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[bookmark: _Toc237816370]Overview of Basil’s Bakery Case-study:

Basil’s Bakery is an independent small artisan local bakery registered in a retail park in Coventry, UK, specializing in high-quality contemporary pastries, cakes and bread using organic ingredients.
During its formation in 2015, business growth was stable with annual sales increasing year after year until the arrival of the covid-19 pandemic in 2019 which caused a sudden change, starting the business to decline in sales figure stagnated to an average of 25% below the 2019 figures. In addition, due to government restrictions on movement of people, led to low customer footfall in return causing a further decline in sales.
Basil should adopt a combination of strategies rather than relying on a single solution. Recommended solutions are; Introduce online pre-order system to reduce queues and improve customer service, Partner with a third-party delivery service to reach customers working from home without huge investment. Reach out to corporate catering / office deliveries, this will bust revenue from local businesses. Setting up social Media Marketing to promote awareness to new customers.
The above solutions mentioned will change customers’ working patterns say de Bono, E. (1967) and increase competition, will keep investments low and support business growth.

[bookmark: _Toc237815981][bookmark: _Toc237816371]Two Proposed Solutions
Propose Solutions are a digital pre-ordering system and developing a community partnership which can overturn the fast decline in business growth.
Solution A: Digital Pre-Ordering System.
The first solution is to introduce digital sales system and improve customer convenience. The bakery should develop an online ordering system that allows customers to order and pay through an online website or mobile platform. Offering delivery and reliable pre-order facilities would attract customers who no longer regularly visit the retail park due to remote work and reduced footfall. According to Kotler (1967) important of analyzing, the market Online ordering would also support larger purchases, such as ordering party cakes and corporate orders, while social media promotion could increase brand awareness and customer engagement. By improving digital access with stronger local involvement, Basil’s Bakery can reduce reliance on retail park visitors, increase customer reach, and rebuild sales after government lifted restrictions.
Solution B Developing community partnerships
Basil’s Bakery could collaborate with nearby businesses, schools, and organizations to provide catering services, office refreshments, and regular product deliveries.
Introducing loyalty programmed, seasonal promotions, and bakery events would encourage repeat purchases and improve customer relationships. Promoting the bakery’s artisan and organic materials used can generate excitement, increase sales, qualities would help differentiate it from supermarkets and other competitors. Increase customer reach and rebuild sales towards pre-pandemic levels. Corporate orders will create more income and attract new market section. Partnering with third-party delivery companies will reduce delivery costs, reaching customers working from home without having to put up huge investment.

 See appendix 1. 

[bookmark: _Toc237815982][bookmark: _Toc237816372]PMI Evaluation result and justification.
According to my two solutions using PMI analysis on A & B to Basil’s Bakery low sales problems. Main reason for Evaluation is to critically consider each proposed solution and decide which is best appropriate solution to Basils Bakery low and stagnated sales problem earlier identified on the overview of the case study. PMI analysis tool was developed by de Bono, E. (1967), a proponent of lateral and Critical thinking. Helps make decisions faster by analyzing and weighing pros and cons of available alternatives. PMI stands for (Plus (P) known as what’s good, minus
(M) known as what’s bad and Interesting (?) Known what’s interesting). 
Solution A scores higher so preferred solution for Basil’s Bakery.

Social media and digital marketing have relatively low implementation costs, monitor followers and customer ordering system, likes, monthly delivery orders can be monitored, assess demand for home deliver increases and can significantly increase Basil’s customer reach. Online delivery reduces customers’ waiting time.



See appendix 2.


[bookmark: _Toc237815983][bookmark: _Toc237816373]4b Justifications for the Implementation Plan Solution A;

Design online ordering and digital sales system together with home and office delivery increases Basil’s Bakery average customer spending and sales. Solution A is justifiable as it addresses the rout causes of Basils Bakery’s low and stagnated sales. The promotion of organic ingredients is used to produce cakes, bread and pastries through professional photographic photos displayed on social media. The introduction of home and office delivery is justified because Basil’s can reach out to customers who cannot go to the shop, this expands more sales at effectively low cost instead of having to rent another shop. Also follow a clear and effective action plan which will clearly show what needs to be done according to Jarkins (n.d.) see appendix 3 below.

