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Task 1: Overview of Case-study
[bookmark: _Hlk210817679][bookmark: _Hlk205979492]Basil’s Bakery is an independent artisan bakery located within a shopping retail park in Coventry. UK. Since opening in 2015, the business experience consistent growth until the COVID-19 pandemic significantly reduced customer footfall. Although restrictions were lifted, sales remained approximately 25% below 2019 levels due to changing consumer behavior, increased remote working, shop closures within the retail park, and rising operating costs. Customers have also requested services such as online pre-ordering and home delivery, which the bakery currently does not provide.
 Consequently, declining revenue, increasing expense, and changing market conditions threaten the long-term sustainability of the business (Kotler&Keller,2022).
[bookmark: _Hlk205982497]Two Proposed Solutions
Solution A Proposal: Introduce an Online Ordering, Pre-order and Delivery Service
One effective solution is to establish an online ordering platform that allows customers to place orders in advance for collection or home delivery. Many former customers now work remotely or no longer visit the retail park regularly. Providing an online system would allow these customers to continue purchasing Basil’s products without travelling to the bakery. The delivery service could be implemented through partnership with local courier services or food delivery platforms, reducing the need for Basil to employ additional delivery staff. Online ordering would also reduce waiting times during busy periods, improve customer convenience, increase customer satisfaction, and generate additional revenue streams. According to Chaffey(2022), digital commerce enables small businesses to expand their customer base beyond their physical location while improving customer experience.
Solution B Proposal: Implement Digital Marketing and a Customer Loyalty Programs
A second solution is to strengthen Basil’s digital presence through social media marketing and a customer loyalty program. Platform such as Instagram and Facebook can showcase new products, seasonal offers, and behind-the-scenes baking content, helping attract new customers and retain existing ones.
Introducing digital loyalty schemes where customers earn points for repeat purchases would encourage repeat business and increase customer retention.
Armstrong et al.(2021) argue that customer relationship management and loyalty programs are effective strategies for increasing the number of purchases and strengthening long-term customer relationship.
Evaluation Results and Justifications
A Grid Analysis was conducted to compare both proposed solutions against six criteria: revenue growth, customer convenience, implementation cost, ease of implementation, sustainability, and market reach. Each criterion was assigned a weighting based on its importance to Basil’s Bakery. The analysis showed that the online ordering and delivery service achieved the highest weighted score because it directly addresses declining footfall and expands the business’s customer reach. (see Appendix A)
Preferred Solution: (A)
Following the Grid Analysis, the preferred solution is the introduction of online ordering, pre-order, and delivery service. The option achieved the highest overall weighted score and best addresses the root causes of declining sales, including reduced footfall, changing customer demand for greater convenience.
Risk Analysis of the Selected Solution
Although implementing an online ordering and delivery service offers significant benefits, it also presents several risks. The main risks include technology failure, delayed deliveries, increased operational costs, and staff resistance to adopting new systems. These risks could affect customer satisfaction and profitability if not managed effectively. However, they can be mitigated through careful planning, employee training, reliable delivery partnerships, and regular system maintenance. Developing contingency plans and monitoring operational performance will further reduce the likelihood of service disruptions. Overall, the identified risks are manageable and should not prevent Basil from implementing the proposed solution successfully(Hillson,2021).
Feasibility of the Selected Solution
The proposed online ordering and delivery service is financially, technically, and commercially feasible. Financially, the bakery can minimize start-up costs by using affordable e-commerce platforms and partnering with third-party delivery companies instead of purchasing delivery vehicles. Technically, many user-friendly online ordering systems require little specialist knowledge. Operationally, staff can be trained to manage online orders alongside existing bakery operations. Commercially, customer demand for delivery and pre-order services has already been demonstrated through customer enquiries, suggesting there is a strong market for the service. Therefore, the proposed solution is realistic, practical, and capable of improving Basil’s long-term competitiveness.
 Justifications for the Implementation Plan
The implementation of the online ordering and delivery service should be completed over approximately eight weeks.
Weeks 1-2: Basil should research suitable online ordering platforms, compare costs, and select reliable local delivery partners. A detailed implementation budget should also be prepared.
Weeks 3-4: The bakery’s website should be updated to include an online ordering system with secure payment options, product images, pricing, and collection or delivery options.  
Week 5: Staff should receive training on processing online orders, handling customer enquiries, updating inventory, and managing deliveries efficiently.
Week 6: The bakery should conduct pilot testing with selected customers to identify any technical or operational issues before the official launch.
Week7-8: The online ordering service should be launched alongside a promotional marketing campaign using social media, email marketing, and in-store advertising. Customer feedback should be collected continuously to improve service quality. Regular performance reviews will ensure the new system operates efficiently and achieves its objectives.
Reasons for activities, Timing, Order and Responsibilities
The implementation activities follow a logical sequence to minimize disruption to daily business operations. Research and planning must occur first to ensure appropriate technology and delivery partners are selected before investment is made. Website development follows because customers required an operational platform before staff begins. Employee training is scheduled before launch to ensure staff are confident using the new system. Pilot testing identifies any problem before full implementation, reducing operational risks. Basil will oversee the project, while website developers, delivery partners, and bakery staff will each be responsible for their responsible for their respective implementation tasks.
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Justifications for the KPI and SMART Objectives
The primary Key Performance Indicator (KPI) will be monthly online sales revenue. This KPI directly measures whether the online ordering and delivery service is generating additional income and contributing to business growth. Performance will be reviewed monthly and compared against sales figures recorded before implementation.
Monitoring and Evaluation
The effectiveness of the online ordering and delivery service will be monitored using monthly sales reports, website analytics, customer satisfaction surveys, and delivery performance records. Monthly sales figures will indicate whether revenue targets are being achieved, while website traffic and online order volumes will measure customer engagement. Customer feedback will help identify areas requiring improvement, particularly regarding product quality and delivery reliability. Basil should review performance monthly. Continuous monitoring will enable timely corrective actions, ensuring the service remains effective and contributes to the bakery’s long-term success.
Key Findings
· Basil’s Bakery has experience declining sales due to reduce customers footfall following the COVID-19 pandemic.
· Rising operating costs have placed additional pressure on profitability.
· Increased remote working and retail park closures.
· Introducing an online ordering and delivery service is the most effective solution.
· Digital marketing and customer loyalty programmes can further support business growth.
· The selected solution is financially and operationally feasible.
· Risks associated with implementation are manageable through planning and staff training
· Monitoring KPIs and SMART objectives will enable Basil to evaluate performance and make continuous improvements.
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Appendix A: Grid Analysis
	Criteria
	Weight
	Online Ordering and delivery
	Digital Marketing and Loyalty

