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Task 1: Overview of Case-study
Basil’s Bakery is an independent bakery in a shopping retail park in the uk. It offers cakes, pastries and breads made from high quality organic ingredients, which shoppers and local retail workers both value. Basil opened the bakery in 2015 and the business experienced steady growth for years up until the COVID-19 lockdown in 2020. After the lockdown, the business was initially experiencing a drastic drop in footfall and sales, which was expected thanks to the restrictions that were imposed due to the lockdown and basil was aware it would take time if those original numbers were to come back. Although the footfall and sales did end increasing, they never went back to the numbers the bakery was seeing pre-lockdown and have instead steadied at around 25% below the 2019 levels. The main cause of basils financial problems is the drop in the bakery’s profitability which comes from the drop in footfall and sales, as well as the changes in consumer behaviour which basil could not adapt to. Some of the things that caused these are: Fewer customers visiting the retail park due to different stores now being closed, redundancies around the local shops, the increase of people that work from home and are no longer able to visit the store for their lunches. In addition to these problems, the bakery is also dealing with higher operation costs while the price of the organic ingredient it uses is also rising and becoming unpredictable to budget for.
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[bookmark: _Hlk205982497]Task 2: Two Proposed Solutions
(Installing an online ordering and delivery service) Solution A Proposal
Having an online system would be great for the bakery because it would expand the current client base. Another benefit of having this in place is that basil could have a menu on the website to allow new customers to know what is available as well as the ingredient used. Using this system would be great in helping basil to keep his original clients who no longer work at the retail park who have previously asked for a delivery service due to now working from home. Even though having the system installed would initially cost the bakery a bit, it would have an overall positive effect on its income and help basil overcome his budgeting problem and to be less dependent on the retail parks footfall. Research suggests that digital ordering systems can increase hospitality businesses revenue by increasing convenience through the ordering system. Restaurants using an ordering system have reported an average revenue increase of around 10% as well as increased customer experience and operational efficiency (Toast, 2022).





(Implement a budget to be able to hire more staff) Solution B Proposal

Basil could greatly benefit from hiring so much as one or two staff to be able to support in running the business even if it were only during its peak days. At the moment basil is managing and working at the bakery alone and this severely limits the amount of work he could potentially get done and doesn’t allow the business to offer things such as pre-ordering due to him not always being able to pick up the phone. Having more staff in the store would be a great way to divide the workload and allow access to offering more services like having someone to manage an online ordering system, being able to do deliveries as well as simply being able to serve more customers at a time which would greatly reduce the waiting time. While all of these things would certainly increase customer satisfaction, they would also all work towards making more money for the business which would solve the of having to worry about the budgeting for the overheads and the high-quality ingredients that are used.


Task 3b) Evaluation Results and Justifications

I believe that solution B ( Proposal to implement a budget to be able to hire more staff ) was the stronger proposal because it would do a better job at helping the business overcome its root problems which is its footfall and yearly sales, which after the lockdown have been decreased to about an average of  25% less than what they were at before the lockdown and do not appear to be  get any higher ever since. I believe this would be the more efficient solution because it would be the most permanent out of the two. Having those extra hands would even allow basil to get those other systems in place and be able to provide them with better efficiency. Basil is single handedly responsible for all the baking, serving any customers and answering any customer questions which all in all would make it difficult to be able to set up an online system solo especially when it came to putting it to use. By having other staff on hand, basil can redirect a lot more time and energy towards trying to get these systems in place without the stress of having to do it at the same time as running the entire bakery alone. Having more people at the bakery could increase the efficiency at which the bakery operates at and would have a positive impact on the customers experience. As a result of having more staff, there would be fewer customers waiting for their orders during those busy hours and the overall customer satisfaction would likely be improved which could lead to repeat visits which are important for the business due to the decreased footfall it has experienced since the lockdown. Even though hiring more staff wouldn’t be cheap for basil, it would be an investment which could see to a serious increase in the bakery’s revenue. The Chartered Institute of Personnel and Development (CIPD, 2024) says that effective workforce planning enables organizations to meet customer demand while improving operational efficiency.


