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[bookmark: _whnqh4a5dl0d]Introduction
Basil Bakery is a small standalone bakery in Coventry that is experiencing a low volume because of the low number of customers walking in their premises, change in customer habits such as change in shopping habits, increasing cost of operation and reduced services. The report will assist in investigating the significant problems affecting the business and propose viable solutions to the problems to improve business performance. Alternatives will be compared and contrasted using Problems solving, decision making tools could include PMI or grid analysis, Risk analysis, an Implementation Plan and Key performance indicators (KPIs) will be used to arrive at the recommendations that will assist in achieving sustainable growth, enhance customer satisfaction and success of the business in the long run.
[bookmark: _4dtne5rofyff]Proposed Solutions
[bookmark: _v52b75g79gvi]Solution 1: Online Ordering and Delivery Service 
Basil bakery needs to implement an online work and delivery system via a specific site or mobile device where customers will be able to make orders at the comforts of their home or places of work. Through partnership with a reputable local delivery service, it would be easy to do home and office deliveries without the hassles of having to employ more workers (Królak et al., 2022). This would make the customers more convenient, provide more markets to the bakery outside of the retail park, and reach out to old customers who are now working remotely or no longer frequent the area which will in turn boost sales and help sustain the business in the long-term.  
[bookmark: _35avoxv912mm]Solution 2: Digital Pre-order and Click & Collect System 
Basil Bakery should implement the use of online pre-orders and click and collect during which customers in the market can make their orders online and collect their products at these specified times. Under the fixed collection slot, time spent by the customers in the queue would be reduced during the peak hours hence offering greater convenience and satisfaction on the clients (Owusu, and Vieira, 2022). The system further assist in improved planning on the production side as Basil must prepare orders depending on the confirmed orders, this would reduce food wastage and uncertainty in stock. The turnaround of operations of their companies to be quicker and more efficient would result in more customer loyalty and a viable business development. 
[bookmark: _pe53hm5asfpv]Evaluation of the Solutions
[bookmark: _pxj49gbdq4w4]PMI Analysis
	Plus (+)
	Minus (−)
	Interesting (?)

	Customers can order online anytime (+3)
	Initial website/app development cost (−3)
	Opportunity to introduce loyalty and rewards programme (+2)

	Home delivery increases customer convenience (+3)
	Delivery fees may reduce profit margins (−2)
	Potential partnerships with local delivery platforms (+2)

	Office delivery attracts remote and business customers (+2)
	Dependence on third-party delivery reliability (−2)
	Access to customer purchasing data for marketing (+2)


Table 1: PMI Analysis – Solution 1
(Source: Learner)
	Plus (+)
	Minus (−)
	Interesting (?)

	Customers can pre-order online, improving convenience (+3)
	Initial investment in an online ordering system (−2)
	Opportunity to introduce personalised promotions and discounts (+2)

	Fixed collection times reduce customer waiting times (+3)
	Some customers may prefer traditional walk-in purchases (−1)
	Customer order data can improve future demand forecasting (+2)

	Improves customer satisfaction through faster service (+3)
	Staff require training to manage digital orders (−1)
	System can be integrated with future delivery services (+2)


Table 2: PMI Analysis – Solution 2
(Source: Learner)
[bookmark: _lkbo2up7g3b5]Preferred Solution 
According to PMI analysis, Solution 2: Digital Pre-order and Click and Collect System is the most suitable solution that should be implemented in Basil Bakery. Although both solutions offer great strengths to enhance customer convenience, and more sales, Solution 2 is a better choice as it would offer quicker customer service, better production planning, and minimized food waste with fewer operational difficulties. Because of the analysis, Solution 2 displays Plus (9), Minus (4) and Interesting (6), comparative with Plus (8), Minus (7) and Interesting (6) of Solution 1. Therefore, Solution 2 must be recommended as the most attainable, cost-effective and long-term choice to greater business performance and development.
[bookmark: _apmjgy6gxhv2]Risk Analysis
	Risk
	Likelihood (1–5)
	Impact (1–5)
	Risk Score (L × I)
	Prevention
	Contingency

	Technical failure of the online ordering system
	2
	4
	8
	Select a reliable software provider and perform regular system maintenance.
	Accept orders by telephone or in-store until the system is restored.

	Low customer adoption of the digital pre-order system
	3
	3
	9
	Promote the service through social media, website, and in-store advertising with introductory discounts.
	Gather customer feedback and improve the system based on user preferences.

