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Brief Explanation of the Specific Business Problem[image: ]
[bookmark: _Hlk205979492]Green Haven Florists is a small, independent flower shop located in Norwich, UK. Founded in 2016 by partners Liam and Priya Patel, the shop quickly gained a reputation for its bespoke floral arrangements, eco-friendly packaging, and strong community ties. Green Haven catered to a wide range of customers—from walk-in clients buying bouquets to corporate clients and weddings. The business thrived on its personal touch and sustainable ethos, which resonated with environmentally conscious consumers.
However, recent changes in consumer behaviour, local retail decline, and heightened competition from national online florists have led to a 30% drop in sales and a worrying decline in overall profitability.
This report will analyse the root cause of why Green Haven Florist is underperforming by presenting two alternative strategies to address the problems, evaluates them from using the PMI (Plus, Munis, interesting) tool, and process a detailed implementation and monitoring plan for the most suitable solution.
Information sourced from case studies[image: ]




[bookmark: _Hlk205982497]Suggested Two Alternative Solutions
[bookmark: _Toc1277416043]Solution A Proposal
Website update for enhanced Online Sales
· Convenience
· Wider reach
· Opportunities for more sales 

Updating Green Haven Florist website will benefit by expanding their customer base beyond local walk-ins, enabling 24/7 sales, and potentially increase profitability through lower operational and higher average order values. A strong online presence allows 24/7 showcasing of products, capturing orders from customers outside the immediate area and using digital marketing to build customers loyalty and promote sales through direct communication.
[bookmark: _Toc1604548759]Solution B Proposal
[bookmark: _Toc1362364287]Instore revamp

· Build community connection
· Workshops and events 
· Store redesign 
· Local partnership
The instore experience revamp solution leverages Green Haven Florist existing strengths where it gained its reputation for its bespoke floral arrangements, eco-friendly packaging, and strong community connection that online florists cannot replicate. While not as scalable as digital strategies, it's a powerful local differentiation tool that reignites customer loyalty and drives consistent foot traffic. 


[bookmark: _Toc18641847]Justification for Selected Solution

After completed the PMI Analysis table for online and instore sales, Green Haven Florist can benefit from updating their website to offer online sales for greater flexibility, reach and growth potential compared to traditional in-store sales purchases. While in-store shopping provides a personal and sensory experience, online sales allow Green Haven Florist to operate 24/7. 
Though online sales require maintenance and reliable delivery service, it can potentially reach a wider audience beyond local customers and lower operational costs.[image: ]



[bookmark: _Hlk205982530][bookmark: _Toc457301712]Risk Analysis of the Selected Solution

Green Haven Florist website faces several key risk factors, main being technical failures, cybersecurity and delivery errors that could impact customers satisfaction and business reputation. Payment issues, data breaches, or website downtime may lead to financial losses and reduce trust. Additionally, competition from larger online florist and poor website management can limit growth. 
To reduce these threats, Green Haven Florist should invest in secure hosting, regular maintenance, strong data protection measures and reliable delivery partnership, ensuring smooth operations and a positive customer experience online. 
[image: ]
[bookmark: _Toc589368670]Plan to Implement the Selected Solution

The implementation plan for Green Haven Florist’s online platform focuses on developing a professional, secure and customer- friendly website to expand sales and brand visibility. The first phase involves planning and researching where goals, target audience and competitors are analysed to define the project scope and budget, next during the design and development phase a visually appealing website will be created featuring clear navigation, high quality flower images, and detailed product description that reflects Green Haven Florists eco- friendly brand. The online payment system will follow, integrating secure payment gateways and a smooth checkout process to ensure customer trust and convenience.
Once the technical foundation is ready, products/content will enhance visibility through blogs, keywords or social media integration. The testing and quality assurance phase ensures all features- especially mobile compatibility, speed and security work seamlessly before launch.
A promotional campaign will then be introducing the website through walk in clients, social media platforms, local partnerships, emails, newsletters and finally continuous monitoring and maintenance will track website performance, manage inventory and ensure data protection. This structured approach enables Green Haven Florist to build a reliable, engaging online presence that support a long-term growth, customer satisfaction and a strong digital reputation.


[bookmark: _Toc680888882]Means of Measuring Effectiveness of Implementation of Selected Solution

After completing the SMART (Specific, Measurable, Attainable, Relevant, Time-bound) table, the Key Objective founded for Green Haven Florist is to update their website which has potential to increase online sales revenue, which has become essential due to changing customer behaviour and growing reliance on digital shopping platforms.
By focusing on updating the website, the online sales at Green Haven business can maintain its sustainability by expanding the customer base beyond walk-in traffic and create opportunities for recurring revenue through digital promotion and email marketing. Therefore, improving the website, online sales is not only aligned with its bespoke floral arrangements, eco-friendly packaging, and strong community connection; it is also with the long-term growth strategy of the business.
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[bookmark: _Toc1793720144]Key Findings

The Key finding for Green Haven Florist 
· The PMI Evaluation indicates that Green Haven Florist has strong potential to sustain sales by updating their website through lower operational and higher average order values.
· Focusing on updating their website, Green Haven Florist can potentially increase their sales by targeting major holidays such as Valentine's Day, Mother's Day, Easter etc
[image: ]
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Appendices

Appendix 1
PMI Analysis Table
 Website update for enhanced Online Sales
	Solution A

	Plus
	Minus
	Interesting

	Convenience- customers can order flowers anytime, anywhere                            +5
	Customers can’t see or smell flowers before purchasing 
                                          -3
	Subscription services for regular flower delivery 
                                         +4