See Appendix 3

[bookmark: _Toc237815984][bookmark: _Toc237816374]5b Justification for KPI & Smart Objectives

Key Performance Indicators (KPIs)

To measure whether the selected solutions are successful, Basil should monitor the following KPIs: Monthly sales revenue, measure progress towards increasing sales from the current level, new ordering system can be monitored online, monthly deliveries for home demand supply can be monitored. Performance measurement by Parmenter, D. (2015)
Also, customer retention rates will be measured by the percentage of customers who make repeat purchases, monitor of orders quantities determine whether customers are spending more.
Social media engagement: monitor followers, likes, comments, shares and website visits generated through digital marketing and corporate orders can measure the number and value of business/catering orders received.

The PMI analysis indicates that Basil should priorities online ordering and home delivery, supported by social media marketing and customer loyalty initiatives. These solutions directly address reduced retail-park footfall and changing customer behavior while creating opportunities to reach customers who now work from home. The KPIs will provide measurable evidence of performance, while the SMART objectives establish clear targets and deadlines. This approach should help Basil increase sales, improve customer retention and develop a more sustainable business model.

[bookmark: _Toc237815985][bookmark: _Toc237816375]The key findings; Basil’s Bakery
· Business profile: Basil’s Bakery is a small independent business bakery based in Coventry, UK, the owner Basil is an establish artisan baker offering high-quality contemporary bread, cakes and pastries made from organic ingredients.
· 	Initial growth: Since its establishment in 2015, the bakery experienced steady growth, with annual sales increasing consistently.
· Post-pandemic challenges: Despite restrictions being lifted, sales have continued to decline and stagnated by an average of 25% due to changes in buying behavior and fewer customers visiting the bakery and area.
· 	Operation costs: Increasing operating costs is additional financial pressure on the business and Basil is concerned about the bakery’s long-term existence, profit and future development.
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Appendix 1

PMI Evaluation theory was developed by Dr. Edward de Bono in 1967 to evaluate the advantages (plus), disadvantages(minus) and interesting implications.













	Basil’s Bakery PMI Solution A

	Plus +
	Minus -
	Interesting?

	Introducing digital sales
system, increases sales 5
	Requires capital investment.	3
	Increase brand awareness, promotions and customer engagement.
2

	Design online ordering
system, reduce waiting time 5
	Technical and marketing staff needed	2
	Provides valuable customer buying records.	1



	Introducing home /office
delivery services, increases average customer spending 5
	More staff needed	and training	1
	Provides ordering data	1

	
Modernize telephone machines with answering system, multiple lines
Facilities.	5
	Delivery services increase more operational costs and staff.
2
	Partnering with third party delivery companies will reduce delivery cost	1

	TOTAL: 20
	TOTAL: 8
	TOTAL: 5



Total for PMI (for Solution A) = 33
	Basil’s Bakery PMI Solution B

	Plus +
	Minus -
	Interesting?

	Introducing customer loyalty programs.	5
	More staff needed 1
	Seasonal promotion bakery products can increase sales 2

	Expand corporate catering and officer orders	5
	Rising organic ingredient prices. 1
	Better use of production capacity, meet dietary trends. 2

	Bakery events	4
	More staff needed 1
	Improve customers relationship	1

	Partner with local businesses 3
	Less capital needed 0
	Customer traffic increases	2

	TOTAL: 17
	TOTAL: 3
	TOTAL: 7



Total PMI for Solution B = 27




Appendix 2

The Key Performance Indicator is: SMART OBJECTIVES by Parmenter D.(2015).

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Increase monthly sales by 10% within
12 months through online ordering, home delivery and targeted digital market
	Generate at least 20 online orders per week within one month of introducing the system.
	Increase multiple customers
purchases by 10% within 1 month through a digital
Customer loyalty programs me.
	Secure at least seven regular corporates
customers within 1 month by promoting office catering and delivery to local businesses. regular promotions, product launches and customer-accused content.
	Increase social media engagement by 30% within six months through Regular
promotions, product launches and customer focused content
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Appendix 3

Implementation Plan


Basil’s Bakery PMI Solution implementing plan.






WHAT
HOW
WHEN
WHO
1
Incorporate Figmas’s (n.d.) implement online ordering system.
This allows customers to order online product of their choices; they can choose whether to deliver or click and collect.
With in 24 hours or next day delivery
Through marketing team and sales manager 
2
Carry out monitor through KPI.
Checkout delivery services, weakness of staff in all areas, analyses result and targets.
 On weekly basis
 Sales manager and Basil
3
Improve and review effective performances
This can be achieved through customer reviews.
On monthly bases
 Sales manager and Basil
4
Advertising the new brand and services offered, home and office delivery options
Online ordering and delivery through click and collect options.
 Every four weeks
 By sales and marketing team




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