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INTRODUCTION
Basil's Bakery is an independent artisan bakery located in a retail park in Coventry. Since opening in 2015, the business experienced significant year-on-year growth until the COVID-19 pandemic, which unfortunately led to a sharp decline in customer numbers in 2020. Even after restrictions were lifted, the bakery failed to recover to pre-pandemic sales levels; between 2023 and 2025, customer numbers remained approximately 25% below 2019 figures. This decline was compounded by a drop in footfall at the retail park, leading to the closure of many other stores. Furthermore, shifts in employment—specifically the widespread adoption of hybrid work—reduced demand, particularly from office-based customers. At the same time, the bakery faced rising costs across several areas, including rent, utilities, increasingly expensive organic ingredients, and insurance. These combined internal and external pressures threatened the business's long-term viability. Given these factors, key causes for the decline in Basil's Bakery's performance can be identified; consequently, it is recommended that appropriate solutions be found—backed by business analysis—to facilitate performance improvement planning.

PROPOSED SOLUTION
To improve the business and its performance, Basil Bakery should consider two ideas and strategies aimed at restoring sales to pre-COVID-19 levels.

Solution 1: Introducing Online Ordering  and local delivery Service
A solution to put into action is implementing an online ordering website which is combatible with the local delivery service. Making it easier for costumers to order food such as cakes, pastries, and other breads with the help of the website which i have mentioned or app which can be downloaded on the mobile for either pick up from customers or being delivered to their house. The platform could potentially work just within the radius of the bakery therefore when seeing that the demand increases then they can expand for further deliveries.
This solution challenges the reduction of footfall in customers. The word has now embraced working from home and many customers are in that situation therefore they cannot visit the bakery. By implementing deliveries, Basil can still meet customers demands even of they do not attend the bakery shop regardless of where they are. Even so, the delivery of products through the online services give costumers more satisfaction as they make less effort to come in person to the bakery. Study shows that the customers are actively ordering online more and more since COVID-2019, with their convenience being a key aspect of their influence to purchase (Kotler and Keller, 2022).
Even though the implementation would need investment of technology, delivery and packing, therefore sales could reach customers far more than average and could increase revenue. 
Solution 2: Implement a digital click-and-collect preorder system
Second solution is to put into action the idea of digital pre-order and click-and-collect system. Making it easier for the customers as their can order ahead of time online then collect from their chosen point or which ever is closer to them.
This solution challanges two negative points which have been found with in the study. First, it makes the waiting time of customers less even if it busy, making costumers satisfaction grow. Second, Basil has already tried taking pre order thrrough phone calls but cannot always answer as he is busy working within the bakery. A automatic online software gets rid of this problems all the way by making orders possible to be made at any given time without interrupting Basil from his work. 
Compared to deliveries click and collect is inexpensive as it does not need delivery drivers or other costs for transportation of the goods. When costumers come in person to get what they have ordered. In 2022, Chaffey conducted research indicating that customers prefer online shopping to visiting physical stores; they are drawn to the quality of service and operational efficiency, which also minimizes the physical effort involved. This solution proves to be the most effective and suitable choice for a business of this nature—small yet impactful—operating with limited financial resources.

3. Evaluation of the proposed solutions using the PMI technique (Task 3) 
The PMI (Plus, Minus, and Interesting) technique, created by Edward de Bono (1992), is a decision-making tool that allows organizations to compare various options by analyzing advantages, disadvantages, and other factors crucial to making a final, important decision.
 Solution 1: Online ordering and delivery service
A primary advantage of implementing a delivery service is that Basil Bakery could regain customers who stopped visiting the retail park where the bakery is located following the COVID-19 outbreak—whether because they now work remotely or have changed jobs. Furthermore, online orders can reach a wider area than before, attracting more customers and making the online channel potentially more effective than a physical presence. Additionally, research has shown that online ordering is far more convenient than visiting a store in person—a method that has become the most popular choice since the 2019 COVID-19 pandemic.
This option presents significantly more disadvantages than the others. Establishing a delivery service requires investment in an e-commerce website, delivery software, and more expensive protective packaging, as well as marketing to drive sales and the hiring of delivery staff—and potentially assistants, given the bulkiness of the goods. Managing deliveries could distract Basil from the actual production of orders, unless additional staff were hired. Furthermore, delayed deliveries—or the risk of goods arriving damaged—could lead to customer dissatisfaction and the loss of clients.
At the same time, once the ordering systems and websites are fully developed and launched, they would support business growth by enabling the production of specialty cakes and facilitating contract-based services for stores via subscription models; this would inevitably lead to a substantial increase in long-term monthly revenue.


Solution 2: Digital Click-and-Collect Preorder system
Click and collect has important beneficiary advantages. Making it easy for costumers to place orders online at any time of the day, also making it easier for Basil because there would not be a need for him to answer the calls if its a busy time of the day. If there is less waiting for the costumers that means their satisfaction levels will go up. Being  compared with the service of delivery, the costs are generally  lower because of transportation, the waste of fuel and there is no need to hire workers for it. The framework also positively impacts production planning because Basil is made aware of the demand of customers ahead of time, making food waste drop significantly and improve the control of stock. 
The negative effects are that in order for the costumers to pick up the goods they still have to travel. Because of this system it may deflect customers who hadd previously came to the shop but cant visit because they work from home. There is also additional costs for making the platform and training of workers to use it in accordance. 
A positive attribute to customers click and collecting orders is that when they come in the shop they tend to purchase other stuff as well potentially bringing more profit to the business. The data of the orders also provide important information about the costumers preferences, making it easier for basil to produce more accurate needs to the costumers demand in specific products or choices as well as implementing new products based on those results.
Overall, even though both solutions adresses Basil losses of profit, the click and collect software is a far more efficient and affordable options based on that it is a small bakery shop with not many finanical options.

3B. Preferred Solution
Guided by the PMI evaluation, the solution suggested is the solution involves implementing a new digital system to facilitate pre-orders, offering the added benefit of in-store pickup.
While home delivery offers customers an easier way to obtain food and holds long-term growth potential, it also entails significant financial expansion, operational complexity, and ongoing management costs. Basil is already contending with a sharp rise in overhead expenses—including unusually high utility bills, rent, and other major costs. Introducing yet another service is possible, but it could place immense additional strain on the business during a challenging period.
 The "click-and-collect" system effectively addresses two of Basil's current issues: it alleviates long customer wait times and reduces the burden on phone lines, thereby minimizing missed calls. This solution requires a smaller investment and can be implemented relatively quickly; it allows the bakery to focus on producing high-quality, artisanal goods while enhancing customer convenience. Furthermore, collecting customer data facilitates more precise and reliable production planning, reducing food waste and ultimately boosting profitability.
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