess the delivery volume, on time delivery and loyalty schemes because this will give an insight to customer engagement and the operational success rather than just looking at revenue alone. This will show where improvements can be made and if the service is reaching its goals of reaching more customers and if having a delivery and pre-ordering service creates more convenience. 

· Specific: this solves the problem of having limited customers 
· Measurable: Having fixed targets that can be met means we have room for progression to a higher target.
· Attainable: working alongside local couriers is more cost efficient than setting up your own delivery company.
· Relevant: The service reaches out to customers who cannot visit the store in person. This will build a great reputation.
· Time-Bound: Setting a timeline to a check list is a great way to keep on track with your KPI and goals. 

Task 7) Key Findings
· Adding a pre-order and delivery service will widen the customer range as this we be beneficial to customers who cannot visit the bakery in person
· Working alongside a local courier is more cost efficient than running your own delivery company.
· Clear targets and weekly performance checks to ensure the service is working to expectations.
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Appendix 1 – Task 3a
PMI Evaluation Table
	Delivery Service (for Solution A)

	Plus
	Minus
	Interesting

	Can reach more customers +5
	An added operational cost -2
	Increase in sales +5

	Adds convenience for customers +5

	Risk of delays -3
	Can operate a rewards scheme after a certain number of consecutive deliveries +3

	Can pre order for another day +3

	Impact on weather and road conditions - 4
	Can partner with local couriers +2

	TOTAL: +13
	TOTAL : -9
	TOTAL: +10


[bookmark: _Hlk210816971]Therefore: Overall Total for Name (for Solution A) = +14

	Moving Location (for Solution B)

	Plus
	Minus
	Interesting

	Ability to meet customer demands +5
	Upfront costs for renting a new premises - 1
	May not gain as many customers as they are hoping for - 3

	Gain more customers +5

	Risk of losing existing customers - 2
	Could have some opportunities to partner up with local retailers / businesses +4

	A bigger premises to provide a seating area +5

	An uncertainty of affordability for long term rent and bills at the new premises - 4
	Could attract different type of customers +3

	TOTAL: +15
	TOTAL : -7
	TOTAL : +4


Therefore: Overall Total for Name (for Solution B) = +12
Appendix 2 – Task 4aImplementation Plan
The problem you are solving: No delivery or pre-order option. The solution you are implementing: To launch a local delivery service with an option to pre-order and to implement a reward scheme.
	
	Task
	WHAT

	WHEN

	WHO

	Done

	1
	Gain courier partners

	look and research for opportunities to sign an agreement with a local courier, (Deliverect.com, 2023).
	Week 1-2
1/2/2027 – 10/2/2027
	Basil and Staff


	



	2
	Set up ordering and rewards

	Add pre-order and delivery option. (Sundayapp.com, 2026). 

	Week 2-3
11/2/2027– 19/2/2027
	Basil and Staff

	



	3
	Higher some staff

	Train staff. (xtfvx, 2026). 

	Week 4
22/2/2027– 26/2/2027
	Basil and Staff

	



	4
	Launch and monitor

	Start the deliver and pre order services and track weather it is doing well or not. (Beckett, 2025).

	Week 5 onwards
1/3/2027 -ongoing
	Basil and staff

	







Appendix 3 – Task 5a
The Key Performance Indicator is: 
	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	
Launch a pre-order and delivery service within a 15-mile radius along with setting up a loyalty reward scheme that will provide discounts consecutive delivery orders. This will decrease the lack of customer reach and defeat the flexible ordering option.





	
Track 3 core KPIs:
· Minimum 20 deliveries per week
· A high delivery rate
· A minimum of 30 customers to sign up for the loyalty reward scheme.
Targets will be tracked and reviewed though the ordering system and customer reviews weekly.
	
A target of 20 deliveries per week with a local delivery courier is doable. It will be more cost efficient than setting up your own delivery company. 




	Build long-term loyalty with customers and reach more customers other than just walk-in customers.

This will resolve the issue with having a loss in sales for customers who can not visit in person. This will also improve convenience. 





	Complete a courier agreement and system set up by week 3.

Provide staff training in week 4.

Have the service up and running at the start of week 5.

Review the performance by the end of week 8. 
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