Task 4b) Justifications for the Implementation Plan

This implementation plan was made to help basil be able to handle all the responsibilities of running the bakery in a cost-efficient and convenient way. By having an idea of how he could divide the responsibilities of running the bakery amongst others and what the average income was, basil could create this create an accurate and realistic plan for hiring and training new staff and know more or less how this would affect the bakery. This would also allow him to know what he would need to look for in a candidate for that role who may have previous experience or at the least what he would need to train them on, should they have none. Additionally, having the induction and the training in place for them would allow the new hire/s to be taught about the necessary food safety rules, customer service practices, food handling and preparation rules and the bakery’s standard operations on a daily basis. This could be done until Basil is confident enough in their ability to work independently in the bakery. About a month after they’re deemed competent, basil could monitor the new staffs progress and impact at the bakery through the business’s customer reviews and feedback, comparing that month’s sales to the last months and the customer waiting time, it would also allow him to be available to those other services such as delivery service thanks to having more people on hand it would free up time for someone to make deliveries and would ensure Someone would always be able to check for online orders and pick up the phone. Overall, I feel that the plan is achievable for Basil and that it could have a massively positive impact on the bakery and its sales/footfall and revenue.


Task 5b) Justifications for the KPI and SMART Objectives
The Key Performance Indicator I proposed was to see an increase in monthly sales/footfall, overall revenue, lowered workload and customer satisfaction within 3 months of hiring one or more bakery assistants through data and sales. I chose this because I believe it to address each category of the SMART objective fully and is a great way to measures whether or not Basil’s issues have been affected by the solution proposal and how much progress has been made. From the case study I identified that there has been a stagnation in sales that is 25% lower than the pre lockdown numbers, reduced footfall and less returning customers, an excessive workload etc, which could all be challenged by the solution proposal. Hiring one or more bakery assistant is a realistic objective because, it would relieve Basil of a huge workload and have it be divided which would not only be beneficial for customers in the way of having people queue for less time thanks to having more people at hand that can serve and address other customer needs, but it would also allow basil to install other systems that would further benefit the bakery. There is also a clear time frame which states the point in which results would be able to be seen which was within 3 months of the new hires introduction. This is an achievable goal because basil while basil has been going through difficulties with the bakery financially, he should be able to find a way to build a budget as he stated that the business has been stagnant in its sales. The process of recruitment is affordable, manageable and can be done without major disruptions to a business’s normal operations (CIPD, 2024).




Task 7) Key Findings

· Basil’s bakery has been seeing lowered number and stagnated sales due to its poor operating efficiency and lack of customer convenience. Having no online ordering system forces Basil to have to fully depend on footfall which has been decreased for a while now.

· There were multiple solutions for basils problems but not all were as good in the long run and couldn’t have solved as many problems in comparison to hiring assistants for thew bakery.

· Hiring more staff was the best solution for basil long term. Having an assistant or two at the bakery would’ve had a majorly positive impact on the numbers it was struggling with as well as getting those sales back up due to the workload no longer being all on basil.


· Having a more efficient form of operation would have a large overall effect on the business. This includes things like, fairer workloads which could be overcome by having more staff to be able to divide it across, 

· Introducing modern customer services like, online ordering and a click and collect delivery system would bring customer satisfaction to a much higher number thanks to it adapting to consumer demands.
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              Appendix 1 – Task 3a
PMI Evaluation Table

	Installing an online ordering/ delivery service

	Plus
	Minus
	Interesting

	Could bring more exposure to the store through online deals and social media promotion. +3 
	Would require time and work to be fully operational without faults. -3
	Traffic could equal late deliveries which would have a negative impact on customer satisfaction. -3

	Reduces queueing and waiting times thanks to customers now being able to order through the bakery’s website instead of the only option being to queue. +3

	Would still require more staff or partnerships for deliveries which could be expensive. -4
	Could have useful customer feedback. +2

	Improved convenience for customers as well as Basil. +2

	Uncontrollable complications such as slow internet or too many people on the site could cause delays in orders and deliveries. -3
	New customers can browse the menu and see what comes with the items instead of having to ask basil for ingredients. +2

	Makes up for lowered footfall by having an alternative to in store purchases for those who are local but unable to come during working hours. +4

	Preparing a delivery meal during a busy hour could prove to be complicated. -3
	Can have online deals or discounts. +3

	
TOTAL: +12
	
TOTAL: -13
	
TOTAL:+4



[bookmark: _Hlk210816971]Therefore: Overall Total for Name (for Solution A) = 3

	Budget to be able to hire more staff

	Plus
	Minus
	Interesting

	Reduced workload. +5
	Training costs. -3
	Family and friends of staff could visit. +2

