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 Task1:Overview of Case-study
[bookmark: _Hlk205979492][bookmark: _Hlk205982497]Basil’s Bakery is a small artisan shop in Coventry (Basil’s Bakery, 2024) that has faced a steady fall in sales since the pandemic. The main problem is the reduced number of people visiting the retail park, which limits daily customer traffic. Lower footfall in retail parks continues to affect small shops (Local Data Company, 2025). Several issues contribute to this decline: nearby shop closures, fewer office workers due to hybrid working, rising business costs, and limited options for delivery or pre‑ordering. Together, these factors have weakened Basil’s customer base and increased financial pressure, making the current business model difficult to sustain.

 Task2 Two Proposed Solutions:
  
· Solution A: Online Pre‑Order System
Proposed Solution: Create a simple online pre‑order and payment system. Explanation: Customers can choose their items on a website or app, pay online, and select a time to collect their order. Basil can see all orders while continuing his baking, so he does not need to stop and answer the phone. Justification: This solution reduces long waiting times and prevents missed sales. It also helps customers who now work from home, as they can plan their visit in advance. By making ordering easier and more convenient, the bakery becomes more accessible even with lower footfall.
· Solution B: Partner Delivery Service
Proposed Solution: Work with a local delivery partner to offer home delivery. Explanation: Instead of delivering items himself, Basil can use a small courier service or a local delivery platform. They collect the baked goods and deliver them to customers who cannot visit the retail park. Justification: This solution helps Basil reach customers who no longer come to the area, including remote workers and former retail staff. It expands his customer base beyond the retail park and responds to direct customer requests. By outsourcing delivery, Basil keeps his focus on baking while still offering a modern, convenient service.

  Task 3b )Evaluation Results and Justifications

Solution A is the best option because it is simple, affordable, and does not require extra staff. The criteria used were cost, practicality, effect on sales, and meeting customer needs. Cost and practicality were given the highest importance because Basil has limited money and time and cannot take on more work. The impact on sales and customer needs was also weighted strongly, as the main problem is fewer visitors and lost sales during busy periods.
Solution A fits these criteria well. It is easy to set up, reduces waiting times, prevents missed orders, and supports customers who now work from home. This makes the bakery more convenient and helps Basil increase sales even with lower footfall.

 Task 4 b) Justifications for the Implementation Plan
The tasks in the implementation plan were arranged in a logical order to make the process simple and manageable for Basil (Malsam, 2024). The first tasks focus on preparation, such as choosing the online system and setting it up, because these steps must be completed before any customer‑facing changes can happen. Scheduling was planned so that each task follows naturally from the previous one, reducing confusion and avoiding delays (Project Management Institute, 2023). Responsibilities were given to Basil and any external support based on their skills and availability. Basil handles baking‑related decisions, while technical tasks are assigned to a web developer to ensure accuracy and speed (Crawford, 2021). This structure is justified because it reduces risk, prevents interruptions to daily baking, and ensures the system is tested before customers use it (Kerzner, 2022). Overall, the plan supports a smooth and realistic transition to the new pre‑order system.
Task 5b) Justifications for the KPI and SMART Objectives

The Key Performance Indicator (KPI) (Parmenter,2015) chosen is the number of online pre‑orders each week. This is a good measure because it shows clearly whether the new system is being used and whether it is helping Basil increase sales. It is simple to track and directly linked to the main goal of improving customer access.
Simply put, SMART goals are specific, measurable and attainable (Herrity, 2026). Clear objectives support effective business improvement and decision‑making (Armstrong, 2024). By using a series of five benchmarks that comprise the SMART acronym, you’ll be able to create concise goals and action steps that will keep you on track. (Herrity, J.2026) Each SMART objective supports this KPI. The goal to launch the system within four weeks is specific and time‑based, helping Basil stay on schedule. The objective to reach a set number of weekly pre‑orders within three months is measurable and realistic, giving Basil a clear target. The aim to reduce waiting times by 20% is achievable and important because long queues caused customer frustration. The objective to increase repeat orders from remote workers helps Basil build long‑term stability. Together, these objectives create a clear, practical plan that helps Basil judge progress and improve customer satisfaction.

