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[bookmark: _Hlk205982484]
Task 1: Overview of Case-study
[bookmark: _Hlk210817679][bookmark: _Hlk205979492]
Basil’s Bakery is an independent artisan bakery that has experienced a stagnation in sales since the COVID 19 pandemic. The main issue facing Basil’s Bakery is the reduction in customer numbers since the pandemic, which has led to lower sales. Several factors contribute to this ongoing drop in customer numbers. Reduced football at the retail park, shop closures and employee redundancies have decreased the number of potential customers. In addition, more people working from home means fewer office workers visit the bakery regularly. Customer needs are also changing, with increasing demand for delivery and pre order services that Basil struggles to provide. Rising overheads, including rent, utilities, and organic ingredient costs could make it difficult for the business to survive in the future.



[bookmark: _Hlk205982497]Task 2: Two Proposed Solutions
[bookmark: OLE_LINK1](Provide a name) Solution A Proposal

Solution A:
Delivery and ordering service

The proposed solution is to introduce a delivery and online ordering service. This would allow customers to place orders through a website or mobile app for collection or home delivery. The service would make Basil’s products available to customers who no longer work in the retail park or now work from home. It would also provide a more convenient option for customers who cannot visit the bakery in person. This solution would help address the reduction in customer numbers by expanding Basil’s customer base beyond the retail park. This could help increase sales by reaching customers who are unable to visit the bakery in person.

(Provide a name) Solution B Proposal

Solution B: Social media presence

Another solution is to increase Basil’s online presence through social media and digital marketing. This could include regularly posting photos of products, promoting special offers and engaging with customers on platforms such as Instagram and Facebook. The aim would be to raise awareness of the bakery and attract new customers from the local area. This solution would help address the reduction in customer numbers by reaching people who may not regularly visit the retail park. Increased visibility could encourage more customers to visit the bakery, leading to higher sales and improved business growth.

Task 3b) Evaluation Results and Justifications
Based on the PMI evaluation, Solution A (Online Ordering and Delivery Service) achieved the highest score and is the preferred solution because it directly addresses Basil’s Bakery’s main problem of declining customer numbers and sales. It provides customers with a convenient way to order products without visiting the retail park, helping the business reach a wider customer base and increase revenue. In comparison, Solution B (Digital Marketing and Social Media Presence) would improve brand awareness and attract attention, but it does not provide customers with a new method of purchasing products. As many UK small businesses are facing increasing financial pressures and rising business costs, it is important for Basil’s Bakery to introduce solutions that can generate additional sales and improve long-term sustainability (Business Matters, 2026). Therefore, although both solutions offer benefits, Solution A is the stronger option because it is more likely to increase sales while improving customer convenience.
Task 4b) Justifications for the Implementation Plan
The implementation plan was organised in a logical sequence to minimise disruption to Basil’s daily operations and ensure each task could be completed efficiently. Market research was scheduled first to identify customer demand and the most suitable online ordering platform before any financial investment was made. This was followed by developing the online ordering system and arranging a delivery service, as these are essential for the new service to operate successfully. Staff training was scheduled before the launch to ensure employees understood the new ordering process and could provide a consistent customer experience. Finally, marketing activities were planned after the system was fully operational to avoid promoting a service that was not yet available. Responsibility for decision-making and supplier selection was assigned to Basil because he understands the business and customer needs, while website developers and delivery partners were responsible for their specialist tasks. This order reduces risk, supports efficient implementation and increases the likelihood of a successful launch.