	Shorter waiting and queueing times. +3

	Staff wages could prove to be costly. -3
	Could be open for more time. +3

	Increased customer satisfaction from having more people available to look to for help. +4

	Staff could take long to be able to work independently after training depending on previous experience. -2
	Basil may have more time off. +2

	Allows the bakery to introduce new services such as a delivery system. +5

	Staff missing shifts would be more disruptive for the bakery. -3
	Company for basil. +2

	
TOTAL: +17
	
TOTAL: -11
	
TOTAL: +9



Therefore: Overall Total for Name (for Solution B) = 15




Appendix 2 – Task 4a




Implementation Plan

Name the problem you are solving: Declining sales and footfall as well poor operating efficiency due to basil running the store alone.
Name the solution you are implementing: Building a budget to be able to afford to hire more staff.
	
	Task
	WHAT

	WHEN

	WHO

	Done

	1
	Identify requirements for budgeting and how many staff are ideally needed and begin to advertise for the role.


	Examine the current workload as well as  the amount of people it would take to allow for other services to be available and what the budget would look like for it all, identify the specific duties that new staff would be working on, create a job application with the detailed explanation of the role and duties as well as any requirements.

	(01/08/2026)-  (01/09/2026)
-1 month
	Basil.

	When the budget has been established and basil thinks it is doable, and when the job description is posted on a website and ready for applications.



	2
	Hold interviews for the role and hire the right number of staff.


	Either look for applicants with ideal previous experience or someone suitable who could be hired to be trained from scratch and hire them.


	(01/09/2026)-(03/09/2026)
-2 days

	Basil.


	When an appropriate candidate has been hired for the role and joins the bakery ready for training.



	3
	Begin the necessary training.

	Begin training the new member/s on customer service, till operations, food safety/ hygiene, food handling and preparation, and any details on what will be expected of them.


	(03/09/2026)-(10/09/2026)
-1 week


	Basil.

	When Inductions and training has been completed and basil feels that the staff are competent enough to work without supervision.



	4
	Monitor the overall staff performance and address and work on any flaws in customer service.


	Using customer reviews and the bakery’s stats, identify if the staff need any additional training and how well they are adapting to the environment as well as how well they are affecting the business.


	(10/09/2026)-(08/10/2026)
-1 month 

	Basil.

	When the performance review is completed and basil is affirmed that they are a good fit for the bakery and need no further training, when he’s able to see improvements in customer feedback and satisfaction along with overall improved operating efficiency.



	5
	Introduce more systems which could improve customer convenience and satisfaction such as a click and collect system, delivery system and a preorder system.
	Implement more ordering options for customers like a delivery and online ordering system so it is more easily accessible and convenient.
	(01/10/2026)-(22/10/2026)
-3 weeks 
	Basil.
	When the systems are in place and staff have been trained to be able deal with the changes.




· 

Appendix 3 – Task 5a

The Key Performance Indicator is: To see an increase in monthly sales/footfall, overall revenue, lowered workload and customer satisfaction within 3 months of hiring one or more bakery assistants through data and sales.

	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	It is specific because it clearly points out the actions that will be taken, hiring one or more bakery assistants, and the ideal result of doing this which is, to see an increase in the overall revenue of the bakery, higher footfall and sales numbers, higher customer satisfaction and a lowered workload. 


	This is a measurable indicator because Basil is able to monitor the business’s monthly sales from before the plan was implemented and compare that to the sales after the new hire. He’s also able to compare data such as, the bakery’s footfall, its sales, customer queuing times and customer reviews.





	It’s attainable because implementing a budgeting plan for 1 initial new assistant would be greatly beneficial for the bakery in the long run. The additional member would not only be able to decrease the workload on Basil and improve the operating efficiency of the bakery, but they would also allow basil to work to be able to implement new services to the bakery without all the pressure of doing it all alone whilst singlehandedly running the bakery at the same time.
	The objective is relevant because it directly challenges the bakery’s main problems which are its declining sales, reduced footfall, low customer satisfaction, the excessive workload on Basil and long queue times. Improving on these would allow the bakery to see the same if not higher numbers than what they were seeing pre lockdown.
	It is time bound because there is a realistic time frame in which the plan could be put to work and have points at which data could be reviewed and compared to evaluate whether or not there has been progress. Within 3 months of the new hires recruitment the bakery would start to see the its number rise and those direct challenges it was facing would start to show changes.
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