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Introduction 
This report focuses on identifying practical and effective solutions to help Green Haven Florists address its current challenges and improve overall sales performance. Understanding the nature and scope of the problem has enabled a clearer assessment of the situation, while the root cause analysis has provided valuable insights into the key factors affecting the business. These insights are essential for developing appropriate solutions and supporting effective decision-making. Decision-making is a broad concept that can be defined as the act of choosing between two or more options (Adair, 2022).
[bookmark: _Hlk205982484]Brief Explanation of the Specific Business Problem
Green Haven Florist is a small and independent flower shop in the UK. It was founded in 2016 in Norwich and is managed by Liam and Priya Patel. The shop is known for its bespoke floral arrangements, use of environmentally friendly packaging, and strong community relationships. Despite these strengths, the business has experienced a significant decline in revenue and foot traffic over the past year.
Several factors have contributed to this decline in in-store sales, including fewer walk-in customers due to the closure of nearby businesses and a shift toward online flower retailers.
Although online orders have increased slightly, they cannot compensate for the loss of physical customers. Also, competition has intensified as a result of two new shops in the local market: one is a trendy boutique with a strong digital presence, and the other is a national chain offering low prices and convenient delivery options. 
Rising operational costs have also affected profitability. Higher prices for fresh flowers, especially imported varieties, combined with the costs of maintaining sustainable practices, have put more pressure (FloralDaily, 2025). Furthermore, the shop’s outdated website and limited digital marketing efforts have reduced its competitiveness in an increasingly online market. Lastly, changing customer expectations-such as the demand for flexible delivery and subscription services-have not been fully met, further leading to a decline in sales of approximately 30%.

[bookmark: _Hlk205982497][bookmark: _Toc226638509]Suggested Two Alternative Solutions:

[bookmark: _Toc226638510]Solution A: To improve the online presence.

PMI analysis for solution A
	Pluses
	Minuses
	Interesting

	Broader customer reach
	Initial costs
	Monitoring seasonal trends.

	24h Accessibility
	Staff training
	Potential collaboration with delivery platforms and event organisers.

	Competitive advantage
	Increased competition
	Insight into customer behaviour and preferences through data analysis.

	Promote products visually
	
	

	Customer engagement
	
	


(Source: Irina Brinza)
Enhancing the online presence means improving the business's online appearance by updating the website and being active on social media, enabling it to reach a wider audience and provide 24/7 accessibility for customers. Social media presence helps to promote products and visually enhance brand image, while data insights enable better decision-making.
Although there are initial setup costs and staff will require training in digital marketing, these are short-term investments compared to the long-term improvements in competitiveness and sales growth.
Furthermore, opportunities such as partnerships with delivery platforms and event organisers improve business adaptability. Overall, this solution aligns with market trends and encourages sustainable business recovery and future growth.


[bookmark: _Toc226638511]Solution B: To implement new delivery options.

PMI analysis for solution B
	Pluses
	Minuses
	Interesting

	Customer convenience 
	Higher operational costs: fuel, vehicles, etc.
	Partnership opportunities: third-party delivery services.

	Increased sales potential
	Additional staff and training.
	Improved transparency by offering tracking systems.

	Competitive advantage
	Logistical problem.
		

	
	Risk of delayed or incorrect deliveries.
	

	
	Higher prices for customers or additional delivery fees. 
	


(Source: Irina Brinza)
Based on the PMI analysis, we can see that new delivery options can provide convenience and accessibility for customers. Today, many people prefer fast, flexible, and reliable delivery, which can help attract more customers, especially those who do not want or cannot visit the shop in person.
At the same time, the PMI analysis highlights several minuses that must be carefully considered. Implementing more delivery options increases operational costs for fuel, vehicles, and maintenance. Additionally, hiring and training staff adds more financial pressure and requires careful implementation.
Logistical problems also pose a risk, as ineffective delivery management can lead to delays or incorrect orders, affecting customer satisfaction and the business’ reputation.
Furthermore, to cover the extra costs, Green Haven Florists may introduce extra delivery fees or raise prices, which can discourage price-sensitive customers.
While this solution has the potential to attract more customers and boost sales, it also presents several disadvantages that can cause greater financial and operational strain than benefits. 
[bookmark: _Toc226638512]Justification for Selected Solution
Based on the PMI analysis, Solution A: improving the online presence, is the most appropriate because its pluses outweigh its minuses more sustainably than 
Solution B.
The limitations of Solution A, such as initial setup costs and staff training, present mostly short-term investment. In contrast, Solution B entails ongoing operational costs, logistical risks, and potential customer dissatisfaction due to delivery issues.
Solution A is favoured in the weightings because its benefits, such as reaching a broader customer base, offering 24/7 access, and boosting customer engagement, generate long-term positive effects on sales and brand expansion. 
These advantages directly address the main problem of declining sales by enhancing visibility and attracting new customers. Furthermore, analysing customer data and trends provides strategic insights that support future decisions.

