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[bookmark: _Hlk205982484]
Task 1: Overview of Case-study:
[bookmark: _Hlk205979492]Basil’s Bakery is an independent bakery which operates from a retail park based in Coventry, UK. Following the establishment of the company in 2015, there has been consistent growth; however, the emergence of the novel coronavirus outbreak led to decreased footfall and sales of the company. Even though sales have improved since restrictions have been lifted, the current sales have been reported at around 25% lower compared to the year 2019. The fundamental issue facing Basil’s Bakery is declining sales which have been brought about by both external and internal factors.
[bookmark: _Hlk205982497]Task 2: Two Proposed Solutions:

Solution A Proposal
My first proposed solution is that the company should adopt an online ordering system combined with local delivery service. This way, customers will be able to order products online and have it delivered either directly to their doorsteps or collect it personally. The solution caters to the shifting consumer shopping trends where consumers are increasingly buying products via online means because many are working from home and therefore are unable to go to the retail park. The solution will ensure convenience and customer satisfaction while providing another sales avenue.
Solution B Proposal (Investing more)
My next alternative solution that could be applied for the problem is to invest more in marketing efforts via marketing campaigns on social media, local advertisements, and launching a customer loyalty scheme. Promotion programs and loyalty rewards would make customers want to purchase the products again and could attract other customers to buy from the bakery. The solution tries to focus on enhancing the interaction with customers and improving the relationship of Basil with his existing customers. Increased marketing efforts will also increase awareness about the bakery and bring more customers to the bakery.
Task 3b) Evaluation Results and Justifications:
From the evaluation of the PMI tool, Solution B has proven to be the most ideal choice since it received an overall highest score of 11, as compared to Solution A that received a score of 8. The reasons why Solution B is ideal include the fact that it brings about some key strengths in terms of creating awareness for the bakery, attracting more customers from advertisements, customer loyalty and good customer relations. There are some weaknesses associated with the solution, which are related to costs of marketing as well as time needed for the solution to bear fruit; however, the strengths outweigh the weakness. The criteria used in the evaluation included customer impact, cost, feasibility, business growth over a long period of time and implementation risk. Higher weightage was given to customer growth and sustainability as these two are key goals of the bakery.



Task 4b) Justifications for the Implementation Plan:
The steps in the implementation process are logical as all of them should be carried out in the right order for successful results. Firstly, the website for ordering online is created as it is an important element of the new service that is being introduced. After the website is created, the delivery service is organized and thus the process of delivering orders is made more efficient. The training of the staff is carried out after that and thus employees can work with the new website without any problems and explain it to the customers. Meanwhile, promotion of the new service and making the clients aware of it is started. The responsibilities of people have been divided based on their skills. Website development and creation is the task of the owner and the website developer, and logistics of the deliveries is the task of the delivery coordinator. Training and promotion are the tasks of the store manager and the marketing assistant.
Task 5b) Justifications for the KPI and SMART Objectives:
The KPI that was chosen, assesses the introduction of the online ordering and delivery service through measuring the growth of sales, customer satisfaction, and online orders. The KPI is appropriate since it directly measures the achievement of the stated goal and hence the effectiveness of implementing the project. The SMART objectives set realistic goals that can be measured. First, the objective is Specific since it involves the development of the online ordering and delivery system for Basil's Bakery. The objective is Measurable since it is going to be aimed at achieving the growth of monthly sales by about 20%, getting 100 online orders per month, and having about 90% customer satisfaction. The objective is Achievable since there is a ready customer base, and there is an affordable website and delivery solution. The objective is also Relevant since it deals with the issue of reducing sales and improves customer satisfaction and attracts new customers. Finally, the objective is Time-bound since the online system will be ready within two months, and the goals of sales and customer satisfaction will be achieved within six months from now.



