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1.Overview of case study 
Green Haven Florists has experienced a reduction of around 30% in the in-store sales in the last past twelve months. It can be said that slight increase in the online sales has been witnessed, however, it is not sufficient for replacing the lost revenue from the walk-in customers. Furthermore, it can be highlighted that the decline is influenced by certain factors and it involves changing preferences of consumers, increased competition from both national and independent florists (Knuth et al., 2019). Based on the feedback of customers, weakness is identified considering the limited delivery of services and the outdated website. The identified issue has reduced the satisfaction among the individual customers and limited the growth of business. 
[bookmark: _Toc236761169]2.Two proposed solutions 
[bookmark: _Toc236761170]Solution 1: Website improvement and digital transformation 
One possible solution is to modernise the digital presence of Green Haven Florists through designing the website and strengthening the activities of online marketing. The new website must provide mobile compatibility, user-friendly interface, flexible delivery scheduling. The business must focus to increase the presence on digital platforms including Facebook, Instagram based on the targeted advertisements and promotional contents. This would help in addressing the compliant of customers considering the outdated website and bringing improvements in the online visibility (Naprawski, 2025). In this way, the new customers can be attracted too. This is linked with the identified problem and the strong digital presence would enable Green Haven Florists in competing in a more effective way with the online flower retailers. It can create wider opportunities to increase the online sales. Green Haven Florists can promote its products with the help of social media platforms including Facebook, Instagram and this can engage the online customers. 
[bookmark: _Toc236761171]Solution 2: Customer loyalty and flower subscription
The second solution is to introduce the monthly flower subscription service, which is combined with the loyalty programme of individual customers. The customers can get fresh seasonal flowers, which would be delivered on a regular basis. It can help to earn the reward points and this will increase the options of repeat purchasing. The corporate clients can be engaged and can subscribe for the floral displays weekly. This would help because it strengthens relationship with the customers, generates predictable monthly incomes and improves the retention of customers (Gomes et al., 2025). It is associated with the identified issue and the proposed solution can help in stabilising the revenue despite the increased competitions.  
[bookmark: _Toc236761172]3. Evaluating the solutions using Grid analysis 
A grid analysis has been conducted to identify the most suitable solution for Green Haven Florists.
[bookmark: _Toc236761173]3A. Evaluation of two proposed solutions 
Grid analysis technique has been applied for comparing the each of the suggested solution against the key decision criteria through assigning the weight based on the scoring and effectiveness of each solution. The weight scores have helped in determining, which option can provide the greatest benefits to the business of Green Haven Florists. It is indicated by the analysis that solution attains the highest weight score of 102. It can be said that Second solution of loyalty and subscription programme has scored around 88. It can be stated that there a need of higher investment in aspect of solution 1 and it will provide great benefits through increased sales. It can further strengthen the competitive advantage of business and can support the long term sustainability of the business (Refer to appendix 1).
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Digital transformation and website improvement, solution 1 has been chosen as the preferred or suitable solution for Green Haven Florists as it has attained the highest score. The case study has been able to identify the weaknesses based on outdated website, digital weakness, limited features of ordering, increased competitions. Thus, improving the digital presence can support the business to reduce the challenges and enhance the experience of the individual customers (More, 2023). The improved delivery options, online subscriptions, modern website and active marketing through social media have enabled Green Haven Florists in attracting the new customers, competing in a more effective way and retaining the existing ones. 
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[bookmark: _Toc236761176]4A. Conducting a risk analysis of the chosen solution
It can be discussed that digital transformation brings significant benefits, however, there are significant risks, which are associated with the process of implementation (Modarres and Groth, 2023). One of the risks that have been identified is the high cost of implementation. This particular risk is medium likelihood and has higher impacts. The second risk is lack of digital skills among the employees. This has medium likelihood and medium impacts. Thirdly, delay in development of websites can be viewed as another risk. The likelihood is medium and it has medium impacts too. Furthermore, slow adoption of customers has low likelihood and medium impacts. The privacy and cybersecurity issues have low likelihood; however, it can create the higher impacts (Refer to appendix 2).
[bookmark: _Toc236761177]4B. Explaining the result of risk analysis 
Several risks have been highlighted from the risk analysis in aspect of implementing digital transformation within Green Haven Florists. The identified risks can be managed effectively with monitoring and planning. The greatest concern that can be identified is the financial investment, which needs redesigning of the website and introduction of the new digital services. The high likelihood of risk is seen considering this and it requires a proper mitigation plan. The identified risks can be reduced through managing the expenditures in a careful way and implementation of the project gradually. The operational challenges can be minimised by the help of staff training.  
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[bookmark: _Toc236761179]5A. Constructing an implementation plan 
The implementation plan has provided a structured approach, which has helped in introducing the solution based on the identified issue in aspect of Green Haven Florists (Grant, 2022). It can be discussed from the implementation plan that the activities related to implementation have been organised in a logical order. This has been proved effective to minimise the disruption and ensure that the project is completed within eight weeks (Refer to appendix 3).
[bookmark: _Toc236761180]5B. Providing justifications 
The logical sequence considering the present implementation plan has reduced the risk and it has ensured that resources can be used in an efficient way. Furthermore, the requirements of business are identified for ensuring that the redesigning of website can meet the expectations of individual customers. Staff training is included and it can be proved beneficial in aspect of the customer enquiries and managing the online orders. Marketing campaign has been introduced with the launch of website and maximising the awareness among the individual customers (Wuisan and Handra, 2023). The realistic timeline and responsibilities can bring improvements in the accountability. In addition, it can provide better support to make the process of implementation regarding Green Haven Florists a successful one. 
[bookmark: _Toc236761181]6. Key performance indicator (KPI)
[bookmark: _Toc236761182]6A. Identifying one key performance indicator (KPI) 
Based on the implementation plan, furthermore, effectiveness of digital transformation can be measured with the help of KPI (Key performance indicator), which is further supported by the SMART objectives (Camilleri, 2024). The specific objective is to improve the customer engagement and digital sales. It can be further measured by use of website traffic, satisfaction of customers and data based on engagement. It can be attained with the help of realistic targets considering the small independent florists. This is relevant or realistic as it has addressed the identified issue of limited online pressure and the declined sales. The objective is expected to meet within the six months (Refer to appendix 4).
[bookmark: _Toc236761183]6B. Providing insights 
The identified SMART objectives and KPI provides a practical framework to monitor the success based on digital transformation. The monthly report of sales can further help to measure the changes in revenue and the website analytics can monitor the customer behaviours, rate of conversion and can monitor the number of visitors. Social media analytics can measure the level of engagement and effectiveness of marketing (Khade and Awsarikar, 2025). Regular monthly reviews can allow the owners both Priya and Liam in identification of the areas, which need further improvements. Continuous monitoring can create wider opportunities to ensure that the implementation solution can be proved effective and it can further contribute to the sustainable growth of the business of Green Haven Florists in the coming years. 
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In conclusion, it can be highlighted that Green Haven Florists face significant challenges regarding business. This is due to many factors, which includes increased cost of operation, limited digital capability, increased competition and changing behaviour of customers. The identified factors have contributed to the declined sales and it has further reduced the scopes of profits. This report has discussed two potential solutions and the Grid analysis has helped in identifying the most suitable solution that is website improvement and digital transformation. The risk analysis has helped in identifying the potential risks and an effective implementation plan is prepared. Furthermore, the link between SMART objectives and the KPI has been analysed. With the help of continuous monitoring, careful implementation, Green Haven Florists can be able to strengthen the competitive position, increase the online sales, attain the sustainable growth of business. 
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[bookmark: _Toc236761187]Appendix 1: Grid analysis 


