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Introduction 
This report is about a strategic business consultancy for Green Haven Florists, Norwich, addressing their current operational challenges and proposing viable path toward revitalized profitability. By using recognised problem solving and decision-making techniques, the report applies analytical tools such as PMI analysis, risk analysis, and key performance indicators (KPIs) to support decision making. A structured implementation plan and performance measurement framework are also presented to ensure the selected solution can be effectively executed and evaluated.



[bookmark: _Hlk205982484]Brief Explanation of the Specific Business Problem
· Founded in 2016 by Liam and Priya Patel, Green Haven Florists is specializes  for bespoke arrangements and sustainable ethos. Despite having a loyal customer base, the business has recently experienced declining sales 30% and inconsistent customer satisfaction, particularly during peak seasonal periods such as Valentine`s day and mother`s day..
· [bookmark: _Hlk205979492]Customer feedback indicates delays in fulfilment and various service quality.The primary causes of this problem is: the business has faced a 30% decline in in-store sales over the last 12 months, include insufficient staff training, limited operational planning during busy periods, and a lack of structured performance monitoring. Employees rely heavily on informal, on‑the‑job learning, which results in inconsistent standards across customer interactions and floral arrangements. Additionally, the absence of clear productivity targets makes it difficult for management to identify underperformance or areas for improvement. These factors collectively reduce customer satisfaction, limit repeat business, and negatively impact the florist’s competitive position in Norwich’s crowded retail market. Addressing this problem is essential for improving operational efficiency.

[bookmark: _Hlk205982497]Suggested Two Alternative Solutions
Solution A 
·  Implementing a Structured Employee Training Programme
· This solution involves introducing a structured training and development programme for staff at Green Heaven Florist. The programme would focus on customer service skills, time management, floral design consistency, online technology and peak‑period workload handling.

· PMI analysis for solution A

	        PLUS
	            MINUS
	       INTERSTING

	•Improves staff competence and confidence
•Enhances customer experience and service consistency
•Reduces operational mistakes and delays
•Modernized devices and train up for digital technology


	•Requires upfront financial and time investment
•Staff may need time away from daily duties

	•Training may reveal high‑potential employees for future leadership roles
•Long‑term benefits may outweigh short‑term costs





·  This solution Is excellent. Its directly addresses the root cause of inconsistent service quality by developing employee capability









Solution B 
· Hiring Additional Temporary Staff During Peak Periods 
· This solution proposes recruiting temporary or seasonal staff during high‑demand periods. Additional staff could support order fulfilment and reduce workload pressure on existing employees
· PMI analysis for solution B
	             PLUS
	           MINUS
	I    NTERSESTING

	•Reduces pressure during peak periods
•Ensures faster order processing

	•Temporary staff may lack experience
•Increased wage costs without long‑term benefit
• Less connections between staff and customers
	•Potential permanent hires may emerge from temporary staff
•Customer experience still depends on training quality
While this option offers short‑term relief, it does not address underlying skill gaps.




· This solution will improve the customer services and manage the staff shortages
Justification for Selected Solution
· Solution A, implementing a structured employee training programme, is selected as the most appropriate solution. Unlike Solution B, this option tackles the root cause of the problem rather than offering a temporary fix. Improved staff skills lead to higher service consistency, better customer satisfaction, and increased efficiency across all business periods. Although initial investment is required, the long‑term benefits in productivity and customer retention outweigh the costs. Greater weighting is given to sustainability and quality improvement, making Solution A the most effective decision for Green Heaven Florist. Digital Modernization is also chosen because it directly addresses the primary customer complaint regarding website navigation and targets the shift toward online shopping

[bookmark: _Hlk205982530]Risk Analysis of the Selected 
The main risks during business hours, and uncertainty about training effectiveness. These risks were assessed based on likelihood and impact. Resistance is considered low impact if staff are involved in training design, while time constraints can be managed by scheduling sessions during off‑peak hours. Technical issues or site downtime during the transition also a problem. The overall risk level is acceptable, as the expected improvement in service quality significantly outweighs potential challenges. Associated with the training programme and maintain the digital issues include employee resistance to change, time constraints 

