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Green Haven Florists is a small independent flower shop located in Northwick, UK. The business was founded in 2016 by Liam and Priya Patel and became known for bespoke floral arrangements, eco-friendly packaging and personalised customer service. However, the business is now facing a serious decline in in-store sales due to changes in customer behaviour and increased competition from online flower delivery companies.

Customers are increasingly choosing online shopping because it is faster, easier and more convenient. As a result, Green Haven Florists needs to modernise its business approach in order to remain competitive. This report will identify the key business problem, propose two possible solutions, evaluate them using a PMI analysis and recommend the most suitable option for the business.
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The main problem faced by Green Haven Florists is the decline in foot traffic and in-store purchases. Although the business has a strong local reputation, it is struggling to compete with larger online flower delivery services that offer fast ordering, home delivery and strong digital marketing.

Another issue is that the company’s current website is outdated and difficult to use. This creates a barrier for customers who want to order flowers online. Customer expectations have changed, and many people now prefer businesses that offer simple online ordering and reliable delivery options.

The business is also affected by rising costs for fresh flowers and materials due to inflation and supply chain issues. These pressures make it important for the company to increase sales and attract more regular customers. Therefore, Green Haven Florists must adopt a solution that improves customer access, increases online visibility and supports long-term business growth.
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Two possible solutions have been identified to address the current problems faced by Green Haven Florists.

[bookmark: _Toc1183238691]Solution 1: Improve the Online Ordering System and Digital Marketing

The first solution is to redesign the company’s website and improve its online ordering system. This would allow customers to browse flower arrangements, select products, make payments and arrange delivery more easily. A modern website would improve the customer experience and reduce the risk of losing customers to competitors.

This solution should also include a stronger digital marketing strategy. Green Haven Florists could use Instagram, Facebook and Google advertising to promote seasonal bouquets, wedding flowers, Valentine’s Day offers, Mother’s Day promotions and local delivery services. Digital marketing can help the business reach a wider audience and increase brand awareness.
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The second solution is to introduce a flower subscription service. Customers could pay weekly or monthly to receive fresh flowers at home, in offices or for events. This could create regular income for the business and improve customer loyalty.

A subscription model could be attractive to customers who want fresh flowers regularly but do not want to place individual orders each time. However, this option may require more planning, delivery organisation and stock control. The business would need to manage flower supply carefully to avoid waste and ensure consistent quality.                 Both solutions could improve the business, but they have different costs, risks and long-term benefits.
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A PMI analysis was used to evaluate the two proposed solutions. PMI stands for Plus, Minus and Interesting. This method helps to compare the positive points, negative points and wider implications of a decision.

The analysis shows that improving the online ordering system and digital marketing strategy offers the strongest overall benefit for Green Haven Florists. This solution directly addresses the main problem, which is the decline in in-store sales and the need to attract more online customers.
The full PMI analysis can be found in Appendix 1.
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Based on the PMI analysis, the recommended solution is Solution 1: Improve the Online Ordering System and Digital Marketing.

This is the strongest option because it directly responds to the change in customer behaviour. Customers now expect businesses to provide quick and simple online services. By improving the website and using digital marketing, Green Haven Florists can increase online orders, reach more customers and compete more effectively with larger flower delivery companies.

This solution also gives the business more flexibility. Once the website and digital marketing are improved, Green Haven Florists can later add other services, such as subscriptions, event packages or same-day delivery. Therefore, Solution 1 provides both immediate and long-term benefits.
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Although the recommended solution has strong potential, it also involves several risks. These include cyber attacks, data protection issues, technical website problems and online payment failures. These risks must be managed carefully because customers will be entering personal and payment information online.

To reduce these risks, the business should use a secure payment system, reliable website hosting and regular technical maintenance. Staff should also be trained in data protection and customer information handling. This is important because customer trust is essential for online business success.

