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Business Problem
Green Haven Florists is a small independent flower shop based in Norwich, UK, established in 2016 by Liam and Priya Patel. The company provides a range of floral arrangements for different occasions and promotes the use of eco-friendly packaging, serving both individual and business customers.
Over the past 12 months, the business has experienced a noticeable decline in in-store sales, with an estimated reduction of around 30%. This issue is mainly caused by a decrease in customer footfall, as many customers now prefer the convenience of online flower delivery services. Furthermore, the company is facing rising costs of flowers and materials, along with increased competition from online retailers and new local businesses.
Overall, this problem has both operational and strategic implications, negatively affecting revenue, customer engagement, and the long-term sustainability of the business.

Two Alternative Solutions
One possible solution is to improve the company’s digital presence by developing a modern website and introducing a full online ordering system. At the moment, the website is outdated and difficult to use, which reduces customer interest. A new website should be simple, mobile-friendly and allow customers to order products easily. It should also include flexible delivery options such as same-day delivery and subscription services. In addition, better use of social media can support this solution by promoting products and increasing online visibility. (Chaffey, 2019). This would help the business attract more customers who prefer online shopping. In addition, the new website could include customer reviews and personalised recommendations based on previous purchases. This would improve customer experience and build trust. The business could also offer special online discounts to encourage first-time users. These features can help increase customer loyalty and make the website more competitive compared to larger online retailers. (Kotler and Keller, 2016).

A second solution is to improve the physical store experience and increase customer footfall. This can be done by offering special promotions, loyalty discounts and seasonal events such as workshops or flower arrangement classes. The shop can also improve its layout and product presentation to make it more attractive. Stronger relationships with local customers and businesses can also help increase repeat purchases. The business could also collaborate with local companies and event organisers to increase visibility. For example, partnerships with wedding planners or local cafés could help attract new customers. This would strengthen the company’s position in the local market and create more opportunities for repeat business. (Laudon and Traver, 2021).


Grid Analysis
To compare the two proposed solutions, a Grid Analysis method is used. This method helps to evaluate each option based on important criteria and choose the most effective one.

	Factors
	   Cost
	Easy to
implementation
	Time
required
	Impact
on sales
	Long-term
value
	Total

	 Weights
	    3
	          3
	        2
	       5
	       4
	

	Solution 1
	  2(6)
	         2(6)
	       2(4)
	     3(15)
	     3(12)
	   43

	Solution 2
	  2(6)
	         2(6)
	       2(4)
	     2(10)
	      2(8)
	   34



Justification of the Selected Solution
Based on the results of the Grid Analysis, Solution 1 (improving the website and introducing an online ordering system) is the most appropriate option for Green Haven Florists. This solution directly addresses the main problem, which is the lack of a strong digital presence. Although it requires more time and financial investment, it provides greater long-term benefits compared to Solution B. It allows the business to reach more customers, improve convenience and compete more effectively with online retailers. In addition, it supports future marketing activities. Therefore, this solution is more sustainable and better suited to current market conditions. This solution also helps the business adapt to changing customer behaviour, as more people now prefer online shopping. By offering a simple and reliable online system, Green Haven can meet customer expectations and improve satisfaction. In addition, a modern website can reduce pressure on in-store sales and create a more stable source of income. This makes the business more flexible and better prepared for future market changes.



Risk Analysis of the Selected Solution
A risk analysis is used to identify possible problems that may happen when implementing the selected solutions. It helps the business prepare for these risks and reduce negative effects. The table below shows the main risks, their likelihood, impact, and possible actions to manage them.

	            Risk
	       Likelihood
	          Impact
	       Mitigation

	High cost of website development
	         Medium
	            High
	Set clear budget before starting

	Technical problems
	         Medium
	 Medium
	Test the website before launch

	Low customer use of online system
	         Medium
	            High
	Offer discounts to encourage use




Explanation of Risk Analysis
The selected solution has a few important risks that need to be managed. One of the main risks is the high cost of developing a new website, which may be difficult for a small business. Another risk is technical problems, which could affect customer experience if the system does not work properly. There is also a risk that customers may not use the new online system immediately. However, these risks can be reduced by careful planning, testing the website before launch, and offering promotions to encourage customers. Overall, the risks are manageable and acceptable for the business. Another possible risk is that the project may take longer than expected, which could delay the benefits of the new system. To reduce this risk, the business should set clear deadlines and monitor progress regularly. Good communication with the web developer is also important to avoid misunderstandings and ensure that the project stays on track.


Implementation Plan
This implementation plan shows how the selected solution will be introduced step by step, including responsibilities and timeframes.

	Task
	Responsibility
	Time
	Description

	Plan website design
	Liam
	Week 1
	Decide website features (online orders, delivery options, mobile version)

	Work with web developer
	Liam
	Weeks 2-4
	Manage website development and testing

	Marketing and social media
	Priya
	Weeks 2-6
	Promote products post on Instagram/Facebook, create offers

	Staff training
	Priya
	Week 4
	Train staff to use the system and manage orders

	Launch website
	      Liam & Priya
	Week 5
	Start online system and check performance

	Customer promotions
	Priya
	Weeks 5-6
	Offer discounts to attract online customers




Justification of Implementation Plan
The implementation plan is organised in a clear and logical way. Liam is responsible for the technical side of the project, including planning and working with the web developer, while Priya focuses on marketing and communication with customers. This division of responsibilities matches their roles in the business and helps improve efficiency. The timeline is realistic and allows enough time for development, testing and staff training. In addition, promotion activities are included after the launch to attract customers to the new system. Overall, this plan is practical, easy to follow and suitable for a small business.

KPI and SMART Objectives
The following table presents the key performance indicators (KPIs) and SMART objectives used to measure the success of the selected solution.

	KPI
	Current Situation
	Target (SMART)
	Timeframe
	Measurement

	Online sales
	Low
	Increase online sales by 20%
	6 months
	Sales data

	Number of orders
	Low
	Reach 100 online orders per month
	4 months
	Website system

	Customer visits
	Decreasing
	Increase store visits by 10%
	6 months
	Daily records

	Customer satisfaction
	Not measured clearly
	Achieve 85% positive feedback
	6 months
	Customer survey



Explanation of KPI and SMART Objectives
The KPI and SMART objectives are used to measure the success of the selected solution. Online sales show if the new website is increasing revenue. The number of orders helps to understand how many customers are using the system. Customer visits show if the business is attracting more people to the shop. Customer satisfaction is important to measure service quality and experience. These indicators can be checked regularly to see progress. If results are not improving, the business can make changes. Overall, KPI and SMART objectives help the company monitor performance and make better decisions. It is also important for the business to review these metrics regularly, for example every month. This allows the owners to quickly identify any problems and take action. For example, if online sales do not increase, the business can improve marketing or adjust pricing. Regular monitoring helps the company stay focused on its goals and improve overall performance over time.


Key Findings
· Green Haven Florists is experiencing a decline in sales and fewer customer visits
· The main problem is a weak digital presence and an outdated website
· Many customers prefer online shopping and delivery services instead of visiting the shop
· Rising costs and strong competition are also affecting business performance
· Two solutions were identified: improving the website and increasing in-store activities
· Evaluation showed that website improvement is the best long-term solution
· Some risks exist, but they can be managed with planning, testing and training
· The implementation plan provides clear steps, timeline and responsibilities
· KPI and SMART objectives help measure performance and track progress
· The selected solution can increase sales and support future business growth
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