	Wider reach- florists can serve local and national customers
                                          +5
	Delivery delays or damages can affect customer satisfaction 
                                           -4
	Collaboration with local growers for sustainability marketing 
                                           +5

	Opportunities for online marketing and brand visibility
                                           +5
	Return/refund challenges for perishable goods
                                            -5
	Data insights of customers preferences and buying pattern                                +5

	
TOTAL: 15
	
TOTAL: 12
	
TOTAL: 14



[bookmark: _Hlk210816971]Therefore: Final Answer for Solution A = 17

Information sourced from  
Institute of Leadership & Management, associated with work (2007) Solving problems and making decisions. Fifth edition. Amsterdam






Instore revamp

	Solution B

	Plus
	Minus
	Interesting

	Customers can see, touch and smell flowers before purchasing                         +5
	Limited to local customers and business hours                    -3
	Opportunities to offer instore experience                       
 -3

	Build personal relationships and trust with customers 
                                           +5
	[bookmark: _Int_QGhAo7IQ]Higher overhead cost (rent, utilities, staffing)               
-5  
	Cross- selling- (cards, candles, ballons etc)       
 -4

	No delivery or packaging errors 
                                           +5
	Seasonal and weather- related fluctuations in foot traffic                                   -5
	Promote eco- friendly packaging or locally grown flowers to align with Green Haven Florist brand identity   -4

	
TOTAL: 15
	
TOTAL: 13
	
TOTAL: 11



Therefore: Final Answer for Solution B = 13

Information sourced from 
Institute of Leadership & Management, associated with work (2007) Solving problems and making decisions. Fifth edition. Amsterdam




Appendix 2

Risk Analysis Table
ONLINE SALES 
	
	What could cause a risk?
	What is the likelihood of the risk occurring? 
(1 – 5)
	What is the impact of this risk? 
(1 – 5)
	Risk Factor = Likelihood X Impact
	What can you do to reduce this risk from happening?
	If it happens – what can you do to minimise the impact?

	1
	Technical failure- website crashing or downtime preventing customers from ordering 

	3
	5
	3
	Reliable hosting 
	Backup and maintenance 

	2
	Payment issues failed transaction or double charges or payment delays 

	3
	3
	3
	Use trusted payment processors (PayPal)
	Test checkout regularly 

	3
	Delivery & Fulfilment errors- incorrect or delayed deliveries leading to customers complaints 

	4
	5
	4
	Partner with reliable couriers 
	Implement order-tracking system 

	4
	Competition stronger online competitors can attract Green Haven potential customers 

	5
	5
	4
	Differentiate through eco-friendly branding 
	Quality and local delivery focus 

	5
	Negative reviews- reputation damage, unhappy customers posting poor reviews online 
	4
	4
	4
	Monitor feedback
	Respond professionally and resolve issue quickly 

	6
	Technical Knowledge Gap lack of in-house skills to maintain or update the website 
	3
	3
	3
	Provide staff training 
	Hire professional web administrator 

	7
	Cybersecurity Threats- Hacking or data Breach exposing customers information 
	4
	5
	3
	Install certified firewalls 
	Secure payment gateways and update software regularly 



Information sourced from 
Institute of Leadership & Management, associated with work (2007) Solving problems and making decisions. Fifth edition. Amsterdam





Appendix 3
Implementation Plan
Name of implementation
Green Haven Florist website online platform service 
Name the solution you are implementing: 
Updating website/online sales for Green Haven Florist 
	
	Task
	WHAT

	WHEN

	WHO

	Done

	1
	Planning & research
	Define goals and target audience for the online sales 
	Conduct market research, identify competitor, set budget and choose website platforms 
	Owner/ management 
	week1-2

	2
	Website design & development 


	Create an attractive user-friendly website 


	Upload product photos and descriptions and visuals 


	Web designer/ Developer 


	Week 3-5



	3
	Online payment set-up system
	Enable online sales and secure transactions 
	Integrate payment gateways, shopping charts and order confirmation systems 
	IT Support 
	Week 5-6

	4
	Product/ content visuals 
	Improve visibility and engagement 
	Product description, blogs on flower care and location based keywords 
	Marketing team 
	Week 6-7

	5
	Testing & quality assurance 
	Ensure smooth website function before launch
	Test order process, check mobile compatibility, fix bugs and review security features 
	Marketing team 
	Week 7-8

	6
	Launch and promotion 


	Introduce the website to instore customers 


	Announce launch via instore customers, social media and local advertising 


	Marketing team 


	Week 8-9



	7
	Monitoring and maintenance 


	Keep the website updated and efficient 


	Manage inventory, update products and ensure cybersecurity 
	Owner /management 


	Ongoing 





Information sourced from 
Institute of Leadership & Management, associated with work (2007) Solving problems and making decisions. Fifth edition. Amsterdam




· Appendix 4
The Key Performance Indicator is: 
Website/Online Sales for Green Haven Florist 
	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Increase online sales 
Revenue by updating website with high quality images, enhance descriptions and convenient shopping experience to encourage purchasing.





	[bookmark: _Int_SAtIDF1c]Proformace will be monitored by number of online sales targeting 30% increase monthly, website traffic and conversation rate





	Customer Engagement by monthly newsletters, email marketing, incentives with orders to maintain revenue growth,  





	Customer reviews to encourage purchasing to drive traffic and repeat purchasing





	2 months 








Information sourced from 
Institute of Leadership & Management, associated with work (2007) Solving problems and making decisions. Fifth edition. Amsterdam
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