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Introduction
This report analyzes the current state of affairs at Green Haven Florists, a small independent flower shop located in Norwich that has built a reputation for its high-quality floral arrangements and environmentally responsible practices. Despite its distinct identity and loyal local customer base, the company has recently experienced a noticeable decline in performance, particularly in terms of in-store sales. This trend reflects broader shifts in consumer behavior, as customers increasingly prefer the convenience of online shopping over the traditional retail experience.
The purpose of this report is to examine the key issues affecting the business and propose practical solutions that could improve its performance. Two alternative solutions will be reviewed and evaluated, after which a well-reasoned recommendation will be provided regarding the most appropriate option. The report will also examine the potential risks associated with the chosen solution, present a structured implementation plan, and define performance metrics to evaluate its effectiveness. The overall goal is to provide realistic and achievable recommendations that will contribute to the long-term sustainability and competitiveness of Green Haven Florists.

















Brief Explanation of the Specific Business Problem
Green Haven Florists is currently facing a significant decline in sales at its brick-and-mortar stores: over the past year, sales have dropped by approximately 30 percent. This problem is closely linked to changing consumer behavior, as many now prefer online shopping due to its speed, convenience, and accessibility. As a result, foot traffic in downtown areas has decreased, directly impacting businesses that rely on in-store visits.
At the same time, the competitive landscape has become more challenging. A new florist with a modern image and a strong social media presence has entered the local market, attracting younger and more digitally active customers. Additionally, a national competitor offers lower prices and efficient delivery services, making it a convenient choice for a broader audience. These competitors have advantages that Green Haven cannot currently match.
Another key challenge is the business’s limited digital capabilities. The current website is outdated, difficult to use, and does not provide a user-friendly experience. It lacks important features such as simple online ordering, mobile compatibility, and flexible delivery options. Customer reviews indicate that these limitations are holding back online purchases. Additionally, the business relies heavily on traditional marketing methods and has not fully implemented digital strategies.
Rising operating costs are also putting pressure on the business. Flower prices, especially for imported varieties, have risen due to supply chain disruptions, and the use of eco-friendly materials has become more expensive. This combination of falling sales and rising costs has created a difficult financial situation.











Two Alternative Solutions
Solution A, which focuses on improving the website and implementing digital marketing, has a number of significant advantages. It increases online visibility, improves the customer experience, and enables the business to reach a wider audience. However, it also involves higher initial costs and requires digital skills for effective management.
In contrast, Option B, which involves launching a subscription and loyalty program, is less costly and simpler to implement. It strengthens relationships with existing customers and encourages repeat purchases. However, it does not fully account for the shift toward online shopping and may have a limited impact on attracting new customers.
The grid analysis demonstrates that Solution A achieves a higher overall score, particularly in terms of customer reach and growth potential, making it the more effective option.
	Factors
	Cost
	Customer Reach
	Customer Retention
	Convenience
	Growth Potential
	Competitiveness
	Total

	Weights
	3
	5
	4
	4
	5
	4
	25

	Solution  A 
	6
	25
	12
	16
	25
	16
	100

	Solution B 
	12
	10
	20
	12
	15
	12
	81














Justification for Selected Solution

Based on grid analysis, Solution A was selected as the preferred option. It achieves the highest overall score and performs particularly well on the most important factors, namely customer reach and growth potential.
While Solution B offers advantages in terms of cost and customer retention, it does not address the underlying problem facing the business. The main challenge is not only to retain existing customers, but also to attract new ones and adapt to the growing importance of online shopping.
Solution A provides a more comprehensive response to these challenges by improving online visibility, customer accessibility and overall competitiveness. As such, it presents a more effective and sustainable strategy to improve business performance.





