Task 5b) Justifications for the KPI and SMART Objectives
The chosen Key Performance Indicator (KPI) is the number of online orders received each month, as this directly measures the success of the new delivery and ordering service. Tracking online orders allows Basil to monitor customer demand, evaluate whether the new service is increasing sales and identify any trends that require improvement.The SMART objectives were designed to provide clear and measurable targets for the business. The objective to launch the online ordering system within three months is specific and time-bound, ensuring the project remains on schedule. Increasing monthly sales by 20% within six months is measurable and achievable because the new service will attract customers who work from home and those unable to visit the bakery. Achieving at least 100 online orders per month provides a measurable benchmark for evaluating customer adoption of the service. Finally, maintaining an average customer satisfaction rating of at least 4.5 out of 5 ensures that service quality remains high while the business expands. Together, these objectives support Basil’s long-term aim of increasing sales, improving customer convenience and creating a more sustainable business.


Task 7) Key Findings
· [bookmark: _Hlk208302504]Sales have remained approximately 25% below 2019 levels due to reduced 
· retail park footfall, increased home working and changing customer behaviour.
· Rising operating costs, including rent, utilities and organic ingredient prices, have reduced the bakery’s financial sustainability.
· The lack of an online ordering and delivery service limits Basil’s ability to reach existing and potential customers who cannot visit the bakery.
· The PMI evaluation identified Solution A – Online Ordering and Delivery Service as the preferred option, scoring 9/10, as it provides the greatest potential to increase sales and improve customer convenience.
· Introducing the recommended solution, supported by clear implementation plans and SMART objectives, would help improve customer satisfaction, increase revenue and strengthen the long-term sustainability of Basil’s Bakery.
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Appendix 1 – Task 3a

PMI Evaluation Table

	Solution A:
Delivery and ordering service

	Plus
	Minus
	Interesting

	Increases sales by reaching customers who work from home.
	High initial setup costs for a website/app.
	Could expand the customer base beyond the retail park.

	Improves customer convenience with online ordering.

	Staff may need training to use the new system.
	Could lead to future business growth.

	Reduces waiting times through pre-ordering.

	Delivery logistics may be difficult to manage initially.
	Customer feedback can be collected through online orders.

	Provides a competitive advantage over local bakeries without delivery.

	Ongoing website maintenance and delivery costs.
	May encourage repeat business through loyalty offers.

	
TOTAL: 9
	
TOTAL: -3
	
TOTAL: 7



[bookmark: _Hlk210816971]Therefore: Overall Total for Name (for Solution A) = 15


	Solution B: Social media presence

	Plus
	Minus
	Interesting

	Raises awareness of the bakery.
	Does not directly solve accessibility issues.
	Can build an online community.

	Attracts new local customers.

	Results may take time.
	Customer feedback can improve marketing.

	Lower cost than delivery.

	Requires regular content creation.
	Promotions may increase engagement

	Promotes offers and new products.

	Success depends on social media engagement
	Helps understand customer preferences.

	
TOTAL: 7
	
TOTAL: -4
	
TOTAL: 6



Therefore: Overall Total for Name (for Solution B) = 9



Appendix 2 – Task 4a
Implementation Plan

Name the problem you are solving:
Name the solution you are implementing:
	
	Task
	WHAT

	WHEN

	WHO

	Done

	1
	


	Conduct market research to identify customer demand and choose a suitable online ordering platform.


	

Week 1
	

Basil
	



	2
	


	Develop the online ordering system and arrange a delivery service with a delivery partner.


	
Weeks 2-5

	
Website developer and Basil 

	



	3
	


	Train staff on the online ordering process and delivery procedures.


	
Week 6

	
Basil and staff

	



	4
	


	Launch the online ordering and delivery service and promote it through social media and local advertising.


	Weeks 7-8



	Basil


	





Appendix 3 – Task 5a

The Key Performance Indicator is: 

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Launch an online ordering and delivery service to increase customer numbers and sales.





	Increase monthly sales by 20% and achieve at least 100 online orders per month.





	The target is achievable through the introduction of online ordering, delivery and effective marketing.





	Supports Basil’s aim of increasing sales, improving customer convenience and reducing the impact of lower footfall.





	Launch the service within 3 months and achieve the sales and online order targets within 6 months.
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