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Executive Summary
This report analyses Green Haven Florists’ challenges related to declining sales, competition and rising costs. Two solutions were proposed and evaluated. Developing an online presence was recommended as the most effective option. The report also presents a risk analysis, implementation plan and key performance indicators to assess the success of the proposed solution.
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Introduction
This report examines the challenges faced by Green Haven Florists, a small independent florist located in Norwich. The business has experienced a significant decline in sales in its physical store over the past year, raising concerns about its future viability. Problem solving is an important management process as it allows you to identify the causes of a problem and find appropriate solutions (Drucker, 2007). Decision making also plays an important role as it involves choosing the most effective course of action from among alternatives (Robbins and Coulter, 2022). Organizations often use strategic tools and decision-making models to analyse business problems and evaluate possible solutions (Johnson, Scholes and Whittington, 2017). The purpose of this report is to identify the root causes of the decline in sales and develop possible solutions to improve the situation. The report will purpose two alternative solutions, which will be analysed and evaluated using appropriate analytical tools. The report will also provide a rationale for the selection of the most effective solution, conduct a risk analysis, and present an implementation plan. Additionally, key performance indicators are identified to measure the results of the proposed changes.
Overview of Green Haven Florists
Green Haven Florist is a small independent florist based in Norwich, UK. The business was established in 2016 and has quickly built a reputation for its bespoke flower arrangements, eco-friendly packaging and customer focus. The business caters to a range of customer segments including private buyers, corporate clients and event orders such as weddings. The business’s key strengths are its personalised approach and high-quality products. However, in the shadow of the last year, Green Haven Florists has seen a significant decline in sales in its physical store. The main reasons are reduced footfall on the high street, increased competition from online flower delivery services and increased costs for procurement and supplies. The company also has a limited digital presence, including an outdated website and a lack of social media presence, which make it less competitive in today’s market.
Proposed Solutions:
Solution 1. Development of online presence.
One possible solution to improve the situation at Green Haven Florists is to develop a digital presence for the business. In today’s competitive environment, digital marketing and online sales have become important tools for attracting customers and maintaining competitiveness (Kotler and Keller, 2016). This solution involves updating the company’s website, making it modern, user-friendly and adapted for mobile devices. In addition, the site should include the ability to order online, which will provide customers with convenient access to products.  In addition, the company can actively use social networks, including Instagram and Facebook, to promote its products, increase brand awareness, and interact with customers. Digital marketing can help the business communicate more effectively with its target audience and attract new customers (Chaffey and Ellis-Chadwick, 2019). Implementing this solution can contribute to increasing sales, improving the company’s competitive position, and adapting the business to changes in consumer behaviour.
Solution 2. Expansion of Services and Customer experience
The second possible solution is to expand services and improve customer experience. In today’s business environment, customer focus and added value are important factors for competitive advantage (Kotler and Keller, 2016). This solution involves introducing new services, such as flower subscriptions and same-day delivery. Flower subscription can provide a steady stream of revenue and increase customer loyalty, while more flexible delivery options can better meet consumer expectations. In addition, improving customer service through a personalized approach, quick response to requests, and creating a positive customer experience can promote repeat purchases and long-term customer relationships. According to the theory of competitive advantage, differentiation through service can help small businesses stand out from their competitors (Porter, 2008). Implementing this solution can increase customer satisfaction, increase repeat sales, and strengthen the company’s position in the market.
Evaluation of Solutions:
PMI of Solution 1
Development of online presence.
	Plus (+)
	Minus (-)
	Interesting (?)

	Attracting new clients (+8)
	Requires initial investment  (-4) 
	Can launch an online flower subscription (+7)

	Improves online sales (+7)
	Need staff training (-2)
	Possibility of using email marketing (-1)

	Stronger competition in the market (+7)
	Results may not be immediate (-2)
	Will help grow the business in the future (+6)

	Customer convenience (+7)
	Website maintenance costs (-4)
	Better understanding of customer needs through online data (+7)

	Total= +29
	Total= -12
	Total= +19


Subtotal= 36
PMI Analysis discussion
PMI analysis shows that the advantages of this solution outweigh the disadvantages. Despite the initial costs and the time required to achieve results, developing a digital presence can help businesses increase sales, improve competitiveness and create opportunities for the further growth (Chaffey and Ellis-Chadwick, 2019).
PMI of Solution 2.
Expansion of Services and Customer experience
	Plus (+)
	Minus (-)
	Interesting (?)