Risk Analysis of the Selected Solution
Although Solution A offers significant benefits, grid analysis indicates that it also involves certain risks. One of the main risks is financial, as the solution requires investments in website development and digital marketing. This is reflected in the lower cost score in the grid analysis.
There is also an operational risk associated with the lack of digital skills needed to effectively manage and maintain a website. In addition, there is a risk that the results may not be immediate, as creating an online presence takes time.
	Risk
	Likelihood
	Impact
	Risk Score
	Risk Level
	Mitigation Strategy

	High initial investment (website & marketing)
	3
	4
	12
	Medium-High


	Use cost-effective platforms and phased investment approach

		Lack of digital skills



	



	4
	3
	12
	Medium-High


	Provide training or outsource to digital specialists

	Slow return on investment
	3
	3
	9
	Medium
	Implement gradual marketing strategy and monitor performance

	Technical issues (website performance/errors)
	2
	3
	6
	Low - Medium
	Conduct testing before launch and ensure regular maintenance

	Implementation delays
	2
	2
	4
	Low
	Set clear deadlines and assign responsibilities


The highest risks identified are related to financial investment and lack of digital skills, both classified as medium-high.


Explanation of Risk Analysis
Despite these risks, they are considered manageable. Financial risks can be reduced through cost-effective platforms such as Wix or Shopify, while skill gaps can be addressed through training or outsourcing. A phased approach to implementation can also help to reduce uncertainty and financial pressures.
Importantly, grid analysis shows that the benefits of Solution A, especially in terms of growth and customer reach, far outweigh these risks. As a result, the overall level of risk is acceptable.
Plan to Implement the Selected Solution
Implementation of Decision A should follow a structured and logical process to ensure effectiveness. The first step is to analyze the current website in order to identify its main shortcomings. This includes a review of usability, design and functionality. Customer feedback can also be used to better understand user needs and improve the overall experience.
The next stage is the redesign of the website, focusing on simplicity, ease of navigation and mobile compatibility. This may include hiring a web developer or using an available platform such as Wix or Shopify. The new website should include key features such as online ordering, clear product descriptions, secure payment options and delivery services. These elements are necessary to increase customer convenience and increase online sales.
Once a website is designed, it should be checked to ensure that all features are working correctly before launch. At the same time, a digital marketing strategy should be put in place, including regular social media activities and customer engagement.
Responsibility can be divided between business owners and external specialists. This structured approach supports the factors identified in the network analysis, in particular customer reach, convenience and competitiveness, ensuring practical and effective implementation.
Means of Measuring Effectiveness of Implementation of Selected Solution
The effectiveness of the chosen solution will be measured using a clear key performance indicator, which is the growth of online sales. This KPI directly reflects the main objective of the strategy and is consistent with the key factors identified in the grid analysis, in particular customer reach and growth potential.
SMART goals provide a structured way to assess success. For example, a 20 per cent increase in online sales over six months is concrete, measurable, achievable, relevant and time-bound. Website analytics tools can be used to monitor performance, including traffic levels, conversion rates, and customer behavior.
In addition, engaging social media can provide further insight into brand visibility and customer interactions. These measures allow businesses to monitor progress and make the necessary adjustments, ensuring continuous improvement.
Key Findings
· Grid analysis confirms that Solution A is the most effective option
· Customer reach and growth potential are the most important factors
· Solution A scores high in these areas, resulting in the highest score
· Solution B is more cost-effective but limited in attracting new customers
· The risks associated with Solution A are moderate and manageable
· Structured implementation plan supports successful execution
· The KPI and SMART objectives provide a clear method for evaluating performance. Clear KPIs allow performance monitoring
















Conclusion
In summary, Green Haven Florists finds itself in a difficult situation due to declining in-store sales, increased competition, and changes in consumer behavior. The analysis shows that to remain competitive, the company must adapt to the digital environment.
Two solutions were considered, including improving customer retention and expanding digital capabilities. The assessment demonstrates that improving the website and digital marketing strategy is the most effective option, as it addresses the root cause of the problem and provides opportunities for long-term growth.
Although this involves certain risks, they can be managed through careful planning and a structured implementation process. Overall, the recommended solution offers a practical and realistic way for the business to improve performance and respond to changing market conditions.
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