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1. Executive Summary 

The report analyses current issues surrounding Green Haven Florists and provides an appropriate solution to the business’ poor performance. Green Haven is an independent flower shop located in Norwich which has seen a significant decline in sales figures from its store due to large competitors online, rising costs and fewer customers on the high street. Two solutions have been put forward to improve business performance: one being improving the company’s website and online presence through digital marketing, and another investing in training for staff to improve customer service. The PMI technique was used to evaluate which solution was best for the business. Risks were analysed and an implementation plan was designed for the chosen solution. Appropriate performance metrics were also established to track the long-term success of the action plan.
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2. Introduction 

Technology advances and consumer behaviours have transformed retailers around the world. Customers expect to browse and purchase online due to convenience, pricing, product availability, and other reasons (Chaffey, 2022). Local independent retailers need to consider ways to adapt to changing consumer demands.

The purpose of this report is to identify issues Green Haven Florists are currently facing. The two issues that will be focused on are declining in-store sales and lack of online presence. This report will provide two possible solutions to help the business better their standings. The PMI technique will be used to evaluate which solution is better for the business. The recommended solution will be highlighted.

After the best solution has been selected, it will be explained why it has been selected. Risks will be identified should anything go wrong with implementing the solution. An implementation plan will be developed. Lastly, key performance indicators (KPI’s) and SMART goals will be created. A conclusion will finish the paper.
3. Green Haven Florists Company Overview 

Green Haven Florists opened in 2016 and quickly established themselves as providers of high-quality, bespoke floral products whilst maintaining an ethos of environmental friendliness. Recently however they have seen a 30% decrease in sales from their shop front. This is due to a variety of reasons but is mostly down to less people visiting the high street, big competitors who focus on online sales and rising prices of supplies.

Customers have reported their disappointment at the quality of Green Havens online presence. They noted the website was old and lacked functionality. Other competitors have also been recognised as they offer fast, efficient delivery services and have taken away some of Green Haven’s market share due to their well-established digital marketing strategy.
4. Proposed Solutions
4.1 Solution 1: Website Improvement and Digital Marketing
The first proposed solution is to redesign the company’s website and strengthen its digital marketing strategy. This includes creating a mobile-friendly platform, improving navigation, enabling online ordering, and offering subscription services. Additionally, the business can invest in social media marketing, SEO, and online advertising.

This solution directly addresses declining sales by increasing online visibility and accessibility, allowing Green Haven to reach a wider audience and compete with larger online retailers.

Table 1: Summary of Solution 1
	Plus (+)
	Minus (-)
	Interesting

	Increases online sales and revenue
	Increases online sales and revenue
	Increases online sales and revenue

	Expands customer reach beyond local area
	Requires technical expertise
	Improves brand image and competitiveness

	Improves accessibility (24/7 ordering)
	Time needed to implement
	Supports long-term business growth

	Competes with online retailers
	Risk of technical issues
	Opportunity to collect customer data


4.2 Solution 2: Staff Training and Customer Experience

The second solution improves customer experience through staff training. Staff would learn communication, customer service, and sales skills to help customers in-store.

Boosted customer experience should lead to more customer retention and returning customers telling others about your products.

Table 2: Summary of Solution 2

	Plus (+)
	Minus (-)
	Interesting

	Improves customer service quality
	Limited impact on overall sales
	Enhances brand reputation 

	Increases customer satisfaction and loyalty
	Does not address online competition
	Encourages repeat purchases

	Low implementation cost
	Time required for training
	Builds long-term relationships with customers

	Strengthens team performance
	Impact may take time to show
	Improves in-store experience


5. Evaluation of Solutions (PMI Analysis)

PMI method was used to compare solutions.

For website improvement and online advertising proposal, the plus is that this solution would allow to gain more sales through online platform which also widens target market and helps the company stay competitive. The minus would be having to pay for it and learning how to manage the technology. Although the initial stages of this solution are a challenge, it leaves room for long-term growth.

The training for staff would be cheaper and allows for better customer satisfaction; however, the sales would be limited to people who physically go to their store. Since this solution doesn’t fix the issue of less foot traffic, it won’t be effective long term.

6. Recommended Solution

The chosen solution would be to improve the website and start marketing online. This helps solve the problem because it mainly affects sales and selling online would allow people who aren’t near their store to purchase from them.

Training staff is helpful, but it won’t allow Green Haven to gain more customers. By having an updated website, Green Haven can sell to more people and gain more profits than before. Although there are some obstacles that need to be overcome with this solution, it provides a short- and long-term benefit.
7. Risk Analysis

A risk assessment was completed to better determine possible setbacks that can occur when implementing the suggested solution.

Potential risks: cyber-attacks, technology glitches, customers not using website.

Table 3: Risk Analysis

	Risk
	Likelihood
(1-5)
	Impact (1-5)
	Risk Level
	Prevention
	Mitigation

	Cyber Attack
	3
	4
	High
	Secure systems, SSL encryption
	IT support and recovery plan

	Website Failure
	2
	5
	High
	Tasting before launch
	Backup systems

	Low Adoption
	3
	3
	Medium
	Marketing campaigns
	Discounts and promotions

	Lack of staff digital skills
	3
	3
	Medium
	Staff training on new system
	Ongoing technical support


8. Risk Analysis Results

The results of the risk analysis show that there are some possible risks associated with this solution. However, they can all be mitigated with the correct preventative actions. Cybersecurity and technical concerns are high but can be avoided by using safe systems and support from IT technicians. The risks are low.

Table 4: Implementation Plan

	Action
	Description
	Timeframe
	Responsibility

	Identify Requirements
	Hold discussions with stakeholders to determine website specifications (online ordering system, mobile optimisation, customer interface).
	Weeks 1
	Manager

	Hire developer
	Identify, assess and procure services of web developer or web development firm (vetting them by experience, price point and technical ability).
	Week 2
	Owners

	Develop website
	Develop website ensuring all functional, security, experiential and cross-device aspects are tested and functional.
	Weeks 3-6
	Developer

	Launch website
	Launch website and advertise through online channels (social media, SEO).
	Week 7
	Marketing Team


10. Justification of Implementation Plan

The order of implementation makes sense, because we will first identify requirements to match business needs. Then, we will hire a professional developer to ensure the quality of the work. The time allotted for completion is reasonable to complete development and testing. Lastly, responsibilities are delegated.
11. KPI and SMART Objectives

We have established the following KPI and SMART objective to track if the solution was successful:

Table 5: KPI and SMART Objective

	KPI
	Objective
	Target
	Timeframe

	Online Sales Revenue
	Increase online sales
	+20%
	3 months


12. Measuring Effectiveness

The KPI defined a SMART objective allows us to easily measure the success of the solution going forward. By analysing the revenue received from online sales we will be able to see if Green Haven is meeting expectations to know if we should tweak our marketing strategies or website functions.

13. Conclusion

Green Haven Florists is under pressure from external forces including new competition and shifting consumer behaviour. Through research for this report, we have found that improving our website and using digital marketing was our best solution. This solution does come with some risk, but with careful planning we can overcome these. With this strong solution we can succeed in reaching more customers and boosting our sales through our online platform.
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