Plan to Implement the Selected Solution

	    ACTION
	   DESCRIPTION
	        TIME
	STAFF RESPONSIBLE

	To Hire staff
	Job advertisement proposed, Hire potential and qualified candidates
	First two weeks
	Liam and Patel

	Modernized technology
	Buy or upgrade devices and appoint a specialist for digitisation
	2nd two weeks
	Liam and Patel

	Staff training
	Training for operation and maintaining the quality
	First two weeks 2nd month
	Liam and Patel 
And digital technician

	Marketing
	Select a smart staff who already trained up for digital marketing using social media 
	Rest of the weeks of three months
	Digital specialist 
And Liam and Patel



The implementation of the training programme will take place over a three‑month period. Initially, management will identify key skills gaps through staff feedback and customer reviews. This will be followed by the development of tailored training content focusing on customer service standards, workflow efficiency, and floral consistency.
Training sessions will be scheduled during quieter business periods to minimise disruption. The store manager will oversee implementation, while experienced staff may assist in peer mentoring. Each session will include practical demonstrations and real‑life scenarios relevant to the florist’s operations.
Following training delivery, employees will be encouraged to apply new skills immediately, with ongoing supervision and feedback provided. Responsibilities will be clearly assigned to ensure accountability and continuity. This structured and phased approach ensures that training improves performance without negatively impacting daily operations
Means of Measuring Effectiveness of Implementation of Selected Solution
The effectiveness of the solution will be evaluated using Key Performance Indicators (KPIs) supported by SMART objectives. Key KPIs include customer satisfaction ratings, number of customer complaints, order completion times, and repeat customer rates.
SMART objectives include increasing customer satisfaction survey scores by 20% within three months, reducing late order fulfilment incidents by 30%, and improving staff confidence ratings through internal feedback forms and monitoring Method: Monthly review of website analytics (conversion rates) and sales reports to compare against previous years' data.
These metrics are specific, measurable, attainable, relevant to business performance, and time‑bound.
Data will be collected through customer questionnaires, observation during peak periods, and review of sales records. This structured measurement approach allows Green Heaven Florist to assess the impact of training and make informed adjustments if necessary



Conclusion:
This report analysed the operational challenges faced by Green Heaven Florist in Norwich, focusing on declining customer satisfaction and inconsistent service quality. Through structured problem‑solving and decision‑making techniques, two alternative solutions were evaluated. The analysis demonstrated that implementing a structured employee training programme with digital marketing and technology is the most suitable and sustainable option for addressing the identified business problem. The selected solution directly targets the root causes of performance inconsistency while offering long‑term benefits for both employees and customers. The inclusion of risk analysis, an implementation plan, and performance measurement using KPIs ensures that the proposed solution is practical, measurable, and aligned with the strategic objectives of Green Heaven Florist.




Key Findings
[bookmark: _Hlk208302504]
The primary business problem at Green Heaven Florist is inconsistent service quality, which has negatively impacted customer satisfaction and sales performance, particularly during peak seasonal periods.
•The root causes of the problem were identified as insufficient staff training, lack of digitalization and device modernization, lack of formal performance monitoring, and increased operational pressure during high‑demand times.
•Two alternative solutions were evaluated using PMI analysis: a structured employee training programme and the use of temporary staff during busy periods. While both solutions offered advantages, the training programme provided greater long‑term value.
•The selected solution addresses the underlying causes of the problem rather than offering a short‑term fix, leading to improved employee capability, service consistency, and operational efficiency.
•Identified risks associated with the solution were assessed as manageable, and a clear implementation plan alongside KPIs and SMART objectives was developed to ensure successful execution and performance monitoring.
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