	Cost
	3
	3
	5

	Customer Reach
	5
	5
	4

	Revenue Growth
	5
	5
	3

	Ease of Implementation
	3
	3
	5

	Long-term Sustainability
	5
	5
	4

	Meets Customer Demand
	5
	5
	3

	Total Score
	26
	26
	24









	Risk
	Likelihood
	Impact
	Risk Level
	Mitigation Strategy

	System Failure
	Medium
	High
	High
	Reliable platform and maintenance

	Delayed Deliveries
	Medium
	Medium
	Medium
	Use reputable delivery partners

	Staff Resistance
	Low
	Medium
	Low
	Training and engagement 

	Cybersecurity Threats
	Low
	High
	Medium
	Secure payment gateways

	Unexpected Costs
	Medium
	Medium
	Medium
	Contingency budget




Appendix B: Risk Assessment Matrix







	Activity
	W1
	W2
	W3
	W4
	W5
	W6
	W7
	W8

	Research platforms
	
	
	
	
	
	
	
	

	Select delivery partners
	
	
	
	
	
	
	
	

	Prepare budget
	
	
	
	
	
	
	
	

	Website development
	
	
	
	
	
	
	
	

	Payment System
	
	
	
	
	
	
	
	

	Staff training
	
	
	
	
	
	
	
	

	Pilot testing
	
	
	
	
	
	
	
	

	Marketing campaign
	
	
	
	
	
	
	
	

	Official launch
	
	
	
	
	
	
	
	

	Review & feedback
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