	Staff lack experience using the digital system
	2
	3
	6
	Provide comprehensive staff training and user guides before implementation.
	Arrange refresher training and technical support where required.


Table 3: Risk analysis table
(Source: Learner)
[bookmark: _8zujk94zfvqw]Feasibility Discussion
The solution selected has a general low to moderate risk level, where the greatest risks are the low customer adoption, and possible technical systems failure. They can be solved in a positive manner by training of personnel, effective software providers, efficient maintenance of the system, promotion of the customers and constant customer support. The Digital Pre-order and Click and Collect System is highly viable though it needs to be invested in at the beginning since it will result in efficiencies in operations to be achieved, reduction of food wastage and customer satisfaction (Melesse, and Orrù, 2025). It is a long-term business solution since its financial and operations implementation costs are very low as compared to the long-term benefits.
[bookmark: _zggoqkh72r4y]Implementation Plan
[image: ]
Table 4: Implementation Plan
(Source: Learner)
The activities involved in the implementation are in logical sequence to make the introduction of the Digital Pre-order and Click and Collect System in a smooth and efficient manner. The training of the staff is prepared before the launch so as to be able to cope with the digitized orders and provide quality customer service. System testing enables any technical problems to be detected and guarantees the correct functioning of the system (Goryńska, 2022). System effectiveness is measured by monitoring of sales, customer reaction, and accuracy of orders after the launch, taking corrective actions. It is a systematic process which takes the best use of financial, technological and human resources and minimise risks in the implementation process as well as enhances performance in the operations.
[bookmark: _5kfuw8dxunvv]KPI 
[bookmark: _r5cwlzbanuk6]Key Performance Indicator (KPI)	
The KPI chosen is that of monthly sales revenue since it is directly linked to the financial performance of Basil Bakery after the introduction of the Digital Pre-order and Click and Collect System. Sales revenue per month can help the business to determine whether the new service is bringing more customers, higher levels of orders and better profitability (Semenova, and Semenov, 2023). The comparison of monthly revenues with the historical sales trends would help to establish growth trends, effectiveness of solution and make prudent decisions that will allow the business to thrive and keep on improving in the long run.
[bookmark: _pn649jd8lndd]Monitoring and Evaluation 
The success of the Digital Pre-order and Click and Collect System must be checked by the online orders and customer satisfaction with the offered services and payment methods every month on the basis of the sales revenue numbers (Guiné, and Florença, 2024). Online reviews and surveys will contribute towards receiving customer feedback which will enable the customers to know which aspects they should improve. Sales reports every month will also be evaluated in assessing the financial performance, and findings compared to findings with SMART objectives. Progressing meetings will enable the management to discuss progress, operation issues and make corrective actions (Kuzyk, Pryimak, and Kravchuk, 2025). Using the performance data as the core foundation to argue the need to make decisions will result in sustained improvements, improved services and a solution that will come to compete the poorest business growth in the long run.
[bookmark: _zg8dgl3ypuqu]Key Findings
· The issues of Basil Bakery are declining customer demand at a period where the operating costs are rising coupled with transformation in customer behaviour, which would need a good business improvement strategy. 
· Two alternatives were evaluated and the Digital Pre-order and the Click and Collect System were found out to be the preferred alternative using PMI. 
· This solution will bring more customer convenience, operation efficiency and decrease wastage of food and contribute to generate more revenues (Kulshreshtha, and Kumar, 2023). 
· In a constant competitive retail environment, informed choices and a successful long-term business growth would be made through constant monitoring with the assistance of KPIs, SMART goals and a periodical business performance check.
[bookmark: _qrugep7y32wc]Conclusion 
The problems faced by Basil are a declining customer demand at a time when the operating expenses are increasing in combination with changing customer behaviour that requires a good business improvement strategy. Two options were assessed and the Digital Pre-order and the Click and Collect System were discovered as the preferred option through PMI analysis. This solution will increase customer convenience, efficiency of operations and reduce wastage of food and help to increase revenues. Constant monitoring with the help of KPIs, SMART goals and a periodic performance check would be used to make informed decisions and successful long-term business development in a constantly competitive retail market.
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[bookmark: _tfz0jlbzdpdu]Appendices: SMART Objectives 
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Figure 1: SMART objectives
(Source: Learner)
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