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[bookmark: _3p1sv4r9t4q]1. Executive Summary
This report evaluates the main operational and commercial difficulties currently affecting Basil’s Bakery and considers suitable strategies for improving future performance. Key challenges include falling sales, changing customer expectations, increasing competition, outdated production equipment and limited digital visibility. Two potential solutions are assessed: investing in modern bakery machinery and strengthening digital marketing activities. Following comparison of their likely costs, benefits and practical impact, upgrading production equipment alongside improved online promotion is identified as the most effective approach. This strategy can increase productivity, improve product consistency, reduce delays and strengthen customer engagement. Overall, the proposed improvements should support greater efficiency, competitiveness, customer satisfaction and sustainable long-term business growth.
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Basil’s Bakery is an established local business known for supplying freshly prepared bakery products to its community. However, the business is currently experiencing pressures that may limit future growth and competitiveness. Reduced sales, changing customer expectations, stronger market competition and inefficient production processes are creating significant challenges. Ageing equipment also contributes to slower output, higher maintenance requirements and inconsistent product quality. In addition, limited digital promotion has weakened the bakery’s ability to reach new and existing customers. This report examines these problems, evaluates two practical improvement options and identifies the most suitable strategy to strengthen operational efficiency, customer satisfaction, market presence, long-term business performance and sustainability.
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[bookmark: _v1ennf2dfq9f]3. Scope and Nature of Basil's Bakery's Problems
Basil’s Bakery faces several connected problems that affect both daily operations and long-term growth. Sales have weakened as competition has increased and customer buying habits have changed. Consumers now expect convenience, consistent quality and stronger digital engagement, while the bakery has been slow to respond to these demands. Operational performance is also affected by ageing equipment, which can cause slower production, higher maintenance costs and inconsistent output. Limited online promotion further reduces the bakery’s ability to attract new customers and maintain existing relationships. Together, these challenges weaken productivity, customer satisfaction and competitiveness, creating a clear need for practical improvements that support efficiency and sustainable business development.




[bookmark: _163spa3ia0eu]4a. Solution 1: Modernise Production Equipment 
One effective solution for Basil’s Bakery is to replace outdated production equipment with modern, energy-efficient machinery. Upgrading ovens, mixers and preparation equipment could improve production speed, consistency and overall product quality. Modern technology may also reduce equipment failures, maintenance expenses and unnecessary delays during busy periods. Increased efficiency would allow employees to produce larger quantities within a shorter timeframe while maintaining reliable standards. Although purchasing new equipment would involve significant initial expenditure, the long-term benefits could outweigh the cost through improved productivity and reduced operating inefficiencies. Overall, modernising production equipment would strengthen the bakery’s operational performance and provide a more reliable foundation for future business growth.
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[bookmark: _zd5h2vmxkqcp]4b. Solution 2: Strengthen Digital Marketing and Online Customer 
[bookmark: _s8jujwism9wy]A second suitable strategy for Basil’s Bakery is to develop a stronger digital presence to attract and retain customers. Social media platforms such as Instagram, Facebook and TikTok could be used to promote products, seasonal offers and customer feedback through engaging visual content. Consistent online activity would improve brand awareness and help the bakery build closer relationships with the local community. Digital platforms can also provide useful information about customer preferences through reviews, comments and purchasing behaviour. This insight could support more informed marketing decisions and targeted promotions. Overall, stronger digital marketing could increase visibility, improve customer accessibility and strengthen the bakery’s competitive position.
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[bookmark: _tclsha6chuxa]5a. PMI– Solution 1: Modernising Production Equipment 
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 future costs +3
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	Total = +14
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Total = +8

	
	
	


