




Issues Impacting Sales Stagnation

Issue Evidence from Case Impact

Fewer visitors Retail park footfall has 

declined

High

Home working Office staff buy lunch less 

often

High

Shop closures Fewer neighbouring 

bussinesses

Medium

No delivery service Customers requested 

delivery​

High

Poor pre-order system Basil often misses phone 

calls

Medium

Rising operating costs Rent, utilities and 

ingredients increased

High

Source: Basil’s Bakery Case Study 

(LCLM4004 Assignment Brief, 2026).



5W2H Analysis

Question Findings

Who? Local shoppers, office workers, warehouse employees

What? Sales have remained approximately at 25% below 2019 levels

Where? Basil’s Bakery, Coventry retail park

When? Since 2023(sales remained around 25% below 2019 levels)

Why? Fewer visitors. Home working. Rising operating costs. No delivery service

How? Reduced customer visits, lower lunchtime purchases and missed pre-orders.

How much? Around 25% decline compared with 2019

Sources: Basil’s Bakery Case Study (2026); Mind 

Tools (2025).





Sources: Basil’s Bakery Case Study 

(LCLM4004 Assignment Brief, 2026); Ishikawa 

(1986).



Key Findings

Customer footfall has decreased, reducing overall sales.

Home working has reduced lunchtime purchases.

Rising operating costs have reduced profitability.

No delivery or online ordering limits customer access.

Customers expect greater convenience and digital services.

Marketing and pre-order systems require improvement.

Source: Adapted from Basil’s Bakery Case Study 

(LCLM4004 Assignment Brief, 2026).
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