	Criteria 
	Weight
	Solution 1
	Weight score
	Solution 2
	Weight score

	Cost of implementing
	3
	2
	6
	4
	12

	Ease of implementing
	2
	3
	6
	4
	8

	Ability of increasing the sales
	5
	5
	25
	4
	20

	Satisfaction of customers
	4
	5
	20
	4
	16

	Competitive advantage
	4
	5
	20
	3
	12

	Long-term sustainability 
	5
	5
	25
	4
	20

	Total score
	23
	
	102
	
	88



Table 1: Grid analysis
(Source: self-created)


[bookmark: _Toc236761188]Appendix 2: Risk analysis
	Risks 
	Likelihood
	Impacts
	Overall risks
	Strategy of mitigation 

	High cost of implementation
	Medium 
	High 
	High 
	Preparing a realistic budget and implementation of project in stages 

	Lack of digital skill among employees
	Medium 
	Medium 
	Medium 
	Digital marketing, providing training to staff on management of websites

	Delays in development of website
	Medium 
	Medium 
	Medium 
	Appointing a project manager, setting of clear deadlines and monitoring of progress

	Slow adoption of customers 
	Low
	Medium 
	Low
	In-store advertisement, email marketing (promoting the new website)

	Data privacy and cybersecurity issues 
	Low
	High 
	Medium 
	Performing regular update of software, SSL certificates and installing secured payment options



Table 2: Risk analysis
(Source: self-developed)


[bookmark: _Toc236761189]Appendix 3: Implementation plan
	Activities 
	Timeline 
	Responsible person
	Expected outcomes 

	Defining the requirements of website and conducting needs of business
	Week 1
	Owners (Priya and Liam)
	Clear insights and understanding of the business and customer requirements

	Selecting a digital marketing consultant and a web developer 
	Week 1
	Owners 
	Professional support

	Developing and designing new website with online ordering and mobile compatibility 
	Weeks 2-4
	Web developer
	User friendly and modern website 

	Introducing the subscription service, online payment system and delivery scheduling 
	Week 4
	Web developer 
	Service flexibility and improved convenience of customers 

	Staff training 
	Week 5
	Consultant and owners 
	Employees confident to operate new digital systems 

	Launching digital marketing and social media campaigns 
	Weeks 6-7
	Marketing consultant 
	Engagement of customers and increased visibility online 

	Monitoring feedbacks of customer and officially launching the new website 
	Week 8
	Owners 
	Continuous improvement and successful implementation 



Table 3: Implementation plan
(Source: self-created)


[bookmark: _Toc236761190]Appendix 4: SMART objectives and KPI
	KPI (Key performance indicators) 
	SMART objectives 

	Increasing monthly sales online
	Increasing revenue based on online sales by 25% within 6 months  

	Website traffic 
	Increasing website visitors by 40% within six months 

	Satisfaction of customers 
	Attaining rate of customer satisfaction of 4.5 out of 5 within 6 months of time

	Rate of online conversion 
	Increasing rate of website conversion by 15% within 6 months 

	Social media Engagement 
	Increasing engagement in Facebook and Instagram by 30% within 6 months 


Table 4: SMART objectives and KPI
(Source: self-created)