PMI Score = 14 − 9 + 8 = +13

[bookmark: _rl8bw58sisiz]
[bookmark: _u6fk8l25gpus]
[bookmark: _6vytyxp9yp55]
[bookmark: _elf0hjm8usow]
[bookmark: _mlr6iby4j6ey]
[bookmark: _4ypo67yrg3ht]
[bookmark: _tztt01nksplm]
[bookmark: _k2etxgxzm66y]
[bookmark: _3szhr5359hl4]
[bookmark: _xlwgghbzs0w8]
[bookmark: _qbudy9blhomb]
[bookmark: _lxcxb22uzlwq]
[bookmark: _84wkfvmp3r87]
[bookmark: _scz4faquidnv]
[bookmark: _e9wom82vjd9r]
[bookmark: _7g5lgthmp7s]
[bookmark: _woejs2zaqmxa]5b. PMI Analysis – Solution 2: Introduce a Local Delivery Service
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PMI Score = 13 − 10 + 8 = +11
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[bookmark: _mlaz3uauuca4]5c Best Solution: Solution 1 
The PMI analysis identifies Solution 1, modernising production equipment, as the most suitable option for Basil’s Bakery, achieving a score of +13 compared with +11 for Solution 2. Despite the higher initial financial commitment, this investment offers greater long-term operational value. New machinery could increase production capacity, improve product consistency, reduce equipment failures and minimise ongoing maintenance expenses. These benefits directly respond to the bakery’s current efficiency problems and may also improve customer satisfaction through more reliable service and product availability. Consequently, Solution 1 provides a stronger basis for sustainable growth, improved competitiveness and operational stability, making it the preferred strategic choice for Basil’s Bakery going forward.
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[bookmark: _kgdl8z4hdy8a]Introducing an online ordering and click-and-collect system creates several financial and operational risks for Basil’s Bakery. Initial development costs, secure payment integration and staff training could place short-term pressure on available finances. Technical failures, including website disruption, payment errors and software problems, may delay orders and damage customer trust. Some customers may also continue to prefer traditional in-store purchasing, limiting early adoption. These risks can be controlled through gradual implementation, staff training, regular system testing and effective cybersecurity protection. Clear instructions and customer support would further encourage use. Overall, careful risk management would improve reliability and increase the likelihood of successful implementation.
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Risk
	
	Likelihood





	
Impact
	
	Mitigation Strategy






	
	High implementation costs





	
	Medium





	
	High





	

	Prepare a phased budget and monitor expenditure carefully.







	
	Website or payment system failures





	
	Medium





	
	High





	
	Use a reliable software provider and perform regular maintenance and testing.








	
	Low customer adoption





	
	Medium





	
Medium
	
	Promote the service through social media, in-store advertising and customer incentives.








	
	Staff lack confidence using the new system





	

Low
	

Medium

	
	Deliver comprehensive training and provide ongoing support.






	
	Cybersecurity or data breaches





	

Low
	

High
	Implement secure payment gateways, strong passwords and regular software updates.
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[bookmark: _jba1i1os5b0s]8. Key Performance Indicator (KPI) and SMART Objectives 
[bookmark: _2dveu2m82bty]A suitable Key Performance Indicator (KPI) for Basil's Bakery is the monthly number of online orders, as this provides a direct measure of customer adoption and the effectiveness of the newly implemented online ordering and click-and-collect system. To support this KPI, the following SMART objective is recommended: Increase monthly online orders by 20% within six months of implementation by promoting the service through social media, in-store marketing and customer loyalty incentives. This objective is Specific because it focuses on online orders, Measurable through monthly sales data, Achievable using targeted promotional activities, Relevant to improving business performance and Time-bound with a six-month completion period.
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	Increase online orders by 20% within 6 months
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	20% increase





	
	Monthly






	
	Customer satisfaction





	Achieve 90% positive customer feedback
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	Monthly
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	Reduce waiting time by 30% within 3 months
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	30% reduction





	
	Weekly






	
	Repeat customer rate





	
	Increase repeat purchases by 15% within 6 months





	
	Customer database and loyalty records





	
	15% increase





	
	Monthly






	
	Monthly sales revenue





	
	Increase sales
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 by 15% 
within 6
 months





	
	Financial reports





	
	15% increase





	

Monthly
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This report has demonstrated that Basil's Bakery is facing significant commercial challenges resulting from declining customer footfall, changing consumer behaviour and increasing operating costs. Two strategic solutions were evaluated to improve business performance and long-term sustainability. Following the application of a PMI analysis, risk assessment and implementation planning, the online ordering and click-and-collect system was identified as the most appropriate solution. This approach offers a practical and cost-effective method of improving customer convenience, reducing waiting times and increasing operational efficiency. By monitoring clearly defined Key Performance Indicators (KPIs) and SMART objectives, Basil will be able to evaluate business performance, make informed decisions.
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IMPLEMENTATION PLAN — MODERNISING PRODUCTION EQUIPMENT
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