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Introduction

The Business challenge examines on this report faced by a small independent flower shop name Green Haven Florist, located in Norwich, UK. Declining in sales, reduce foot traffic and increased in competition from online flower deliveries are the business recently experience. A business problem refers to an issue that prevents the organisation from achieving its objectives, such as declining revenue or reduced customer engagement (Robbins and Coulter, 2018. PMI analysis, risk assessment and implementation planning will be used for decision making and problem-solving techniques to identify and evaluate potential solutions (Chevallier, 2016). The aim on this report is to recommend a feasible solution for the improvement of Green Haven Florist online and in-store sales performance.

[bookmark: _Toc227366885]Brief Explanation of the Specific Business Problem
Green Haven Florist over the past year declined and experience 30% in in-store sales, due to reduced high-street foot traffic mainly and increase online competition. The customer behaviour is changing online shopping and has significally affected traditional in-store preference towards, particularly a small independent shop (Kotler et al., 2020).
Rising cost of imported flowers in addition and eco-friendly packaging also have increased the expenses in operation and further reducing it profits.

Customers feedback has been identified several issues adding to the business problems. Outdated company website and difficult to navigate which customers are been discouraged from placing order online. Additionally, subscription services have been requested by the customers and more flexible delivery option which competitors already offered. Limitation in digital marketing efforts, relying only on word-of-mouth and occasional social media post by the business. This lack of online presence reduced brand visibility and customer engagement (Chaffey and Ellis-Chadwick, 2019).

New competitors have entered furthermore in the local market. One boutique florist has a strong digital flatform while a national chain offers competitive pricing and a wider delivery coverage. Combine of this factor have increase pressure on Green Haven Florist the operation to become modernise and improve marketing strategies. The business without change become risk and revenue will be decline and possible closure.

[bookmark: _Toc227366886]Alternative Solutions
PMI (plus, Minus, Interest) is a decision-making tool that is used to evaluating ideas to help the individuals and organisation make more balance and structure decisions (de bono, 1992).
[bookmark: _Toc227366887]Solution A: Upgrading Website and Online Subscription Service

1. Very Ineffective
2. Ineffective
3. Moderate effective
4. Effective
5. Very effective



	Plus (What is Good +)
	Minus (What is Bad -)
	Interesting

	Increased online sales and growth in revenue (+5)
	High initial website development cost (-4)
	Opportunity to expand subscription service nationwide (+4)

	Predictable recurring income through subscription (+5)
	Ongoing maintenance and update expenses (-3)
	Potential partners with local and national carrier (+4)

	Improved customer convenience and experience (+4)
	Staff training required for system management (-3)
	Data insights from subscription to personalise offers (+5)

	High customer retention and loyalty (+5)
	Risk of technical issues during launch (-4)
	Strengthen brand image as a modern florist (+4)

	Competitive advantage over traditional florist (+5)
	Time required to implement the system (-4)
	Ability to scale services during peak seasons (+5)

	Plus: +23
	Minus: -18
	Interesting: +22

	Overall PMI Scores +28
	
	



The outcome: 
Solutions A involving upfront costs, training and technical risk but the long-term benefits outweigh the drawback. Enhancing customer loyalty trough subscription stabilises revenue and positions Green Haven Florist as a competitive modern business. Expansion, personalisation and brand growth are the opportunities to make this solution a strong strategic investment for a sustainable growth.

Solution B: Social Media Marketing and Local Partnerships
	Plus (What is Good +)
	Minus (What is Bad -)
	Interesting

	Low-cost marketing compared (+5)
	Time consuming content (-4)
	Potential collaborations with local influencer (+4)

	Increased brand awareness and online visibility (+5)
	Result may take time to become measurable (-3)
	Opportunity to build a loyal local online community (+5)

	Improved customer engagement and interaction
	Requires consistent creativity and planning (-3)
	Cross-promotion with partner businesses (+4)

	Stronger relationships with local business (+5)
	Dependence on social media algorithms (-4)
	Increased booking for weddings and events (+5)

	Increased foot traffic to physical store (+4)
	Limited reach without paid promotions (-4)
	Expansion into corporate and repeat local clients (+4)

	Plus: +23
	Minus: -18
	Interesting: +22

	Overall PMI Scores +27
	
	



[bookmark: _Toc227366888]Justification for Selected Solution
Website upgrade with an online subscription service which is the Solution A is the most appropriate option for Green Haven Florist. Revenue stability, customer retention and long-term growth this solution received a higher weighting, strategically stronger than Solution B. Generating a predictable recurring income (+5) the subscriptions model scores highly and significally improves convenience for the customer and loyalty. The initial development cost although was weighted negatively (-4) but this is justified as one time investment with lasting benefits. Solution A supports measurable and competitiveness against larger online florist, which is critical in changing in consumer behaviour. Finally, the positive and interesting scores are higher that reflects its potential to deliver a sustainable growth and business performance will improve.