The full risk analysis can be found in Appendix 2
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	Step
	Action
	Responsible Person
	Timeline
	Expected Outcome

	1
	Review current website and identify problems
	Business owners
	Week 1
	Clear understanding of website weaknesses

	2
	Hire a web developer
	Business owners
	Week 2
	Professional support secured

	3
	Redesign website and add online ordering system
	Web developer
	Weeks 3–6
	Easier customer ordering process

	4
	Add secure online payment system
	Web developer
	Week 6
	Safe payment process for customers

	5
	Train staff to manage online orders
	Store manager
	Week 7
	Staff prepared to handle online sales

	6
	Launch social media marketing campaign
	Marketing assistant / owner
	Week 8
	Increased online visibility

	7
	Monitor website orders and customer feedback
	Business owners
	Months 3–6
	Performance measured and improvements made
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Key Performance Indicators, also known as KPIs, should be used to measure whether the recommended solution is successful. These indicators will help Green Haven Florists understand if the new online strategy is improving business performance.

The business should monitor online orders, website traffic, customer retention and total revenue. These measures are important because they show whether customers are using the new online system and whether the business is becoming more competitive.
	KPI
	Target
	Timeframe
	Measurement Method

	Increase online orders
	25% increase
	6 months
	Website order data

	Increase website traffic
	30% increase
	6 months
	Website analytics

	Improve customer retention
	15% increase
	6 months
	Repeat customer records

	Increase total revenue
	20% increase
	6 months
	Monthly sales reports

	Improve customer satisfaction
	80% positive feedback
	6 months
	Customer reviews and surveys
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Green Haven Florists is facing a serious business challenge due to declining in-store sales, changing customer behaviour and strong competition from online flower delivery companies. The business cannot rely only on traditional shop sales if it wants to remain competitive.

This report evaluated two possible solutions: improving the online ordering system and digital marketing, and introducing a flower subscription service. After using a PMI analysis, the strongest solution was found to be improving the online ordering system and digital marketing strategy.

This recommendation is suitable because it directly addresses the company’s main problem and supports long-term growth. If the business manages risks carefully and monitors performance through KPIs, Green Haven Florists can increase sales, attract more customers and strengthen its position in the market.
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Solution evaluated: Improve the online ordering system and digital marketing strategy.               
	Category
	Factor
	Score

	
	
	

	Plus (+)
	Increased online sales opportunities
	+7

	Ability to reach customers outside the local area
	+6
	

	Improved customer convenience
	+5
	

	Stronger brand visibility through social media
	+5
	

	Better ability to compete with online flower delivery companies
	+6
	

	Total Plus Score
	+29
	

	Minus (-)
	Website development cost
	-6

	Need for digital marketing skills
	-5
	

	Ongoing website maintenance
	-4
	

	Competition with larger online retailers
	-4
	

	Staff training required
	-3
	

	Total Minus Score
	-22
	

	Implications / Interesting
	Opportunity for future delivery expansion
	+5

	Potential partnerships with event companies
	+4
	

	Possibility of adding flower subscriptions later
	+4
	

	Increased dependence on technology
	-3
	

	Need to manage online customer data safely
	-3
	

	Total Implications Score
	+7
	

	Final PMI Score
	+14
	





Appendix 2: Risk Analysis 

	Risk
	Likelihood 1–5
	Impact 1–5
	Risk Level
	Mitigation Strategy
	Response Plan

	Cyber attack
	3
	4
	High
	Use cyber security protection and secure hosting
	Immediate security response and system check

	Data protection breach
	3
	5
	High
	Follow GDPR rules and protect customer data
	Notify affected customers and recover data

	Technical website failure
	4
	3
	Medium
	Use reliable hosting and regular maintenance
	Contact technical support and restore backup

	Online payment issues
	2
	4
	Medium
	Use a trusted secure payment gateway
	Refund customers and investigate the issue

	Poor customer response to new website
	2
	3
	Medium
	Test the website before launch and collect feedback
	Make improvements based on customer feedback