[bookmark: _Hlk205982530][bookmark: _Toc226638513]Risk Analysis of the Selected Solution
Risk analysis is a very useful method for evaluating and reducing risks in decision-making (Indeed Editorial Team, 2025). Improving online presence carries several risks. Financial risk is the most significant because the costs of website development, marketing, and maintenance can strain budgets if results take time to materialise. There is also a skills risk, as staff need training to manage the platforms effectively, which can cause inefficiencies during the transition. Operational risks such as downtime, cybersecurity threats, and data breaches can damage customer trust. Greater visibility enhances competition, leading to ongoing marketing investment.
Additionally, there is a risk of dependency on digital platforms, as changes to social media algorithms or third-party delivery services can affect sales.
Poor handling of online feedback may harm brand image. Mitigating these risks requires careful planning, staff training, and a clear digital strategy.




[bookmark: _Toc226638514]Plan to Implement the Selected Solution
Problem:
· Decrease in Green Haven Florists’ sales over the last 12 months by approximately 30%.
Chosen Solution:
· To improve the online presence.
 Implementation plan
	Actions
	Description
	Time frame
	Staff responsible

	Audit the current online presence and find a web design agency.                      
	Review the shop’s website and social media accounts.
Identify the gaps, what needs to be improved.
Analyse what competitors are doing better online.
	1 week
	Liam 

	Redesign the website.



	Redesign the website to be modern, mobile-friendly, and easy to navigate.
Include essential features such as an online ordering system, secure payment methods, and clearly defined product categories, such as weddings and seasonal bouquets.
Post high-quality photos that clearly display prices.
Optimise the site for search engines.

	3 weeks
	Web design agency.

	Find a digital marketing training provider
	Find a company that offers digital marketing training.
	1 week
	Liam

	Take a training in digital marketing
	Take a training in basic digital skills (managing orders, responding to messages, updating content).
Use simple analytics tools to monitor website traffic, sales, and customer behaviour.
	1 week
	Liam and Priya

	Build social media presence.
	Post regularly on platforms like Instagram and Facebook.
Promote the services visually using photos and short videos.
Engage with customers through comments and messages.
	3 months
	Priya

	Utilise reviews to improve visibility.
	Encourage happy customers to leave reviews.
Respond to all reviews.
Keep business information current.
Collaborate with local businesses and influencers to enhance visibility.
	6 months
	Priya 



(Source: Irina Brinza)
Monitoring and evaluation will ensure Green Haven Florists’ online strategy remains effective and aligned with business objectives.
Key performance indicators —website traffic, online sales, and social media engagement — will be tracked against baseline data collected during the initial audit. Liam and Priya will review weekly and monthly reports using Google Analytics and social media insights to monitor conversion rates, content performance, and customer behaviour.
Evaluations will take place at three milestones: after the website redesign (1–2 months), midway through social media implementation (3 months), and at the end of the 6-month period. Customer feedback, including reviews and direct messages, will also inform satisfaction levels.
Findings will be used to refine strategies and drive continued growth.
[bookmark: _Toc226638515]Means of Measuring the Effectiveness of the Implementation of Selected Solution
A key performance indicator (KPI) is a value that measures how effectively a company is performing towards key business objectives. 
Key performance indicators (KPIs) are essential for tracking progress, identifying areas for improvement, and making data-driven decisions (Adobe for Business, 2025).
An appropriate KPI for this solution is the online sales conversion rate, which indicates the percentage of website visitors who make a purchase. This KPI is effective because it directly measures how well the improved online presence turns interest into actual revenue, rather than just tracking traffic. A high conversion rate shows that the website, content, and user experience are successfully engaging customers and encouraging purchases.
SMART objectives to support this KPI include:
· Increasing website traffic by 30% within six months through social media marketing.
· Achieving a 10% conversion rate within a year.
These objectives are specific because they are clearly defined targets, measurable with quantifiable metrics, achievable considering growth potential, relevant to improving online presence, and set with clear deadlines.
The business will track these metrics using tools like website analytics and social media insights. Regular reviews of performance help identify successful strategies and enable adjustments, promoting ongoing improvement.

[bookmark: _Toc226638516]Conclusion
[bookmark: _Hlk208302504]To address declining sales at Green Haven Florist, two solutions were evaluated, with improving the online presence identified as the most appropriate. 
The evaluation highlighted the next key findings:
· This approach offers a significant potential to increase sales by reaching a wider audience, providing 24/7 accessibility and enhancing customer engagement through social media and digital marketing. 
· Initial costs and staff training are crucial challenges that must be managed carefully.
· Increased online competition requires consistent and strategic marketing efforts.
· Cybersecurity and technical risks must be managed to protect the business reputation.
· Utilising online conversion rate as a KPI, supported by SMART objectives, facilitates effective performance monitoring.
Continuous monitoring supports data-driven decision-making and provides a consistent method for enhancing sales performance.
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