[bookmark: _Toc227366889]Risk Analysis
The risk is based on criteria which helps to prioritise risk that could possible or could most affect the business to success.  Focused on managing high-impact risk first, this ensures resources supporting with better decision-making and project planning.

A structure process which is risk analysis is used to identify, evaluate and prioritise potential risk that could affect the business objectives (Hillson, 2017).
	Risk 
	Explanation
	Impact Level

	High development cost
	Initial investment required for website upgrade and subscription system
	High

	Technical Failures
	Website crashes or payment system error may disrupt sales
	High

	Staff training issues
	Employees may struggle to adapt to new digital systems
	Medium

	Low-cost adoption
	Customers may not use the subscription immediately
	Medium

	Ongoing maintenance cost
	Need continuous updates to keep the system secure and functional.
	Medium
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	Task
	Responsibility
	Timeline
	Justification

	Planning and requirement analysis
	Business owner and store manager 
	Week 1-2
	Improving efficiency and reduces financial risk by creating a proper planning (Hillson,2017). Identifying customer needs, subscription and budget to reduce development error and have a clear project.

	Website and design development
	Web developer/digital agency
	Week3-6
	Website navigation updating, adding subscription service and secure payment system improves customer experience online. This stage of planning follows to ensure the alignment of the business objectives.

	System
	Developer and staff
	Week 7
	Testing the website to ensure its functional, identifying technical error and prevent disruption to customer order.

	Training Staff
	Store manager and Employees
	Week 7-8
	Managing subscription, orders and website update for staff training to ensure smooth operation and reduce resistance to new system.

	Soft Launch
	Business owner and marketing staff
	Week 8 
	To allows feedback collection and minor improvements introducing the system to existing customer before launch.

	Marketing Promotion
	Marketing staff/Owner
	Week 9
	Promoting via email marketing, social media platforms and in-store advertising to increase awareness and drive early subscription.

	Full launch and monitoring
	Business Owner
	Week 10 onwards
	Website traffic monitoring, subscription numbers, and sales help to evaluate the success and support long-term growth.



Implementation Effectiveness Measurement
Key Performance Indicator: Increase online Subscription and Customer Engagement
KPI directly shows how successful the new website and subscription service. More customers subscribers mean the business is improving their loyalty and generating regular income. It is also shows that the customer be interested on a new experience with the new online service find it easy to use. Green Haven Florist measuring engagement to understand how customers interact with the website such as placing order or giving feedback. The KPI is very useful because it links to sales growth, customer satisfaction and business success.

	SMART Citeria
	Objective

	Specific
	Customer subscription will increase and customer satisfaction will improve by introducing a new website and online subscription service.

	Measurable
	Increase in monthly online subscription achieving 25% and collect at least 30 customer feedback responses through online survey and reviews.

	Attainable
	Achievable object on the business because it will promote the new subscription service though website, social media platform and in-store marketing. Customers will encourage by staff to sign up.

	Relevant
	This objective supports the business goal of increasing sales. Customer retention and competing with online flower delivery competitors.

	Time-bound
	Achieving within 6 months of the objective after launching the upgraded website and subscription service.
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Green Haven Florist in conclusion, faces a serious challenge such as declining sales, increase online competition and customer engagement are reducing. Upgrading the website and introducing an online subscription service as the selected solution is the most effective option of long -term growth. This solution helps improving customer experience, online sales increase and build customer retention and loyalty through recurring subscriptions. Risk such as development cost and technical issues are one of the risks but these can be managed through careful planning and testing. The solution in overall supports the business sustainability and modernise the company to meet changing customer behaviour in the digital market.

[bookmark: _Toc227366892]Key Findings
· Green Haven Florist has experienced a declining in sales due to reduce foot traffic and stronger online competition.
· Customer preference are online ordering and subscription based instead of traditional in-store purchasing
· PMI analysis shows that the website upgrade with subscription Solution A) has a long-term benefit.
· The solution improves customer loyalty, predictable increase in revenue and strengthens competitiveness.
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