[bookmark: _Hlk208302504]Task 7) Key Findings
· Basil's Bakery’s primary problem is its lack of growth in terms of sales, which have remained 25% lower than those in 2019
· External problems, including low foot traffic, work-from-home arrangements, and higher operational expenses, have had a notable impact on the company’s performance
· Internal constraints such as the absence of delivery service and a poorly functioning pre-ordering system limit customer convenience and sales
· The introduction of an online ordering and delivery service would provide the best opportunity for revenue growth and increasing customer convenience
· Basil should monitor his progress using KPIs and SMART objectives
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Appendix 1 – Task 3a

PMI Evaluation Table

	Provide the Name (for Solution A)

	Plus
	Minus
	Interesting

	Increase the convenience for the customers. +4
	High setup cost for website and the delivery system. -5
	You could collect customer data for future marketing. +4

	Create an extra sales channel. +5

	This requires staff training and technology management. -3
	You could attract customers outside from the local area. +4

	Improve the customers’ satisfaction using flexible orders. +4

	Delivery may increase operating costs. -4
	You could support long-term digital business growth. -2 

	Respond to changing online shopping trends. +3

	A possible issue with orders from online. -2
	You could reduce the dependence of others in the store. +2 

	
TOTAL: 16
	
TOTAL: -14
	
TOTAL: 6



[bookmark: _Hlk210816971]Therefore: Overall Total for Name (for Solution A) = 8


	Provide the Name for Solution B

	Plus
	Minus
	Interesting

	It increases awareness of Basil’s Bakery. +5
	The success depends on the quality of marketing. -4
	The loyalty scheme could encourage repeated purchases.  +5

	It attracts customers through the advisements. +4

	The marketing campaign requires ongoing costs. -4
	You could use social media to receive feedback from customers. -2

	it builds stronger customer loyalty. +3

	The competitors may copy similar promotion. -3
	You could increase word-of-mouth (advertisement) recommendations. +4

	It improves customer relationship and engagements. +3 

	The results of doing well may take time to appear. -2
	You could create a strong local brand image for the bakery. +2

	
TOTAL: 15
	
TOTAL: -13
	
TOTAL: 9



Therefore: Overall Total for Name (for Solution B) = 11


[bookmark: _Hlk219478739]




Appendix 2 – Task 4a
Implementation Plan

Name the problem you are solving: Failing in sales and declining customer footfall at basil’s Bakery.
Name the solution you are implementing: To implement an online ordering system with a local delivery service.
	
	Task
	WHAT

	WHEN

	WHO

	Done

	1
	Create the online order website


	Create an accessible website for clients to view your products and place orders. Buy any software you need and try out your system.
	Weeks 1-3 


	Owner and website developer 


	The website is online and has been successfully tested.

	2
	Establish the local delivery system


	Buy delivery equipment, determine when and where you will deliver, and arrange your payment and delivery system.
	Week 4 


	Owner and delivery co-coordinator


	Delivery services have commenced and are customer ready.

	3
	Train staff and advertise the new service


	Educate your workers about how to handle your orders and deliveries online. Promote the service using social media, posters, and flyers.
	Weeks 5-6 


	Store Manager and marketing assistant 


	Employees have completed their training, and the marketing campaign has been started.


	4
	Improve service by monitoring its performance


	Get feedback from your customers, examine the results of your sales and deliveries online, and improve where necessary.
	Weeks 7-8 and continue


	Owner and store Manager 


	The monthly performance report demonstrates progress.


· 

Appendix 3 – Task 5a



The Key Performance Indicator is: Increase Basil’s Bakery’s monthly sales by about 20% by introducing the online ordering system and the local delivery service.

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Develop an online order and local delivery system to enhance the accessibility of Basil’s Bakery products.






	Increase monthly sales by about 20%, ensure receiving at least 100 online orders per month and reach customer satisfaction levels up to about 90%.





	There is an existing client base at the bakery, and it could use relatively inexpensive website and delivery systems, which makes the goal achievable.





	It solves the issue of reducing sales as well as customer retention through increasing accessibility and attraction of new customers.





	Develop the system within 2 months and reach the sales and customer goals within 6 months from implementation.
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