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Task 1: Overview of Case-study
Basil’s Bakery, an independent business established in 2015 within a Coventry retail park, enjoyed sustained commercial success prior to the 2020 pandemic. However, post-lockdown sales experienced a sharp decline, remaining 25% below 2019 baseline levels. The primary issue facing the enterprise is revenue stagnation stemming from altered consumer behaviors, specifically the adoption of hybrid work patterns where office employees work remotely 2–3 days per week. Consequently, footfall across the retail park has diminished significantly. In addition, neighboring commercial closures and rapidly escalating operational costs—including electricity, rent, and organic ingredients—have severely strained profitability. Customer retention is further compromised by peak-hour queue delays and unserviced phone inquiries.
Task 2: Two Proposed Solutions
Click & Collect Online Pre-Order System Proposal
This intervention involves deploying a streamlined web platform and mobile application enabling customers to place orders and process payments in advance. This addresses the root causes of customer loss, specifically long queue times and missed phone reservations. Office workers operating under strict lunch breaks can seamlessly order and collect purchases without standing in queues. As highlighted by Slack et al. (2019), digital ordering channels optimize operational workflow and elevate customer experience within small retail operations.
B2B Lunch Delivery Service Proposal
This solution proposes establishing a specialized B2B corporate lunch delivery service targeting surrounding commercial and business parks. Basil’s Bakery would collaborate with a local delivery partner (e.g., Deliveroo or dedicated local couriers) to supply corporate lunch boxes and bread subscriptions directly to corporate offices. This strategy directly mitigates reduced retail park footfall by reaching remote and office-bound professionals directly (Johnson, 2021), creating a reliable secondary revenue stream without altering primary shop premises.
Task 3b): Evaluation Results and Justifications
Based on the PMI Evaluation presented in Appendix 1, Solution A (Click & Collect System) achieved a net positive score of +8, substantially outperforming Solution B (+1).

The key criteria utilized in this evaluation comprised implementation capital, staffing requirements, operational disruption risk, and revenue potential. Solution A was designated as the preferred option due to its modest capital expenditure and manageable operational risk profile for a small business. In contrast, Solution B incurs substantial delivery partner fees and demands complex logistics that Basil cannot feasibility manage alongside daily baking duties. The Click & Collect model effectively eliminates queue bottlenecks while retaining high-value local office personnel (Boyer and Hult, 2020).
Task 4b): Justifications for the Implementation Plan
As outlined in Appendix 2, the implementation framework spans a structured 6-week timeframe across four distinct phases. Phase 1 focuses on software selection in Week 1 to identify a cost-effective ordering solution. Phase 2 entails menu integration and comprehensive staff training during Weeks 2–3 to ensure error-free order processing. Phase 3 focuses on localized marketing and promotional campaigns during Weeks 4–5 to build awareness among nearby corporate workers. Finally, Phase 4 executes the official commercial launch in Week 6.

This sequential timeline ensures that technical infrastructure and staff competencies are fully established prior to customer-facing promotional activities (Kotler and Armstrong, 2021). Designating Basil as project supervisor guarantees strict quality control and operational alignment.
Task 5b): Justifications for the KPI and SMART Objectives
The proposed Key Performance Indicator (KPI) is "Monthly Revenue Growth from Online Pre-Orders", which directly monitors recovery against the 25% post-pandemic sales drop.

The SMART objectives detailed in Appendix 3 are justified as follows:
Specific: Target pre-order online sales specifically.
Measurable: Achieve a 15% increase in total sales within 6 months.
Attainable: 15% is realistic because many office workers requested pre-ordering.
Relevant: Increases overall business viability and reduces shop queues.
Time-Bound: 6 months allows enough time to change customer habits.
Continuous weekly tracking of this metric will provide immediate feedback on revenue recovery (Chaffey and Ellis-Chadwick, 2019).
Task 6: Key Findings
Sales stagnation at Basil's Bakery is primarily driven by reduced retail park footfall, hybrid working trends, and long wait times.
Solution A (Click & Collect System) is the optimal strategy due to its low implementation cost, minimal risk, and high operational feasibility.
A structured 6-week implementation plan ensures thorough technical setup, staff readiness, and targeted local promotion.
Achieving a 15% sales increase over a 6-month period through a SMART framework will effectively restore business growth and commercial viability.
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Appendices
Appendix 1: Task 3a) PMI Evaluation Table
Click & Collect Online Pre-Order System (Solution A)
	Plus
	Minus
	Interesting

	Reduces queue times in peak hours (+3)

Solves problem of missed phone calls (+3)

Easy for hybrid office workers to use (+2)
	Initial setup cost for software (-2)

Staff need training to use system (-1)

Possible technical glitches (-1)
	Customers can order outside opening hours (+2)

Collects customer email data for marketing (+1)

Can show daily organic cake specials (+1)

	TOTAL: +8
	TOTAL: -4
	TOTAL: +4


Therefore: Overall Total for Click & Collect Online Pre-Order System = +8 - 4 + 4 = +8
B2B Lunch Delivery Service (Solution B)
	Plus
	Minus
	Interesting

	Reaches customers who work from home (+3)

Increases bulk sales volume (+2)

Creates regular monthly revenue (+2)
	High delivery driver / partner fees (-3)

Basil is too busy baking to deliver (-3)

Food quality might drop during delivery (-2)
	Requires eco-friendly packaging (+1)

Might need new product range (+1)

Could build local business network (+1)

	TOTAL: +7
	TOTAL: -8
	TOTAL: +2


Therefore: Overall Total for B2B Lunch Delivery Service = +7 - 8 + 2 = +1
Appendix 2: Task 4a) Implementation Plan
Name the problem you are solving: Stagnated sales and long waiting times at Basil's Bakery.
Name the solution you are implementing: Solution A - Click & Collect Online Pre-Order System.
	Step
	WHAT
	HOW
	WHEN
	WHO

	1
	Select Online Order System
	Compare software providers (e.g. Shopify / Square) and buy subscription
	Weeks 1-2
	Basil (Owner)

	2
	System Setup & Staff Training
	Upload organic menu and train counter staff to manage digital orders.
	Weeks 3-4
	Basil & Bakery Staff

	3
	Marketing & Local Promotion
	Put flyers in retail park and social media ads for office workers.
	Weeks 4-5
	Marketing Assistant

	4
	Official Launch & Review
	Start accepting pre-orders and monitor initial performance.
	Week 6 onwards
	Basil (Owner)


Appendix 3: Task 5a) KPI and SMART Table
The Key Performance Indicator is: Monthly Revenue Growth from Online Pre-Orders
	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Increase bakery total revenue through online pre-orders.
	Target 15% increase in overall monthly sales.
	Achievable by converting waiting customers to online orders.
	Directly solves sales stagnation and lost footfall.
	Achieve target within 6 months from launch.