	Increased customer satisfaction (+7)
	Operating costs may increase (-3)
	Loyalty program may be introduced (+3)

	More repeat purchases
(+5)
	Additional resources required for delivery (-2)
	Potential for stable revenue through subscriptions (+5)

	New services may increase sales (+8)
	Implementation may take time (-3)
	Can help the business stand out from the competition (+6)

	Better customer service
(+4)
	Risk of low demand for new services (-4)
	Opportunity to expand customer base (+5)

	Total= +24
	Total= -12 
	Total= +19


Subtotal: +31
PMI Analysis discussion
PMI analysis shows that this solution has significant benefits, especially in terms of improving the customer experience and driving repeat sales. Although there are additional costs at risk of implementation, the opportunities for long term growth make this solution promising (Porter, 2008).
Recommended solution and Justification
After evaluating the two possible solutions, the recommended option is to develop the business’s online presence. This solution is recommended because it directly addresses the key issues identified in the case study, including strong online competition, changing consumer behaviour, and weak digital presence. Improving the website and using the social media more actively can help attract new customers, increase sales and improve the business’s competitiveness (Chaffey and Ellis-Chadwick, 2019). Unlike the second solution, this option has a greater long-term potential for growth and adaptation to market changes. Additionally, although implementing this solution requires initial costs, the expected benefits outweigh the risks. Therefore, this solution is considered the most effective and realistic for Green Haven Florists.
Risk Analysis 
	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?

	High website development costs
	3
	4
	12
	Implement in stages, start with a basic website.
	Cut other costs or outsource some work

	Insufficient digital skills of stuff
	3
	3
	9
	Train employees
	Engage external support or consultant

	Online marketing will not give quick results
	2
	4
	8
	Regularly review marketing strategy
	Change advertising approach or promotion channels

	Technical problems with the website
	2
	5
	10
	Use professional technical support
	Fix the problem quickly and notify the customers



Risk Analysis Summary
The Risk Analysis shows that the while the proposed solution has some risks, most of them can be mitigated through planning, staff training and gradual implementation. The biggest risk is related to costs, but it can be controlled.
Implementation Plan
	Action
	Description
	Time Frame
	Staff Responsible

	Website Update
	Create a more modern and user-friendly website with online ordering functionality
	 1/05/26-15/05/26
	Liam & Web Developer

	Launch social media
	Activate Instagram and Facebook for advertising and customer engagement
	16/05/26-01/06/26
	Pria & Marketing Support

	Staff training
	Train employees to work with online orders and digital tools
	02/06/26-15/06/26
	Store staff

	Launch digital marketing
	Start online advertising and promotional campaigns
	16/06/26-01/07/26
	Priya & Marketing Support

	Monitor results
	Analyse sales, customer feedback and online activity
	02/07/26-01/08/26
	Owners & Management



Implementation Plan Summary.
An implementation plan involves implementing the solution in phases over a three-month period. This approach helps to better control resources, reduce risks and track progress at each stage. Phased implementation is often used in project management because it allows for more effective coordination and achievement for goals (Kerzner, 2022).
Key Performance Indictors (KPIs)
	KPI
	What is Measured
	Target

	Increased online sales
	Site sales growth
	+ 20% in 6 months

	Number of new customers
	Attracting new customers
	+ 15% in 6 months

	Repeat purchase rate
	Customer loyalty
	10% increase

	Social media activity
	Online audience interaction
	Growth in followers and engagement



KPI Summary
KPIs are used to assess how successfully a proposed solution is being implemented. They help measure progress, monitor results, and assess whether the business is achieving its goals. Effective KPIs should be specific, measurable and realistic (Parmenter, 2020).
 Effectiveness Measure of the Solution
The effectiveness of the proposed solution will be assessed through regular monitoring of results after its implementation. Both quantitative and qualitative evaluation methods will be used for this purpose.
	Measure
	Method
	Frequency

	Online sales analysis
	Sales comparison before and after Implementation
	Monthly

	Customer feedback
	Customer feedback and surveys
	Quarterly

	Website traffic
	Site traffic analysis
	Monthly

	Social media engagement
	Social media engagement analysis
	Monthly 



This metrics will help you assess whether the solution has improved sales, customer engagement, and strengthened your business’ online presence. Regular performance monitoring is an important part of monitoring and improving business solutions (Robbin and Coulter, 2022).
Conclusion
This report analysed the challenges facing Green Haven Florists, including declining in-store sales, increasing competition, economic pressures and a weak digital presence. Two possible solutions were considered: developing a digital presence and expanding customer service. After evaluating both options, developing a digital presence was selected as the recommended solution because it best addressed the key business challenges. The report also presented a risk analysis, implementation plan and key performance indicators to assess the success of the proposed solution. Overall, it can be concluded that adapting to market changes and investing in digital tools are essential for Green Haven Florists’ long-term growth and competitiveness.
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