Task 7) Key Findings
· [bookmark: _Hlk208302504]Footfall in the retail park has dropped, which means fewer customers visit Basil’s Bakery.
· Customer habits have changed because many office workers now work from home, so they no longer buy lunch from the bakery every day. (Office for National Statistics, 2024).
· Business costs have increased, including rent, utilities and organic ingredients, making it harder for Basil to maintain profit (Ingham, A. 2026).
· Service limitations, such as no delivery and unreliable phone pre‑orders, cause missed sales and reduce convenience for customers. (Small Business UK, 2025).
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Appendix 1 – Task 3a

PMI Evaluation Table

	Online Pre‑Order System

	Plus
	Minus
	Interesting

	Makes ordering easier for customers (5)
	Technical problems (-3)
	Could attract new customers who prefer digital services (5)

	Reduces waiting times in busy periods (4)
	Basil needs time to learn the system (-2)
	Internet dependence (-1)

	Small cost to set up the system (3)
	Some customers may prefer traditional ordering (-2)
	Could lead to more repeat orders from remote workers (-3)

	Helps increase sales even with lower footfall (5)
	Needs regular updates to menu and prices (-4)
	Opens the door to future online features (e.g., subscriptions) (4)

	
TOTAL: 17
	
TOTAL: -11
	
TOTAL: 5



[bookmark: _Hlk210816971]Therefore: Overall Total for Name (for Solution A) = 11


	Partner Delivery Service

	Plus
	Minus
	Interesting

	Helps reach customers who no longer visit the retail park (5)
	Delivery fees may reduce profit (-3) (McKinsey & Company, 2024).
	Could open a new customer group outside Coventry (5)

	Basil can focus on baking while delivery is outsourced (4)

	Some customers may not want to pay delivery costs (-2)
	Could increase brand visibility in new areas (4)

	Creates a new revenue stream (5)
	Requires coordination and clear communication (-2)
	Might allow special “delivery‑only” products (3)

	Supports remote workers and former retail staff (3)

	Depends on the reliability of the delivery partner (-1)
	May lead to future options like subscription boxes (2)

	
TOTAL: 17
	
TOTAL: -8
	
TOTAL: 14



Therefore: Overall Total for Name (for Solution B) = 23




Appendix 2 – Task 4a
Implementation Plan

Name the problem you are solving: Lack of online pre-ordering system.
Name the solution you are implementing pre-order system
	
	Task
	WHAT

	WHEN

	WHO

	Done

	1
	Choose the Online Pre‑Order System


	Basil needs simple research, low‑cost pre‑order platforms and selects one that fits his needs. This step is first because the whole project depends on choosing the right system. Online ordering systems can improve customer convenience and reduce waiting times. (Deloitte, 2025).
	
13/07/2026 to 
20/07/2026
(7 days)

	Basil


	Research results analysed. 
A specialist was found.


	2
	Set Up the System and Website Page

	A web developer installs the pre‑order tool, adds menu items, prices, and collection times. 
	
21/07/2026 to 22/07/2026
(1 day)

	 Web developer 


	The correct system was chosen.
The system is configured.



	3
	Test the System in the Bakery


	Basil checks that orders appear correctly, payments work, and collection times are clear. Testing prevents mistakes and reduces customer frustration.
	22/07/2026 to
22/07/2026
(2 hours)


	
Basil

	Test completed.
The website is working correctly.



	4
	Train Staff and Prepare the Bakery


	Basil learns how to manage online orders and organises the workspace, so collection is smooth. This ensures the bakery is ready for real customer use.


	23/07/2026 to 
25/07/2026
(2 days)

	
Basil

	Basil figured out how to work with a website.
He manages online orders.



	5
	Launch and promote the pre‑order service
	Basil tells customers in‑store and online, encouraging them to try the new system. Promotion is last because the service must be fully ready before customers use it.
	25/07/2026 to
2/08/2026
(8 days)
	Basil
	Basil talked about the new system.




· 

Appendix 3 – Task 5a

The Key Performance Indicator is number of weekly online pre‑orders.

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Because it focuses only on one clear activity: how many customers place orders through the new online system each week. It does not mix different goals, which makes it simple to understand and track.


	Basil can easily count the number of pre‑orders using the system dashboard. This helps him see whether the new digital tool is improving customer access and increasing sales.




	Basil already has regular customers and growing interest from remote workers. With clear promotion and a simple ordering process, achieving steady pre‑orders is realistic




	As it directly supports Basil’s main business needs: reducing waiting times, preventing missed phone orders, and increasing sales during a period of lower footfall in the retail park. Tracking online pre‑orders shows whether the digital solution is helping the bakery adapt to changing customer behaviour.




	Basil will review the number of online pre‑orders every week and assess progress at the end of each month. After 12 weeks, he will decide whether the system is successful and if any changes are needed to improve customer use.
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